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About the User Guide

This user guide elucidates all the functions, features and capabilities of Everest
CRM Studio. It is henceforth referred to as CRM Studio.

Audience

This guide is designed to help you install, initially configure, and implement
CRM Studio according to the specific needs of your organization. It is meant

to suit the needs of end-users who will be handling automated customer
relationship management which includes a variety of functions.

We recommend that you go through the manual before you start using the
product, to familiarize yourself with the following:

* Installing and configuring CRM Studio
* Creation of queries and events

* Alert Methods

* Subscriber Maintenance

* Visual Basic Scripting

* ERS (E-mail Response System)

* Scheduling of Crystal Reports

*  Webcasting

* EventPaks

Assumptions
We assume that the user is conversant with:
*  Microsoft Windows
* Everest
* Database Administration
* SQL (Structured Query Language)
* Visual Basic and Scripting

Document Conventions
This section details the conventions used in this user guide. These conventions
enable you to navigate easily through the information provided and help you
accomplish your tasks quickly.

Note

The Note icon is used to denote important information.
This icon appears on the left side of a page (aligned with the heading it
forms a part of) with the text appearing adjacent to it.

Refer

The Refer icon is used to point to related topics within the chapter or across the
user guide.

This icon appears on the left side of a page (aligned with the heading it
forms a part of) and the text appears adjacent to it.
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Example
The Example icon is used to depict examples.

This icon appears on the left side of a page (aligned with the heading it
forms a part of) and the example appears adjacent to it.

Hint

The Hint icon is used to denote useful hints.

:‘@’: This icon appears on the left side of the page (aligned with the heading it
forms a part of) and the text appears adjacent to it.

Warning

This icon is used to indicate salient information without which you cannot
proceed with your intended operation.

This icon appears on the left side of the page (aligned with the heading it
forms a part of) and the text appears adjacent to it.

Step-by-Step
The Step-by-Step icon is used to enumerate instructions to carry out a task.

i:_l-b This icon appears on the left side along with the text.

Keywords
* Menu options, Windows/Dialog Boxes, Field names are highlighted in
boldface.

* Navigation across menu options is indicated by the symbol “>”.

To view the Everest CRM Studio Administrator dialog box in CRM
Studio, you must click the CRM option from the main menu bar.
From the drop-down menu, highlight CRM Studio and click
Administrator. This is illustrated in the document/online help as
follows:

From the main menu bar, select CRM > CRM Studio >
Administrator. You will see the Everest CRM Studio Administrator
dialog box.

How this Guide is Organized
The CRM Studio User Guide comprises sixteen chapters. The user guide contains
an Index and a Table of Contents, which help you look for topics across all
chapters.
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Chapter
Number

10

11

12

13

14

Chapter Name
Installation and
Configuration
Product Tutorial
Administration
Query Designing
Subscriber Maintenance
Event Designing
Visual Basic Scripting
Event Monitor
E-Mail Response System

Event Triggered Reports

Scheduling Crystal
Reports

Webcasting
EventPaks

Worksheets

Description

Describes installation and initial
configuration of CRM Studio.

Brief tutorial on designing queries
and events.

Describes the Everest CRM
Studio Administrator.

Describes creation of record-level
and aggregate queries.

Describes the creation and
maintenance of subscribers and

groups.
Describes creation of events.

Describes creation and use of
Visual Basic scripts.

Describes the Everest CRM
Studio Event Monitor.

Describes configuration and use
of ERS (E-mail Response System).

Describes generation of Crystal
Reports using event triggers.

Describes scheduling and
automation of Crystal Report
generation.

Describes configuration and use
of webcasting.

Describes creation and use of
EventPaks.

Contains worksheets to help you
collect information required
before setting up queries, events
and subscribers.
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CRM Studio Installation and Configuration

Welcome to CRM Studio

Thank you for your interest in CRM Studio, the industry’s leading Alert

Messaging technology for superior business intelligence.

CRM Studio provides you with advanced features in order to monitor your

business activities in terms of administration, managing and monitoring events.

Using CRM Studio you can create companies, query definitions, define custom

events, report definitions, schedule events, write basic scripts, add e-mail and fax

accounts, add subscribers, assign the events to e-mail and fax accounts, assign

events to subscribers or users. You can also import existing Everest users into

CRM Studio.

Other activities that you can perform in CRM Studio are:

* Configure hardware settings for fax, paging, and printing

* Configure software settings for e-mail, fax, paging, and holiday definitions

* Specify user authorizations for access to different Everest modules

* View (and take corrective actions for) any errors that were encountered when
the application attempted to either execute an event, or send notifications
about an event

* Monitor the status of application servers, events, e-mails, faxes, reports etc.

To use CRM Studio, it is necessary that you are aware of SQL and database
administration activities. Hence, it is recommended that only trained
personnel having proper security rights should be allowed to configure and
work with CRM Studio. For additional security you need to specify an
administrator password in the Configuration profile.

= “Configuration - CRM Studio” on page 20

We hope that you will enjoy working with CRM Studio and we encourage you to
send us your feedback.

How does CRM Studio Work?

As said earlier, it is necessary that you are aware of the concepts of database
administration activities and SQL to create and handle queries.

In order to work with CRM Studio, you need to configure it so that a link is
established between the functions provided by the application.

Everest Software gives you an EventPak containing 100 odd events and queries
which cater to the usual business requirements of an organization. In addition to

Everest CRM Studio 3
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this you can create custom events, queries, schedule reports etc. to meet your
business needs.

= “Sample Events” on page 355

Once these things are in place, it becomes necessary to configure the hardware
and software settings in order to monitor the events. Use the Everest CRM Studio
Administrator for this purpose.

= “Hardware Setup” on page 92
“Software Setup” on page 95

After this, you need to set up CRM Studio so that it works in tandem with the
events created. Then depending on the settings, the actions and tasks get executed
when the events are triggered.

Advantages of CRM Studio

In addition to the system events defined in Everest, users can create custom
events by defining conditions. In order to create a Custom Event, users must
specify a condition using filters. Filters are specific conditions that you give in
order to narrow down search and get a consolidated data.

The advantages of CRM Studio are:

*  You can create and monitor exceptional events

In system events, you can track an event when sales invoice is created.
In advanced events, you can track only those events (by specifying
conditions) where sales invoices for amount greater than $1,000,000
are created. This is an exceptional event.

* You can attach Everest reports to e-mails dynamically

Example When a sales invoice is created, you can generate the sales invoice
report in PDF format and attach the report with the e-mail, and send it
to the respective customer.

* In a similar manner, reports that need to be sent on a periodic basis (like
Account Receivable Aging, Best Customer report, Commission report etc.) can
be sent on a “need to know” basis (i.e., the data in the report will be specific to
the user/customer/vendor for whom it is intended for) at a predefined
frequency like weekly, monthly, quarterly, etc.

4 Everest CRM Studio
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CRM Studio Installation

Use the CRM Studio Installation CD to install CRM Studio. The CRM Studio
client cannot be installed unless the Everest client has been installed. The CRM
Studio server cannot be installed until the Everest application server has been
installed. The versions of CRM Studio and Everest must be compatible with each
other.

To install the Everest Advanced CRM Studio version 5.0.0 client, the
Everest Advanced Edition version 5.0.0 client must be installed. You
cannot install the Everest Advanced CRM Studio version 5.0.0 client
with the Everest Advanced Edition version 4.0.0 client installed.

By default, CRM Studio and the data files install in the Everest directory. They
must be located on the same drive as Everest.

If you install Everest on the C: drive, CRM Studio and the data files
must also be located on the C: drive. Similarly, if you install Everest
on the D: drive, CRM Studio and the data files must be located on the
D: drive.

It is recommended that you close any other programs running on your
workstation before installing CRM Studio.

i:_l-b To install CRM Studio, do the following:

* Insert the CRM Studio CD-ROM into your computer's CD-ROM tray. The CD
automatically runs the setup.exe file which starts the Everest Advanced CRM
Studio Installation Wizard. You will see the Preparing to Install screen and
then you will see the Everest Advanced CRM Studio Installation Wizard -
Welcome dialog box.

Everest CRM Studio 5
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CRM Studio

Welcome

Welcome to the InstallShield Wizard for
Everest Advanced CRM Studio 5.0.0

The Installation® Wizard will install Everest Advanced CRM
Studio on your computer, It is strongly recommended that you
close all Windows programs before running this Install program,

Click Cancel to quit the Installation Wizard and then close any
programs you have running.  Click Mext to continue with the
Installation Wizard,

WARNING: This program is protected by copyright law and
international treaties,

Unauthorized reproduction or distribution of this program, or
any portion of it, may result in severe civil and criminal
penalties, and will be prosecuted to the maximum extent
possible under lav,

< Back Cancel

Figure 1.1: Welcome

The Installation Wizard guides you through the installation process.

* Click Next. You will see the License Agreement dialog box.

It is important that you read the License and Services Agreement displayed in
the dialog box and accept the terms to proceed with installation.

License Agreement

i'é‘- Everest Advanced CRM Studio - Installati

License Agreement

Please read the following license agreement carefully,

EVEREST SOFTWARE, INC ﬂ
LICENSE MND JERVICES AGREEMENT

This LICENSE AND 3JERVICES AGREEMENT (“Agreement”) is
made and entered into by and hetween you [(“Customer” or
“you®)] and Everest Software, Inc., a Delaware
corporation ("“Everest” or the “Company™) .

IMPORTANT - READ THIS AGREEMENT AND THE DOCUMENTS
INCORFPORATED EY REFERENCE HEREIN CAREFULLY EEFORE

-
TLOTIIT SAT TR TRTETAT T TR AT TTE TS ARTW AT ST TETe _I

T accept the terms in the license agreement;

" 1 do not accept the terms in the license agresment

InistallShield

Prink |

< Back I Mext = I Cancel

Figure 1.2: License Agreement

* Select the option I accept the terms in the license agreement to agree with the

terms and conditions.

Everest CRM Studio
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* Toreview a hard copy of the license agreement or keep a copy for your
records, click the Print button.

If you select the option I do not accept the terms in the license agreement,
you will not be able to proceed with the installation process. Click Cancel to
terminate the installation.

* Click Next. You will see the Customer Information dialog box.

Customer Information

i'é‘- Everest Advanced CRM Studio - Installation Wizard | ]

Customer Information

Flease enter your information,

User Mare:

IJanice )

Organization:

IEverest Software, Inc,

Install this application for:
' anyone who uses this computer (all users)

" Only for me {Janice 5)

Installshield
< Back I Mext = I Cancel
Figure 1.3: Customer Information
User Name

Enter the name of the user.

Organization
Enter the name of the organization.

You can install CRM Studio for any of the following users:

Anyone who uses this computer (all users)
Select this option to enable all the users (whose profiles have been defined in the
operating system) to use CRM Studio on your computer.

If your computer is shared between different users, these users will be
able to use CRM Studio.

Only for me
Select this option to restrict other users from logging into CRM Studio installed
on your computer. CRM Studio will be accessible only to you.

A user profile is defined in the operating system’s environment and is
loaded when the user logs on. This profile contains user-specific settings of
the operating system’s environment such as program items, screen colors,
network connections, printer connections, window size and position.

* Click Next. You will see the Setup Type dialog box.

Everest CRM Studio 7
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CRM Studio
Setup Type

Setup Type

Choose the setup type that best suits your needs,

Flease select a setup type,

" Client Only

@ Only the Client application will be installed.

" Seryer Dnly
@ Only the Server application will be installed.

InistallShield

Both the Client and Server applications will be installed.

I Mext = I

< Back Cancel

Figure 1.4: Setup Type

Use the Setup Type dialog box to specify the type of setup (Server and Client,
Client Only or Server Only).

Select Server and Cl

ient to install the CRM Studio server and client. A

compatible Everest application server and the Everest client must be installed.

Click Next. You will

see the Everest Advanced Data Server dialog box.

Select Client Only to install only the CRM Studio client. A compatible

Everest client must be installed. Click Next. You will see the Ready to Install

dialog box.

Select Server Only to install only the CRM Studio server. A compatible

Everest application server must be installed. Click Next. You will see the
Everest Advanced Data Server dialog box.

You will receive an error message if a compatible Everest application server

and/or Everest cli

ent is not installed. Click OK to exit the installation.

Everest CRM Studio
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Everest Advanced Data Server

Use the Everest Advanced Data Server dialog box to provide information on the
Everest database.

i'é‘- Everest Advanced CRM Studio - Installation Wizard | ]

Everest Advanced Data Server E

Specify the machine name or IP address where the Everest Advanced Data Server is
installed and the system administrator{SA) password of the M5 SCL Server, This is
required ko configure the Everest Advanced CRM Studio Server.,

Everest Advanced Data Server

Jvanzz

Passward

I*******

InistallShield

< Back I Mext = I Cancel

Figure 1.5: Everest Advanced Data Server
* Specify the IP address or the machine name where Everest Data Server is
installed.
If the Everest Data Server is installed on the same machine where you are
installing CRM Studio, then you will not see the above dialog box.

* Enter the system administrator password (SA) of the MS SQL Server. This is
not the password for Everest. This is necessary so that the Everest Advanced
CRM Studio Server can be configured.

* Click Next. You will see the Ready to Install the Program dialog box.

Everest CRM Studio 9
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Ready to Install the Program

i'é‘- Everest Advanced CRM Studio - Installation Wizard [ %]
Ready to Install the Program

The wizard is ready to begin installation,

Click Install to begin the installation.

IF wou want to review or change any of your installation settings, click Back, Click Cancel to
exit the wizard,

InistallShield

< Back

Cancel

Figure 1.6: Ready to Install the Program

Click Install. You will see the Installing Everest Advanced CRM Studio
dialog box. The Installation Wizard installs CRM Studio on your computer.

Installing Everest Advanced CRM Studio

i'é‘- Everest Advanced CRM Studio - Installation Wizard

Installing Everest Advanced CRM Studio

The program Features you selected are being installed,

Please wait while the InstallShield Wizard installs Everest Adwvanced CRM
Studio, This may take several minutes,

Status:

InistallShield

< Back | [dext = | Canicel I

Figure 1.7: Installing Everest Advanced Edition CRM Studio
The Installation Wizard installs CRM Studio on your computer.

During installation, if other programs are running on the workstation, you
will see the Files in Use dialog box. Shut down the programs and click Retry

to continue the installation. Alternatively, you can click Ignore to continue the
installation without shutting down the programs.

10
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* Once installation has been completed, you will see the Installation Wizard
Completed dialog box.

Installation Wizard Completed

i'._% Everest Advanced CRM Studio - Installation Wizard x|

InstallShield Wizard Completed

The Installshield Wizard has successfully installed Everest
Advanced CRM Studio, Click Finish ko exit the wizard,

Cance |

< Back

Figure 1.8: Installation Wizard Completed
* Click Finish to exit the wizard.
* After installation of CRM Studio server, the user should login to ASC
ﬁ company and invoke the Everest CRM Studio Architect. This will
update the ASC sample company (for reference) with the latest
EventPak. Later the user can access architect of his/her working
company.
The installation of CRM Studio is now complete. Your next steps are the
activation and initial configuration of CRM Studio.

“Configuration - CRM Studio” on page 20
= gu pag
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Activation - CRM Studio

There are two sets of license keys used to activate CRM Studio. The first one is
entered during the installation of CRM Studio and the second one is entered in
the CRM Studio Architect.

CRM Studio activation codes are bound to the name of the server they are
installed on. If you need to re-install CRM Studio on a different machine or
rename it after the first 30 days, a re-licensing charge will be incurred.

3pp To activate CRM Studio through CRM Studio Architect, do the
1 following:
¢  From the Everest main menu bar, select CRM > CRM Studio > Architect. You
will see the Everest CRM Studio Architect dialog box.
* From the menu, select Help > About Everest CRM Studio Architect.

#" Everest CRM Studio Architect =] 3
Eile View | Help
-’1’3' e & Contents

Events Everest on the Web

Accel Sample Company [Drly for Referenc:
| Email Response System

| EVEREST RND S4MPLE COMPANY
Sample Application

Subscribers

Figure 1.9: Everest CRM Studio Architect
You will see the About Everest CRM Studio Architect dialog box.

12 Everest CRM Studio
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. About Everest CRM Studio Architect [ %]

Ewverest CRM Studio Architect
Everest Software, Inc.

?jﬁgg?gemp Circle Version 2000.6.1

Dulles, %A 20166 This application is licensed to:
EVEREST INTERMAL TEST LICEWSE

Phaone: {800) 382-0725

http: e, everestsoftwareine. com

Ewverest Everest CRM Studio
Copyright [c] 1998-2006 Vineyardzoft Corporation. All Rights Reserved.

‘warning: Thig software product is pratected by copyright law and Li
international treaties. ICENSE. ..
Sustem Info...

Basic Scripting provided by Cypress Software, Inc. [c] 1993-2006

Figure 1.10: About Everest CRM Studio Architect Dialog Box
* Click the License button to view the License Code Management dialog box.

. Everest CRM Studio - License Code Management [ %]

License Owner: |EVEF|EST INTERMAL TEST LICENSE
Licenze Expiration D ate: |1 2/31/9999

License Code: Ixxxxxxxxxxxxxxxxxxxxxxxxx

License Type: |ENTEF|F'F|ISE-W’EBEASTEF| j
Licensed Server Mame: ISEHVEH-NAME

Licenzed DB Connections: |3
oK | Cancel |

Figure 1.11: Everest CRM Studio - License Code Management Dialog Box
* Enter your license information in the following fields:
License Owner
Enter the name of the person or organization that owns the CRM Studio license.
License Expiration Date
Enter the date that your license will expire.
License Code
Enter your CRM Studio license code.
License Type
Select your license type from the drop-down list.
License Server Name
Enter the name of your CRM Studio Server.
Licensed DB Connections
Enter the number of your licensed database connections.
* Click OK to complete your CRM Studio activation.
For more information on CRM Studio, refer to the CRM Studio Web Help.
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Modify, Repair, and Uninstall CRM Studio

Use the Modify, Repair, and Uninstall CRM Studio process to modify, repair, or
uninstall CRM Studio separately from Everest. Access these options from Add/
Remove Programs in the Control Panel.

:@’. It is recommended that you close any other programs running on your
"H™ workstation before modifying, repairing, or uninstalling CRM Studio.

3pp To access the CRM Studio Modify, Repair, and Uninstall options, do the
following;:

e From the Control Panel, double-click Add or Remove Programs. You will see
the Add or Remove Programs dialog box.

* From the Add or Remove Programs dialog box, select Everest Advanced
CRM Studio.

* Click Change. You will see the Welcome dialog box.

Welcome

i'-.%‘ Everest Advanced CRM Studio - Installation Wizard B3

Welcome to the Installation Wizard for
Everest Advanced CRM Studio 4.0.0

The Installation® Wizard will allow you o modify, repair,
upgrade or remove Everest Advanced CRM Studio, To
continue, click Mext,

< Back Cancel

Figure 1.12: Welcome
* Click Next. You will see the Program Maintenance dialog box.

14 Everest CRM Studio
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Program Maintenance

{5 Everest Advanced CRM Studio - Installation Wizard E
Program Maintenance
Modify, repairfupgrade, or remove the program,

@ Change the Features which are needed or remove specific features not

needed, Customize your installation,

" Upgrade or Repair:

use setup to reinstall Everest CRM Studio just as it was installed

@ Upgrade your Everest CRM Studio with the latest version or you can
originally and fix any errors,

" Uninstall Everest Advanced CRM Studio:
@ Delete entire Everest CRM Studio from this computer,
% |

InistallShield

< Back I Mext = I Cancel

Figure 1.13: Program Maintenance

The Program Maintenance dialog box allows you to specify the type of
maintenance option (Add, Remove, Upgrade, Repair, or Uninstall).

Add or Remove Features
Select this option to add or remove features of the Everest Advanced CRM
Studio application.

= “Add or Remove Features” on page 15

Upgrade or Repair

Select this option to repair installation errors in the CRM Studio program. You
can also upgrade a previous version of CRM Studio already installed on your
system.

= “Upgrade or Repair” on page 17
Uninstall Everest Advanced CRM Studio
Select this option to uninstall the CRM Studio application from your computer.

= “Remove the Program” on page 19

Add or Remove Features

Use this option to add or remove Everest Advanced CRM Studio features.
* Select Add or Remove Features from the Program Maintenance dialog box.

= Program Maintenance

* Click Next. You will see the Custom Setup dialog box.

Everest CRM Studio 15
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Custom Setup

To view the description for a feature, click on it. The relevant description is
displayed in the Feature Description box on the right side of the dialog box.

i'é‘- Everest Advanced CRM Studio - Installation Wizard | ]

Custom Setup
Select the program Features you want installed,

Click on an icon in the list below to change how a Feature is installed.

= Feature Description

Select this Feature ta install

- Client Components of CRM

o 3 v | Sample Events Studia, This includes the
adminstrator, Event Manager and
monitar modules.

This feature requires OKE on
wour hard drive.

InistallShield

Help | < Back I Mext = I Cancel

Figure 1.14: Custom Setup
* Select the features/sub-features to add or remove.
* Click Next. You will see the Ready to Modify the Program dialog box.
Custom Setup Dialog Box Options
The options available in this dialog box are listed below:
* CRM Studio Client
* CRM Studio Server
- Sample Events
Select/Deselect Components

* To select/deselect components, click displayed beside each component.
You will see the following options:

This feature will be installed on local hard drive
Choose this option to install the selected feature on your hard disk. Only the
selected feature/sub-feature will be installed.

This feature will not be available
Select this option to disable the feature (the feature will not be installed).

Space
Click Space to view the Disk Space Requirements dialog box.

ﬁ The Space button is enabled only if a component is selected for installation.

The Disk Space Requirements dialog box displays the hard disk space statistics
of your computer.

16 Everest CRM Studio
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Ready to Modify the Program

Ready to Modify the Program
The wizard is ready to begin installation,

Click Install to begin the installation.

IF wou want to review or change any of your installation settings, click Back, Click Cancel to
exit the wizard,

InistallShield

Cancel

< Back

Figure 1.15: Ready to Modify the Program

e Click Install. You will see the Installing Everest Advanced CRM Studio
dialog box. The Installation Wizard installs CRM Studio on your computer.

= “Installing Everest Advanced CRM Studio” on page 10

* Once the installation is complete, you will see the Installation Wizard
Completed dialog box.

= “Installation Wizard Completed” on page 11

¢ (lick Finish to exit the wizard.

Upgrade or Repair

Use this option to upgrade or repair your Everest CRM Studio client or server.

* Select Upgrade or Repair from the Program Maintenance dialog box. This
option upgrades or repairs the Everest component(s) that are installed on
your computer.

= “Program Maintenance” on page 15

* You will see the Ready to Repair the Program or Ready to Upgrade the
Program dialog box.

Everest CRM Studio 17
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Ready to Repair/Upgrade the Program

This window displays the version of Everest that you are ready to repair or

upgrade and its corresponding features. You can go back and make any changes,
if required.

i'é‘- Everest Advanced CRM Studio - Installation Wizard | ]

Ready to Repair the Program
The wizard is ready to begin installation,

Click Install to begin the installation.

IF wou want to review or change any of your installation settings, click Back, Click Cancel to
exit the wizard,

Setup is ready ko repair the installed features, 4.0470,00000,137.00000,137.00000
---------- Installing/Repairing---------
CRM Studio Server

CRM Studio Client:

InistallShield

< Back

Cancel |

Figure 1.16: Ready to Repair the Program Dialog Box

Click Install. You will see the Installing Everest Advanced CRM Studio
dialog box.

= “Installing Everest Advanced CRM Studio” on page 10

Once the installation is complete, you will see the Installation Wizard
Completed dialog box.

= “Installation Wizard Completed” on page 11

Click Finish to exit the wizard.

Uninstall Everest Advanced CRM Studio

Use this option to delete Everest Advanced CRM Studio completely from your
computer.

Select Uninstall Everest Advanced CRM Studio from the Program

Maintenance dialog box. Click Next. You will see the Remove the Program
dialog box.

= “Program Maintenance” on page 15
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Remove the Program

i'é‘- Everest Advanced CRM Studio - Installation Wizard | ]

Remove the Program

‘fou have chosen to remove the program from your system,

Click Remove to remove Everest Advanced CRM Studio from your computer, After
removal, this program will no longer be available for use.

IF wou want to review or change any settings, click Back.

InistallShield

< Back Cancel

Figure 1.17: Remove the Program

* Click Remove to uninstall the application from your computer. You will see
the Uninstalling Everest Advanced CRM Studio dialog box.

Uninstalling Everest Advanced CRM Studio

i'é‘- Everest Advanced CRM Studio - Installation Wizard

Uninstalling Everest Advanced CRM Studio

The program Features you selected are being uninstalled,

Please wait while the InstallShield Wizard uninstalls Everest Adwvanced CRM
Studio, This may take several minutes,

Status:

InistallShield

< Back | [dext = | Canicel I

Figure 1.18: Uninstalling Everest Advanced CRM Studio

* Once the uninstall process is complete, you will see the Installation Wizard
Completed dialog box.

¢ (lick Finish to exit the wizard.
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Configuration - CRM Studio

As a lights-out application, CRM Studio uses multiple server processes in its
daily processing. These servers do everything from scheduling events for
submission, and checking for triggered events, to sending out alerts via e-mail.

For a list of all the individual server processes that CRM Studio uses, you can log
in to the Everest CRM Studio Administrator (path: CRM > CRM Studio >
Administrator). Select Activity > Server Status from the Administration Folders
panel in the center. The Server Status panel on the right displays all of CRM
Studio’s servers and their current status.

Under Microsoft Windows 2000, all these servers run under an overall CRM
Studio service, which you can check from the Service Manager.

Each individual CRM Studio server process may be enabled or disabled for
running from the Everest CRM Studio Administrator dialog box. Double-click a
server process name and check the option Allow Server to Process.

By default, some of CRM Studio’s delivery servers (such as the fax, page, and
webcast servers) are pre-configured to not start when the Everest CRM Studio
service (or server manager) is initialized. (The CRM Studio, scheduler,
application event, and e-mail servers are enabled by default.)

You may wish to review the status of the various CRM Studio servers to see
which servers are (and are not) configured to run. Please note that if you are using
CRM Studio to perform a function related to one of the servers on this list, you
must be sure that the server is enabled to run.

There are four steps in the initial configuration of Everest CRM:

* Connecting CRM Studio to an underlying company database and verifying
that this connection is valid.

[@"Connect CRM Studio to the ASC Database” on page 22

* Specifying the e-mail account that CRM Studio will use for the sending of e-
mail alert messages.

[(E:”Set Up E-mail Account to send E-mails” on page 28
* Testing the operation of the e-mail account defined in the previous step.
[@”Test the E-Mail Sending Account” on page 32

* Creating a ‘subscriber’ record for yourself to use during initial event testing.

[@”Deﬁne a Subscriber” on page 33

Authentication

You need to provide authentication details in order to access CRM Studio after
installation.

i:_l-b To provide authentication details, do the following:

20 Everest CRM Studio
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* From the main menu bar, select CRM > CRM Studio > Configuration. You
will see the Configuration - CRM Studio dialog box.

i@l Configuration - CRM Studio EHE
Options  Help

EERIETY

General |

—Authentication Detail
% Define authentication details For accessing CRM Studio

User Code to be used for authentication
fsue =] |superysor

Administrator Password

CRM Studio Server Mame
jusia-sTUDIO

Figure 1.19: Configuration - CRM Studio
User Code to be Used for Authentication *
Enter the user code for using CRM Studio to access Everest database. This is
required for security purposes and it prevents any unauthorized updating of the
Everest database using some of the events available in CRM Studio.
Administrator Password *
Enter the administrator password for accessing CRM Studio. This is required as
an additional security right to access related modules in CRM Studio.
CRM Studio Server Name *
Enter the name of the CRM Studio server. This field defaults to the last CRM
Studio server name. If you uninstall and reinstall CRM Studio, you must change
the CRM Studio name to ensure proper functionality between Everest and CRM
Studio.

Menu Option

Create Application

You can create an application for your registered company by selecting this
option.

The Create Application option is disabled in the following scenarios:

* The sample company is installed.

* An application is already installed for the logged in company.

.z_;.l" To create an application, do the following:

* From the main menu bar of the Everest window, select CRM > CRM Studio
>Configuration. You will see the Configuration - CRM Studio dialog box.

* From the Configuration - CRM Studio dialog box, select Options > Create
Application. A Confirmation window appears.

* Select one of the options:

Everest CRM Studio 21
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- Create a blank application - Select this option to create an application
without the sample events. This, however, does not affect the other
activities of CRM Studio.

- Create an application and copy sample events - Select this option to create
an application with all the sample events.

Install/Upgrade Reference Events

This option allows you to install sample events or upgrade existing sample events
whenever an update is available. You can use this option in the sample company
as well as a registered company.

= “Sample Events” on page 355

23 To install/upgrade sample events using the Install/Upgrade Sample
Events option, do the following:

¢  TFrom the main menu bar of the Everest window, select CRM > CRM Studio >
Configuration. You will see the Configuration - CRM Studio dialog box.

* From the Configuration - CRM Studio dialog box, select Options > Install/
Upgrade Sample Events. A Confirmation window appears.

* Click Yes to install/upgrade the sample events.

Whenever you upgrade Everest, if you have installed CRM Studio, Everest will
prompt you to install the latest eventpak provided by Everest Software, when you
try to access any feature of CRM Studio. If you do not opt to install it then you
will still access the older version of the eventpak. You can use the Install/Upgrade
Sample Events option from the menu at any point of time to install the latest
upgraded events.

This option will be enabled only when the user does not have the latest
sample events. This latest sample events will be installed in the /Everest/
ACRM folder. However, the same will not be updated in CRM Studio.
Hence, in order to install the latest sample events the user has to either say
"Yes' when prompted or select the menu option manually.

You need to have rights to upgrade the events.

Choose the Everest CRM Studio Server

CRM Studio is designed to be installed on a single machine, a server from which
it can access the database(s) of the company(s) to be monitored.

All set-up and maintenance of CRM Studio is to be done from this server.
However, if your hardware set-up dictates that CRM Studio administration and
configuration be done from a remote client, contact Everest Software Technical
Support for guidance in installing a remote client version of CRM Studio.

Connect CRM Studio to the ASC Database

The Accel Sample Company (ASC) is a sample database, shipped with Everest.
You may use this sample company data to test, and familiarize yourself with the
configuration and working of Everest’s features, such as CRM Studio. We
recommend that you carry out these procedures on the ASC database to begin
with. Later, you may follow the same procedures to configure CRM Studio for

22
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use with your actual company’s database. Alterations to sample data have no
effect whatsoever on your real company’s data.

CRM Studio uses Microsoft ODBC (Open Database Connectivity) to integrate
with an underlying database. The first step is to check for, and test the ODBC
source that allows CRM Studio to access the Accel Sample Company database.

The ODBC System DSN for the Accel Sample Company is created by
default during the installation of CRM Studio. You must verify that the
ODBC source is fully operational.

= “CRM Studio Installation” on page 5

Verify ASC’s ODBC Source
.3 To verify the existence of a System DSN source for the Accel Sample

Company, do the following:

* Open the ODBC Data Source Administrator (path: Control Panel >
Administrative Tools > Data Sources (ODBC)).

* Click the System DSN tab. Your source will look like the following,
depending on the type of database you are working with.
€10DBC Data Source Administrator K E3

User DSM Swstem DSH | File DSM I Driversl Tracingl Connection Poolingl About I

System Data Sources:

Bl | add.. |
MR na NGl SOL Server

E=cel Files Microsoft Excel Driver [*.xls) Remove |
Configure. .. |

An DDBC System data source stores information about how to connect to
the indicated data provider. A System data source iz vizible to all uzers
on this machine, including MT services.

QK I Cancel | Aol | Help |

Figure 1.20: ODBC Data Source Administrator - System DSN tab
* In the list of ODBC system data sources, verify that a data source exists for

ASC. The name of this source is ACRM_ASC_<name of the SQL server
instance on your computer>.

If the SQL server component installed on your machine is named
comp-shopfloorl (this is the name used by SQL Server to identify
your machine on your network), the ODBC source will be
ACRM_ASC_COMP-SHOPFLOOR1.

Test ASC’s ODBC Source
23y To test the ODBC source for the Accel Sample Company, do the
following;:

* Open the ODBC Data Source Administrator (path: Control Panel >
Administrative Tools > Data Sources (ODBC)).
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* Click the System DSN tab. Highlight the name of the ODBC source defined
for ASC (ACRM_ASC_<name of the SQL server instance on your computer>).

* Click Configure. You will see the Microsoft SQL Server DSN Configuration

dialog box.
Microsoft SQL Server DSN Configuration x|

Thiz wizard will help you create an ODBL data source that you can use to
connect to SOL Server.

‘what name do you want to use to refer to the data source?

Marme: IACH M_ASC_COMP-SHOPFLOORT

How do you want to describe the data source?

Description: IAEHM_ASE - ACCEL SAMPLE COMPANY

‘wihich SOL Server do you want to connect ta?

Server: [COMP-SHOPFLOOR =l

Finizh I Mext » | Cancel | Help |

Figure 1.21: Microsoft SQL Server DSN Configuration
* Click Next until you get to the final screen. Each screen displays various
details about the SQL Server DSN configured on your machine.

Altering the default configuration (if necessary) is best done by an
& advanced user or a network/systems administrator.

* Click Finish when you get to the final screen. You will see the ODBC
Microsoft SQL Server Setup dialog box, displaying details of the SQL Server

DSN.
ODBC Microsoft SAL Server Setup x|
A new ODBC data source will be created with the following
configuration:

Microsoft SOL Server ODBC Driver Version 03.81.9042 ;I
[rata Source Mame: ACRR_ASC_IMW-PALILK

[rata Source Description: ACRM_ASC - Accel 5ample Company

Server: [Nw-PALLM

Databaze: EVEREST_SAMPLE

Language: [Default])

Translate Character Data: ves

Log Long Running Queries: Mo

Log Driver Statistics: Mo

Uze Integrated Security: Mo

Usze Regional Settings: Mo

Prepared Statements Dption: Drop temporary procedures on

dizconnect

Usze Failover Server: Mo

Usze &MSI Quoted Identifiers: Yes

Use ANSI Mull, Paddings and Warnings: Yes

[rata Encryption: Mo
| Test Data Source... I ()8 | Cancel |

Figure 1.22: ODBC Microsoft SQL Server Setup
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* Click Test Data Source. You will see the Test Results screen. If the data source
is configured correctly, the message ‘Tests Completed Successfully!” is
displayed.

* Click OK. You will see the ODBC Microsoft SQL Server Setup dialog box
again.

* Click OK. You will see the ODBC Data Source Administrator dialog box
again. Click OK.

Log In To Everest CRM Studio Architect
i:_l-b To log in to Everest CRM Studio Architect, do the following:

¢ TFrom the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

When you log in for the first time, the ASC database is updated with the
latest EventPak.

#® Everest CRM Studio Architect _[Olx
Eile Edit View Help

ﬁ Mew Event | é Prirt | X Delete | ‘é Schedule This Mow | ﬁ Test This Mow

Events

If‘ Ewent b anagement Folders | | Application Eventsh\Accel Sample Company [0nly
E| f"é Application Everts Description -

Accel Sample Comps P | * ACCOUNTING: E-mail all users. when an .|

- 1y Definitions * ACCOUNTING: E-mail relevant persons, v
it * ACCOUNTING: E-mail relevant persons, v

* ACCOUNTIMG: E-mail relevant persons, »

Schaduled Henﬂ = ACCOUNTING: E-mail relevant persons, v

§ Basic Soripts *ACCOUNTS PAYABLE: E-mai relevant pe

QJ Emall Respanse Spst * ACCOUNTS PAYARLE: E-mail respective
31 Sample Application *ACCOUNTS RECEIVABLE: Creats a task

a > *ACCOUNTS RECEIVABLE: E-mail relevar =

[

2

Figure 1.23: Everest CRM Studio Architect

You will see the Event Management Folders panel in the center, comprising two
branches:

* Application Events

* Subscribers

The branches below Application Events list all the companies that CRM Studio is
currently configured to integrate with. These branches include:

* Accel Sample Company: Sample database provided by Everest Software to
familiarize you with the Everest application.

* E-Mail Response System: Enables CRM Studio to monitor, process, and
respond to incoming e-mail messages.

* Sample Application: CRM database provided for evaluation, learning, and
testing purposes.
Add an Everest Company
You may need to configure CRM Studio to work with the database of another
company (such as your own company’s database) created in Everest, according to
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your requirements.

23 To configure CRM Studio to work with another company, do the
following;:

* From the Everest CRM Studio Architect dialog box, click Application Events.

* Click the New Application button at the top-left of the Everest CRM Studio
Architect dialog box. You will see the Everest CRM Studio - New
Application dialog box.

* Enter the relevant data in the fields mentioned above. Leave the other fields
with their default values, if any.

* Click Save and Close at the top-left of the dialog box. You will see the Everest
CRM Studio - New Application dialog box again.

¢ (lick OK.

If you add to or change the definition of an ODBC source while you are
in the Everest CRM Studio Architect, you will have to exit it and re-
enter for it to recognize the new or modified ODBC sources.

The Everest CRM Studio - New Application Dialog Box

&, Everest CAM Studio - New Application

Mew Application |ASE

Connection to Use For Database Access:

[ccel Sample Company: | Edit Connection.
Mew Connection.
0K Cancel

Figure 1.24: Everest CRM Studio - New Application
New Application
Enter the name of the company.
Connection to Use for Database Access
Select a connection from the drop-down list.

Click New Connection. You will see the Everest CRM Studio - Edit Connection
dialog box.
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The Everest CRM Studio - Edit Connection Dialog Box

Everest CRM Studio - Edit Connection.._

File Edit Help

(& Save and Clase | % Delste

Connection Dessiiption: Accsl Sample Company

General | Histay

Intemal D rumber: [T

Cannestion Desciiption: [Accel S ample Company

DDEC Data Source Mame [DSN]: [4CRM_ASC_COMP-BLAKEM |

Usemame: [

Password: | xxxxxx
Date Separation Character: |_
Long Tablename: LEFT Character: l_ LinkJoin prefix (0 ptional] l—
Long T ablename RIGHT Character. l_ Link/Jin suffix [Optional): l—
Column Aliss Character: [
¥ Retrieve Database Dwner with objects if available.
™ Remove parentheses from Link Aloins

Soipt API Name: |

Soipt API Usemname: |

Script APl Password: I

Figure 1.25: Everest CRM Studio - Edit Connection - General
Internal ID Number
This field displays the ID of the connection. You cannot modify it.
Connection Description
Enter a description of the ODBC source you will be using to connect CRM Studio
to the company database.
ODBC Data Source Name (DSN)
From the drop-down list select the ODBC source that will allow CRM Studio to
connect to the company database.
User Name and Password

Specify the user name and password that will allow CRM Studio access to this
database.

Test ODBC Connection

23 To test if your ODBC connection is valid within CRM Studio, do the
following:

* From the Everest CRM Studio Architect dialog box, double-click Accel
Sample Company. Five sub-branches are displayed, the first of which is
Query Definitions.

* Click Query Definitions.

* Click the New Query Definition button at the top-left of the dialog box. You
will see the Everest CRM Studio - Application Events dialog box.

@ If you get an error message, the ODBC source is incorrectly defined.
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* Click the Tables tab. From the Available Tables column on the left, highlight
a database table that contains records and click the Add Table button. It is
added to the Selected Tables column on the right.

If no table names appear in the left column, the ODBC source is
incorrectly defined.
* Click the Columns tab. Check if the columns of the selected table are
displayed in the Available Columns to Query section.

If no column names appear in the list, the ODBC source is incorrectly
defined.

e Click the Add All Columns to Query button.

¢ (Click the Preview tab. You will see a list of records from this table.
If you receive an error message, the ODBC source may be incorrectly
defined.

If you execute these steps successfully, the integration test is complete. You can
now specify the e-mail account that CRM Studio will use for sending e-mail alert
messages.

Set Up E-mail Account to send E-mails

CRM Studio sends out alert messages via e-mail (among other methods). The
first configuration step is to define the e-mail account that will be used for
sending e-mail alert messages. This account is called the “E-mail Sending
Account”.

3> To define the e-mail account to be used for sending e-mail alert
messages, do the following:

¢  From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

The Everest CRM Studio Administrator Dialog Box

B Everest CRM Studio Administrator _[Olx
Eile Wiew Help
S print ‘ (& Server Login Information
Activi
3] Administration Folders Server Status
B Activity D [ Server Stalus
T server Stats P |5 Everest CHM Studio |1
& Cunent User Logins 10| Schadulsr dle
D Canective Actian 6| Application Evert | Idle

Email Server Idle:

3

4| Page Server Shutdown
7| Fan Server Shutdown
8| Copy Gerver Shutdown
El
1
2

[EaRcaRcaRa)

Hardware Setup
Software Setup
A User Access

Fleport Server dle
Webcast Server | Shutdown
Action Server dle

Conective

- -

| y

Figure 1.26: Everest CRM Studio Administrator

* From the Administration Folders panel in the center, double-click the
Software Setup folder and click E-mail Accounts.
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* Click the New E-mail Account button at the top-left of the Studio
Administrator dialog box. You will see the Everest CRM Studio - E-mail
Accounts dialog box.

“The Everest CRM Studio - E-mail Accounts Dialog Box - General” on
page 29
* Enter relevant data depending on the type of e-mail account.

* Ensure that you check the Active box (since only currently available accounts
can be used for sending e-mail) and click Save and Close.

The Everest CRM Studio - E-mail Accounts Dialog Box - General

Eid Everest CRM Studio - Email Accounts =]
Eile Edit Help

& seve and Close g Save and Mew | X Delete | A Previous = W Next ~

Email iccount Deseription: CRM

General | Dialp Networking | Email Response System Options (Incoming) | History |
Inkemal ID number: [1
Emall Type: [INTERNET -

Email Account Description: |EHM

Login Name, Mailbox or Profile Name: [Malcolm Blake

Password: [

Pastoffice [Exchange, Nates or YiM only): |
¥ Active

SMTP/POF Internet Email Infiormation:

Duigoing mal (SMTP) server name: [l 2sc dorn

SMTP From Name (required for INTERMNET): IMalcUIm Blake <blakem@asc.com>

SMTP Portfoptionall [

Incoming mail (POP] server name: Ima‘\ asc.dom

POPPortfoptionall [

Notes:

Figure 1.27: Everest CRM Studio - E-mail Accounts
Internal ID number
This field displays the ID of the e-mail account. You cannot modify it.
E-mail Type
Select the type of e-mail account to be set up from the drop-down list.
E-mail Account Description
Enter a description for this e-mail account.

Login Name, Mailbox or Profile Name
Enter your login, mailbox or profile name, depending on the type of e-mail
account being defined.

Enter the profile name for Mapi, the mailbox alias name for Exchange, and
the login name for Internet.

Password
Enter the password to log in to this account.

Postoffice (Exchange, Notes or VIM only)
Specify the post office, if you are defining an Exchange, Lotus Notes or VIM
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compliant e-mail system.

For Lotus Notes and VIM, fill this in only if the post office you are using is
different from the default post office for the Notes or VIM client. For
Exchange, enter the exchange server name.

Active

Ensure that this box is checked if you want to use this account for sending e-mails.

SMTP/POP Internet E-mail Information

Specify relevant details in the following fields, if you are defining an
Internet type of e-mail account.

Outgoing Mail (SMTP) Server Name
Enter the SMTP server name.

SMTP From Name (required for Internet)

Enter the name that should appear in the ‘From’ field of outgoing e-mails.

SMTP Port (optional)

Specify the port for sending e-mails.
This port is used to accommodate specific firewall security software. Leave
this field blank unless otherwise instructed by Everest Software.

Incoming Mail (POP) Server Name

Enter the POP server name.

POP Port (optional)

Specify the port for receiving e-mails.
This port is used to accommodate specific firewall security software. Leave
this field blank unless otherwise instructed by Everest Software.

Notes
Enter any additional information that you want to keep track of.

E-mail Sending Account - Notes

Everest Software recommends using e-mail type Internet with Exchange if the
exchange server is configured for SMTP and POP3.

The ability to send HTML e-mail only works with e-mail type Internet. You gain
ease-of-use and functionality if the Exchange server is configured for SMTP.

If you use a Microsoft Exchange type of e-mail sending account, you must do the
following depending on whether you are running Exchange under SMTP, or in its
native environment.

Running Exchange under SMTP
f-_:-" To run Microsoft Exchange with SMTP, do the following:

* Stop the Everest CRM Studio service (path: Control Panel > Administrative
Tools > Services).

¢ From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

* From the Administration Folders panel in the center, double-click the
Software Setup folder and click E-mail Accounts.
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The e-mail account you defined is displayed in the E-mail Accounts panel on
the right. Highlight the account and select File > Open Selected Item. You
will see the Everest CRM Studio - E-mail Accounts dialog box.

Select Internet from the E-mail Type drop-down list. Ensure that the
Postoffice (Exchange, Notes or VIM only) field is blank.

Enter the default server name(s) of your site.

server.[your_company].com.

Enter a valid e-mail account in the SMTP From Name (required for Internet)
field.

Restart the Everest CRM Studio service (path: Control Panel >
Administrative Tools > Services).

If you have set up SMTP access to your Exchange server using SSL only,
these steps will not work with CRM Studio. You must therefore execute
the steps below.

Running Exchange without SMTP

Identify the user account you will run CRM Studio from. This account must be a
real user account - not the system account. Microsoft Collaboration Data Objects
(CDO) requires a real user context when invoking the CDO components. If you
have already set up an account, log in to that account for the next steps.

Otherwise, create an account, log on to it and follow the steps below.

i:_l-b To run Microsoft Exchange without SMTP, do the following:

Stop the Everest CRM Studio service (path: Control Panel > Administrative
Tools > Services).

Go to Control Panel > Add/Remove Programs. From the list, highlight MS
Office or MS Outlook and click the Change button. You will see the Setup
dialog box.

Select Add or Remove Features and click Next.

Double-click Microsoft Outlook for Windows, and check if Collaboration
Data Object has a red ‘x” mark across it. If it does, you need to install it. If not,
you must re-install /repair it.

Ensure that, in Exchange Administration, the primary account for the mailbox
you are using is configured for the NT user account you will be running CRM
Studio from. Check the Primary NT Account option to verify this.

Ensure that the Postoffice (Exchange, Notes or VIM only) field in the Everest
CRM Studio - E-mail Accounts dialog box has your Exchange server name.
Ensure that the Login Name, Mailbox or Profile Name field contains the
mailbox alias or directory name.

Sometimes, the mailbox might be 'Bob Jones' but the real name is
‘bjones’. You must specify the real name being used which should be
devoid of spaces.

Enter the password (usually the NT account password) to access the mailbox.
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In your NT Services control panel, enter the Log On As information to enable
Everest CRM Studio service to run from the NT user account you have
created.

Start the Everest CRM Studio service (path: Control Panel > Administrative
Tools > Services).

Ensure that MS Outlook and CRM Studio are not running
simultaneously on the same server. CDO allows only one user context
access to the mailbox at a time on one machine.

Test the E-Mail Sending Account

.z_;.l" To test the e-mail account, do the following:

Ensure that the Everest CRM Studio service (path: Control Panel >
Administrative Tools > Services) is running.

From the Everest CRM Studio Administrator dialog box, click Software
Setup > E-mail Accounts. The account you just set up is displayed in the right
panel. Click this account.

Click the Perform E-mail Test button at the top of the Everest CRM Studio
Administrator dialog box. You will see the Everest CRM Studio
Administrator - Perform E-mail Test dialog box.

. Everest CRM Studio Administrator - Perform Email Test

Email Server Status:|dle

Email Address: [gearge@icade.com

Cancel

Figure 1.28: Everest CRM Studio Administrator - Perform E-mail Test
Enter your own e-mail address and click OK.

From the main menu bar, select CRM > CRM Studio > Monitor. You will see
the Everest CRM Studio Event Monitor dialog box.
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=] Everest CRM Studio Event Monitor _[O] ]
File Wiew Help
tivty Email Delive
Scheduler
[pplication Evs | =) Moritor Folders = Email Sent Today
Report Distibu | | = & Activity 10 | Application
Email Delivery B erverStae » 1{Evetest CAM Shudio
& Current User Logins verest CRM Studio
®# Scheduler verest CRM Studio
o B Application Everts verest CRM Studio
Pending wverest CRM Studio
+ Checked Taday wverest CRM Studio
+ Checked Yesterday
.  Checked (ALL]
Sent Today i
99 Triggered Taday
:Qj Triggered Yesterday
#&) Triggered (8LL)
Errors Today
Erors Yesterday
Errors [ALL)
B4 Repot Distribution
St fAlLYL [ =) Email Delivary
| FasDelivery | b
File Delivery
Pager Delivery
wiebcast Delivery  Sent[ALL]
Feport Generat.. Ermors Today
Actions Taken Erors Yesterday
Email Respanse Errors [ALL] =B 2
v

Figure 1.29: Everest CRM Studio Event Monitor

Verify if the e-mail has been successfully sent by selecting E-mail Delivery >
Sent Today. If the e-mail appears in the Errors Today branch (or never leaves
the Pending branch), there is an error in the configuration of the e-mail
sending account.

If the e-mail is not sent successfully, stop the Everest CRM Studio service and
review the e-mail sending account set-up (contact Everest Software Technical
Support, if needed). Once you have re-configured the account, you do not
need to send another test mail, as the previous one is still pending. Restart the
Everest CRM Studio service and verify if the pending message is sent.

Define a Subscriber

The final step in the initial configuration of CRM Studio is to define yourself as
an event subscriber - a person who will receive an alert message.

3pp To define yourself as an event subscriber belonging to the sales team, do
the following:
From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.
From the Event Management Folders panel in the center, select Subscribers >
Users > Sales Team.
Click the New User button at the top-left of the Everest CRM Studio Architect

dialog box. You will see the Description tab of the Everest CRM Studio -
Subscribers\Users\Sales Team dialog box.

“The Everest CRM Studio - Subscribers\Users\ (group name) Dialog
Box - Description” on page 34
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* Enter the relevant details in the first six fields. Ensure that you check the
Active box. Click the E-mail tab.

“The Everest CRM Studio - Subscribers\Users\ (group name) Dialog
Box - E-mail” on page 38
* Enter your primary e-mail address in the E-mail Address 1 field and
secondary e-mail address in the E-mail Address 2 field.
* C(lick Save and Close.

The Everest CRM Studio - Subscribers\Users)\ (group name) Dialog
Box - Description

[E Everest CRM Studio - Subscribers\Users\Sales Team ]
File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ & Previous W lEx -

Subscriber Mame:

Description | Copy | Emsi] Fax| Pags] webCast| Subscrptions|

Intemnal ID number.

LastName: [King

FirstName: [Gieorge

Full Mame: |ng, George

Job Tile: [5alss Executive

Company Name: ficods
Phane Humber. |
IP Address: |

Computer Hame: |

User Lookup Key: [G
v fctive

History:

Item created by |

ltem created on,

Item last changed by |

Item last changed on:

<¢ Back | Mext>> | Cancel | Help |

Figure 1.30: Everest CRM Studio - Subscribers\Users\ (group name) -
Description

Internal ID Number

This field displays the ID of the subscriber. You cannot modify it.
Last Name and First Name

Enter the last and first names.

Full Name

The full name is displayed in this field. You can edit this field.
Job Title

Enter the job title of the user.

Company Name

Enter the name of the user’s company.

Phone Number

Enter the user’s phone number.

IP Address
Enter the IP address of the user’s computer.
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Computer Name
Enter the name of the user’s computer.
User Lookup Key

Specify a unique value/code that identifies this user. This key links the user to a
database record.

= “User Lookup Key” on page 35

Active
Ensure that this box is checked if you want to use this user to receive notifications.

User Lookup Key

Consider the following scenario:

You have a customer support application that tracks the calls assigned to various

support representatives. Each support representative is identified by a unique ID

as well as a non-unique group code (such as the Frontline group).

The support application does not store the corresponding representative’s e-mail

and other notification addresses anywhere in the application.

When a support call meets a condition that warrants an alert to the corresponding

support representative, the following occurs:

* CRM Studio looks at the triggered record and finds the corresponding
representative’s ID and group name.

* CRM Studio looks up the matching CRM Studio subscriber record (based on
the representative’s ID) and the matching subscriber group (based on the
representative’s group name) in the CRM Studio subscriber database.

* CRM Studio alerts the corresponding support representative and/or group.

Thus, the User Lookup Key field allows you to designate a unique value that

identifies and links this user to a database record.

= “Use a Group Lookup Key” on page 163

The Everest CRM Studio - Subscribers\Users\ (group name) Dialog
Box - Copy
One of the methods by which you can receive notifications is via copied files. The
copy method allows CRM Studio to move files and Crystal Reports (both of
which may be attached to triggered events, or scheduled on a periodic basis) to
specific locations.

Everest CRM Studio 35
User Guide



Installation and Configuration CRM Studio

[EJ Everest CRM Studio - Subscribers\Users\Engineering\D ocumentation
File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Subscriber Name: King, George

Description Copy | Email] Fa] Pags| wishCast| Subscriptions|
Copy Location 1. [/ fworkstation2/ sletts

Capy Location 2: [/ ok stations/ CAM

Flease select which Copy Location to use at the specified time:

1=Copy Location], 2=Copy Location2, * = Both, Space Bar for Nane
ment| Sundsy | Mondsy | Tussdsy |Wednesday| Thuisday | Fiidsy | Satuday | =
6304

w
@

o

2
2

e e e e e e e e e

Restare Defaults | Usze Location] for Al | Usze Location? for Al | Use Bath for A1 |

<¢ Back | Mext>> | Cancel | Help |

Figure 1.31: Everest CRM Studio - Subscribers\Users\ (group name) - Copy

Copy Location 1
Enter the primary copy location of the subscriber in this field.

Copy Location 2
Enter the secondary copy location of the subscriber in this field.

The copy location should be specified using the standard UNC (Universal
Naming Convention) format. On a network, the UNC is a method by which
you can identify a shared file in a computer, without having to specify the
storage device it is on. For Windows, the UNC name format is:

/ /servername/sharename/ path/filename.
You can also specify an FTP address, using the format:

ftp:/ /username:password@ftp.location.net/ directory_name.
CRM Studio allows you to specify two locations for copied files. The reason for
these two locations is that you might wish to use a different location based on the
time of day (and day of the week) when the notification occurs.

If a notification occurs during work hours (Monday through Friday,

8:00 am to 5:00 pm), you can have files copied to a location inside your
computer’s security firewall. However, if a notification occurs outside
of work hours, you might have files copied to a location outside your
computer’s firewall, and thus, have round-the-clock access to that
data.
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Please select which copy location to use at the specified time
Specify the location of the file to be used at different times of the day (and on
different days of the week) in this grid.

The default grid values use Copy Location 1 for normal work hours
(Monday through Friday, 8:00 am to 5:00 pm), and Copy Location 2 for all
other times.

You may also use the grid to specify those times when both copy locations are to

be used (place an asterisk in the corresponding time slots) and to specify those

times when neither copy location is to be used (use the spacebar to place a blank

in the corresponding time slots).

Restore Defaults

Click this button to restore the default settings.

Use Locationl for All

Click this button to use the primary location at all times.

Use Location2 for All

Click this button to use the secondary location at all times.

Use Both for All

Click this button to use the primary and secondary location together, at all times.

Primary and Secondary Copy Locations

The Please select which Copy Location to use at the specified time grid allows
you to specify which location (primary or secondary) will be used, based upon the
time of day and day of the week, when an alert occurs. The grid scrolls down to
display the time segments after 6 AM.

The grid is divided into 30 minute segments for each day of the week. Within each
segment, you can specify whether you wish to use the primary delivery location
(‘1"), the secondary location (“2’), both locations (**'), or neither (blank out the
value).

“Subscriber Alert Methods and Addresses” on page 156
Ep pag
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The Everest CRM Studio - Subscribers\Users)\ (group name) Dialog
Box - E-mail

[E Everest CRM Studio - Subscribers\Users\Sales Team ]
File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ & Previous W lEx -

Subscriber Mame:

Description| Copy Email | Fax] Pags] webCast| Subscrptions|

Email AddiessT: [qeorge@icods. com

Email Addiess2: [georget@icode.com

Please select which Email Address to use at the specified time:

1=Email Address 1, 2=Email Address 2, * = Both, Space Bar for None
Segment|  Sunday Monday Tuesday | Wednesday | Thursday Friday Saturday | ]
[ 12:00 AM 2 2 2 2 2 2 2
12:30 AM
1:00 AM
1:30 AM
2:00 AM
2:30 AM
300 AM
330 AM
4:00 AM
4:30 AM
5:00 AM
5:30 AM
6:00 AM

ra | ma || ra | ra | ma o ma [ ra | mo
o rora | rof ra o ro ra rof ra o ro
ra | ma || ra | ra | ma o ma [ ra | mo
o rora | rof ra o ro ra rof ra o ro
ra | ma || ra | ra | ma o ma [ ra | mo
o rora | rof ra o ro ra rof ra o ro
ra | ma || ra | ra | ma o ma [ ra | mo

RestoreDefauts | UseAddresst for &l | Usedddiess2foral | UseBothioral |

ceBack | Newss | Cancel | Help |

Figure 1.32: Everest CRM Studio - Subscribers\Users\ (group name) - E-mail
E-mail Address 1
Enter the primary e-mail address of the subscriber in this field.

E-mail Address 2
Enter the secondary e-mail address of the subscriber in this field.

CRM Studio allows you to specify two addresses for e-mail; the reason for being
that you might wish to use a different address based on the time of day (and day
of the week) when the notification occurs.

If a notification occurs during work hours (Monday through Friday,

8:00 am to 5:00 pm), you might have e-mail sent to your work address.
However, if a notification occurs outside of work hours, you might
have e-mail sent to your home address, and thus, have round-the-
clock access to that data.

Please select which Email Address to use at the specified time
Specify the address to be used at different times of the day (and on different days
of the week) in this grid.

The default grid values use address number one for normal work hours
(Monday through Friday, 8:00 am to 5:00 pm), and address number two for
all other times.

You may also use the grid to specify those times when both addresses are to be
used (place an asterisk in the corresponding time slots) and to specify those times
when neither address is to be used (use the spacebar to place a blank in the
corresponding time slots).

Restore Defaults

Click this button to restore the default settings.
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Use Address1 for All
Click this button to use the primary e-mail address at all times.

Use Address2 for All
Click this button to use the secondary e-mail address at all times.
Use Both for All

Click this button to use the primary and secondary e-mail addresses together, at
all times.

Primary and Secondary E-mail Addresses

The Please select which Email Address to use at the specified time grid allows
you to specify which address (primary or secondary) will be used, based upon the
time of day and day of the week, when an alert occurs. The grid scrolls down to
display the time segments after 6 AM.

The grid is divided into 30 minute segments for each day of the week. Within each
segment, you can specify whether you wish to use the primary delivery address
(‘1"), the secondary address (‘2"), both addresses ("*'), or neither address (blank out
the value).

“Subscriber Alert Methods and Addresses” on page 156
Ep pag

The Everest CRM Studio - Subscribers\Users\ (group name) Dialog
Box - Fax

[EdEverest CRM Studio - Subscribers'\Users',Sales Team

Fle Edt Help

[& save and Close i Save and New: ‘ W Delete ‘ & Previous W Nest -

Subscriber Mame;

Deseaiption| Copy | Emsil Fax | Pags] webCast| Subscrptions|

Fax Number1 I
Fax Number2; I
Flease select which Fax Number to use at the specified time:
1=Fax Mumberl, 2=Fax Number2, * = Both, Space Bar for Mone

Segment|  Sunday Monday Tussday | “wednesday | Thursday Friday Saturday | *
3 12004
12304
1:004)
304
200 A
230 A4
100 A
130 A
:00 4|
130 A
00 A
130 A

00 Al =

Restare Defaults | Use Fax1 for Al | Use Fax2 for Al | Use Both for A1l |

<< Back | HNext >> | Cancel | Help |

Figure 1.33: Everest CRM Studio - Subscribers\Users\ (group name) - Fax
Fax Number 1
Enter the primary fax number of the subscriber in this field.
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Fax Number 2
Enter the secondary fax number of the subscriber in this field.

CRM Studio allows you to specify two phone numbers for faxing in case you
wish to use a different number based on the time of day (and day of the week)
when the notification occurs.

If a notification occurs during work hours (Monday through Friday,
8:00 am to 5:00 pm), you might have a fax sent to your work address.

However, if a notification occurs outside of work hours, you might
have a fax sent to your home address, and thus, have round-the-clock
access to that data.

Please select which Fax Number to use at the specified time
Specify which numbers are to be used at different times of the day (and on
different days of the week).

The default grid values use fax number one for normal work hours
(Monday through Friday, 8:00 am to 5:00 pm), and fax number two for all
other times.
You may also use the grid to specify those times when both fax numbers are to be
used (place an asterisk in the corresponding time slots) and to specify those times
when neither fax number is to be used (use the spacebar to place a blank in the
corresponding time slots).

Restore Defaults

Click this button to restore the default settings.

Use Fax1 for All

Click this button to use the primary fax number at all times.
Use Fax2 for All

Click this button to use the secondary fax number at all times.
Use Both for All

Click this button to use the primary and secondary fax numbers together, at all
times.

Primary and Secondary Fax Addresses
The Please select which Fax Number to use at the specified time grid allows you
to specify which fax number (primary or secondary) will be used, based upon the
time of day and day of the week when an alert occurs. The grid scrolls down to
display the time segments after 6 AM.
The grid is divided into 30 minute segments for each day of the week. Within each
segment, you can specify whether you wish to use the primary fax number ('1"),
the secondary fax number (2’), both numbers ("*'), or neither address (blank out
the value).

“Subscriber Alert Methods and Addresses” on page 156
Ep pag
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The Everest CRM Studio - Subscribers\Users)\ (group name) Dialog
Box - Page

[EdEverest CRM Studio - Subscribers'Users',Sales Team

File Edt Help

[ Save and Close ] Save and New: ‘ ¥ Delste ‘ A Frevious T W West -

Subscriber Name:

Description] Copy| Emai] Fax Page |webCast| Subseriptions]

Paging Vendorl: [Skytel Pager Service il
Paging PINT: [

Paging Vendor2: [Shytel Pagen Service |
Paging PIN2: [

Pleass select which Pager ta use at the specified tine

1=Pagerl, 2=Pager2, * = Bath, 5pace Bar for None
Segment|_Gundap | Monday | Tuesday | Wednesday | Thusday | Fiday | Saday | -
» 12:00 AM 2 2 2 2 2 2 2
12:30 AM 2 2 2 2 2 2 2
1:00 Ak 2 2 2 2 2 2 2
1:30 A 2 2 2 2 2 2 2
2:00 A 2 2 2 2 2 2 2
230 AW 2 2 2 2 2 2 2
300 A 2 2 2 2 2 2 2
330 AW 2 2 2 2 2 2 2
4:00 Ak 2 2 2 2 2 2 2
4:30 AW 2 2 2 2 2 2 2 -
Restore Defauits | UsePagerl fordll | UsePagerioral | UseBothioral |
ceBack | Newss | Cancel | Help |

Figure 1.34: Everest CRM Studio - Subscribers\Users\ (group name) - Page
Paging Vendor 1
Enter the primary pager number of the subscriber in this field.
Paging PIN 1
Enter the corresponding PIN for the first pager number.
Paging Vendor 2
Enter the secondary pager number of the subscriber in this field.
Paging PIN 2
Enter the corresponding PIN for the secondary pager number.
CRM Studio allows you to specify two phone numbers for paging in case you

wish to use a different number based on the time of day (and day of the week)
when the notification occurs.

If a notification occurs during work hours (Monday through Friday,
8:00 am to 5:00 pm), you might have a page sent to your work pager

number. However, if a notification occurs outside of work hours, you
might have a page sent to your home pager number, and thus, have
round-the-clock access to that data.
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Please select which Pager to use at the specified time
Specify the pager number to be used at different times of the day (and on different
days of the week) in this grid.

The default grid values use pager number one for normal work hours
(Monday through Friday, 8:00 am to 5:00 pm), and pager number two for all
other times.
You may also use the grid to specify those times when both pager numbers are to
be used (place an asterisk in the corresponding time slots), and to specify those
times when neither address is to be used (use the spacebar to place a blank in the
corresponding time slots).
Restore Defaults
Click this button to restore the default settings.

Use Pagerl1 for All
Click this button to use the primary pager number at all times.

Use Pager2 for All
Click this button to use the secondary pager number at all times.

Use Both for All
Click this button to use the primary and secondary pager numbers together, at all
times.

Primary and Secondary Pager Numbers

The Please select which Pager to use at the specified time grid allows you to
specify which pager number (primary or secondary) will be used, based upon the
time of day and day of the week when an alert occurs. The grid scrolls down to
display the time segments after 6 AM.

The grid is divided into 30 minute segments for each day of the week. Within each
segment, you can specify whether you wish to use the primary pager number
('1"), the secondary pager (‘2'), both pagers (‘*'), or neither address (blank out the
value).

“Subscriber Alert Methods and Addresses” on page 156
Ep pag
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The Everest CRM Studio - Subscribers\Users)\ (group name) Dialog
Box - WebCast

[EdEverest CRM Studio - Subscribers'Users',Sales Team

File Edt Help

[ Save and Close ] Save and New: ‘ ¥ Delste ‘ A Frevious T W West -

Subscriber Name:

Description] Copy| Emai] Fax| Page WebCast | Subscritions|

wiebCaster Name [Tons
isbicaster Location for Nams1: [ShSEFVERNUSERGWONES: |
‘w/eblCaster Mame2: I
‘wiebcaster Location for MameZ: I LI
Plisss sslsct which Huams o Uss ot the specifisd tn
1=Name1, 2=Name2, * = Bath, 5pace Bar for None
Segment|_Gundap _|_Monday | Tuesday | Wednesday | Thusday | Fiday | Saday | -
3 12:00 AM 2 2 2 2 2 2 2 J
12:30 AM 2 2 2 2 2 2 2
1:00 Ak 2 2 2 2 2 2 2
1:30 A 2 2 2 2 2 2 2
2:00 A 2 2 2 2 2 2 2
230 AW 2 2 2 2 2 2 2
300 A 2 2 2 2 2 2 2
330 AW 2 2 2 2 2 2 2
4:00 Ak 2 2 2 2 2 2 2
4:30 AW 2 2 2 2 2 2 2 -
Restore Defauits | UseMamel fordll | UseNeme2iorén | UseBothioral |
ceBack | Newss | Cancel | Help |

Figure 1.35: Everest CRM Studio - Subscribers\Users\ (group name) - WebCast
WebCaster Name 1

Enter the primary webcast server name to which notifications must be sent in this
field.

The name you enter here is also used as the directory name to publish this
subscriber’s alerts. It is very important that a directory for this user or group
is created on the webserver or on a computer that the webserver has access
to. If the webserver publishing location is \ \MYSERVER\ USERS\ and the
webname is JONES, webcaster html file for user JONES will be created in
the location \ \ MYSERVER\ USERS\ JONES.

Webcaster Location for Name 1
Enter the location of the webcast server in this field.

WebCaster Name 2
Enter the secondary webcast server name to which notifications must be sent in
this field.

Webcaster Location for Name 2
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Enter the location of the webcast server in this field.

CRM Studio allows you to specify two webcast server names in case you wish to
send messages to a different server based on the time of day (and day of the week)
when the notification occurs.

If a notification occurs during work hours (Monday through Friday,

8:00 am to 5:00 pm), you might have the webcast message sent to a
server that you can access from work. However, if a notification
occurs outside of work hours, you can have the webcast message sent
to a server that you can access from home, and thus, have round-the-
clock access to that data.

Please select which name to use at the specified time
Specify the webcast server to be used at different times of the day (and on
different days of the week) in this grid.

The default grid values use webcast server number one for normal work
hours (Monday through Friday, 8:00 am to 5:00 pm), and webcast server
number two for all other times.

You may also use the grid to specify those times when both servers are to be used

(place an asterisk in the corresponding time slots), and to specify those times

when neither server is to be used (use the spacebar to place a blank in the

corresponding time slots).

Restore Defaults

Click this button to restore the default settings.

Use Namel for All

Click this button to use the primary server at all times.

Use Name?2 for All

Click this button to use the secondary server at all times.

Use Both for All

Click this button to use the primary and secondary servers together, at all times.

Primary and Secondary WebCast Servers

The Please select which Name to use at the specified time grid allows you to
specify which server (primary or secondary) will be used, based upon the time of
day and day of the week when an alert occurs. The grid scrolls down to display
the time segments after 6 AM.

The grid is divided into 30 minute segments for each day of the week. Within each
segment you can specify whether you wish to use the primary delivery address
(‘1"), the secondary address ("2'), both addresses ("*’), or neither address (blank out
the value).

= “Subscriber Alert Methods and Addresses” on page 156

The Everest CRM Studio - Subscribers\Users)\ (group name) Dialog
Box - Subscriptions

The Subscriptions tab displays an informational listing of all the events that this
subscriber is currently signed-up to receive alerts about. This list is purely
informational; you cannot add or remove events to this list from here, nor can you
alter the methods by which the subscriber is to be alerted about a given event.

44

Everest CRM Studio
User Guide



CRM Studio Installation and Configuration

[EJ Everest CRM Studio - Subscribers\Users\Engineering\D ocumentation

File Edit Help
[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Subscriber Name: King, George

Description| Copy | Email] Fax| Page| webCast Bubscriptions

Event subscriptions for King, Geoigs

Application Event Desciiption Email Far Copy Page | ‘wabCast
Aceel Sample Company | CUSTOMERS: Bithday
Aceel Sample Company | CUSTOMERS: E mal

Aceel Sample Company | CUSTOMERS: E mal

‘Accel Sample Company | CUSTOMERS: E-mail

Accel Sample Company | CUSTOMERS: E-mail

v

<=l <
a

C C C

ceBack | Newss | Cancel | Help |

Figure 1.36: Everest CRM Studio - Subscribers\Users\ (group name) -
Subscriptions

You have successfully completed the initial configuration of CRM Studio.

Before You Begin Designing Events

One of CRM Studio’s core capabilities is its ability to create and send alert
messages. Based upon the steps that you have executed so far, CRM Studio is
now configured to send out e-mail alerts only. Although CRM Studio can send
out alerts via fax, pager, and webcast, we have not configured those components
at this point.

Also, although CRM Studio can send out alerts to a wide variety of people
(employees, clients, business partners, etc.), we have configured only a single
subscriber within CRM Studio at this point - you.

You can add more subscribers to CRM Studio (as well as import or use
subscribers from other applications), but this is not yet configured.

Everest Software suggests that your initial implementation and testing of CRM
Studio not go beyond what has been configured thus far. Once you are able to
create queries and events that send alerts - via e-mail - you should consider
expanding both the means of alert delivery, and the subscribers who can receive
alert messages.

Implementation: How to Proceed

There are many components of the CRM Studio application, and the best way to
implement it is to approach it by module.

The most basic components of CRM Studio are queries and events; their primary
use being to identify critical, time-sensitive data in a company database and send
out alert messages. In this regard, the best way to begin implementing CRM
Studio is to create a few queries and events that will trigger alert messages.

Tutorials

In the following chapter you may follow a tutorial that is designed for use with
the Accel Sample Company data that is shipped with Everest.
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The Studio Architect - Overview
Create a Record-Level Query
Create an Event

An Aggregate Query

Create the Aggregate Event

Everest CRM Studio
User Guide

47






CRM Studio Product Tutorial

CRM Studio is an Alert Messaging application that enables organizations to
monitor one or more company databases (and incoming e-mail messages) for
critical, time-sensitive conditions of data.

When these conditions occur, CRM Studio can send out alert messages via e-
mail, it can generate Crystal Reports, and it can take appropriate response actions
such as updating an underlying company database with history details and
correction actions to address the situation.

This tutorial is meant to take you on a brief tour of CRM Studio. Those options
and functions that are not discussed in this chapter will be elaborated in the
chapters that follow.

For the purpose of this tutorial, you will be using the Accel Sample Company
database provided with Everest.

This tutorial will guide you through the creation of two alert events:
* An event that notifies you if any customer’s birthday falls on the current date.
* An event that notifies you about ‘x” top selling items between ‘y” and ‘z’ dates.

Refer the chapter Query Designing for additional information on
constructing queries.

The Studio Architect - Overview

f_:'ll. To access the Studio Architect, do the following;:

¢ From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

When you log in for the first time, the ASC database is updated with the
latest EventPak.

%" Everest CRM Studio Architect =] 3
File Edit Wiew Help

=9, New Evert | & prirt | ¥ Delste | 5 Soheduls This Nove | F Test This Now

Events Events

l’f‘ Event Management Folders & | | &pplication E ventsh&ccel Sample Company [Only
=] @ Application Events Description d
-l Accel Ssmple Comps P | " ACCOUNTING: E-mail all users, when an .|

13 Quen Definitions * ACCOUNTING: E-mail relevant persons, v

* ACCOUNTING: E-mail relevant persons, w

Report Definitiore: * ACCOUNTING: E-mail relevant persons, v

:1 Scheduled Repo * ACCOUNTING: E-mail relevant persons, w

- aaf Basic Scipts *ACCOUNTS PAYABLE: E-mail relevant pe

@ Email Fiesponse Syst * ACCOUNTS PAYABLE . E-mai respeclive

- i@ Sample Application * ACCOUNTS RECEIVABLE: Create atask
=138 Subscribers bt *ACCOUNTS RECEIMABLE: E-mail relevar -

PYI o Ei| ’

Figure 2.1: Everest CRM Studio Architect

* From the Event Management Folders panel in the center, select Application
Events. You will see all the companies that CRM Studio is currently
configured to integrate with.
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* Double-click Accel Sample Company.

Within each company’s folder are branches where you can define queries, events,
report definitions, scheduled reports, and Visual Basic scripts.

A query identifies the data that will cause an event to be triggered. Once you have
designed queries, you may use them in events. An event specifies such items as
whom you wish to notify, what message you wish to send, and how often you
wish to check for the event.

Create a Record-Level Query

As you proceed, you may either create a query, or simply use an existing query of
the same name from the Accel Sample Company - Queries branch.

The first query (and event) that you are going to create is referred to as a record-
level query because it is triggered by the existence of individual data records that
meet certain conditions. (In this example, it is customers whose birthday is today.)

f-_:-" To create a record-level query, do the following:

¢ From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

* From the Event Manager Folders panel in the center, select Application
Events > Accel Sample Company > Query Definitions.

* Click the New Query Definition button at the top-left. You will see the
Everest CRM Studio - Application Events\Accel Sample Company\Query
Definitions - Description tab.

“The Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions Dialog Box - Description” on page 51

* Inthe Query Description field, enter ‘'CUSTOMERS: Whose Birthday is on the
current date’. Press the Tab key to copy this into the Display Description
field.

* Be sure to check the Active checkbox. Click Next. You will see the Everest
CRM Studio - Application Events\Accel Sample Company\Query
Definitions - Tables tab.
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The Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions Dialog Box - Description

P Everest CRM Studio - Application Events\Accel Sample Company [Only for Reference) 2.0.920%.. 3

File Edit Help
[l save and Cloze ] Save and hew | X Delete | 4 Previous W Next ~

Query Desaription: CUSTOMERS: ‘Whase Bithday is on the cunient date

Description | Tables] Links| Columns | Soring] Fiters| Sub Fiers] S0L| Preview]

Irtemal D number: 738

Query Description: [C1)5TOMERS: Whose Bithday is on the cunent date
Display Description: [CUSTOMERS: Whose Bithday is on the cunent date

W Active

History

tem created by [Everest CRM Studio Architect

ltem created on:  [1/15/2004 4:33,43 PH

ltem last changed by [Everest CRM Studio Architect

Item last changed on:  [1,15,2004 4:33.49 PM

Notes:
This query will retum a list of customers whose bithday matches with the current date [today). =l

e | Hetss | Cancel |

Figure 2.2: Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions - Description

Internal ID Number
This field displays the ID of the query. You cannot modify it.

Query Description
Enter a brief description of the query being defined.

Display Description

Enter a brief description of the query, for display purposes.
Active

Be sure to check this box.

= “Query Description” on page 117

Specify the Query’s Tables
f-_:-" To specify the query’s tables, do the following:

* After specifying relevant information in the Description tab of the Everest
CRM Studio - Application Events\ Accel Sample Company\Query
Definitions dialog box, click Next. You will see the Tables tab.

“The Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions Dialog Box - Tables” on page 52
* From the Available Tables panel on the left, double-click the following tables
to add them to the Selected Tables panel:
- dbo.ADDRESS
- dbo.CUST
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- dbo.PERSONAL

* Click Next. You will see the Everest CRM Studio - Application Events\ Accel
Sample Company\Query Definitions - Links tab.

To include company data in an alert message, you must select the table(s) in
which that data resides.

The Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions Dialog Box - Tables

! Everest CRM Studio - Application Events\Accel Sample Company [Dnly for Reference) 2.0.920%... B3|
Eile Edit Help

& seve and Close g Save and Mew | X Delete ‘ 4 Previous W Nest -

Query Deseription: CUSTOMERS: Whose Bithday is on the current date

Desciption ‘Tables | Links| Columns | Serting] Fiters| Sub Fiters] SOL| Preview |

Awailable Tables: Selected Tables:
dboALCS]_EVENTS_MAFFING = dbo ADDRESS
b ALCEI EVENTS_MAPPING 55 CST
dhn ACRM_PREFERENCES dbo PERSIMAL
dbo. ADDRESS
dbo ADMESSAG Add Table >

dbo.A5SEMBLY_LINK

dbo ASSEMBLY W0O_DETAILS
dbo.A5SEMBLY_WO_HEADER
dbo ASSEMBLY_W0O_SCRAP
dbo.BANK_RECONCILIATION
dho BATCH

dbo.BCH_HEAD <- Remove T able
dbo BCH_TRAN

dbo.BRAMD

dbo BROWSER_LABELS
dbo.CARRIER

dbo CASH_DRAWER_DETAILS
dbo.CASH_REG

dbo CATEGORY

dbo.CCARDS

dho CLOCK.

dbo.CH_OPTIONS

dbio COA LI

b

ccgack | Newss | Cancel |

Figure 2.3: Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions - Tables

Available Tables
This panel lists the available tables in the database you are connected to.

Add Table
Click this button to move a selected table from the Available Tables panel to the
Selected Tables panel.

Remove Table
Click this button to remove a selected table from the Selected Tables panel and
send it back to the Available Tables panel.

Selected Tables
This panel lists the tables in the database that you have selected.

= “Query Tables” on page 118
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Link the Tables
lz-;_l-b To link the tables, do the following:

* After selecting tables from the Tables tab of the Everest CRM Studio -
Application Events\ Accel Sample Company\Query Definitions dialog box,
click Next. You will see the Everest CRM Studio - Application Events\ Accel
Sample Company\Query Definitions - Links tab.

“The Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions Dialog Box - Links” on page 54
* Click the Add Table Link button. You will see the Everest CRM Studio -
Tables Linked Together dialog box.

“The Everest CRM Studio - Tables Linked Together Dialog Box” on
page 54

* From the Table Name drop-down list, select dbo.CUST. From the Linked to
Table Name drop-down list, select dbo.ADDRESS.

* From the Column Name drop-down list, select CUST_CODE. The Linked To
Column Name field displays CUST_CODE as well.

* From the Link Type drop-down list, select Left Outer Join. Click OK.

*  You will see the Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions - Links tab again. Click the Add Table Link
button. You will see the Everest CRM Studio - Tables Linked Together
dialog box again.

* From the Table Name drop-down list, select dbo.CUST. From the Linked to
Table Name drop-down list, select dbo.PERSONAL.

* From the Column Name drop-down list, select SALESPERSO. From the
Linked To Column Name select IDNO.

* From the Link Type drop-down list, select Left Outer Join. Click OK. You will
see the Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions - Links tab again, with the resulting linked
tables displayed.

* Click Next. You will see the Everest CRM Studio - Application Events\ Accel
Sample Company\Query Definitions - Columns tab.

When you link tables, the first table must be the query’s primary table - the
table whose records the query reads first.
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The Everest CRM Studio - Tables Linked Together Dialog Box

. Everest CRM Studio - Tables Linked Together

Table Name: Linked to Table Hame
dbo.CUST =] = [abo a00RESS |
Cburn Name, Linked to Column Hame
=] = [cusT_coce =l
Link Type:
Left Duter Juain =l

0K Cancel

Figure 2.4: Everest CRM Studio - Tables Linked Together

Table Name
Select the table that you want to link to another.

Linked to Table Name
Select the table to link to.

Column Name

Select the column from the selected table (in the Table Name field) that you want
to link to another.

Linked to Column Name

Select the column from the selected table (in the Linked to Table Name field) that
you want to link to.

Link Type

Select the type of link to create.

The Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions Dialog Box - Links

! Everest CRM Studio - Application Events\Accel Sample Company [Dnly for Reference) 2.0.920%... B3|

FEile Edit Help
& seve and Close g Save and Mew | X Delete ‘ 4 Previous W Nest -

Query Deseription: CUSTOMERS: Whose Bithday is on the current date

Desciption] Tablss Links | Calums | Somting] Fiters] Sub Fitsrs] 50L] Presvises]

Add Table Link.

Tables Linked Together
Table Mame Linked ta Table Mame | Column Name Linked ta Colurn Mams Li
B | dbo.CUST dbo.ADDRESS dbo.CUST.CUST_CODE dbo.ADDRESS.CUST_COD | L
dbo.CUST dbo.PERSOMNAL dbo.CUST SALESPERSO dbo.PERSONAL.IDND Ls
Ll | i

™ 1 would like to manually input the table linking.

<- Remove Link | <<-Remove Al Links |

ccgack | Newss | Cancel |

Figure 2.5: Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions - Links (with resulting linked tables)
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Add Table Link

Click this button to display the Everest CRM Studio - Tables Linked Together
dialog box, which allows you to link tables.

I would like to manually input the table linking

Select this option to link tables manually.

Remove Link

Click this button to remove a selected link.

Remowve All Links

Click this button to remove all the links displayed.

= “Query Links” on page 119

Select the Query’s Columns (Fields)

When constructing a query, select the fields you wish to include in your alert
messages.

f-_:-" To select the query’s columns (fields), do the following:

* After linking the selected tables in the Links tab of the Everest CRM Studio -
Application Events\ Accel Sample Company\Query Definitions dialog box,
click Next. You will see the Everest CRM Studio - Application Events\ Accel
Sample Company\Query Definitions - Columns tab.

“The Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions Dialog Box - Columns” on page 56

* From the Available Columns to Query panel, select the following columns by
double-clicking them:

- From the Address table: dbo. ADDRESS.ACCT_NAME,
dbo.ADDRESS.ADDR_CODE, dbo.ADDRESS.CITY,
dbo.ADDRESS.EMAIL, dbo. ADDRESS.DATE_OF_BIRTH,
dbo.ADDRESS.CUST_CODE.

- From the Personal table: dbo.PERSONAL.DESIGNATION_CODE,
dbo.PERSONAL.EMAIL.

* Place a check mark in the Unique column of the dbo. ADDRESS.CUST_CODE
row.

* Using a new row, enter ISNULL(dbo.ADDRESS.FIRST_NAME, ")
+SPACE(1)+ ISNULL(dbo.ADDRESS.LAST_NAME, ").

* Using a new row, enter ISNULL(dbo.PERSONAL.PFIRST, ") +SPACE(1)+
ISNULL(dbo.PERSONAL.PLAST, ").

* Using a new row, enter ISNULL(dbo.PERSONAL.PHPH,") + (CASE
ISNULL(dbo.PERSONAL.EXTN_TEL1,") WHEN " THEN SPACE(1) ELSE '
EXT. '+dbo.PERSONAL.EXTN_TEL1 END).

The preceding three steps detail the creation of calculated fields. Refer
“Calculated Fields” on page 124 for additional details.
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* Click Next. You will see the Everest CRM Studio - Application Events\ Accel
Sample Company\Query Definitions - Sorting tab.

If you do not identify a unique column, a single record is triggered over and

@ over each time it meets the query’s criteria. If you do identify a unique
column, you can opt for the record to trigger over and over or trigger only
the first time it meets a query’s criteria.

The Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions Dialog Box - Columns

! Everest CRM Studio - Application Events\Accel Sample Company [Dnly for Reference) 2.0.920%... B3|

FEile Edit Help
& seve and Close g Save and Mew | X Delete ‘ 4 Previous W Nest -

Query Deseription: CUSTOMERS: Whose Bithday is on the current date

Desciiption] Tablss | Links Colamns: | Sorting] Fibers] Sub Fitsrs] 50L] Previses]
Awailable Columns to Buery,

oo ADDRESS ACLT_NAME &
dbo. ADDRESS ACTIVE MI
e ADDE 55 ADDHE RS LNEY
dbo.4DDRESS ADDRESS_LINE2 = WI
Query Columns Selected
Colurnn Mame Selected Calumn Type Customized Mame Unique
¥ | dboADDRESS ACCT_NAME o Boeount Name T
o ADDRESS ADDR_CODE ol Address code
0 ADDRESS CITY ol Tiy
0 ADDRESS EMAIL ol Customer Emal
o ADDRESS DATE_OF_BIRTH ol Bith Date i
[ dboADDRESS CUST_COD ol Customer Accourt Code
| ISHULL{gbo ADDRESS FIRST_NAME. ]+ Nomal Customet Name
[ [ dbo PERSONAL DESIGNATION_CODE | Nomal Designalion Code
ﬂjNumdnu FERSONAL PFIRST. "I +GFA | Homal Sales Feo Name Llf
<Remove Column from Query | <<-Remove All Columns from Query |

™ Return DISTINCT Rows of Data Only

<< Back | Mext>> | Cancel |

Figure 2.6: Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions - Columns (with selected columns)

Available Columns to Query
This panel displays all the columns (from the selected tables) available for
constructing queries.

Add Column to Query
Click this button to add a selected column to the Query Columns Selected field.

Add All Columns to Query
Click this button to add all available columns to the Query Columns Selected
field.

Query Columns Selected
This grid displays all the columns selected.
= “The Query Columns Selected Grid” on page 123
“Calculated Fields” on page 124

Remove Column from Query
Click this button to remove a selected column from the Query Columns Selected
field.
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Remowve All Columns from Query

Click this button to remove all the columns displayed in the Query Columns
Selected field.

Return DISTINCT Rows of Data Only

Select this option to retrieve only unique (or distinct) records.

= “Return Distinct Rows of Data Only” on page 125

“Query Columns” on page 121

Select the Query’s Sorting Order
f_:'ll. To select the query’s sorting order, do the following:

After selecting the query’s columns in the Columns tab of the Everest CRM
Studio - Application Events\ Accel Sample Company\Query Definitions
dialog box, click Next. You will see the Everest CRM Studio - Application

Events\Accel Sample Company\Query Definitions - Sorting tab.

“The Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions Dialog Box - Sorting” on page 58
From the Available Columns for Sorting panel, double-click
dbo.ADDRESS.ACCT_NAME. The column is added to the Columns Selected
for Sorting panel.

Ensure that the Sort Order column in the Columns Selected for Sorting panel
displays Ascending.
The customers will be listed in alphabetical sequence, based on the
customer account codes.

Click Next. You will see the Everest CRM Studio - Application Events\ Accel
Sample Company\Query Definitions - Filters tab.
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The Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions Dialog Box - Sorting

The Sorting tab lets you specify the order in which retrieved records will be
displayed.

¥ Everest CRM Studio - Application Events\Sample Application\Query Definitions
Eile Edit Help

& seve and Close g Save and Mew | X Delete ‘ 4 Previous W Nest -

Query Deseription: Orders - Shipped Later Than Required Date

Desciiption] Tablss | Links| Columns Sorting | Fiters] Sub Fitsrs| 50L] Previse]

Awallable Columns for Sorting

“Customers”. CompanyName" =

"Orders" "OrderD ate’ Add Colurnn for Sorting-> |
“Orefers" Order| D"

“Orders”."RequiredDate™ Add Al Columns for Sotting> |
“Orders"S hippedDale" =l o

Colurnns Selected for Sotting
| Column Nams [ 5ot Ditsction |
P | "Orders'." RequiredD ate” | &scending |
< Remove Coln fiom Soting | <¢Remve AllColumns from Sating |

ccgack | Newss | Cancel |

Figure 2.7: Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions - Sorting

Available Columns for Sorting
This panel displays all the columns (from the selected tables) available for sorting.

Add Column to Sorting
Click this button to add a selected column to the Columns Selected for Sorting
panel.

Add All Columns to Sorting
Click this button to add all available columns to the Columns Selected for
Sorting panel.

Columns Selected for Sorting
This panel displays all the columns selected.

Remove Column from Sorting
Click this button to remove a selected column from the Columns Selected for
Sorting panel.

Remove All Columns from Sorting
Click this button to remove all the columns displayed in the Columns Selected
for Sorting panel.

= “Query Sorting Order” on page 125

Specify the Filter
The Filters tab lets you specify the condition(s) that records must meet to be
retrieved by the query. CRM Studio filters can test for such conditions as:
* Sale amount greater than ‘x’
* Customers in industry ‘y’
* Opportunities forecast to close today, tomorrow, next week, or next month
* Sale amount, multiplied by its probability, greater than ‘z’
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* Order shipped date is later than the required date
.z_:.l" To specify the filter, do the following:

* After selecting the query’s sorting order in the Sorting tab of the Everest CRM
Studio - Application Events\ Accel Sample Company\Query Definitions
dialog box, click Next. You will see the Everest CRM Studio - Application
Events\Accel Sample Company\Query Definitions - Filters tab.

“The Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions Dialog Box - Filters” on page 60

* From the Available Columns to Filter panel, double-click
dbo.ADDRESS.DATE_OF_BIRTH. The column is added to the Columns
Selected for Filtering panel.

* Alter the column name to DATEPART(Month,
dbo.ADDRESS.DATE_OF_BIRTH).

* Ensure that the Is or Is Not column in the Columns Selected for Filtering
panel displays Is.

* Click the Operator column, click the drop-down arrow that appears, and
select ‘equal to’.

* Click the Compare Value column, delete the ‘?" and enter DATEPART(Month,
getdate()) (without quotation marks).

* From the Available Columns to Filter panel, double-click
dbo.ADDRESS.DATE_OF_BIRTH again. The column is added to the
Columns Selected for Filtering panel.

* Alter the column name to
DATEPART(DAY,dbo. ADDRESS.DATE_OF_BIRTH).

* Ensure that the Is or Is Not column in the Columns Selected for Filtering
panel displays Is.

* Click the Operator column, click the drop-down arrow that appears, and
select ‘equal to’.

* Click the Compare Value column, delete the ‘?” and enter DATEPART(DAY,
getdate()) (without quotation marks).

The steps that require alteration of the column name are related to
calculated fields. Refer “Calculated Fields” on page 124 and “Using
Calculated Fields in Filters” on page 135 for additional information.
* From the Available Columns to Filter panel, double-click
dbo.ADDRESS.TYPE. The column is added to the Columns Selected for
Filtering panel.
* Ensure that the Is or Is Not column in the Columns Selected for Filtering
panel displays Is.
* Click the Operator column, click the drop-down arrow that appears, and
select ‘equal to’.
* C(Click the Compare Value column, delete the ‘?" and enter 4.
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* From the Available Columns to Filter panel, double-click
dbo.ADDRESS.SUB_TYPE. The column is added to the Columns Selected for
Filtering panel.

* Ensure that the Is or Is Not column in the Columns Selected for Filtering
panel displays Is.

* Click the Operator column, click the drop-down arrow that appears, and
select ‘equal to’.

* C(Click the Compare Value column, delete the ‘?" and enter 2.

* For all four rows, click the Type column, click the drop-down arrow that
appears, and select Number.

* Leave the rest of the columns with their default values, if any.

* Click Next. You will see the Everest CRM Studio - Application Events\ Accel
Sample Company\Query Definitions - Sub Filters tab.

ﬁ The Sub Filters tab is not used in the design of record-level queries; it is

used only with an aggregate query which we will design a little later. Leave
the Sub Filters tab blank.

The Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions Dialog Box - Filters

! Everest CRM Studio - Application Events\Accel Sample Company [Dnly for Reference) 2.0.920%... B3|

File Edit Help
[& Save and Close i Save and tew | ¥ Delete ‘ 4 Previous ~ W Newt =
Query Deseription: CUSTOMERS: Whese Bithday is on the current date
Desciiption] Tablss | Links| Coums | Somting Fillsrs: | Sub Fiters| 50L] Previses]
Awallable Columns ta Fier
dbo ADDRESS ACCT_NAME il
dhoADDRESS ACTIVE Add Calumn to Filter-»
dboADDRESS ADDR_CODE
dboADDRESS ADDRESS_LINET Add All Columns (o Fiters>
dbo.4DDRESS ADDRESS_LINE2 = &I
Columns Selected for Filtering |
|__[ Column Name Is or s ot | Operator Compare Value | Type And
¥ | DATEPAAT[ Morth, dbo.ADDRES s equal to DATEPART(Mar | Mumber and
DATEPART| DAY, dbo ADDRESS |is equal to DATEPARTIDA" | Mumber and
dbo ADDRESS TYPE is equal to 4 Murber and
dbo ADDRESS SUB_TYPE is equal to 2 Nurber 4nd
L] B
<Femave Column from Filter | <¢Remave Al Columns from Flllarlngl If Column Yaluss Havs Changed |
<< Back | Mext>> | Cancel |

Figure 2.8: Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions - Filters

Available Columnns to Filter

This panel displays all the columns (from the selected tables) available for sorting.
Add Column to Filter

Click this button to add a selected column to the Columns Selected for Filtering
panel.

Add All Columns to Filter

Click this button to add all available columns to the Columns Selected for
Filtering panel.
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Columns Selected for Filtering
This panel displays all the columns selected.

Remove Column from Filter
Click this button to remove a selected column from the Columns Selected for
Filtering panel.

Remove All Columns from Filter
Click this button to remove all the columns displayed in the Columns Selected
for Filtering panel.
= “Query Filter Parameters” on page 127
“Compare Values” on page 128
“Operators - Notes” on page 132
“And/Or Logic” on page 135
“Query Filters” on page 126

Preview the Results of the Query
The Preview tab displays the results of your query.
i:_l-b To preview the results of the query, do the following:

* After selecting columns for filtering in the Filters tab of the Everest CRM
Studio - Application Events\ Accel Sample Company\Query Definitions
dialog box, click Next. You will see the Everest CRM Studio - Application
Events\Accel Sample Company\Query Definitions - Sub Filters tab.

* Leave this tab blank and click Next. You will see the SQL tab displaying the
SQL query created. Click Next. You will see the Preview tab with the results
of the query displayed.

[@”Query SQL” on page 136

* Click Save and Close at the top left of the dialog box to save the query. You
will see the Everest CRM Studio Architect dialog box again.

* If youneed to go back and make changes to the query information, click the
appropriate tab.
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The Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions Dialog Box - Preview

P Everest CRM Studio - Application Events\Accel Sample Company (Only for Reference) 2.0.920%.. 3|
File Edit Help

[l save and Close ] Save and New | X Delete ‘ 4 Previous = W Nest -

Query Description: CUSTOMERS: ‘Whass Eithday is on the current date

Desciiption] Tables| Links| Columns | Sotting] Fiers] Sub Fiters| 561

CUSTOMERS: Whose Bithday s on the curent dalz
Aocoun Name Addvess | iy Customer Emai Bith Date | Customer Acc]
b | ADWANCED LABEL 1667 | PARKERSBURG brad@adwanced.com | 1/15/1977 | 1253
ADWANCED 1783 | OMAHA iar com 11541977 | 1402
Ll o
ccgack | e Cancel |

Figure 2.9: Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions - Preview

= “Query Preview” on page 137

Create an Event

CRM Studio separates queries and events so that a single query can be used in
multiple events.
A single query that identifies sales of greater than “x” dollars could be
used in the following three events:
¢ Sales of Greater than $10,000
¢ Sales of Greater than $25,000
¢ Sales of Greater than $50,000

Refer the chapter Query Designing for additional information on
constructing queries.

.z_;.l" To create an event, do the following:

¢ From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

* From the Event Manager Folders panel in the center, select Application
Events > Accel Sample Company > Events.
* Click the New Event button at the top-left. You will see the Everest CRM

Studio - Application Events\ Accel Sample Company\Events - Description
tab.

“The Everest CRM Studio - Application Events)\ (your
company)\Events Dialog Box - Description” on page 179

* Enter 'CUSTOMERS: Birthday E-mails to customers’ in the Event Description
field.

* Select 1 in the Priority field.
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* Check the option Keep only last checked record in Monitor.
@ This ensures that CRM Studio retains minimum event history.

e Be sure to check the Active check box. Click Next. You will see the Everest
CRM Studio - Application Events\ Accel Sample Company\Events -
Queries tab.

Select the Event’s Query
f-_:-" To link the query to the event, do the following:

* After specifying relevant information in the Description tab of the Everest
CRM Studio - Application Events\ Accel Sample Company\Events dialog
box, click Next. You will see the Everest CRM Studio - Application
Events\Accel Sample Company\Events - Queries tab.

“The Everest CRM Studio - Application Events)\ (your
company)\Events Dialog Box - Queries” on page 182
e Click the Add Query button. You will see the Everest CRM Studio - Add
Query dialog box.
[[:E:”The Everest CRM Studio - Add Query Dialog Box” on page 63
* Select the query ‘CUSTOMERS: Whose Birthday is on the current date’. Click
Select.
* Similarly, select the query ‘"COMPANY: Current Company Details’.

* The grid at the bottom of this window remains empty as the query
@ includes only a single filter and its compare values are identified at the
query level.

*  You can design queries whose filter values can be identified at the event
level as well.

e Click Next. You will see the Everest CRM Studio - Application Events\Accel
Sample Company\Events - Reports tab.

The Everest CRM Studio - Add Query Dialog Box

&, Everest CRM Studio - Add Query _[Ofx]

Application: Accel Sample Company (Only for Reference) 2.0.330

Select Anather Application

Queries Available For This pplication

Query Desaription Nates =

[0 - Bak, acoounts, wilh @ g2kt balance exceods the overdia i el | 1his query i et
ACCOU - Bank recanciliation adiustment eniy exeeeds 4 amount s queny s user
ACCOU - Fiscals periods, which had been Locked s queny s usel
ACCOU - Joumals not pusted for more than % days from cretion date s queny s usel
ACCOU - Manual jounal ransactions ereated between X and ¥ dates, with | This query is user
COMPANY : Current Campany Detas
CREDIT ORDERS: For which @ payment of more than X amaunt is made This query will et
CUSTOMER . List of all customers whe have bakanee overdue by X amount and ¥ | The queny returi -

Select Cancel
Figure 2.10: Everest CRM Studio - Add Query
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Select Another Application
Click this button to display the Everest CRM Studio - Select Another
Application dialog box, which allows you to change the current company.

“The Everest CRM Studio - Select Another Application Dialog Box” on
page 64

Select

Click this button to add a selected query to the Queries Selected panel in the

Queries tab of the Everest CRM Studio - Application Events\ (your
company)\Events dialog box.

The Everest CRM Studio - Select Another Application Dialog Box

. Everest CRM Studio - Select Another Application

Select Anather Application

Application
el Sample Campany [0rlg ot Feterence] 20,650
[ Email Fresporrse System

[ | Sample Appiication

Select Cancel

Figure 2.11: Everest CRM Studio - Select Another Application
Select Another Application
This grid displays the companies that Everest CRM Studio is currently
configured to work with.
Select
Click this button to switch to a selected company, from which you want to add a
query.

Specify the E-Mail Alert Message Text

One of the primary ways that CRM Studio can respond to a triggered event is to
send out alert messages. Other responses include generating Crystal Reports and
updating one or more company databases based on the triggered event. For this
event, we will skip the Reports, Files, and Copy tabs, and will configure the event
to send out e-mail alerts only.

v

.z_;.l" To specify e-mail alert message text, do the following;:

* After linking the query to the event in the Queries tab of the Everest CRM
Studio - Application Events\ Accel Sample Company\Events dialog box,
click Next until you see the Everest CRM Studio - Application Events\ Accel
Sample Company\Events - E-mail tab.

“The Everest CRM Studio - Application Events)\ (your
company)\Events Dialog Box - Email” on page 194

* Select an e-mail account from the E-mail Account to Send From drop-down
list.

* Enter ‘Happy Birthday!!!" in the Message Subject field.
* Enter ‘Dear’ in the first line of the Message Text panel.
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From the Available values for use in message content field, select {Customer
Name}, so that it is added to the Message Text panel beside the ‘Dear” in your
alert message.

Leave a blank line in the message text. From line 3, enter the following
message:

We wish you a very Happy Birthday!!! Please accept our hearty wishes for a
prosperous year ahead. We take this opportunity to thank you for your
continued support. We are privileged to have you as our customer.

Leave a blank line in the message text and enter ‘Congratulations again!” in the
next line.

From the Available values for use in message content field, select {Sales Rep
Name}, so that it is added to the Message Text panel after the
‘Congratulations again!” in your alert message.

Similarly, select the {Designation Code} and {Company Name} fields, so that
they appear separately in the next two lines.

In the next two lines, enter the following:

- E-mail:

- Tel:

Leave two spaces after each of these entries.

From the Available values for use in message content field, select {Sales Rep
E-mail}, so that it is added to the Message Text panel beside ‘E-mail:” in your
alert message.

Similarly, from the Available values for use in message content field, select
{Sales Rep Telephone}, so that it is added to the Message Text panel beside the
Tel: in your alert message.

Click Next until you see the Everest CRM Studio - Application Events\Accel
Sample Company\Events - Subscribers - Standard tab.

Event Response Actions

CRM Studio can do much more than just send out alert messages when an event
is triggered. It can:

Generate one or more Crystal Reports and attach those reports to the outgoing
alert message.

Send product brochures, white papers, documentation, or other documents to
specific recipients.

FTP (file transfer protocol) specific files to pre-determined computers.
Write triggered event data to a flat file for delivery to a specific computer or
recipient.

Create records in any front or back office application (such as creating a
support ticket in an underlying help-desk application).

Update records in any front or back office application (such as updating a
contact’s record, or scheduling an activity for a sales representative).
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* DPass triggered event data to external technologies, such as a digital display
board, or to a synthesized voice response unit.

For this event, you will not be configuring any response actions, and so, may
move on to identifying the event’s subscribers.

Specify the Event’s Subscribers

Recipients of CRM Studio alerts are referred to as subscribers. For any single
event, CRM Studio can send alerts to an unlimited number of subscribers.
Subscribers may be retrieved from any number of external application databases.

3 To configure the current event to send alerts to yourself, do the
following:

* After specifying e-mail alert message text in the Email tab of the Everest CRM
Studio - Application Events\ Accel Sample Company\Events dialog box,
and select the Subscribers - Standard tab.

“The Everest CRM Studio - Application Events)\ (your
company)\Events Dialog Box - Subscribers - Standard” on page 226

* Click the Add Subscriber button. You will see the Everest CRM Studio - Add
Subscriber dialog box.

* Click the plus sign beside Sales Team. Check the box beside your name.

* Click the Add Subscriber button. You will see the Everest CRM Studio -
Application Events\Accel Sample Company\Events - Subscribers -
Standard tab again.

* Check the E-mail box beside your name to indicate that you wish to receive
notifications via electronic mail.

* Click Next. You will see the Schedule tab of the Everest CRM Studio -
Application Events\Accel Sample Company\Events dialog box.
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The Everest CRM Studio - Add Subscriber Dialog Box

. Everest CRM Studio - Add Subsciibers <]
Place & checkmark nest ta the subscriber or gioup ta riotify
Ei Subscribers
[] Computers
B[] Users

BRI C.coner o
Blske, Malcolm Customer Service Exscutive’ [Accel Sampls Company |
[] Documentation
B[] Engineering
Client Group
B[] Documentation
[ Quality Assurance
[] Research and Development
[ Server Group
[ Sustaining Group
[ Executive Team
[] Finance
[ Help Desk
[] Human Resources
[] Manufacturing
[] Marketing
[] Sales Team

Add Subseriber Cancel
Figure 2.12: Everest CRM Studio - Add Subscriber

Add Subscriber
Click this button to add a selected user as a recipient of alerts.

Specify the Event’s Schedule

The final step in the configuration of a CRM Studio event is to specify how often
CRM Studio must check if that event has been triggered.

3pp To configure CRM Studio to check for events everyday at 9:00 am, do the
following:

* After specifying yourself as a recipient in the Subscribers tab of the Everest
CRM Studio - Application Events\Accel Sample Company\Events dialog
box, click Next. You will see the Everest CRM Studio - Application
Events\Accel Sample Company\Events - Schedule tab.

“The Everest CRM Studio - Application Events)\ (your
company)\Events Dialog Box - Schedule” on page 234

* From the Choose a schedule to use drop-down list, select Daily at 09:00 AM.
CRM Studio is pre-configured with approximately a dozen schedules;
you can create additional schedules of your own.

* Leave the rest of the fields with their default values, if any.

* Click the Save and Close button at the top left of the dialog box to save the
event you created.
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An Aggregate Query

The first event you created used a query with just a single filter (condition) whose
compare value was specified at the query level.

The next event will use a query with three conditions and will allow the answers
to two of these conditions to be specified at the event level.

In addition, this query will use a CRM Studio aggregate function. Aggregate
functions allow CRM Studio to trigger an event based on the condition of a group
of records. The following are examples of aggregate events:

More than 10 orders in the evaluation stage of the sales pipeline.

Fewer than 12 activities scheduled for any sales representative this week.
Support reps whose average call length last week was greater than 30 minutes.
More than $25,000 dollars lost to a specific competitor this month.

Refer the chapter Query Designing for additional information on
constructing queries.

Create the Aggregate Query

i:_l-b To create an aggregate query, do the following:

From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

From the Event Manager Folders panel in the center, select Accel Sample
Company > Query Definitions.

Click the New Query Definition button at the top-left. You will see the
Everest CRM Studio - Application Events\Accel Sample Company\Query
Definitions - Description tab.

“The Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions Dialog Box - Description” on page 51

In the Query Description field, enter INVENTORY: Top X fast moving items
between Y and Z dates. Press the Tab key to copy the same description into
the Display Description field.

Be sure to check the Active checkbox. Click Next. You will see the Everest
CRM Studio - Application Events\Accel Sample Company\Query
Definitions - Tables tab.

= “Aggregate Query Description” on page 141

Specify the Query’s Tables
i:_l-b To specify the query’s tables, do the following:

After specifying relevant information in the Description tab of the Everest
CRM Studio - Application Events\ Accel Sample Company\Query
Definitions dialog box, click Next. You will see the Everest CRM Studio -
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Application Events\Accel Sample Company\Query Definitions - Tables
tab.

“The Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions Dialog Box - Tables” on page 52

* From the Available Tables panel on the left, double-click the tables
dbo.INVOICES, dbo.ITEMS and dbo.X_INVOIC to add them to the Selected
Tables panel. Click Next. You will see the Everest CRM Studio - Application
Events\ Accel Sample Company\Query Definitions - Links tab.

= “Aggregate Query Tables” on page 141

Link the Query’s Tables
i:_l-b To link the tables, do the following:

* After selecting tables from the Tables tab of the Everest CRM Studio -
Application Events\ Accel Sample Company\Query Definitions dialog box,
click Next. You will see the Everest CRM Studio - Application Events\ Accel
Sample Company\Query Definitions - Links tab.

“The Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions Dialog Box - Links” on page 54

¢ (Click the Add Table Link button. You will see the Everest CRM Studio -
Tables Linked Together dialog box.

“The Everest CRM Studio - Tables Linked Together Dialog Box” on
page 54

* From the Table Name drop-down list, select dbo.X_INVOIC. From the
Linked to Table Name drop-down list, select dbo.ITEMS.

* From the Column Name drop-down list, select dbo.X_INVOIC.ITEM_CODE.
From the Linked To Column Name field, select dbo.ITEMS.ITEMNO.

e From the Link Type drop-down list, select Left Outer Join. Click OK. You will
see the Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions - Links tab again, with the resulting linked
tables displayed.

* Click the Add Table Link button again. You will see the Everest CRM Studio
- Tables Linked Together dialog box. From the Table Name drop-down list,
select dbo.X_INVOIC. From the Linked to Table Name drop-down list, select
dbo.INVOICES.

* From the Column Name drop-down list, select dbo.X_INVOIC.ORDER_NO.
From the Linked To Column Name field, select dbo.INVOICES.DOC_NO.

* From the Link Type drop-down list, select Left Outer Join. Click OK. You will
see the Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions - Links tab again, with the resulting linked
tables displayed.
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Click Next. You will see the Everest CRM Studio - Application Events\Accel
Sample Company\Query Definitions - Columns tab.

= “Aggregate Query Links” on page 142

Select the Query’s Columns (Fields)

Aggregate queries are different from record-level queries in that they perform one
of five arithmetic functions (summarize, count, average, minimum, or maximum)
on a specific database field.

As aresult, aggregate queries do not require access to many of the detail fields
that are commonly found in a record-level query. Since this query summarizes
(totals) the sales for specific regions, first you need to select the column that
contains the sales total for a specific order.

.z_;.l" To select the query’s columns (fields), do the following:

After linking the selected tables in the Links tab of the Everest CRM Studio -
Application Events\ Accel Sample Company\Query Definitions dialog box,
click Next. You will see the Everest CRM Studio - Application Events\Accel
Sample Company\Query Definitions - Columns tab.

“The Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions Dialog Box - Columns” on page 56

From the Available Columns to Query panel, select the following columns by

double-clicking them:

- From the dbo.ITEMS table: dbo.ITEMS.DESCRIPT,
dbo.ITEMS.CATEGORY, dbo.ITEMS.QTY_STK,
dbo.ITEMS.PURC_MEAS.

- From the dbo.X_INVOIC table: dbo.X_INVOIC.ITEM_CODE,
dbo. X_INVOIC.QTY_SHIP, dbo. X_INVOIC.ITEM_CODE,
dbo. X_INVOIC. AMOUNT.

From the Query Columns Selected panel, click in the Column Type field for

the dbo. X_INVOIC.QTY_SHIP row. From the drop-down list, select

Summarize.

Repeat the previous step for the dbo. X_INVOIC.AMOUNT row.

Check the Unique column for the row containing
dbo.X_INVOIC.ITEM_CODE.

From the dbo.X_INVOIC table, select dbo.X_INVOIC.ITEM_CODE again.

From the Query Columns Selected panel, click in the Column Type field for
the dbo.X_INVOIC.ITEM_CODE row. From the drop-down list, select Count.

Click Next. You will see the Everest CRM Studio - Application Events\Accel
Sample Company\Query Definitions - Sorting tab.

= “Aggregate Query Columns” on page 142
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Sorting Order
.2-;_') To select the query’s sorting order, do the following:

* After selecting the query’s columns in the Columns tab of the Everest CRM
Studio - Application Events\ Accel Sample Company\Query Definitions
dialog box, click Next. You will see the Everest CRM Studio - Application
Events\Accel Sample Company\Query Definitions - Sorting tab.

“The Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions Dialog Box - Sorting” on page 58

* From the Available Columns for Sorting panel, double-click
COUNT(dbo. X_INVOIC.ITEM_CODE). The column is added to the Columns
Selected for Sorting panel.

* Ensure that the Sort Order column in the Columns Selected for Sorting panel
displays Descending.

e Click Next. You will see the Everest CRM Studio - Application Events\Accel
Sample Company\Query Definitions - Filters tab.

= “Aggregate Query Sorting Order” on page 145

Specify the Filter

Similar to the first query, this query uses filters to restrict the records that are
eligible to be retrieved. Unlike the first query, however, you need not hard-code
the compare values in these filters to retrieve records with specific values.
Instead, you can design these two filters so that their compare values are filled in
at the event level. This enables the query to be used in many different events.

.z_;.l" To specify the filter, do the following:

* After selecting the query’s sorting order in the Sorting tab of the Everest CRM
Studio - Application Events\ Accel Sample Company\Query Definitions
dialog box, click Next. You will see the Everest CRM Studio - Application
Events\Accel Sample Company\Query Definitions - Filters tab.

“The Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions Dialog Box - Filters” on page 60

* From the Available Columns to Filter panel, double-click
dbo.INVOICES.ORDER_DATE. The column is added to the Columns
Selected for Filtering panel.

* Ensure that the Is or Is Not column in the Columns Selected for Filtering
panel displays Is.

* Click the Operator column, click the drop-down arrow that appears, and
select ‘greater than or equal to’.

* Leave the Compare Value field as it is.

The question mark in the Compare Value field allows the value of this filter
to be specified at the event level.
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Click the Type column, click the drop-down arrow that appears, and select
Date.

Click the And/Or column, click the drop-down arrow that appears, and select
And.

Scroll the Columns Selected for Filtering panel to the right. In the Optional
Prompt column, enter ‘Enter From Date’.

From the Available Columns to Filter panel, double-click
dbo.INVOICES.ORDER_DATE again. The column is added to the Columns
Selected for Filtering panel.

Ensure that the Is or Is Not column in the Columns Selected for Filtering
panel displays Is.

Click the Operator column, click the drop-down arrow that appears, and
select ‘less than or equal to’.

Leave the Compare Value field as it is.
The question mark in the Compare Value field allows the value of this
filter to be specified at the event level.

Click the Type column, click the drop-down arrow that appears, and select
Date.

Click the And/Or column, click the drop-down arrow that appears, and select
And.

Scroll the Columns Selected for Filtering panel to the right. In the Optional
Prompt column, enter ‘Enter To Date’.

From the Available Columns to Filter panel, double-click
dbo.INVOICES.STATUS. The column is added to the Columns Selected for
Filtering panel.

Ensure that the Is or Is Not column in the Columns Selected for Filtering
panel displays Is.

Click the Operator column, click the drop-down arrow that appears, and
select ‘equal to’.

Enter 9 in the Compare Value field.

Click the Type column, click the drop-down arrow that appears, and select
Number.

Click the And/Or column, click the drop-down arrow that appears, and select
And.

Leave the Optional Prompt field as it is.

Click Next. You will see the Everest CRM Studio - Application Events\Accel
Sample Company\Query Definitions - Sub Filters tab.

= “Aggregate Query Filters” on page 145

Specify the Sub-Filter

Only aggregate events use sub-filters. A sub-filter is what allows you to perform a
test against the aggregate value.

.z_;.l'. To configure the aggregate sub-filter for this query, do the following;:
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After selecting the query’s filters in the Filters tab of the Everest CRM Studio
- Application Events\Accel Sample Company\Query Definitions dialog
box, click Next. You will see the Everest CRM Studio - Application
Events\Accel Sample Company\Query Definitions - Sub Filters tab.

“The Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions Dialog Box - Sub Filters” on page 74

From the Available Columns to Filter panel, double-click

SUM(dbo. X_INVOIC.QTY_SHIP). The column is added to the Columns
Selected for Sub-Filtering panel.

Ensure that the Is or Is Not column in the Columns Selected for Sub-Filtering
panel displays Is.

Click the Operator column, click the drop-down arrow that appears, and
select ‘greater than’.

Leave the Compare Value field as it is.
The question mark in the Compare Value field allows the value of this
filter to be specified at the event level.

In the Type field, select Number.

In the And/Or field, select And.

Scroll the Columns Selected for Sub-Filtering panel to the right. In the
Optional Prompt field, enter ‘Enter Item Count Exceeding X times’.

Click the Save and Close button at the top left to save the query you created.

= “Aggregate Query Sub-Filters” on page 146
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The Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions Dialog Box - Sub Filters

P Everest CRM Studio - Application Events\Accel Sample Company (Only for Reference) 3.0.200%.. 3
File Edit Help

[l save and Close ] Save and New | X Delete ‘ 4 Previous = W Nest -

Query Description: 121
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Columns Selected for $ub-Filtering

Column Name [1s or s Mot | Operatar [Campare Valie [ Type
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Figure 2.13: Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions - Sub Filters

Available Columns to Filter

This panel displays all the columns (from the selected tables) available for sub-
filtering.

Add Column to Filter

Click this button to add a selected column to the Columns Selected for Sub-
Filtering panel.

Add All Columns to Filter

Click this button to add all available columns to the Columns Selected for Sub-
Filtering panel.

Columns Selected for Sub-Filtering

This panel displays all the columns selected.

Remove Column from Filter

Click this button to remove a selected column from the Columns Selected for
Sub-Filtering panel.

Remove All Columns from Filtering

Click this button to remove all the columns displayed in the Columns Selected
for Sub-Filtering panel.

Create the Aggregate Event

i:_l-b To create an aggregate event, do the following:

e From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.
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From the Event Manager Folders panel in the center, select Application
Events > Accel Sample Company > Events.

Click the New Event button at the top-left. You will see the Everest CRM
Studio - Application Events\ Accel Sample Company\Events - Description
tab.

“The Everest CRM Studio - Application Events)\ (your
company)\Events Dialog Box - Description” on page 179

In the Event Description field, enter INVENTORY: E-mail relevant persons,
list of items appearing more than X times in final documents, between Y and Z
dates’.

In the Priority field, select 5.

Check the option Keep only last checked record in Monitor.

ﬁ This ensures that CRM Studio retains minimum event history.
To be notified only once when this event is triggered, do not check the
Repeat notification for triggered items box.

Be sure to check the Active check box.

Click Next. You will see the Everest CRM Studio - Application Events\Accel
Sample Company\Events - Queries tab.

Select the Event’s Query
i:_l-b To link the query to the event, do the following:

After specifying relevant information in the Description tab of the Everest
CRM Studio - Application Events\ Accel Sample Company\Events dialog
box, click Next. You will see the Everest CRM Studio - Application
Events\Accel Sample Company\Events - Queries tab.

“The Everest CRM Studio - Application Events)\ (your
company)\Events Dialog Box - Queries” on page 182

Click the Add Query button. You will see the Everest CRM Studio - Add

Query dialog box.

Select the query INVENTORY: Top X fast moving items between Y and Z.

Click Select. You will see the Everest CRM Studio - Application

Events\ Accel Sample Company\Events - Queries tab again.

The Event Trigger Parameters panel at the bottom prompts you to specify a

value for the query’s filters that have a *?” in their compare values. Fill in the

answers to these questions as follows:

- Enter From Date: Click the Answer field. The Everest CRM Studio -
Please supply a value dialog box is displayed. Select {%Last Month Start
Date MM/DD/YYYY %} from the Available Substitution Variables drop-
down list.

- Enter To Date: Click the Answer field, and similarly select {%Last Month

End Date MM/DD/YYYY %} from the list of Available Substitution
Variables.

Everest CRM Studio
User Guide

75



Product Tutorial

CRM Studio

Click Next until you see the Everest CRM Studio - Application Events\Accel
Sample Company\Events - E-mail tab.

Specify the E-Mail Message Text

i:_l-b To specify e-mail alert message text, do the following;:

After linking the query to the event in the Queries tab of the Everest CRM
Studio - Application Events\ Accel Sample Company\Events dialog box,
click Next until you see the Everest CRM Studio - Application Events\Accel
Sample Company\Events - E-mail tab.

“The Everest CRM Studio - Application Events\ (your
company)\Events Dialog Box - Email” on page 194

Select the e-mail account from the E-mail Account to Send From drop-down
list.

In the Message Subiject field, enter “List of fast moving items for the month of
{%Last Month%}, {%Current Year%} .

In the first line of the Message Text panel, enter ‘The fast moving items, based
on number of times they appear in final documents, are as follows:". Leave a
blank line in the message text.

In line three of your alert message, enter Item Code:
In line four, enter Description:

In line five, enter Number of Movements:

In line six, enter Quantity:

In line seven, enter Category:

In line eight, enter Total Stock:

In line nine, enter UOM:

Leave two spaces after each of the entries above.

From the Available values for use in message content field, select {Item
Code}, so that it is added to the Message Text panel beside the Item Code: in
your alert message.

Repeat these steps for the other fields in the alert message.
In lines four to nine, select the following from the Available values for
use in message content field:
* {Item Description}
e {Item Count Sold}
* {Item Qty Sold}
» {Category}
* {Total Stock}
 {UOM}
Leave a blank line in the message text. Click the second line of your alert
message text (the blank line).

From the Available values for use in message content field, scroll to the very
end of the list, and double-click {BEGIN*REPEAT}.
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Specify the

Click the last line of your message text (the blank line after UOM:).

From the Available values for use in message content field, scroll to the very
end of the list, and double-click {END*REPEAT}.

Click Next until you see the Everest CRM Studio - Application Events\Accel
Sample Company\Events - Subscribers tab.

Event’s Subscribers

f_:'ll. To specify the event’s subscribers, do the following:

After specifying e-mail alert message text in the E-mail tab of the Everest
CRM Studio - Application Events\Accel Sample Company\Events dialog
box, click Next until you see the Everest CRM Studio - Application
Events\Accel Sample Company\Events - Subscribers - Standard tab.

“The Everest CRM Studio - Application Events\ (your
company)\Events Dialog Box - Subscribers - Standard” on page 226

Click the Add Subscriber button. You will see the Everest CRM Studio - Add
Subscriber dialog box.

[@”The Everest CRM Studio - Add Subscriber Dialog Box” on page 67

Click the plus sign beside Sales Team. Check the box beside your name.
Click the Add Subscriber button. You will see the Everest CRM Studio -
Application Events\Accel Sample Company\Events - Subscribers -
Standard tab again.

Check the E-mail box beside your name to indicate that you wish to receive
notifications via electronic mail.

Click Next. You will see the Schedule tab of the Everest CRM Studio -
Application Events\ Accel Sample Company\Events dialog box.

Specify the Event’s Schedule
.z_:.l" To specify the event’s schedule, do the following:

After specifying yourself as a recipient in the Subscribers tab of the Everest
CRM Studio - Application Events\Accel Sample Company\Events dialog
box, click Next. You will see the Everest CRM Studio - Application
Events\Accel Sample Company\Events - Schedule tab.

From the Choose a schedule to use drop-down list, select The 1st of the
Month; 9:00 AM.

Leave the rest of the fields with their default values, if any.

Click the Save and Close button at the top left of the dialog box to save the
event you created.
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Verify Everest CRM Studio Server Status

The Everest CRM Studio service (or server manager) must be running for CRM
Studio to check events.

i:_l-b To verify the server status, do the following:

* Verify that the Everest CRM Studio service (path: Control Panel >

Administrative Tools > Services) is running. If not, start the service.

* Login to the Everest CRM Studio Administrator (path: CRM > CRM Studio

> Administrator).

* Select Activity > Server Status from the Administration Folders panel in the

center. The Server Status panel on the right displays all of CRM Studio’s
servers and their current status. The first four servers should be running.

Submit Your Two Events

Since your two events are scheduled to run at different times (one at 9:00 AM
daily, and one at 9:00 AM on the first day of a month), you might wish to submit
them to run right now, so that you can track their progress.

.z_:.l" To submit the two events to run right now, do the following:

From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

From the Event Manager Folders panel in the center, select Application
Events > Accel Sample Company > Events.

The Application Events\ Accel Sample Company\Events panel on the right
displays all the events. Highlight the first event you created: CUSTOMERS:
Birthday E-mails to customers.

Click the Schedule This Now button at the top of the Studio Architect dialog
box.

You will be asked to confirm the submission of your selected event. Click Yes.

The event will be scheduled for immediate execution, and may be tracked in
the Everest CRM Studio Event Monitor.

Repeat these steps for the second event.

Track Events in the Everest CRM Studio Event Monitor

T

he Everest CRM Studio Event Monitor is an excellent place from which to track

the status of your events.

f_:'ll. To track the progress of the events, do the following:

From the main menu bar, select CRM > CRM Studio > Monitor. You will see
the Everest CRM Studio Event Monitor dialog box.

Double-click the Scheduler folder and click the Next Run Date/Times branch.
You will see the events that are due to be submitted in the right panel.
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* Once an event’s submission time arrives, you can track it from the
Application Events folder.

An event progresses from a pending state to a checked state, and then (if the

event’s conditions are met), to a triggered state. If there is an error in an event’s

configuration, the event appears in the Errors Today branch, and also remains in

the Pending branch.

Depending on the number of records that trigger an event, you will see one or

more triggered event records. To view the text of alert messages associated with

the event, point your cursor at the columns that contain the e-mail, fax, pager, or

webcast text.

3 To view the text of alert messages associated with the event, do the
following:

* From the right panel of the Everest CRM Studio Event Monitor dialog box,
position the cursor in the Message Text column of the message being
monitored.

* CRM Studio automatically expands the contents of these fields to display the
full contents of the outgoing alert message.
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Everest CRM Studio Event Monitor - Contents of Outgoing Alert Message

3 To see details about the delivery of alert messages for an event, do the
following:

* From the right panel of the Everest CRM Studio Event Monitor dialog box,
highlight (click) a specific triggered record.
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Click the Deliverables button at the bottom of the dialog box.

The Deliverables button shows you who was notified about the event, and how
and when they were notified.

[®] Everest CRM Studio Event Monitor

|| Eile view Help
Application Events

= E3

=)

-

aonitar Folders

B Activity

Server Status

& Cunent User Login
& Scheduler
£ Application Everts
Pending
« Checked Today
« Checked Yesterds
 Checked [ALL]
Triggered Today
Triggered Yesterds
() Triggered [ALL)

Application Events Triggered Today

10 Application

Event Desciiption

4333

Accel Sample Company

User Creation

N

4334

Accel Sample Company

Uzer Creation

o

Errors Today Deliverables For: Accel Sample Company [Only for Reference) 2.0.740 - CUSTOMERS: Update On-Hold
Errors Yestarday D Method | Subscriber Sent/Action | Destination/Action Taken
Erors (ALL) ¥ Aotion | Wi Submit SOL | Update Cust set ONHOLD =|

1) Report Distribution 2 Aotion | N/ Fun Basic | C:\Progiam

= Email Delivery

& Fax Delivery

[ File Deivery

& Pager Delivery

& webcast Delivery

[51] Report Generation -

W' Actions Taken =

P _r' Ll 2
| Close Deliverables Cancel Trigaered ltems

7

Figure 2.14: Everest CRM Studio Event Monitor - Deliverables

Remove History

After you have triggered some events, you might wish to clear the Everest CRM
Studio Event Monitor of its history and start again.

i:_l-b To clear Everest CRM Studio Event Monitor history, do the following;:

Stop the Everest CRM Studio service (path: Control Panel > Administrative
Tools > Services). Ensure that no users are logged in to CRM Studio.

From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

Select File > Database Tools > Remove Completed Items. You will see the
Everest CRM Studio - Remove Completed Items from Database dialog box.

In the Remove items dated before date: field, specify the date before which all
items are to be deleted from the database.

Click the Remove button. The items are deleted from the database.

Click

Restart the Everest CRM Studio service.

Close.

You should always select the option Compact Database after you have
removed completed items.
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You're On Your Way!

Congratulations on completing the CRM Studio tutorial. There are lots of other
functions that you can try in CRM Studio, including report distribution (via
Crystal Reports), processing incoming e-mail messages, and cross-company alerts
(events that are based on conditions that exist in multiple company databases).
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The Everest CRM Studio Administrator
Activity

Corrective Actions

Hardware Setup

Software Setup

User Access - Logins

Database Tools
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The Everest CRM Studio Administrator allows you to perform seven functions:
* View the status of application servers.
* View the names of all users logged in to CRM Studio modules.

* View (and take corrective actions for) any errors encountered when the CRM
Studio attempted to either execute an event, or send notifications about an
event.

* Configure hardware settings for printing.

* Configure software settings for e-mail, and holiday definitions.

* Specify user authorizations for access to different CRM Studio modules.
* Maintain and optimize the CRM Studio database.

The Everest CRM Studio Administrator

When you log in to the Everest CRM Studio Administrator (path: CRM > CRM
Studio > Administrator), you will see the Administration Folders panel in the
center, containing a branch titled Activity.

Everest CRM Studio Administrator - Navigation

f-_:-" To select a folder, do the following:

* From the Administration Folders panel in the center, double-click the folder
you wish to work in.

OR
* From the Outlook Bar on the left, click the folder you wish to work with.

* To select a specific option, select the folder first, and then click the option you
wish to work with.
Once you select a specific option, the right panel displays the records
ﬁ associated with that option.

f_:'ll. To add a new record under a specific option, do the following;:

* Click the New button that appears on the top-left, under the Everest CRM
Studio Administrator menu bar.

* The New button is displayed as New [xxx] where xxx refers to the type
ﬁ of record you can add.

* You can also select File > New from the menu bar, and select the type of
record you wish to add.

i:_l-b To view or update an existing record, do the following:

* From the right panel, double-click the record you wish to view or modify.

f_:'ll. To delete a record, do the following:

* Select the record in the right panel.
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* Click the Delete button displayed under the Everest CRM Studio
Administrator menu bar.

@ You can also delete a record after opening it for viewing or modification.

Activity

The Everest CRM Studio Administrator - Activity folder tells you about the
current processing and user activity occurring within CRM Studio.

Server Status

This option displays the current status of all the servers used by CRM Studio. The
possible server statuses are:

* Shutdown: The server is not running at this time.
ﬁ Among the possible reasons for this are:

The Everest CRM Studio service (path: Control Panel > Administrative
Tools > Services) is not running.

The server is disabled. This is done by double-clicking the specific server
and clearing the Allow Server to Process option in the Server Status dialog
box that is displayed.

You can also specify which servers are allowed to run. If you do not require
the delivery of notifications by a certain mode, you can disable the
corresponding server to conserve system resources.

By default, CRM Studio is shipped with all servers enabled except the
Paging, Faxing, Reporting, Copying, Webcasting and Action servers.

* Idle: The server is running, and is in memory, but is not processing any data.
The server is in this state if there is no data to process.

* Processing: The server has been initialized and is processing.
* Startup: The server is in initialization and startup mode.

B Everest CRM Studio Administiator S =] B3
Eile Yiew Help
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T server Stats P 5| Everest CAM Studio | Idie
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1) Coneotive Action 6| Application Evert | Idle
Hardware Setup 3| Email Server Idle
Software Setup 4| Page Server Shutdown
] Userpecess 7|Fan Server Shutdawn
8| Copy Server Shutdown
9| Report Server Idle
11| \wiebcast Server | Shutdown
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Figure 3.1: Everest CRM Studio Administrator - Server Status

86 Everest CRM Studio
User Guide



CRM Studio Administration

Everest CRM Studio - Server Descriptions

CRM Studio uses the following server manager and servers:
* Everest CRM Studio: Initiates all the other servers.

If running under Windows 95 or 98, this is a server manager. If running
ﬁ under Windows NT or 2000, this is a service under Control Panel >
Administrative Tools > Services.

* Scheduler: Keeps track of when events are scheduled to be executed. When an
event is due for execution, this server sends the corresponding task to the
relevant event server.

* Application Event: Executes application events.
* Report: Generates Crystal reports.
* E-mail: Delivers e-mail messages.

* Fax: Delivers fax messages.
* Page: Delivers pager messages.

* Webcast: Delivers webcast messages.

* Copy: Copies and sends files and reports, using FTP (File Transfer Protocol).

* Action: Executes event response actions.

ﬁ If any of the first three servers are shut down or paused, CRM Studio
cannot check for events and/ or send notifications about triggered events.

If any of the notification servers (e-mail or copy) are shut down or paused,
CRM Studio cannot send notifications via that particular delivery mode.

For each server, you can view its status, the error message (if any) that
prevents the server from running, the name of the computer and user
account from which the server is running, the server computer’s operating
system and version, and the date and time the server was last started.

Enabling/Disabling a Server
i:_l-b To enable or disable a server, do the following:

¢ From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

* From the Administration Folders panel in the center, double-click the
Activity folder and click Server Status.

* From the right panel, double-click the server you wish to enable/disable. You
will see the Everest CRM Studio - Server Status dialog box.

* To enable the server, check the option Allow Server to Process. To disable the
server, clear this check box.

* C(lick Save and Close.
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Starting/Stopping a Server

.z_;.l" To start or stop a server, do the following:

To start a server that is shut down, you must first enable the server.

[@”Enabling/Disabling a Server” on page 87

If the Everest CRM Studio service (path: Control Panel > Administrative
Tools > Services) is running, pause (or stop) the service and subsequently
restart it. This will start the server that was previously shut down. If the
Everest CRM Studio service is not running, start the service.

To stop a server that is currently running, clear the check box Allow Server to
Process, in the relevant Server Status dialog box. The server displays the
status ‘Paused’.

To start a server that is paused, check the option Allow Server to Process, in
the relevant Server Status dialog box.

To stop all CRM Studio servers, stop the Everest CRM Studio service.

CRM Studio Servers - Login Information

By default, all CRM Studio servers log into the database without using a
password. If you want to use Microsoft Access security to secure the database
from unauthorized access, you must specify the user name and password when
accessing the database.

3pp To specify the user name and password that enables a server to connect
to the database (if utilizing Microsoft Access security), do the following:

From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

From the Administration Folders panel in the center, double-click the
Activity folder and click Server Status.

Click the Server Login Information button under the Everest CRM Studio
Administrator menu bar. You will see the Everest CRM Studio
Administrator - Server Login Information dialog box.

Enter the user name and password for the CRM Studio servers.

Click OK.

We recommend that you change this setting only if you are using Microsoft
Access security, or want the servers to use a name other than Admin.

The server will not start properly if you are using Microsoft Access security
and do not specify a user name and password in the Server Login
Information dialog box.

You must perform the Everest CRM Studio server login administration on
the computer where the servers are installed. When saved, this information
is recorded in the local system’s registry.
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Current User Logins

The Current User Logins option tells you who is currently logged in to CRM
Studio. When an individual user is selected, you can view the following
information:

* The CRM Studio module the user is logged in to. This displays the
Administrator, Event Monitor, or Studio Architect.

* The user’s computer and user names.

* The user’s operating system and platform.

* The date and time that the user last logged in to the company.
* The date and time of the user’s last activity.

Corrective Actions

When CRM Studio executes a specific function (such as checking for an event,
sending an alert message, executing a response action), an error in configuration
or a system-related error may prevent the function from executing successfully.

If such an error in execution does occur, CRM Studio not only tracks the type of
error, it also allows you to take corrective action to rectify it. The type of corrective
action will depend on the type of error that occurred.

CRM Studio lets you take corrective actions in response to the following error
conditions:

» Application event errors (Errors when checking for triggered events)
* E-Mail delivery errors
* Fax delivery errors
* File copy (ftp) delivery errors
* Pager delivery errors
* Webcast delivery errors
* Report generation errors
* Action errors
When an error occurs, CRM Studio automatically places the error-causing record
in a pending state (in the Everest CRM Studio Event Monitor). The error is also
listed in the Everest CRM Studio Administrator, in the corresponding Errors
sub-branch under Corrective Actions.
For every error record that appears in the corrective action branch, you can view:
* Error: The internal application database error number
* Error Message: The error message text
* Application: The name of the company to which the error-causing record
belongs

* Description: The description of the record that caused the error

You will also see additional data specific to the record that caused the error,
ﬁ such as an error-causing mail message recipient’s address, subject and

message text.
CRM Studio attempts to re-submit the error-causing record every minute until
the record is either successfully processed, or is manually deleted or marked as
completed by an authorized user.
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Application Event Errors

Application event errors are the most common type of error. These are usually
caused by an application event that has a configuration error, such as an invalid
query, but can also be caused by system problems, such as CRM Studio’s
inability to access a database on a server.

Application event errors that are due to a configuration error within CRM Studio
may be addressed simply by correcting the associated error (such as re-
configuring the related query). Once this condition is addressed, the error-causing
event executes successfully the next time CRM Studio attempts to re-submit the
error-causing record.

Message Delivery Errors

Delivery errors (such as e-mail, copy, fax, pager and webcast errors) often result
from one of the three causes:

* CRM Studio is not configured properly to send out the corresponding alert.
Example The e-mail sending account is incorrectly configured.

* There is a system problem (such as your e-mail server being shut down) that
prevents CRM Studio from sending a message.

* The recipient’s address contains invalid information (such as an invalid pager
PIN number).

Like application event errors, CRM Studio attempts to re-send the error-causing

delivery record every minute until the record is either successfully delivered, or is

manually deleted or marked as completed by an authorized user.

Unlike application event errors, the Corrective Actions option allows you to
update (correct) the delivery address information for a delivery error that
occurred.

Example | If a pager alert has an invalid PIN, or if an e-mail address has an
invalid character within it, CRM Studio allows you to use the

corresponding corrective actions option to modify the recipient’s
delivery address, thus enabling you to successfully deliver the
message.

Report Generation Errors

Report generation errors are similar to application event errors because they are
most often caused by an invalid report design, or by a system problem (such as a
database server being unavailable).

If you correct the problem (such as correcting the report design), CRM Studio
will successfully execute the report the next time it is submitted.

Note that if you have an event that generates a report, it is possible to have many
notifications (e-mail messages) that are dependent on the successful generation of
that report. If the report generation is unsuccessful, the resulting notification
records do not appear in either a pending or error state since the report itself is
never completed.
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Action Errors

Action errors are due to problems that CRM Studio encountered when trying to
submit a response action such as executing Visual Basic scripts, executing SQL
statements, running a program, or writing event data out to an external file.

An incorrect program file name or directory name.

Like all other types of errors, action errors are re-submitted every minute until
they are either successfully completed, or are manually deleted or completed by
an authorized user. Like application events, you can correct the associated error
(such as modifying the related VB script) and once this condition is addressed, the
error-causing action executes successfully the next time CRM Studio attempts to
re-submit the error-causing record.

Taking a Corrective Action
i:_l-b To execute a corrective action, do the following:

* From the Everest CRM Studio Administrator dialog box, double-click the
Corrective Action folder, from the Administration Folders panel in the
center.

* Click the corresponding corrective action option, and verify if there are any
errors displayed in the right panel.

e If an error record does exist, double-click the record. You will see the Everest
CRM Studio - Delivery Errors dialog box.

* Choose one of the options detailed below to rectify the error.

The Everest CRM Studio - Delivery Errors Dialog Box

B4 Everest CRM Studio - Email Delivery Enrors [ALL) - Email Pending

File Help

[l Save and Close ] Save and New: ‘ ¥ Delste ‘ 4 Previous = W Nest

Application IEvErest CRM Studio

Event Description IF’Erlurm Email Test

General | History |
Intemnal D number: 5
Boe B
Erron Messags
I~ Completed

Content

Email Account Descriplion:  [Everest CFH

Email Addiess:  [georgek@pacercarp.com
Subiect:  [Performing Test 1/20/2004 11:30:15 AM

Message Text
Performing Test 1/20/2004 11:30,15 AM =]

Figure 3.2: Everest CRM Studio - Delivery Errors
Three possible corrective actions are available:
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Complete the Record Manually
Although the record is in error, you can flag the record as complete, and it will be
retained in CRM Studio’s history as successfully completed.

i:_l-b To manually mark a record as completed, do the following:

* From the Everest CRM Studio Administrator dialog box, double-click the
Corrective Action folder from the Administration Folders panel in the center.

* Click the corresponding corrective action option. The erroneous record is
displayed in the right panel.

* Double-click the record. You will see the Everest CRM Studio - Delivery
Errors dialog box.

* Select the Completed option. Click Save and Close.
Delete the Record
You can remove the record from the CRM Studio database.

f_:'ll. To delete an error-causing record, do the following:

* From the Everest CRM Studio Administrator dialog box, double-click the
Corrective Action folder from the Administration Folders panel in the center.

* Click the corresponding corrective action option. The erroneous record is
displayed in the right panel.

* Double-click the record. You will see the Everest CRM Studio - Delivery
Errors dialog box.

* Click the Delete button at the top of the dialog box. You will be prompted for
confirmation. Click Yes to delete the record.

Correct the Record
Not all records may be corrected; this depends on the type of error that occurred.

Invalid pager PIN numbers can be corrected.

E-mail messages that are sent to undeliverable addresses are not recorded within
CRM Studio as errors.

You may wish to use CRM Studio’s E-mail Response System to monitor
ﬁ undeliverable messages.

Hardware Setup

You must configure two hardware components for use with CRM Studio:
* Defining Fax Ports
* Defining Pager Ports

If you use CRM Studio for sending messages via fax or pager, you must set up
these options; otherwise, you may skip them.
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Fax Serial Ports

To send messages via fax, CRM Studio requires the use of a modem that is
reachable from the server on which it is installed. This modem may be shared by
other applications and devices.

i:_l-b To configure CRM Studio for faxing, do the following:

¢ From the main menu, select CRM > CRM Studio > Administrator. You will
see the Everest CRM Studio Administrator dialog box.

* From the Administration Folders panel in the center, double-click the
Hardware Setup folder and click Fax Serial Ports.

* Click the New Fax Communication Port button at the top-left corner of the
dialog box. You will see the Everest CRM Studio - Fax Serial Ports dialog
box.

The Everest CRM Studio - Fax Serial Ports Dialog Box

¥ Everest CRM Studio - Fax Serial Ports x|

File Edt Help

[ Save and Close ] Save and New: ‘ ¥ Delste ‘ 4 Previous = W Nest

Communication Port:

Communication Port Description

General | History |
Internal D rumber [
CommuricalionPot [EoT v

Commurication Port Desciptor: |

&

Diaing Information
I~ Pulse dialing

Dial out Prafix: I

Modem Irlsization Sting [optional: |

Mode Disl Sting [optional: |

Figure 3.3: Everest CRM Studio - Fax Serial Ports
Internal ID Number
This field displays the ID of the fax serial port. You cannot modify it.
COM Port Number
Select the port to use for sending faxes.
COM Port Description
Enter a description of this port.

Use Port for Faxing
Specify whether this port is currently available for faxing. You can configure a
COM port for availability without enabling it for immediate use.

Pulse Dialing
Check this box if you use pulse dialing.

Everest CRM Studio 93
User Guide



Administration

CRM Studio

Dial Out Prefix

Enter the prefix, if any, that you use to reach an outside line (e.g., ‘9’).

Modem Initialization String

Enter the command that you use to initialize this modem (e.g., “at’).

Modem Dial String

Enter the command that you use to precede your dial-out number (e.g., ‘atdt’).
If you configure multiple fax communications ports, CRM Studio

automatically scans the list of ports for the first available modem, when a
fax message needs to be sent.

Pager Serial Ports

To send messages via pager, CRM Studio requires the use of a modem that is
reachable from the server on which it is installed. This modem may be shared by
other applications and devices.

f-_:-" To configure CRM Studio for paging, do the following:

¢ From the main menu, select CRM > CRM Studio > Administrator. You will
see the Everest CRM Studio Administrator dialog box.

* From the Administration Folders panel in the center, double-click the
Hardware Setup folder and click Pager Serial Ports.
* Click the New Page Communication Port button from the top-left corner of

the dialog box. You will see the Everest CRM Studio - Pager Serial Ports
dialog box.

The Everest CRM Studio - Pager Serial Ports Dialog Box

¥ Everest CRM Studio - Pager Serial Ports x|

Fle Edt Help

[& save and Close i Save and New: ‘ ¥ Delete | A Previous = W Next ~

Communication Port:

Communication Port Description:

General | History |
Internal D mumber: [
CommuicalonPat  [COM2 =]

Communication Port Description: |

[V Use port for Paging

Dialing Information

W [Fliks diaiing

Dial out Prefis: |

Muodem Initialization String (optionall |

Muodem Dial String [optional): |

Paging diagnostic file: |

Figure 3.4: Everest CRM Studio - Pager Serial Ports
COM Port Number
Select the port to use for sending pages.
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COM Port Description
Enter a description of this port.

Use Port for Paging
Specify whether this port is currently available for paging. You can configure a
COM port for availability without enabling it for immediate use.

Pulse Dialing

Check this box if you use pulse dialing.

Dial Out Prefix

Enter a prefix, if any, that you use to reach an outside line (e.g., ‘Y").

Modem Initialization String

Enter the command that you use to initialize this modem (e.g., ‘at’).

Modem Dial String

Enter the command that you use to precede your dial-out number (e.g., ‘atdt’).
Paging Diagnostic File

This file is used to store diagnostic data from pages that are sent and can be used

to track down the problems of any pages that are unsuccessfully executed. Leave
this field blank unless otherwise instructed by Everest Software.

If you configure multiple pager communication ports, CRM Studio
automatically scans the list of ports for the first available modem, when a
pager message needs to be sent.

Software Setup

There are seven components in the configuration of CRM Studio before you can
begin defining events:

* E-mail Sending Account Definition

* E-mail Response System Configuration*
* Fax Sending Account Definition

* TFax Cover Page Design

* Holiday Calendar Definition

* Paging Services Definition

*  Webcast Location Definition**

* The configuration of the E-mail Response System (ERS) is located within the
option for E-mail Account set up. As the E-mail Response System is a separate
CRM Studio module, its configuration and use are detailed in the chapter titled
E-mail Response System.

** Note that the configuration of the CRM Studio Webcasting module is detailed
in the chapter on the set up and use of the webcast module; thus it is not covered
in this chapter.

E-mail Accounts

Since CRM Studio sends out alert messages via e-mail, one of the most important
configuration steps is to define the e-mail account that will be used for this
purpose.

= “Set Up E-mail Account to send E-mails” on page 28
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Using Dial-up Networking to Send E-mail

If your organization does not maintain a permanent connection to the Internet,
you may use CRM Studio’s Dial-up Networking option to automatically dial a
modem and connect to the Internet, when an event e-mail needs to be sent.

23> To configure CRM Studio to use Dial-up Networking for sending e-
mail, do the following:

¢  From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

* From the Administration Folders panel in the center, double-click the
Software Setup folder and click E-mail Accounts.

* The right panel displays the e-mail accounts that you have set up. To modify
an existing account to use Dial-up Networking, double-click that account. To
set up a new account, click the New E-mail Account button at the top-left of
the Everest CRM Studio Administrator dialog box.

*  You will see the Everest CRM Studio - E-mail Accounts dialog box. If you are
setting up a new account, you must first specify the relevant details in the
General tab of the E-mail Accounts dialog box.

“The Everest CRM Studio - E-mail Accounts Dialog Box - General” on
page 29
* After specifying these details, click the Dial-up Networking tab.

* Specify relevant details in the fields in this tab and ensure that the Use Dial-
up Networking for E-mail option is checked.

¢ C(lick Save and Close.

The Everest CRM Studio - E-mail Accounts Dialog Box - Dial-up
Networking

B Everest CRM Studio - Email Accounts =]
File Edit Help

[l save and Close ] Save and New | X Delste ‘ 4 Previous = W Nest -

Email Account Description:  Eversst CRM

General | Dial-Up NelwurkingT Email Response Spstem Options (Incoming) | Histary

Nate: Use DiakLIp Natworking only if you da nat havs a pemmanent network conrection:

DislUp Networking Profle Name to Use! [qking@bgl atretn

Usemame: [gking

Password: [

Figure 3.5: Everest CRM Studio - Email Accounts - Dial-up Networking
Dial-up Networking Profile Name to Use
Enter the name of the Dial-up Networking connection profile for CRM Studio to
use when connecting to the Internet.
Username and Password
Enter the login user name and password for this account.

CRM Studio uses dial-up networking only if it detects that an Internet
@ connection is not currently present.
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After specifying these details, you must test the e-mail sending account.

= “Test the E-Mail Sending Account” on page 32

Using Multiple E-mail Sending Accounts

You may wish to configure multiple e-mail sending accounts. The primary

reasons for this are:

* To distribute the workload of sending many e-mail messages. Instead of
sending all e-mail messages out via a single account, you can distribute this
workload by configuring different events to use different e-mail sending
accounts.

* To have different sending address names associated with different outgoing
messages. Depending on the type of event that is triggering an event and the
type of alert recipient, you may want some e-mail messages to come from an
account called Employee Alerts, and other messages to come from an account
called Customer Alerts.

* To send different replies to addresses associated with an e-mail message
(some events should be replied to at alerts@yourcompany.com, whereas other
events should be replied to at offers@yourcompany.com).

Fax Accounts

In addition to e-mail, paging, and webcasting, CRM Studio can send out
messages via facsimile (fax).

i:_l-b To configure CRM Studio to send faxes, do the following:

¢ From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

* From the Administration Folders panel in the center, double-click the
Software Setup folder and click Fax Accounts.

* Click the New Fax Account button at the top-left of the window.

(To modify the details of an existing fax account, simply double-click the account
in the right panel.)

*  You will see the Everest CRM Studio - Fax Accounts dialog box.
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The Everest CRM Studio - Fax Accounts Dialog Box - General

4 Everest CRM Studio - Fax Accounts

Fle Edt Help

X

[l save and Close g Save and New | X Delste ‘ 4 Previous = W Nest -

Fax Account: Sales Fax

General | Histay

Intemal D umber [T

FanAccount [Soles Far

Coverpage Filename: Caver Page Large Letters.pg

¥ Active

Fax Sender Identification:

Fa Maching Identiication: [A5C Fales

Bannet: [The hanner for the fax machine is here and can be customized

Sending Company Name: finstalled Company Name

Sending Depatment/Uset: [Soles Depatmert

Sending Far Number. 3 ales Fax Mumber

Woice Mumber. |1 -B00-CALLME

Notes:

Sales

Figure 3.6: Everest CRM Studio - Fax Accounts

Internal ID Number

This field displays the ID of the fax account. You cannot modify it.

Fax Account Name

Enter a description of the account to be used for sending fax notifications.

Cover Page File Name

Enter the name of the cover page to be used with this fax. (Fax cover pages are

defined separately under the “Fax Cover Pages” option.)

Active

Specify whether this account is currently available for sending faxes.

Fax Machine Identification

Enter the name of the fax machine from which the notifications are sent

Banner

Enter the heading that appears (typically with the date and time) on all pages that

are faxed.

Sending Company Name

Enter your company’s name.

Sending Department/User

Enter the name of your department name or a user.
Sending Fax Number

Enter the number from which the fax is sent.

Voice Number

Enter the voice telephone number associated with the fax.

Notes about this account
Enter additional information about the fax account.
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Using Multiple Fax Sending Accounts

You may wish to configure multiple fax sending accounts. The primary reasons

for this are:

* To have different fax machine identification names associated with different
outgoing messages. Depending on the type of event that is triggering an event
and the type of alert recipient, you may want some fax messages to come from
an account called “Sales Fax,” and others from an account called “Support
Fax.”

* To have different company, department, or voice numbers associated with a
fax message.

Fax Cover Pages

Although CRM Studio has an option to create and design fax cover pages, this
option is currently hard-coded with two types of cover page designs: one that
uses a small font, and the other that uses a large font on the cover page.

In the current version of CRM Studio, you can neither edit these cover pages nor
create additional cover pages of your own. The current extent of this option is
your ability to “activate” or “deactivate” either of the two pre-configured cover
pages for use with specific fax accounts.

Use the “Active” check box to activate or de-activate a fax cover page design.

Holiday Schedule

When CRM Studio events are configured, you have the option to specify whether
or not the event will be submitted if its scheduled execution date falls on a
holiday.

i:_l-b To define a holiday, do the following:

¢ From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

* From the Administration Folders panel in the center, double-click the
Software Setup folder and click Holiday Schedule.

* The right panel displays the holidays defined so far. To modify an existing
holiday, double-click that record. To define a new holiday, click the New
Holiday button at the top-left of the Everest CRM Studio Administrator
dialog box.

*  You will see the Everest CRM Studio - Holiday Schedule dialog box.

* After specifying the details, click Save and Close.

Everest CRM Studio 99
User Guide



Administration CRM Studio

The Everest CRM Studio - Holiday Schedule Dialog Box - General

% Everest CRM Studio - Holiday Schedule =]

Eile Edit Help

& seve and Close g Save and Mew | 3 Delete ‘ 4 Previous W Nest -

Holiday Description: Christmas Day

General | History |

Intemal ID mumber [5—

Holiday Description: IEhrlstmas Day

Holiday Date: [12/26,1339

[¥ Same day sver year

v fctive

Notes:

Bl
[l

Figure 3.7: Everest CRM Studio - Holiday Schedule
Internal ID number
This field displays the ID of the holiday. You cannot modify it.
Holiday Description
Enter a description for the holiday.

New Year’s Day

Holiday Date
Specify the date on which the holiday falls, in the format MM/DD/YYYY.

Same Day Every Year

Check this option to specify that the holiday falls on the same numeric date of
every year.

Active

Check this option to indicate whether this holiday is currently available for
observance by defined events.

ﬁ Each event may be configured to either run or not run on a holiday.

Paging Services

If you use CRM Studio to send alerts via pager, you must identify the paging
services that CRM Studio will need to communicate with, and, if needed, the site-
specific connection data that each service requires.

.z_:.l" To configure paging services, do the following:

¢ From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

* From the Administration Folders panel in the center, double-click the
Software Setup folder and click Paging Services.

* The right panel displays the paging services set up so far. To modify an
existing paging service, double-click that record. To add a paging service,
click the New Paging Service button at the top-left of the Everest CRM
Studio Administrator dialog box.
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*  You will see the Everest CRM Studio - Paging Services dialog box.

The Everest CRM Studio - Paging Services Dialog Box - General

= Everest CRM Studio - Paging Services X|

Fle Edt Help ‘

[l save and Close g Save and New | X Delete | 4 Previous = W Next ~ ‘

Paging Vendor: Skytel

General | Histay

Intemal D umber: [T

Paging Vendar: |Ekyw|
Dsseiiptint [Skytel Fager Service
Paging Stetion TAP Phons Number. [18007638365

Password [options, usualy not requiredl: |

Baud Rate: [2400 =

Parity: m
Data Bits: |7_
Stop Bit: h_
Characters Per Block: [200
Customer Support Number: [1300-353-5545
¥ Active
Hotss:
[ |
-]

Figure 3.8: Everest CRM Studio - Paging Services Dialog Box
Internal ID Number
This field displays the ID of the paging service. You cannot modify it.
Paging Vendor
Enter the name of the paging vendor (e.g., Skytel).

Service Description
Enter a description of the paging service (e.g., Skytel Pager Service).

Paging Station TAP Phone Number

Enter the number required to access this paging service

Password

Enter the password, if any, required to access this paging service.

Baud Rate, Parity, Data Bits, Stop Bit and Characters Per Block

Contact your paging service for details on these fields.

Customer Support Number

Enter the support number of your paging service vendor. This number is for
information purposes only.

Active

Check this box to indicate that this paging service is currently available for use in
pager notifications.

Notes

Enter any additional information about this paging service.
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Webcast Locations

Refer to the chapter “Webcasting’ for complete details on the configuration and
use of the webcasting module.

User Access - Logins

The last branch in the list of Administrative functions is titled User Access and
contains a sub-branch called Logins. This is where you control the access
privileges of the users who access CRM Studio.

i:_l-b To configure user access, do the following;:

From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

From the Administration Folders panel in the center, double-click the User
Access folder and click Logins.

The right panel displays the users set up so far. To modify an existing user’s
access, double-click that record. To add a new user, click the New User Name
button at the top-left of the Everest CRM Studio Administrator dialog box.
You will see the Everest CRM Studio - Logins dialog box.

If you are adding a new user, specify relevant details in the General tab of the
Logins dialog box.

Select the access rights allowed to this user by checking the required options in

the User Access tab. If you are modifying an existing user’s access rights, you
can do so from this tab.

Click Save and Close.

The Everest CRM Studio - Logins Dialog Box - General

=5 Everest CRM Studio - Logins ]

File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete | A Previous = W Next ~

Desciiption: I [schrnin, User

General | Histoy | User Access

Internal D mumber: [T
LoginMame: [smn |

Desciiption: | |sclrnin, s

¥ Active

Set/Change Password...

Figure 3.9: Everest CRM Studio - Logins - General

Internal ID number
This field displays the ID of the user. You cannot modify it.

Login Name

Enter the name that the user will log in to CRM Studio with.
Description

Enter the user’s full name.
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Active
Check this box to specify that this user is granted immediate access to the
modules selected in the User Access tab.

Set/Change Password...
Click this button to enable password protection for this user. Passwords may be
up to 14 characters in length and are case sensitive.

ﬁ You cannot specify a password for the user name ‘Admin’.

Set/Change User Password

You can specify or change the password for an existing user to guard against
unauthorized access.

.z_;.l" To set or change a user’s password, do the following:

From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

From the Administration Folders panel in the center, double-click the User
Access folder and click Logins.

The right panel displays the users that have been set up so far. To specify or
modify an existing user’s password, double-click that record.

You will see the General tab of the Everest CRM Studio - Logins dialog box.
Click the Set/Change Password... button. You will see the Set/Change
Password dialog box.

Specify the old password (if one has been defined previously) and the new
password.

Click OK.

The Set/Change Password Dialog Box

. Set/Change Password x|

The password vou enter here is not stored by the product,
‘f'ou must know the old password [if one iz already set] in
arder to change the passward. The password must be
1-14 characters in length and is case sensitive. Please
ehter the pazeword for this uger.

User Name, lﬁenrge—
Old Password: lmm—
New Password: lmmm—
Werify Passward: lmmm—

Canesl

Figure 3.10: Set/Change Password Dialog Box

User Name
This field displays the user name for which the password is being specified/
modified. You cannot edit this field.
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Old Password

Specify the old password for the user name (if it was specified previously)

New Password

Specify a new password for the user name.

Verify Password
Enter the new password again.

The Everest CRM Studio - Logins Dialog Box - User Access

The User Access tab allows you to specify the modules and functions a specific

user has access to. These options are divided by module into:

¢ Administrator
¢ Event Monitor
* Event Manager

=5 Everest CRM Studio - Logins ]
Fie Edt Help

[& save and Close ] Save and Hew: ‘ ¥ Delete | A Previous = W Next ~

Desciiption: I [schrnin, User

General | History | Uzer Access |

i~ Administratar:

[V Activity
[V Corrective Action

¥ Hardware Setup

¥ Software Setup
¥ UserAccess

i~ Event Monitar:

[¥ | Asctivity

[¥ Scheduler

[¥ Application Events
[¥ Repott Distribution
[¥ Email Delivery

¥ Fan Delivery
¥ File Dielivery
[V Paget Delivery
¥ ‘WebCast

¥ Report Generation

i~ Event Manager.

[¥ Application Events
[¥ Subscribers

[¥ EventPak Builder/Installation

V| Creats Fils
¥ Submit SOL
¥ Run Progiam

Figure 3.11: Everest CRM Studio - Logins - User Access

* If you give a user access to the User Access option under the
ﬁ Administrator section, that user can modify the authorization settings

for himself/herself and for any other users.

* Itis strongly suggested that you limit the number of users who have
access to the Event Manager, as this is where events are configured.

* Exercise extreme caution in allowing access to the Submit SQL and Run
Program options as these functions allow CRM Studio to add, update,

or delete data from other company databases.

Database Tools

The final administrative functions in CRM Studio can be accessed from the
Everest CRM Studio Administrator dialog box > File > Database Tools menu.

The options are:
* Remove Completed Items
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* Remove Pending Items
* Compact Database

Remove Completed Items

Depending on how many events you have configured CRM Studio to check, how
often you are checking them, and how many alerts you are sending out, the
amount of history that CRM Studio retains can grow to a large degree.

This option allows you to remove (delete) the history of completed items (events
are checked, alerts that are sent, reports that are generated) from the CRM Studio
database.

This removal process may be done on either an ad hoc manual basis, or you may
schedule it to occur automatically within the CRM Studio database.

3¢ To manually remove completed items from the database, do the
following:

* Stop the Everest CRM Studio service (path: Control Panel > Administrative
Tools > Services). Ensure that no users are logged in to CRM Studio.

*  From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

* Select File > Database Tools > Remove Completed Items. You will see the
Everest CRM Studio - Remove Completed Items from Database dialog box.

* Inthe Remove items dated before date: field, specify the date prior to which
all items are to be deleted from the database.

* (Click the Remove button. The items are deleted from the database.
¢ (lick Close.
¢ Restart the Everest CRM Studio service.

You should always select the option Compact Database after you have
removed completed items.

= “Compact Database” on page 107

Automating the Removal of Completed Items
.z_;.l" To automate the removal of completed items, do the following:

* From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

* Select File > Database Tools > Remove Completed Items. You will see the
Everest CRM Studio - Remove Completed Items from Database dialog box.

* Click the Automate This Task... button. You will see the Everest CRM Studio
- Automatically remove completed items dialog box.

* Specify a schedule for this task and click OK.
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The Everest CRM Studio - Automatically remove completed items
Dialog Box

. Everest CRM Studio - Automatically remove completed items

The server can automatically remove successfully completed items from the database at a specified time of
day. This should be dane to prevent the database from filing to capacity [1GE). Please specily the time this
task should run and the number of days the server will keep the completed records.

Scheduled time: IT 0300 &b
Keep records for: |3D days.

¥ Schedule this task

oK e

Figure 3.12: Everest CRM Studio - Automatically remove completed items

Scheduled Time
Specify the time at which this procedure should run.

ﬁ CRM Studio will run this process daily.

Keep Records For

Specify how many days worth of history CRM Studio should retain in its
database.

Schedule this Task

Ensure that this box is checked to enable automation of the task.

Remove Pending Items

This option allows you to remove (delete) selected items (such as pending e-mail
messages, reports, actions) from the CRM Studio database.

This option is particularly useful if you have a large number of items that are
pending because of an error, and you simply wish to delete the error-causing
records.

However, you must use this option carefully, as once you remove a pending item,
it cannot be executed by CRM Studio and there is no undo function for this
option.

i:_l-b To remove pending items from the database, do the following:

* Stop the Everest CRM Studio service (path: Control Panel > Administrative
Tools > Services). Ensure that no users are logged in to CRM Studio.

¢ From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

* Select File > Database Tools > Remove Pending Items. You will see the
Everest CRM Studio - Remove Pending Items from Database dialog box.

* Select the types of items you wish to remove and click the Remove button.

*  You will be prompted for confirmation. Click Yes. The items are deleted from
the database.

* Click OK.
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Restart the Everest CRM Studio service.

You should always select the option Compact Database after you remove
completed items.

The Everest CRM Studio - Remove Pending Items from Database
Dialog Box

&, Everest CRM Studio - Remove Pending Items from Database =]
*ou are about t remave pending ftems
Please check the types of items o remave,
[V Actions Pending ¥ fFile Dieliveries Pending
¥ Application Events Pending [V Pages Pending
¥ Email Pending ¥ Repotts Pending
[V Fares Pending [V ‘Webcast Pending
Femave Cancel

Figure 3.13: Everest CRM Studio - Remove Pending Items from Database

You can remove the following pending items:

Actions

Application events

E-Mail, fax, pager, and webcast messages
Report generation requests

File delivery requests

Compact Database

Compacting the CRM Studio database is always advised after you delete records

from the database as the compact function removes any unnecessary space from
the CRM Studio database.

.z_;.l" To compact your database, do the following:

Stop the Everest CRM Studio service (path: Control Panel > Administrative
Tools > Services). Ensure that no users are logged in to CRM Studio.

From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

Select File > Database Tools > Compact Database. You will see the Everest
CRM Studio - Compact Database dialog box.

Click the Compact button. Click OK.
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The Everest CRM Studio - Compact Database Dialog Box

£ Everest CRM Studio - Compact Database

Compacting the database iemoves all deleted/unused space in the database,

All servers need to be shutdown, all users must be logged off before you begin,

I [=] 3

Server Status

1] Server Status Enor Message 05 Computeihame =
3 Everest CAM Studio iddown Shuidown
10| S cheduler iddown Shutdown
Applicalion Event iddown Shutdown
Emai Server iddown Shutdown
Fage Server iddown Shutdown
Far Server iddown Shutdown
Copy Server iddown Shutdown
Ficpon Server iddown Shutdown
11 | Webcast Server iddown Shutdown
12| Action Server iddown Shutdown

o

Current User Logins

10 [ Ussmame:

[ Computemame

[ Product Ussmame:

I Login| Piogram

1| George

[INwKING

| George

| 1/20/2004| Everest CRM

7
Ll |

Compact

i

Cancel

Figure 3.14: Everest CRM Studio - Compact Database
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The Query Designer
Aggregate Queries
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Queries

A CRM Studio query is an object that retrieves specific information from an
Everest company’s database. In CRM Studio, an event uses one or more queries
to identify a condition that specific people need to know about. If the conditions
of a query (or queries) that an event uses are met, the event is triggered and the
resulting alerts and actions are executed.

The majority of events require only a single query, but some events require
multiple queries; specifically, those events whose triggering is based on a
combination of conditions that exist across multiple company databases. (Each
query is associated with a single database.)

There are two types of queries. The first type is a record level query, and it checks
for one or more records that meet certain conditions.

* Open service calls with “critical” as priority.
xample
* Activities that are overdue for completion.
e  Opportunities for more than $25,000 due to close within the next
30 days.

The second type of query is an aggregate query, and it checks to see if a group of
records collectively meet a certain condition.

* More than 10 open service calls with “critical” as priority.

e Fewer than 5 scheduled activities per sales representative next
week.

* Sales representatives with more than $500,000 in their pipeline.

Designing a Query for Many Events

Consider an organization that wishes to receive the following alerts:

* Clients who have pending sales of more than $25,000

* Clients who have pending sales of more than $50,000

* Clients who have pending sales of more than $100,000

Each of these three events could be designed to use its own query, with each

query checking for the corresponding dollar threshold. Or, all the three events

could use the same query - one in which the dollar threshold is designed as a

parameter, which is specified at the event level. The use of query parameters is

very important, as it allows a single query to be re-used in multiple events.
Keep in mind that a query may require a parameter value only at the time

ﬁ of creating an event. CRM Studio does not prompt for the parameter value
when the event is executed.

Query Designing - Preparation

Although CRM Studio requires you to define queries before you design events,
you will find the query design process easier if you begin by identifying the
events that you wish to be notified about.

Unless you know the events that you wish to be alerted about, it can be somewhat
challenging to define the queries that need to be designed in support of those
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events. To create queries corresponding to each condition (or scenario) that you
wish CRM Studio to check for, you should take the following steps:

These steps are slightly different for record-level queries and aggregate
queries.

Record-Level Query Designing: Preparation
The steps preceding the creation of a record-level query are:
1. Identify Purpose: The first step is to identify the overall purpose of an event.

Example Send an alert to an account manager when a “critical’ service call is
logged for one of the customers.

When you identify an event, you should be sure to include the condition that
you wish CRM Studio to check for (the receipt of a critical service call) as well
as the person(s) who will receive an ensuing alert.

2. Consider Alert Message Content: The next step to consider is what you
would like an alert message to look like. The best way to do this is to sketch
out what you would like the actual alert message to say.

In the case of the event we’ve been working with thus far, you
i might wish to have a corresponding alert message that looks like
the following;:

Hello, Don Farber:

The following critical support call was just logged for Acme
Incorporated:

Contact: Tom Jones

Call Received: 09/14/2001 1:35 PM
Type of Problem: Fatal error message
Status: Open

Assigned to: Lisa MacKinnon

Description: Whenever the client tries to log in to the application, a
fatal error message appears that says that an error has been
encountered in module <module name>.
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Identify Alert Message Data Fields: If you look at the preceding alert
message, you immediately notice that some of the fields in the message need
to be filled in from one or more fields from the underlying database.

— The third preparatory step is to identify all the data fields that you
P21 wish to put into the message text:
Hello, [salesrep_name]:

The following critical support call was just logged for
[customer_company]:

Contact: [customer_name]

Call Received: [ticket_log_date] [ticket_log_time]
Type of Problem: [ticket_type]

Status: [ticket_status]

Assigned to: [ticket_rep_name]

Description: [ticket_description]

Identify Database Tables: By virtue of looking at the data fields in the
previous message, you will have a very good idea of the database tables that
the query will need to retrieve information from.

This query will have to retrieve information from three database
tables: the ticket table (for call details), the customer table (for the

customer and contact name), and the sales representative table (for
the name of the account manager).

Identify the Condition: The next preparatory step is to identify the condition
of the records (in this case, the call tickets) for them to cause the sending of
alert messages.

If we look back upon the description of the event (Send an alert to

an account manager when a “critical’ service call is logged for one
of the customers) we can easily identify two key conditions:

* The call must have a priority of “critical’

* The call must have been received today
Identify Who's to be Notified: The final step is to identify who will be
notified about the event. In some cases, an event’s alert recipients (called

subscribers in CRM Studio) are hard-coded; you might always want to send
an alert to the CEO, CFO, or sales or support manager.

In other cases, however, you might want CRM Studio to send an alert to a
person who is associated with a record that is causing an event to trigger.

Example Send an alert to an account manager when a “critical” service call is

logged for one of the customers.

In this scenario, the recipient of the alert (the account manager)
depends on the client for whom the critical call was logged. Everest
CRM Studio has the ability to send an alert to a person associated
with a triggered record.
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If we look back on the alert message (the version where we have identified the
data fields), we can see that the person who should actually receive the alert
message is [salesrep_name]. However, [salesrep_name] is not an e-mail address;
it is simply someone’s name. If we look further into the sales representative table,
we can find a field like [salesrep_mail_address] - this field contains the address
we wish to send the alert to.

If you are designing a query for an event that will send an alert to an address
derived from a triggered record, the query must include the recipient’s delivery
address (mail address, pager number, etc).

Aggregate Query Designing - Preparation

Aggregate events are ones that are triggered by a group of records meeting
certain conditions. CRM Studio supports five aggregate functions (the first three
of which are most frequently used):

* Count (as in more than ‘X" activities or fewer than ‘y’ leads)

* Summarize (as in more than “x” dollars or less than “y’ minutes)

* Average (as in an average sale amount that drops below ‘x")

*  Minimum (as in the minimum days to delivery)

* Maximum (as in the maximum freight charge this week)

Follow the steps below in preparation for creating an aggregate query:

1. Identify Purpose: Like a record-level query, the first step in working with an
aggregate event is to identify the overall purpose of the event.

Send an alert to a sales manager if any sales representative has

fewer than 10 scheduled activities this week.
2. Consider Alert Message Content: The next step to consider is what you
would like an alert message about this event to look like.
In the case of this aggregate event, you might wish the
P corresponding alert message to look like the following:

The following sales representatives have fewer than 10 scheduled
activities this week:

Salesrep: Jim Ramey
Number of Scheduled Activities This Week: 7

3. Identify Alert Message Data Fields: With this message, you can identify the
two data fields that you wish to put into the message text.
The following salesreps have fewer than 10 scheduled activities
xample

this week:
Salesrep: [salesrep_name]
Number of Scheduled Activities This Week: [activity_count]

4. Identify Aggregate Field and Function: Looking at your aggregate event’s
alert message, it is easy to tell that the aggregate function you are performing
is: counting the number of activities. Whenever you have CRM Studio count
the number of records in a table, you always use the table’s unique key as the
field that counts the number of records (because this field is never blank). In
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this example, CRM Studio would count records using the activity ID field.
The aggregate function for this query would be ‘count’.

. Identify Aggregate Grouping Field: It is apparent from your aggregate

event’s alert message that you are counting the number of activities per sales
representative.

When you create an aggregate event (and query), you have the option to
group the aggregate function by one or more fields.

You could count the number of activities per salesrep and (within
each salesrep) per activity type.

In this particular query, our aggregate grouping field would be
[salesrep_name].

. Identify Database Tables: Aggregate events (by their nature) often contain

fewer fields of extensive information in an alert message and thus, require
that fewer database tables be involved in the creation of the aggregate query.

Example | This query will have to retrieve information from two database
tables: the activity table (to count the number of activities per

salesrep) and the salesrep table (to retrieve the name of each
salesrep with fewer than 10 activities).

. Identify the Record-Level Condition: This is a key point where record-level

queries and aggregates differ. In a record-level query, you need to include
selection criteria that will enable CRM Studio to determine whether a record
will trigger the event.

In an aggregate query, you need to include selection criteria that will enable
CRM Studio to determine whether an underlying record is eligible to be
included in the aggregate.

For an activity to be counted as one that is assigned to a salesrep for
xample | . : o
this week, it must meet the following criteria:

* It must be open (not completed).
e It must be scheduled for completion this week.

In an aggregate query, these conditions are referred to as the record-level
conditions that must be met for those records to be included in the aggregate
function. (The aggregate function in this example is the counting of eligible
activities per salesrep.)

. Identify the Aggregate Condition: In the previous step, we identified the

conditions that would determine whether a record was eligible to be included
in the aggregate function. Having done that, we need to identify the condition
that the aggregate itself must be tested against.

If we consider the results of this aggregate query after step #7, we have a
query that shows us how many activities are scheduled for each sales
representative this week. The aggregate condition is where we can instruct
CRM Studio to identify only those salesreps with fewer than 10 scheduled
activities.

Thus, the aggregate condition for this query is:

Fewer than 10 scheduled activities
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9. Identify Who's to be Notified: As with record-level queries, the final step is to
identify who will be notified about the event. An aggregate query can notify a
specific individual, or an individual associated with a triggered record.

In the case of the current aggregate event, you could notify each
sales representative who has fewer than 10 scheduled activities this

week, by including the representative’s e-mail address as one of the
fields in the underlying aggregate query.

Query Design Worksheets

As illustrated in the preceding steps, the best way to approach designing queries
is to identify the query elements you require before you log in to CRM Studio. In
this regard, you can use the worksheets provided in the chapter ‘Worksheets’ to
help you identify the necessary elements and thus, streamline the creation of
queries within CRM Studio.

= “Query Design Worksheets” on page 361

Before you begin designing queries within CRM Studio, you must successfully
install Everest CRM Studio.

The remainder of this user guide assumes that you have successfully integrated
CRM Studio with your companies of choice (via ODBC) and have verified this
connectivity. If you have not taken these steps, please refer to the CRM Studio
Installation Guide for assistance, and/or contact the Everest Software Technical
Support department for assistance.

The Query Designer
Once you have completed one or more worksheets for the design of record-level queries,

you are ready to log in to the Everest CRM Studio Architect and create such a query.
.z_;.l" To access the Query Designer in CRM Studio, do the following:

e From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

When you log in for the first time, the ASC database is updated with the
latest EventPak.
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Figure 4.1: Everest CRM Studio Architect

From the Event Management Folders panel in the center, select Application
Events. You will see all the companies that CRM Studio is currently
configured to integrate with.

Select the company for which you want to design queries and click Query
Definitions. You will see a list of queries (if any have been created) in the
right panel.

* Click the New Query Definition button at the top-left. You will see the
Everest CRM Studio Architect - Application Events)\ (your

company)\Query Definitions dialog box, using which you can design
queries for the selected company.

Record-Level Queries

The following sections outline the creation of record-level and aggregate queries.
* The Aggregate Queries section goes over only the differences between
ﬁ designing record-level and aggregate queries; hence, it is necessary to
review the record-level query section to become familiar with the basics
of query designing.
* The following section assumes that you have successfully connected
CRM Studio to the company database for which you are designing
queries. This database is referred to as (your company).

Query Description

Since most organizations using CRM Studio have a minimum of 25 to 30 queries,
it is important to name your queries logically so that they can be easily located
later. For example, consider the following query conditions:

* Overdue activities
* Fewer than 12 activities per salesrep next week
* Activities that are due for completion in the next 3 days

Such queries will be very hard to locate later on. It would be much easier to find
them, if they were named in the following manner:

* Activities; Overdue for Completion

Everest CRM Studio
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Activities; Fewer than 12 per salesrep next week
Activities; Due for Completion Within 3 days

As one possible naming convention, Everest Software suggests listing a query’s
primary data object as the first word in a query’s description (e.g. Activities). You
can then follow that with the appropriate condition being applied to that object.

.z_:.l" To create a query, do the following:

From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

From the Event Manager Folders panel in the center, select Application
Events > (your company) > Query Definitions.

Click the New Query Definition button at the top-left. You will see the
Everest CRM Studio Architect - Application Events)\ (your
company)\Query Definitions - Description tab.

In the Query Description field, enter a description of the query you are
creating. Press the Tab key to copy the same into the Display Description
field.

Ensure that you select the Active check box. Click Next. You will see the
Everest CRM Studio Architect - Application Events)\ (your
company)\Query Definitions - Tables tab.

“The Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions Dialog Box - Description” on page 51

Query Tables

From the Tables tab, you can choose what database tables this query will retrieve
information from. There are three items you need to consider when identifying a
query’s tables:

What data do you wish to put into an alert message that results from this
query’s condition being met?

As we discussed earlier (in the preparation steps), a query that retrieves
something as straightforward as overdue activities usually needs to retrieve
data from more than just the activity table. If you desire information about the
account for whom the activity was created, you also need the account table.
And if you desire information about the sales representative to whom the
activity is assigned, you would also need the sales representative table.

Do you need to include the table that contains the e-mail address of the person
you wish to alert?

In many alert scenarios, you might wish to send an alert to a person who is
associated with the record causing the event to trigger. (e.g., you might wish
to send an alert to the sales representative to whom an overdue activity is
assigned.) In this instance, you must include the table that contains the e-mail
addresses of the desired alert recipients.

Will an event that uses this query need to execute some sort of response action
such as executing a VB script, a SQL statement, or an executable program?
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Since an event can execute a response action in addition to sending an alert
message, you need to consider what data you wish to make available for
transferring a corresponding program. For example, if you wish to allow an
event using an Overdue Activities query to update contact data, you might
wish to include the contact table as one of the tables for this query.

f-_:-" To specify the query’s tables, do the following:

* After specifying relevant information in the Description tab of the Everest
CRM Studio Architect - Application Events\ (your company)\Query
Definitions dialog box, click Next. You will see the Tables tab.

* From the Available Tables panel on the left, double-click the required tables,
to add them to the Selected Tables panel.

* Click Next. You will see the Everest CRM Studio Architect - Application
Events\ (your company)\Query Definitions - Links tab.

“The Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions Dialog Box - Tables” on page 52

Choosing the Same Table Multiple Times

You want to send an alert about activities that are overdue for completion. Each
activity record contains the ID of the salesrep who is assigned to the activity (a
field called activity.assignee_id), as well as the ID of the account manager who is
responsible for the client for whom the activity was scheduled (a field called
activity.acctmgr_id).

Since an employee’s ID [is simply a numeric field], you wish to put the name of
the sales representative as well as the name of the account manager in a
corresponding alert message. The names of these individuals reside in the
employee table, in a field called employee.name.

To design this query so that it can retrieve the sales representative’s name, you
would join the activity table activity.assignee_id field to the employee table
employee.id field. However, to retrieve the account manager’s name, you would
also need to join the activity table activity.acctmgr_id field to the employee table
employee.id field. CRM Studio does not permit you to join one table to the same
column in another table multiple times.

Instead, you must choose (or join to) the target table multiple times in the
Columns tab.

When you select the same table two (or more) times in the Tables tab, you are
presented with a pop-up window that informs you that you have already chosen
this table and that you must specify an alias to select the table again.

Once you key in an alias (and press the return key), you will see the table’s alias,
followed by an exclamation mark, and the table’s original name, in the list of
selected tables.

Query Links

You must be familiar with an Everest company’s database schema to link tables
together in CRM Studio.
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If you have chosen more than one table for a query, you must tell CRM Studio
how those tables are linked (or joined) together.

It is very important that you identify a query’s primary database table before
starting the linking process.

In the example of an Overdue Activities query that uses the activity, account, and
sales representative tables, you would first identify that this query’s primary
database table is the activity table.

lz-:_l-b To link the tables, do the following:

* After selecting tables from the Tables tab of the Everest CRM Studio
Architect - Application Events\ (your company)\Query Definitions dialog
box, click Next. You will see the Everest CRM Studio Architect - Application
Events\ (your company)\Query Definitions - Links tab.

* Click the Add Table Link button. You will see the Everest CRM Studio -
Tables Linked Together dialog box.

“The Everest CRM Studio - Tables Linked Together Dialog Box” on
page 54
* From the Table Name drop-down list, select the query’s primary database
table. From the Linked to Table Name drop-down list, select any of the
query’s other tables.
* From the Column Name drop-down list, select the field that allows the tables
to be linked together.
* If CRM Studio is able to find a column in the Linked to Column
ﬁ Name field with the same name as the selected column in the
Column Name field, that field name is automatically loaded in the
Linked to Column Name field.
* If CRM Studio is not able to find a column in the Linked to Column
Name field with the same name as the selected column in the
Column Name field, the Linked to Column Name field is left blank
and you may select the appropriate column from the drop-down list.
* The Link Type field defaults to Left Outer Join. You may leave it as is, unless
your database schema specifically requires a different type of link.
* Click OK.
* If you have more than two tables that require linking, click the Add Table
Link button again and repeat this process until all tables are linked. Click OK.
*  You will see the Everest CRM Studio Architect - Application Events\ (your
company)\Query Definitions - Links tab again, with the resulting linked
tables displayed.
* Click Next. You will see the Everest CRM Studio Architect - Application
Events\ (your company)\Query Definitions - Columns tab.

“The Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions Dialog Box - Links” on page 54
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Depending on the companies, databases, and ODBC drivers you are using
with CRM Studio, you may come across an instance where CRM Studio’s
default linking syntax is not sufficient for the type of link you wish to
create.

Some companies require you to join two tables together by
taking the first (or left) ’x” characters of a field in one table, and linking them
to the first ’x” characters of another field in the second table. CRM Studio’s
default linking syntax does not allow you to link using only ‘x” characters of
a specific field. To create a link such as this, you need to override CRM
Studio’s default linking syntax.

i:_l-b To override the default linking syntax, do the following:

* From the Everest CRM Studio - Tables Linked Together dialog box, join the
two tables together as detailed in the previous section.

* Click the SQL tab. Copy the join syntax (the part of the query that follows the
word ‘From’, up to the word ‘Where’).

Do not include the words ‘From” and ‘Where’ in the copy, and the
parentheses that begin and end the join syntax.

* Click the Links tab and select the option I would like to manually input the
table linking. A blank line appears beneath this check box.

* DPaste the join syntax that you copied from the SQL tab into this line. Edit this
syntax to perform the join exactly as you require.

* Click Next. You will see the Everest CRM Studio Architect - Application
Events\ (your company)\Query Definitions - Columns tab.

Query Columns

The next step in designing a record-level query is identifying the fields of data
(columns) that this query should have access to. There are three items you need to
consider when identifying a query’s tables:

*  What data do you wish to put into an alert message that results from this
query’s condition being met?
If, for example, you are designing a query that will identify activities that are
overdue for completion, you might wish to include fields such as the activity
description, the due date and time, the account name, and the name of the
person to whom the activity is assigned.

* Do you need to include the field that contains the e-mail address(es) of the
person you wish to alert?
This would require you to include the field that contains the e-mail address of
the person to whom an activity is assigned.

* Will an event that uses this query need to execute some sort of response action
such as executing a VB script, a SQL statement, or an executable program? If
so, what fields of data might that response action require?
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If this query is used in a response action that automatically updates the
contact record of the client for whom the activity is overdue, you might also
wish to include the contact’s name as one of the query’s columns.

If the results of this query are presented in a list, what order do you want these
records listed in?

You may want the overdue activities listed first in the order of activity
priority, and then (within each priority) in the chronological order of the
activity’s due date. Be sure to include the activity priority field as one of the
columns for this query.

f-_:-" To select the query’s columns (fields), do the following:

After linking the selected tables in the Links tab of the Everest CRM Studio
Architect - Application Events\ (your company)\Query Definitions dialog
box, click Next. You will see the Everest CRM Studio Architect - Application
Events)\ (your company)\Query Definitions - Columns tab.

From the Available Columns to Query field, double-click the fields you wish
to include in the query.

Select the field you wish to include and click the Add Column to Query
button. The selected fields are displayed in the Query Columns Selected grid.

Repeat this process for each column you wish to select.

If you wish to include all the available columns within a query, you can
ﬁ click the button Add All Columns to Query.

Although this is an excellent technique for ensuring that you can
retrieve data from all columns (as well as for verifying the data within
each of these columns), this option is not suggested for normal query
building as it makes it difficult for the person(s) designing alert
messages to quickly and easily locate the specific fields whose values
they wish to include in an outgoing alert message.

Click Next. You will see the Everest CRM Studio Architect - Application

Events\ (your company)\Query Definitions - Sorting tab.

“The Everest CRM Studio - Application Events\ Accel Sample
Company\Query Definitions Dialog Box - Columns” on page 56

i:_l-b To remove a column from a query, do the following:

In the Query Columns Selected grid, go to the extreme left column of the row
that contains the field you wish to remove. The cursor changes into a right-
pointing arrow.
Click the left mouse button.
Click the Remove Column from Query button. The column is removed from
the query.
You may also click the button Remove All Columns from Query to
delete all the columns selected for this query.
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The Query Columns Selected Grid

Column Type
When designing a record-level query, this field should always be set to Normal
for every column selected within a query.

Customized Name

When a query is used within an event, you can use the query’s columns in a
number of ways, such as in the design of alert message text, and event response
actions. Whenever you need to reference a query’s column, you can do so from
the column’s Customized Name.

This is necessary, as some databases have rather cryptic names for their columns.

A sales application may have an activity table with a column that

stores the activity’s due date, called ddate.

You might know that a column called “ddate” actually stores the activity’s due
date, but the person designing an event’s alert message might not. Therefore, you
can modify a column’s Customized Name so that when a person is designing an
alert message for this query, a field called Due_Date rather than ddate is
displayed.

By default, when you select a column for a query, CRM Studio automatically
places the column name in the Customized Name field. You can then modify that
field’s customized name.

* Do not include blank spaces in a column’s customized name. Some
ﬁ databases and/or ODBC drivers accept blank spaces, others do not.
Instead of using blank spaces (Due Date), use underscores (Due_Date).

* Try to keep your customized names under 20 - 25 characters. Some
databases and/or ODBC drivers accept customized names of only up to
‘x" characters.

* Do not begin a customized name with SQL reserved words, such as
sum, sub, add, avg, min, max, trim, format, and so on.

* Make sure you do not have multiple fields with the same customized
names. (e.g., a contact name column and a sales representative name
column may both show up with a customized value of ‘name’, so
change the first value to contact_name and the second value to
rep_name.)

* Use only letters and numbers in a customized name; do not use
symbols.

Unique Field

In CRM Studio, you have two choices as to how often you wish to be notified

about an individual record that meets a query’s criteria (such as an overdue

activity). You can:

* Be notified once about each record.

* Be notified over and over about a record until it no longer meets the query’s
criteria.

Although this option is specified at the event level, if you do not tell CRM Studio

how to uniquely remember each record that it has sent an alert about, it

automatically uses the second option.
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To indicate to CRM Studio how it can uniquely remember a record, you need to
identify the column within a query that uniquely identifies each record.

For a query that sends alerts about overdue activities, this would be a

column such as the activity ID.
If this column has not already been selected as one of this query’s columns, check
the Unique check box for that column.

* Itis recommended that you specify a unique field since you have the
ﬁ option to repeat (or not repeat) alerts on the event level.

* Every record-level event should have a unique column identified.
* Only a single column may be checked as a query’s unique column.

* If a query’s unique value is based on a combination of two or more
fields, you can create a concatenated field that combines the values of
multiple columns and then identify that column as unique.

Calculated Fields

One of the most important aspects of query designing is that you can create
calculated fields.
* A field that calculates the number of days that an activity is

overdue for completion.

* A field that calculates the weighted value of an opportunity by
multiplying the opportunity amount by the forecast probability of
its closing.

* A field that calculates the percentage of stock in-hand that is in
excess of its desired maximum level.

Calculated fields may be placed in alert messages, used as selection criteria to
determine whether a record should be triggered, and used in an event’s response
actions.

The steps detailed below outline the creation of a field that stores an

opportunity’s weighted value.

f-_:-" To create a calculated field, do the following:

* Select the field that contains the opportunity’s forecast amount (a field called
opportunity.amount). This field appears as a row in the Query Columns
Selected grid.

* Position the cursor in the row containing opportunity.amount in the Column
Name Selected column, and single-click at the end of the word amount.

* In this row, enter an asterisk (*) after the word amount. This denotes the
multiplication symbol.

* Type in the name of the field that contains the opportunity’s probability of
closing (such as, opportunity.probability). The Column Name Selected field
now displays: opportunity.amount*opportunity.probability.

* Change the column’s customized name from amount to weighted_amt.

There’s no limit to the types of calculations that you can include in a column. You

can include: any accepted arithmetic functions, parentheses to control the order of
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arithmetic operations, and database (and driver) specific functions for even more
advanced calculations. Here are a few guidelines on creating and using calculated
fields:

* Use a query’s Preview mode to ensure that your calculation syntax is
acceptable to the database, the ODBC driver, and to CRM Studio.

* Most databases (and drivers) support functions that allow you to calculate the
difference between two dates. The syntax of these functions is very much
dependent on the database (and driver) you are working with. Please see your
database administrator (and/or SQL documentation) for details on how to use
these functions.

* Be sure to change the Customized Name of a calculated field; since most
calculated fields begin by identifying a single column, the customized name
usually defaults to that column’s name.

* A single query can have multiple calculated fields within it.
*  You can copy and paste the content of a grid’s Column Name Selected cell.

Return Distinct Rows of Data Only

By design, record-level queries return a list of all records that meet a query’s
criteria.

Example | A query that scans orders placed last month generates a list of all of
those orders.

You may, however, wish to receive only a list of all customers who placed those
orders. If your query retrieves data from the orders table, you will see one record
for every order in that table, including multiple orders for the same customer.

However, based upon the columns that you select for a query, you can instruct
CRM Studio to retrieve only unique (or distinct) records.

Thus if you design your query to contain only the name of customers who made
purchases last month, and you select the Return Distinct Rows of Data Only
option, CRM Studio provides you with a list that shows a customer’s name only
once, regardless of how many matching orders were retrieved.

Be careful when using this option as the definition of what is (and is not)
distinct is governed strictly by the columns you have chosen for your query.

Example If the preceding query has just the customer name column, it returns
one record per customer. But if you select customer name and order

date as columns, the query returns one record daily per order per
customer.

Query Sorting Order

When a record-level query is executed, it retrieves matching data records. An
event that uses this query can either send one alert message per matching record,
or it can send a single alert message that contains all the corresponding records.
A single alert message can roll up these records and display them all together. So
you have the option to specify the order in which these records are to be listed in
the associated alert messages. This is referred to as the query’s sorting order.
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Any field that you select in the Columns tab is available for use in the sorting
order.

f_:'ll. To select the query’s sorting order, do the following:

* After selecting the query’s columns in the Columns tab of the Everest CRM
Studio Architect - Application Events\ (your company)\Query Definitions
dialog box, click Next. You will see the Everest CRM Studio Architect -
Application Events\ (your company)\Query Definitions - Sorting tab.

* From the Available Columns for Sorting panel, double-click the field you
wish to sort. The column is added to the Columns Selected for Sorting panel.

* Click in the Sort Direction column in the Columns Selected for Sorting panel,
and select Ascending or Descending, according to your requirements.

* Click Next. You will see the Everest CRM Studio Architect - Application
Events\ (your company)\Query Definitions - Filters tab.

You can specify multiple levels of sorting (also called nested sorting).
Once you have chosen your first sorting field you can simply repeat the
preceding three steps to create an additional level of sorting.

To sort overdue activities first by priority and then by activity due

date, you would select the activity priority column as your first
sort field and the activity due date column as the second field.

“The Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions Dialog Box - Sorting” on page 58

Query Filters

The most important part of designing a query is the identification of the
conditions that will cause the query to trigger an event. These conditions are
referred to as a query’s filters. There are three general concepts of query filter
design that you should review before starting to create filters:

*  What operators you can use in a query filter?

*  What kinds of comparisons can a filter execute?

*  Will any of your filters use parameters?

The following sections address each of these concepts.

Query Filter Operators

A filter can use all the standard operators that you are familiar with, such as
Equal to, Not equal to, Greater than, Less than, Greater than or equal to, Less than
or equal to, Between, Starting with, One of.

Query Filter Compare Values

A filter can do much more than simply compare the value in one field against a
pre-determined value. Here is a list of the types of tests that can be executed by a
query filter:

* Test a field against a constant value (Priority equals High).
* Test a field against another field (Sale price is less than the cost of goods sold).
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* Testa calculated field against a constant value (Weighted value is greater than
10,000).

* Testa calculated field against another calculated field (Percentage of damaged
items is greater than percentage of undamaged items).

* Test a date field against a date or numeric range (Due date is between this
Monday and this Friday; probability is between 60% and 90%).

* Test a date field against a date variable (Forecast close date is less than today).

Query Filter Parameters
Your organization wishes to receive alerts about pending sales opportunities.
Your sales manager wishes to be alerted about any pending sales that are greater
than $25,000. Your CFO wishes to be alerted about any pending sales that are
greater than $50,000. And your CEO wishes to be alerted about any pending sales
that are greater than $100,000. You could design three queries as follows:

Pending Sales > $25,000

Pending Sales > $50,000

Pending Sales > $100,000

You could also design a single query called Pending Sales > ‘x” Dollars.

This is where a filter’s ability to accept a parameter is invaluable. You can create a

filter that tests to see if a sales amount is greater than ‘x” - and the value of “x” is
specified on the event level - at the time when this query is linked to an event.

An individual filter can consist of up to seven components. Although not all
filters utilize all seven components, it is important to understand how they all
function. The Columns Selected for Filtering grid displays each filter component
as a row in the grid.

Column Name: The first part of a filter is the selection of the column whose value
you wish to test.

Is or Is Not: By default, CRM Studio checks a column to see if it meets a certain
condition. By choosing the ‘Is Not’ function, you can instruct CRM Studio to
check a column to see if it does not meet a certain condition. To change the ‘Is’
function to ‘Is Not’, click beside the word ‘Is” and choose ‘Is Not” from the drop-
down list.

Operator: CRM Studio provides 10 operators that you can choose from, when
testing a field for a certain value. By default, the operator ‘Equal To" is selected for
you, but you can choose a different operator by clicking this field and selecting an
option from the drop-down list.

Compare Value: This column is where you place the value against which CRM
Studio will compare the selected column’s value. The compare value field may
contain a constant value, the value from another database field, a date
substitution value, or the question mark.

Type: The type field identifies the type of data that this filter is processing; this
can include character based data (i.e., alphanumeric data), numeric data, or date-
formatted data. CRM Studio automatically fills in the value of this field for you.
The literal data type is used only if you compare the value in one column with the
value in another, or with an SQL function.
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And/Or: Since a single query can include multiple filters, CRM Studio gives you
the ability to specify the and/or logic in the sequence of those filters, as in “look
for condition “a’ or condition ‘c’”).

* And/Or logic is sequential. The and/or that you select applies to the
ﬁ current filter in relation to the next filter. (e.g., if filter #1 has an ‘or” in it,
you are creating a query that will retrieve records if filter #1 or filter #2
prove true. If filter #1 has an ‘and’ in it and filter #2 has an ‘or’ in it, the
query will retrieve records if both, filters #1 and #2 prove true, or if filter
#3 proves true.)
* Although this option does not allow for grouped or parenthetical
expressions, this is also possible.
Optional Prompt: The optional prompt field is used only with query filters that
are parameter driven (have a ‘?’ in the Compare Value column).

Compare Values

As mentioned previously, you can compare the value of a column with a constant
value, the value from another database field, a date or numeric range, a date
substitution value, or the parameter indicator (the question mark). These are
detailed in the following sections:

Comparing a Column with a Constant Value

Example | Activity priority is equal to "high’.

You have two ways to choose a constant as the compare value for a column:
* Manually type in the value, or
* Choose that value from a database list

To manually type in a value, delete the default question mark that appears in the
Compare Value column, and type in the value you wish to compare the column
to.

The comparison that CRM Studio performs is case-sensitive, so a compare
value ‘high” will not retrieve those records that have a value “High’.
CRM Studio also allows you to directly query the database to retrieve potential
values for a field.

3 To directly query the database to retrieve potential values for a field, do
the following:

* From the Everest CRM Studio Architect - Application Events\ (your
company)\Query Definitions - Filters tab, click in the Compare Value

column and click the list D button. You will see the Everest CRM Studio -
Filters dialog box.

* Click the drop down button beside the field Type in a value or choose from
drop-down list. You will see a list of possible entries for this field.

*  Choose the value that you wish to compare the column to and click OK.
The drop-down list displays all the values that appear in this field, in the

underlying database. It does not display every possible value that could
appear in this field.
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Comparing a Column with Another Database Field
Cost of goods sold is greater than the sale price.

In this example, the Compare Value column contains the name of another
database field.

.z_;.l" To compare a column with another database field, do the following:

* From the Everest CRM Studio Architect - Application Events\ (your
company)\Query Definitions - Filters tab, click in the Compare Value
column and delete the “?’.

* Type in the full name (table.column) of the field you wish to compare the
selected column to (such as, opportunity.costofgoods).

* Click in the Type field and select Literal from the drop-down list.
Comparing a Column with a Date or Numeric Range

* Due date is between 10/15/2001 and 10/31/2001.
xample
* Probability is between 60 and 90 percent.

One of the most common CRM Studio query scenarios is to test to see if records
fall within a date range. This is most typically used for identifying records whose
dates or numeric values fall within a certain range.

CRM Studio has two ways of creating filters that let you identify records whose
values fall within a range. The first is with the use of the ‘between” operator, as in:

Due date is between “x” and ‘y’, or probability is between ‘a” and ‘b’

The second (and recommended) way is with the use of the ‘greater than or equal
to” and ‘less than or equal to” operators, as in:

Due date is greater than or equal to “x’, and due date is less than or equal to ‘y’,

Or,

Probability is greater than or equal to ‘a’ and less than or equal to ‘b’

Everest Software suggests the second approach (the use of “greater than or equal

to” and ‘less than or equal to’) for two reasons:

* Not all databases and/or ODBC drivers support the ‘between” operator.
‘Greater than or equal to” and ‘less than or equal to” are universally supported.

* The ‘between’ operator cannot be used with parameters, whereas ‘greater than
or equal to” and ‘less than or equal to” can. (This allows you to create one
query that can be used in multiple events with differing date or numeric
ranges.)

To create a date or numeric range filter, you have to use two filters - a beginning

range filter and an ending range filter.

.z_:.l" To create the beginning range filter, do the following;:

* From the Everest CRM Studio Architect - Application Events\ (your
company)\Query Definitions - Tables tab, choose the table that contains the
date or numeric field that you wish to create a range filter for.

* In the Links tab, carry out the process of linking tables.
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* In the Columns tab, select the date or numeric field that you wish to create a
range filter for (such as, opportunity.probability).

* Specify the required sorting option in the Sorting tab.

* In the Filters tab, click the Operator field for the row that contains the selected
date or numeric field (opportunity.probability). From the drop-down list,
select the operator ‘greater than or equal to’.

* Click the Compare Value column for the row that contains the selected date or
numeric field, and do one of the following:

- Enter a specific beginning date.

- Click the list [ button to display the Everest CRM Studio - Filters dialog
box. You can use a date substitution variable from the Available
Substitution Variables field.

- Enter a’? to indicate that this filter will be parameter-driven.

“The Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions Dialog Box - Filters” on page 60

.z_:.l" To create the ending range filter, do the following:

* Select the same field again in the Filters tab (opportunity.probability).

* Click the Operator field for the row that contains the selected date or numeric
field. From the drop-down list, select the operator ‘less than or equal to’.

* Click the Compare Value column for the row that contains the selected date or
numeric field, and do one of the following:

- Enter a specific ending date.

- Click the list =] button to display the Everest CRM Studio - Filters dialog
box. You can use a date substitution variable from the Available
Substitution Variables field.

- Enter a‘?’ to indicate that this filter will be parameter-driven
Comparing a Column with a Date Substitution Variable

Due date is less than today.

In many CRM Studio queries, you will want to test the value of a date field
against a value such as today, tomorrow, last week, or next month. To facilitate
this, CRM Studio provides a wide variety of date substitution variables that can
be used in the Compare Value column of a filter.

.z_:.l" To use a date substitution variable as a compare value, do the following:

* From the Everest CRM Studio Architect - Application Events\ (your
company)\Query Definitions - Filters tab, click the Compare Value column

for the row that contains the selected date field, and click the list D button.
You will see the Everest CRM Studio - Filters dialog box.
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* You can use a date substitution variable from the Available Substitution
Variables field.

There is a wide variety of variables to choose from. For many variables
(such as %Current Date%), you see multiple formats for the same value.
The format without any suffix (as in %Current Date%) uses your
system’s date format. The other formats contain a suffix (such as YYYY-
MM-DD) that indicates the format in which the corresponding date is
returned.

* Select the value that you wish to compare the column to and click the Select

this item to compare button.
* Click OK.

Be careful when using the current date substitution variable, particularly if
you are comparing a field that contains both the date and time to the
current date variable.

You create a filter that retrieves any activities whose creation
datetime field is equal to the current date. You will not get any records
because a field that contains today’s date plus a time will automatically be
greater than a field that contains just today’s date. You can address this
issue in two different ways:

* Make your filter check to see if the creation date time is greater than or
equal to today’s date.

* Make your filter check to see if the creation date time is greater than
{%Current Date %} 00:01 and less than {%Current Date%} 23:59.

Creating a Parameter-Driven Filter

Example Priority is equal to?.

As was discussed in “Query Filter Parameters” on page 127, you can design a
query so that its filters allow the query to be used in multiple events, as in a query
that uses three events that check for sales greater than $25,000, $50,000, and
$100,000 respectively.

The way to accomplish this is through the use of filter parameters.

A filter parameter - represented by the “?” symbol - indicates that the compare
value of a particular query filter is specified on the event level. This is what
enables a single query to be used in multiple events, each with a different filter
parameter value.

It is important to note that any filter that is parameter-driven requires a
compare value to be specified when that the query is linked to an event.
This is typically done by the person who is configuring the CRM Studio
event.
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Once the event is fully configured and activated, the parameter value has a
specific value that is used every time the event is executed.

@ The following operators may not be used with parameters:

¢ One of
* Between
e Null

f_:'ll. To set up a filter to be parameter-driven, do the following:

* From the Everest CRM Studio Architect - Application Events\ (your
company)\Query Definitions - Filters tab, click the Compare Value column,
for the row that contains the filter which is to be parameter-driven.

* Ensure thata ‘?’ is displayed in the Compare Value column.

* In the Optional Prompt column of the Filters grid, delete the default text and
enter your own text.

The optional prompt is the text that appears (on the event level) when you

ﬁ select this query for use with an event. When a query that has one or more

parameter-driven filters is selected for an event, the person configuring the
event receives a prompt informing that a compare value needs to be
supplied for this filter. The text of this prompt is defined here. Typical
optional prompts include:

* Select a Priority:

* Statusis:

* Forecast Date Range Begins:

* Sales of Greater than How Much?

Operators - Notes

Of CRM Studio’s ten operators, additional details are provided for the following
five:

One Of

This operator allows you to test a column for any one of multiple values. ‘One of’
tends to be most useful in “and/or” situations such as: Send an alert for any calls
that are open and have ‘A’ or ‘B, or ‘C’ priority.

The corresponding event would have one filter that checks to see if a call is open

and a second filter (using the one of operator) that checks for any one of the three
different priority codes.

f_:'ll. To use the ‘one of” operator, do the following:

* From the Everest CRM Studio Architect - Application Events\ (your

company)\Query Definitions - Filters tab, click the Operator field and select
‘one of” from the drop-down list.

* Click the Compare Value column and delete the “?’.

¢ C(Click the list D button. You will see the Everest CRM Studio - Filters dialog
box.

132

Everest CRM Studio
User Guide



CRM Studio

Query Designing

* In the One of the Following Values panel, click the “?" and then click the
Remove Compare button.

* You are now ready to enter your selected compare values. You may either
type in the individual compare values (pressing ‘Enter” after each entry), or
you can select them from the Type in a value or choose from dropdown list
field.

* Click OK.

The ‘one of’ operator may not be parameter-driven; you must specify the

ﬁ compare values for a filter using this operator on the query level.

Between

Not all databases and/or ODBC drivers support the ‘between” operator.
Everest Software suggests that you use the combination of the ‘greater than
or equal to” and ‘less than or equal to” operators instead, wherever possible.

.z_:.l" To use the between operator, do the following:

* From the Everest CRM Studio Architect - Application Events\ (your
company)\Query Definitions - Filters tab, click the Operator field and select
‘between” from the drop-down list.

* Click the Compare Value column and click the list =] button. You will see the
Everest CRM Studio - Filters dialog box.

* You will see an additional drop-down list under the Type in a value or choose
from dropdown list field.

* Enter or select the first compare value from the first drop-down list.
* Enter or select the second compare value from the second drop-down list.
* Click OK.
The ‘between’ operator may not be parameter-driven; you must specify
the compare values for a filter using this operator on the query level.
Starting With
The ‘starting with” operator enables you to locate any database records that have a
field whose value starts with a certain string of letters, numbers, and/or symbols.

You can create a query to retrieve any clients whose mailing address
P postal code begins with 070. Or, you can create a query to retrieve any

clients who purchased any products beginning with the characters
Epak.

fj_l-b To use the starting with operator, follow these steps:

* From the Everest CRM Studio Architect - Application Events\ (your
company)\Query Definitions - Filters tab, click the Operator field and select
‘starting with” from the drop-down list.
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* Click the Compare Value column and enter the first few characters of the
string that you wish to use for matching purposes.

The ‘starting with” operator may be parameter-driven simply by leaving
the ?” in the compare value field. If you do make this filter parameter-
driven, be sure to specify a helpful optional prompt, such as ‘Part
Numbers Starting With:'.

Like

The ‘like” operator is similar to the ‘starting with” operator except that it enables

you to locate any database records that have a field whose value contains a certain

string of letters, numbers, and/or symbols.

e Starting with ‘brit’ retrieves Britain and Britannia, but not New

xample

Britain.

¢ Like ‘brit’ retrieves all three values.

f-_:-" To use the like operator, do the following:

* From the Everest CRM Studio Architect - Application Events\ (your
company)\Query Definitions - Filters tab, click the Operator field and select
‘like” from the drop-down list.

* In the Compare Value column, enter the compare value using this format:
%compare value%.

*  When you use the like operator you need to enclose the string of text

ﬁ that you are searching for within percent signs, as in %brit%.

* The ‘like” operator may also be made parameter-driven simply by
leaving the *?” in the compare value field. If you do make this filter
parameter-driven, be sure to specify a helpful optional prompt, such
as ‘Part Numbers that Contain the Letters:’.

Null

When designing CRM Studio queries, you might find the need to check if a
specific field value is blank. A blank value in a database field can often be
interpreted in two ways: as blank, and as null.

.z_;.l" To test a field for a blank value, do the following:

* From the Everest CRM Studio Architect - Application Events\ (your
company)\Query Definitions - Filters tab, click the Compare Value column
and delete the ‘?’. In other words, leave this field blank.

i:_l-b To test a field for a null value, do the following:

* From the Everest CRM Studio Architect - Application Events\ (your
company)\Query Definitions - Filters tab, click the Operator field and select
‘null’ from the drop-down list.

* Delete the ‘?” and leave the Compare Value column blank.
If you are not sure how a specific company database identifies an empty

field, you might want to create a query with two filters - one filter that
tests the field for a blank value, and another that tests it for a null value.
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Using Calculated Fields in Filters
Using a calculated field in a filter is done in the same manner as creating a
calculated field in a query column.

“Calculated Fields” on page 124
Cp pag

The steps detailed below outline the creation of a field that tests an

opportunity’s weighted value.

i:_l-b To create a calculated field, do the following:

¢ TFrom the Available Columns to Filter field of the Filters tab, select the
column that contains the opportunity’s forecast amount (a field called
opportunity.amount). This field appears as a row in the Columns Selected for
Filtering grid.

* In this row, enter an asterisk (*) after the word ‘amount’. This denotes the
multiplication symbol.

* Enter the name of the field that contains the opportunity’s probability of
closing (such as, opportunity.probability). The Column Name field now
displays: opportunity.amount*opportunity.probability.

*  You can now continue to specify the operator and compare value just like any
other filter.

Calculated fields can be used in both, the column name and compare
value columns. Calculated fields may be parameter-driven (i.e., you can
use them in conjunction with the *?” in the compare value column).
And/Or Logic
The combination of the ‘and/or” selection in the Filters tab, plus the use of the
‘one of” operator in the same tab, covers most of the ‘and/or” logic that you might
require in your query. In some instances, however, you might need to specify
more complex ‘and/or’ conditions such as:

Retrieve orders greater than $99 with freight charges less than $5,
Or,
Orders with freight charges less than $5 shipping via Fedex

This type of and/or logic requires the ability to group filters together, using
parenthetical expressions. This function is supported within the Filters tab, but
requires a few extra steps.

.z_;.l" To create this query, do the following:

* Create the four filters that the query will need:

1. Orders greater than $99

2. Freight charges less than $5

and:

3. Freight charges less than $5

4. Orders shipping via Fedex

* Filter 1 should have an ‘and’ (to link the first two conditions).
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* Filter 2 should have an ‘or’ (to separate the first two conditions from the last
two conditions).

* Filter 3 should have an ‘and’ (to link the last two conditions).

* Click the Column Name of filter 1 and enter a left parenthesis in front of the
column name.

* Click the Compare Value of filter 2 and enter a right parenthesis after the
compare value.

* Click the Column Name field of filter 3 and enter a left parentheses in front of
the column name.

* Click the Compare Value of filter 4 and place the compare value within single
quotation marks, only if the compare value is a character or date.

@ If the compare value is a number, you do not need the quotation marks.

* Enter a right parenthesis at the end of the compare value.

* If the compare value is a character or date, click the Type field for the fourth
filter and select Literal from the drop-down list.

@ If the data type is a number, do not change anything.

The most important thing to remember about grouping filters for the ‘and/or’
logic is that if the last filter in a parenthetical group is testing the value of a
character or date field, you must be sure to enclose the compare value in single
quotation marks and to change the data type to Literal.

If the last filter in a parenthetical group is testing the value of a numeric field, (if
in the previous example the ship via is identified by a numeric code instead of a
name), the Type field for that filter should display Number.

Query Sub-Filters

Sub-filters are not used with record-level queries; they are used only with
aggregate queries and thus, will be discussed in the section on aggregate queries.

= “Aggregate Query Sub-Filters” on page 146

Query SQL

The SQL tab allows you to review the SQL syntax that a query is executing. There
is rarely the need to make any changes to a query’s SQL, and Everest Software
recommends not using this tab to enter or modify a query’s SQL.

If you wish to manually edit the SQL syntax, you must select the I would like to
manually edit the SQL for this query option.

Once you activate the manual editing of SQL syntax, any modifications that you
make to any of the other query definition tabs (Tables, Links, Columns, Sorting,
Filters, and Sub Filters tabs) will not be retained.

If you do edit a query’s SQL syntax and then deselect the I would like to
manually edit the SQL for this query option, CRM Studio automatically re-
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constitutes the SQL syntax based on the content from the other query definition
tabs.

You will need to remove the check mark, select another tab, and then re-
enter the SQL tab to see the re-constituted SQL syntax.

If you need to manually edit a query’s SQL, here are a couple of suggestions about

modifying the SQL syntax:

* Go through all the tabs in the Everest CRM Studio Architect - Application
Events)\ (your company)\Query Definitions dialog box before you begin
editing the SQL syntax. This way, you have a pre-built foundation of the SQL
statement that you can edit, instead of having to build it from scratch.

*  You can include database (and ODBC driver) specific functions in your SQL
syntax.

Once you are done modifying the SQL syntax, be sure to select the Preview

option to verify the successful execution of your query.

Query Preview

This tab helps you verify that the query you are designing will actually retrieve
the required records.

Preview mode can be used as many times as you wish when building a query.
Once you have selected some tables and columns, the preview mode will be
available to you.

:@’. Do not wait until you have built every aspect of a query to preview it; use
"H™ the preview function repeatedly as you add more and more elements to a
query and begin to refine its selection criteria.

When you click the Preview tab, CRM Studio automatically returns any records
that meet your query’s filters criteria. If the preview tab is blank (containing no
records), it means that CRM Studio was not able to locate any records that meet
your query’s criteria.

:@. It is advisable to go into your underlying database and add a record (or two)
"H™ that meets a query’s criteria, so that you can be sure that the query is
working as required.

If you receive an error message when previewing a query, it means that CRM
Studio was not able to successfully execute your query. The most common
reasons for this are:

* The ODBC source for this company database was not correctly configured.
* Multiple tables for this query were not correctly linked.

*  Your query includes one or more calculated fields that contain invalid SQL
syntax.

* You have specified an invalid customized name for a query column.

*  You have specified an invalid filter (such as trying to compare the value in an
alphanumeric field to a date).

* You have edited the underlying SQL and introduced a syntax error.

Most of the error messages that the preview mode returns give you a clue as to
where the error exists. To help pinpoint the error you can remove individual
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query elements and try to preview the query after each removal. You will know
exactly which component is causing the error.

If your query includes parameter-driven filters, you will be prompted to
enter corresponding values for those filters. The Everest CRM Studio -
Please supply a value dialog box is displayed in such a case. You can
manually enter a value for such a filter, or you can choose a value from the
drop-down list, or (if the filter requires a date value) you can choose any
one of CRM Studio’s date substitution variables.

“The Everest CRM Studio - Application Events\Accel Sample
Company\Query Definitions Dialog Box - Preview” on page 62

The Everest CRM Studio - Please supply a value Dialog Box

i, Everest CRM Studio - Please supply a value _[O]x]
Custamer's Pasted Bakance gieater than
Awailable Substitution ariables
HCunent Date MMDD AT 7% il
“ZCumrent Date Time
#Cunent Date Y7 /MM/DD 3%
ZCumrent Date Yy rMMDD %
%Cunent Date Y- DD
ZCurent Date
#Current Day’s =l
[ o ] Select This Item to cmpars | Cancel |

Figure 4.2: Everest CRM Studio - Please supply a value
Value
The top-most field displays a question/ prompt, where you must supply the
relevant value, by entering or selecting it from the Available Substitution
Variables list.
Available Substitution Variables
This list displays the variables available for use.

Select This Itemn to compare

Click this button to add a selected variable from the Available Substitution
Variables field to the Value (top-most) field.

Save a Query

To save your query, click the Save and Close button at the top of the Everest
CRM Studio Architect - Application Events\ (your company)\Query
Definitions dialog box. To save this query and begin working on the next one,
click the Save and New button.

Copy a Query

Many queries can be similar in design, so you must know how to copy one query
to another.

f-_:-" To copy one query to another, do the following:

* From the Event Manager Folders panel of the Everest CRM Studio Architect
dialog box, select Application Events > (your company) > Query Definitions.
You will see all the queries displayed in the panel on the right.
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* Highlight the query you wish to copy and select Edit > Copy.
* Select Edit > Paste. A duplicate of the query appears in the right panel.

* Open either of the two (identical) queries and modify it as needed. Ensure that
you change the query’s description.

Delete a Query

Before deleting a query, make sure there are no events that use the query you are
about to delete. If you delete a query that is linked to an event, the event will fail
to execute successfully the next time it is scheduled to run.

i:_l-b To delete a query, do the following:

* From the Event Manager Folders panel of the Everest CRM Studio Architect
dialog box, select Application Events > (your company) > Query Definitions.
You will see all the queries displayed in the panel on the right.

* Highlight the query you wish to delete and click the Delete button at the top
of the Everest CRM Studio Architect dialog box.

Or

* Open the query you wish to delete and click the Delete button at the top of the
Everest CRM Studio Architect - Application Events)\ (your
company)\Query Definitions dialog box.

ﬁ There is no Undo option to re-activate a deleted query.

Scroll Quickly Through The List of Queries

You might need to scroll sequentially through a list of queries (to activate or de-
activate a series of queries). Although you could select each query individually,
edit it, save it, and then select the next query, there is a faster way to do this.

i:_l-b To quickly scroll through queries, do the following:

* Once you have selected and edited your first query, click the Previous or Next
buttons at the top of the Query Definitions dialog box.

* If you have made changes to the current query, you will be prompted to save
(or abandon) your changes before proceeding.

Aggregate Queries

As discussed at the start of this document, aggregate queries are queries that are
triggered by a group of records that collectively meet a certain condition.

Example * More than 10 open service calls with “critical” as priority.
* Fewer than 5 scheduled activities per sales representative next

week.
* Sales representatives with more than $500,000 in their pipeline.
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Unlike record-level queries, aggregate queries do not retrieve details about
individual records that are triggered; instead, they are triggered by the aggregate

condition being met.

* An aggregate query that is designed to be triggered only if there

are more than 10 open service calls with “critical” as priority might
retrieve simply the number 12 as its result. (The query shows the
number of critical, open support calls.)

* Anaggregate query that is designed to be triggered only if there
are any sales representatives with fewer than five scheduled
activities next week might retrieve Smith 4, Jones 1, and Davidson
3 as its results. (The query shows the names and number of
activities for each sales representative who has fewer than five

scheduled activities.)

The Results of an Aggregate Query

The results of an aggregate query look quite different from the results of a record-
level query for the simple reason that an aggregate query does not display record-
level details. Here are some samples of output that you might see from an

aggregate query.
Query
More Than 5 Orders Over $10,000
Today

More Than 5 Orders Over $10,000
Per Region Today

More Than 5 Orders Over $10,000
Per Region and Representative
Today

Result

“17” (the number of orders over
$10,000 today)

“6 Northwest”
“7 Southeast”
“26 Southwest”

(the number of orders over $10,000
today from each region)

“7 Southwest Karen Chavez”
“11 Southwest Mark Davidson”
“8 Southwest John Langley”

(the number of orders over $10,000
today from each region and each sales
representative)

* Read the process of record-level query designing before proceeding
@ with the following sections. The instructions on aggregate query
configuration assume that you are familiar with record-level query

design.

* Many of the steps involved in setting up an aggregate query are
identical to those required for record-level queries. In such cases, you
will need to refer to the corresponding section under record-level

queries, where indicated.

= “Record-Level Queries” on page 117
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Aggregate Query Description

Specifying the description for an aggregate query is done in the same manner as
for a record-level query.

= “Query Description” on page 117

Aggregate Query Naming Conventions
Just as with record-level queries, it is important to choose logical, easy-to-locate
names for your aggregate queries. One standard approach is to follow the format:
Data Object; Aggregate Function; Description.

* Opportunities; More Than 10; Overdue
* Opportunities; Average Price; Less Than $10,000
* Opportunities; Total Forecast This Month; More Than $250,000

You may also choose to use the actual aggregate function names such as count,
summarize, average, minimum, and maximum in your query description.

Aggregate Query Tables

Unlike a record-level query, an aggregate query often requires fewer tables of
information since its results do not include record-level details. There are,
however, a few items you need to consider when identifying the tables for an
aggregate query:

*  What data will be evaluated by the aggregate function?

You will need the call table to count support calls and the
opportunity table to summarize (or accumulate) sales figures.

Identify the value that the aggregate will be performed on, and be
sure to select the table that contains that value.

» Will the aggregate value be grouped by another field?

In many aggregate queries, the aggregate value is grouped by another field,
such as sales per region or calls per product. If this type of grouping is to
occur, be sure to identify the grouping field and to include its table in the
query.

* Do you need to include the table that contains the e-mail address of the person
you wish to alert?

Just like a record-level query, an aggregate query can also be designed to send an

alert to a person who is associated with the triggered record.

You might wish to have an aggregate query such as ‘totals sales per
region” and ‘send an alert to the regional sales manager’.

If this is the case, be sure to include the table that contains the delivery address(es)
of the person(s) who is/are to be notified when this query is triggered.

Selecting tables for an aggregate query is done in the same manner as for a record-
level query.

= “Query Tables” on page 118
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Aggregate Query Links
Linking (or joining) tables together for an aggregate query is done in the same
manner as for a record-level query.

= “Query Links” on page 119

Aggregate Query Columns

Unlike a record-level query where you choose columns based primarily on the
fields of data that you wish to put in an outgoing alert message, an aggregate
query’s columns are selected based primarily on the following two criteria:

* The field that the aggregate function will be performed on
* The group by field(s)

Aggregate Functions
CRM Studio supports five aggregate functions:
* Summarize
* Average
e Count
¢ Maximum
e Minimum
With the exception of the count function, all the aggregate functions must be
applied to numeric fields only.

Summarize
This function lets you accumulate (or total) the record amounts for a numeric
field. It can be used for such queries as:

* Sales representatives with less than $50,000 in their pipeline
*  More than 1,000 minutes of support calls this week
* Less than 500 widgets sold last month

Average

This function lets you derive the numeric average for a numeric field from
multiple records. It can be used for such queries as:

* Sales representatives whose average sale price is less than $5,000
* Clients whose average support call is over 30 minutes long
* Suppliers who average more than 5% damaged goods

Count

This function lets you count the number of records that meet certain conditions. It
can be used for such queries as:

* Salesreps with fewer than 10 scheduled activities this week
* Clients with more than 3 late payments this year
* More than 5 sales opportunities that are overdue for closing

The count function is handled a little differently from the other aggregate
functions as you must always apply the count function to the field that uniquely
identifies the records to be counted. Using the preceding three examples, this
means that:
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* For activities, you can apply the count function to the activity ID field
* For payments, you can apply the count function to the payment no field
* For sales, you can apply the count function to the sale ID field
Maximum and Minimum
The maximum and minimum functions let you identify the maximum or
minimum record values for a numeric field. This function is for such queries as:
* The maximum sale closed last week
* The minimum order quantity this week

The following procedures outline the choosing of columns for a few different
types of aggregate queries:

Summarize and Average

3 To select columns for an aggregate summarize or average query, do the
following:

* After linking the selected tables in the Links tab of the Everest CRM Studio
Architect - Application Events\ (your company)\Query Definitions dialog
box, click Next. You will see the Everest CRM Studio Architect - Application
Events\ (your company)\Query Definitions - Columns tab.

* From the Available Columns to Query field, double-click the numeric field
whose value you wish to total or whose average you wish to derive.

OR

* Select the field you wish to include and click the Add Column to Query
button. The selected field is displayed in the Query Columns Selected grid.

@ The aggregate column should always be the first column selected.

* Click in the Column Type column, for the selected row, beside the word
‘Normal'. From the drop-down list, select either Summarize or Average.

¢ Inthe Customized Name column for the selected row, alter the name to reflect
that this field contains an aggregate total (such as, amount_total or
amount_avg).

Do not put the name of the aggregate function at the start of a
customized name (such as, total_amount or avg_amount), as many
ODBC drivers identify aggregate functions as reserved words and do
not permit them to appear at the start of a customized name.

* From the Available Columns to Query field, double-click the first group by
field (such as, sales representative). This query will now total (or derive the
average for) the amount in the first column (sales amount) and group it by the
value in the second column (sales representative).

* If required, add more group by columns to this query.
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Count

i:_l-b To select columns for an aggregate count query, do the following:

* From the Available Columns to Query field, double-click the unique or
record-identifying column for the table whose records you wish to count.

ﬁ The aggregate column should always be the first column selected.

* Click in the Column Type column, for the selected row, beside the word
‘Normal’. From the drop-down list, select Count.

¢ Inthe Customized Name column for the selected row, alter the name to reflect
that this field contains an aggregate count.

* From the Available Columns to Query field, double-click the other group by
fields you wish to include.

Minimum and Maximum

The aggregate functions minimum and maximum are configured in the same
manner as both summarize and average.

Additional Column Selections

Here are a few hints for choosing additional columns in your aggregate query:
Try to make your group by field as informative as possible.

To display total sales per sales representative, you should not make
your group by field the sales representative’s ID (which is probably

some cryptic code), but rather the sales representative’s full name.
This might require you to add another table to this query (such as the
salesperson table), but it is well worth it as it will make the query’s
output much more usable.

You may wish to send the results of this query to the individuals that are
identified within the query (i.e., if the query identifies Paul as a salesrep with a
lower-than-expected pipeline, you may want to send an alert to Paul). To do so,
you need to include the columns that contain the delivery address(es) that the
alert will be sent to. (The fields that contain Paul’s e-mail address)

You can create a query with multiple aggregate fields.

If you want to create a query to count the number of orders last

month, and show the total of all those orders and the average order
price, you can create a single query that uses the count, summarize,
and average functions.

Another such example is to create a query that counts the number of
regions whose total forecast sales for next month is below quota.

Aggregate Grouping

Consider this scenario:

You want to trigger an event if next week’s forecast sales is greater than $100,000.
Solution: Create an aggregate that summarizes all sales due to close next week.
But now consider this:
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You want to trigger an event if any sales representatives have forecast sales of
greater than $100,000.

Solution: Create an aggregate that summarizes sales and groups them by sales
representative.

The ability to create aggregates that group (or sort) resulting records by one or
more specific fields is one of the most powerful aspects of aggregate queries.

Consider how you can take an ordinary aggregate query such as total sales for
next week and create the following just by adding one or more group by fields:

* Total sales by sales representative

* Total sales by region

* Total sales by product line

* Total sales by region and (within region) by product line
* Total sales by regional sales manager

All of CRM Studio’s aggregate functions support grouping, but grouping is most
commonly used in summarize, average, and count aggregates.

Aggregates and Calculated Fields

Calculated fields may be used with aggregate queries in the same manner that
they are used with record-level queries.

*  You could create a query that uses a calculated field to identify
activities that are overdue by more than seven days, and then use
the count function to identify the number of such activities.

*  You could create a query that uses a calculated field to identify the
weighted value of an opportunity and then use the summarize
function to identify the total weighted forecast for a sales
representative.

For details on creating a calculated field, refer to the section “Calculated Fields”
on page 124. Once you have created such a field, you may apply the appropriate
aggregate function to it.

Aggregate Query Sorting Order

Sorting the order of an aggregate query’s matching records is done in the same
manner as for a record-level query.

= “Query Sorting Order” on page 125

Aggregate Query Filters
Consider the following condition:
Send an alert if there are more than six open, high priority support calls.

There are two levels of testing (or filtering) that need to occur in the underlying
query. First, you need to make sure that only open and high priority calls are
eligible to be considered by the query. This is referred to as testing the record-
level conditions and can be done by defining the query’s filters.

Second, you need to check if there are more than six open, high priority support

calls. This is referred to as testing the aggregate condition, and is done by defining
the query’s sub-filter.
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Creating record-level filters for an aggregate query is done in the same manner as
for a record-level query.

= “Query Filters” on page 126

Aggregate Query Sub-Filters

Sub-filters are used only with aggregate queries; they allow you to test the value
of the aggregate condition.

By using a sub-filter, you can transform the following informational

queries:

e Total forecast sales per sales representative next month

* Average sale price for widgets

¢ The number of open support calls per call agent

Into the following queries that pinpoint critical conditions:

* Total forecast sales of less than $10,000 per sales representative
next month

* Average sale price of more than $25 for widgets

* More than 10 open support calls per call agent

.z_;.l" To create a sub-filter for an aggregate query, do the following:

From the Everest CRM Studio Architect - Application Events\ (your
company)\Query Definitions - Sub Filters tab, double-click the aggregate
column you created earlier, from the list of Available Columns to Filter. The
aggregate column is added to the Columns Selected for Sub Filtering grid.
In the Is or Is Not column for the selected row, select the required function.

In the Operator column for the selected row, select the required operator.
[@”Operators - Notes” on page 132

In the Compare Value column for the selected row, select or enter the

required value. The compare value field may contain a constant value, the

value from another database field, a date substitution value, or the question
mark.

[@”Compare Values” on page 128
CRM Studio automatically populates the Type field. This field identifies the

type of data that this filter is processing; this can include character based (i.e.,
alphanumeric), numeric, or date-formatted data.

The Literal data type is used only if you are comparing the value of one
column to the value of another column, or to an SQL function.

[[:E:”Comparing a Column with Another Database Field” on page 129

Specify the required and/or logic in the sequence of your sub-filters in the
And/Or field.
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* Specify an Optional Prompt if the query is parameter driven.

[@”Creating a Parameter-Driven Filter” on page 131

Aggregate Query SQL
Reviewing and/or modifying an aggregate query’s SQL syntax is done in the
same manner as for a record-level query.

= “Query SQL” on page 136

Aggregate Query Preview

Previewing an aggregate query is done in the same manner as for a record-level
query.
= “Query Preview” on page 137

Multi-Query Events

The use of filter parameters allows a single query to be used with various
parameter thresholds in different events.

It is also possible, for a single event to use multiple queries.
* Aneventis triggered if the total forecast sales for the next quarter

are more than $300,000 and the count of pending sales valued at
least $20,000 is more than 10.

* Aneventis triggered if a client has purchased less than $5,000
worth of products over the last six months and has sought support
more than 25 times.

* Aneventis triggered if a client has open sales opportunities in a
CRM application and is also on credit hold in a financial
application.

Each of these events requires two queries.

* The first event requires an initial query that totals the forecast sales for the
next quarter (to see if they are greater than $300,000), and a subsequent query
that counts the number of sales over $20,000 (to see if there are more than 10).

* The second event requires an initial query to total a client’s pending sales (and
see if they are less than $5,000), and a subsequent query to see if any of those
customers have recorded more than 25 support calls.

* The third event requires an initial query to identify which clients have
pending sales opportunities, and a subsequent query to see if any of those
clients are also on credit hold.

The first example requires no linking between the queries; both queries merely

need to prove true for the event to trigger.

In the second and third examples, however, it is imperative that the queries talk to

each other; that is, data from the first query must be passed into the second query

to determine whether there are any records that meet the conditions of both
queries.
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Unlinked Multi-Query Events

To design more than one query to be used in a single event, you must determine
whether the queries need to pass data between them. Consider the example given
earlier:

* Anevent is triggered if the total forecast sales for next quarter are more than
$300,000 and the count of pending sales of at least $20,000 is more than 10.

This event requires two queries, but they do not need to be linked to each
other in any manner. Quite simply, both queries have to prove true (be
triggered) for the event as a whole to be triggered.

An event of this nature would require you to create two aggregate queries.
Once the queries are created, you could create the corresponding event and
associate both queries with that event.

When multiple queries are associated with an event, both queries must
prove true (i.e., be triggered) for the event as a whole to be triggered.
You cannot specify and/or logic for multiple queries chosen for an
event.

Linking Queries from the Same Company

When designing queries that identify more complex conditions of data, you will
occasionally notice that you cannot configure a single query to handle every
condition that you need it to check for.

Sometimes, this can result from a need to check for a combination of multiple
aggregate conditions, such as:

* Anevent that is triggered if a client has purchased less than $5,000 worth of
products over the last six months, and has also sought support more than 25
times.

In this scenario, you would require one query that performs a summarize
aggregate on a client’s sales and a second query that performs a count
aggregate on the client’s number of support calls.

What differentiates this example from the one in the preceding section is that
you need to take the records that result from the first query (clients who have
purchased less than $5,000 worth of products) and ‘feed” them into the second
query to see if any of those clients have also called for support more than 25
times.

This is what is meant by linking queries together; it is the process of ensuring
that the records that are retrieved from query 1 are fed into query 2. Without
this link, your queries would retrieve different sets of matching clients, and
you would not be able to ascertain which clients met both conditions.

How To Link Queries from the Same Company
The first step required in linking queries from the same company is to identify the
field of data that links records from both queries. Consider the following example
again:
* Anevent that is triggered if a client has purchased less than $5,000 worth of
products over the last six months, and has also called for support more than
25 times.
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Clearly, it is the client field that links both the queries. In this case, CRM Studio
will:

Retrieve clients who have purchased less than $5,000 worth of products over
the past six months.

See if any of them have also called for support more than 25 times.
Generate a set of clients who meet both conditions.

How To Design Linked Queries
Designing linked queries requires a couple of extra steps when creating the initial
query (sometimes called the Link from query), and the secondary query
(sometimes called the Link to query).

We will use the scenario detailed in the preceding section as our example in
designing a linked query.
Design The Initial Query.

.z_;.l" To design the first query in the linked set, do the following:

The first query (such as Clients Who Have Purchased Less Than $5,000 worth
of goods Over the Past Six Months) is designed just like any normal, aggregate

query.
[@”Aggregate Queries” on page 139
When you complete designing the query, click the Columns tab of the Everest

CRM Studio Architect - Application Events\ (your company)\Query
Definitions dialog box.

Ensure that you include the linking field as one of the columns for this query
(the client ID column).

Make a note of the Customized Name of the linking field (such as,
CLIENTID).

Click Save and Close.

Design The Link To Query

3 To design the query that will receive information from the first query,

do the following:

The second query (such as Clients Who Have Called For Support More Than
25 Times) is also designed just like any normal, aggregate query.

[@”Aggregate Queries” on page 139

This query, however, requires an additional filter to restrict it to those records
that are retrieved by the initial query. When you complete designing the
query, click the Filters tab of the Everest CRM Studio Architect - Application
Events)\ (your company)\Query Definitions dialog box.

Select the linking field (i.e., for the Client ID field) from the Available
Columns to Filter field.

Click the Operator column for the row that contains the selected field, and
select ‘equal to” from the drop-down list.
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In the Compare Value column, enter the customized name of the linking field
from the initial query, enclosed in curly brackets (such as, {CLIENTID}).

Click Save and Close.

By designing the link to query in this manner, it automatically uses the results of
query 1 as part of its selection criteria.

Query Linking - Notes

If you design your link to query in this manner, it executes successfully only if
it follows a preceding query containing the appropriate customized name. Do
not use this query alone in an event; it will not execute successfully.

Make it a point to give your link to queries clearly identifiable names. In the
preceding example, you might wish to call this query Clients Who Have
Called For Support More Than 25 Times: Link To.

In the Compare Value column, where we entered the customized name of the
link to field, you might wish to enter a *?” and make the value parameter-
driven. This allows you to test this query (by choosing a valid client ID) with
greater ease, and you can always specify the link to field {CLIENTID} on the
event level, when you are prompted to supply a value.

You are not limited to just two levels of linking; you could, for example, have
an event that checks for clients who have purchased less than $5,000 worth of
products, have called for support more than 25 times, and whose average
support call length is greater than 10 minutes. (This would require an event
using three queries; you would have to link query 1 to query 2, and then query
2 to query 3.)

Linking Queries from Different Companies

Linking queries from different company databases is one of CRM Studio’s
unique strengths, as it enables you to check for a combination of conditions across
multiple company databases that may have little (or no) integration between
them.

An event is triggered if a client has open sales opportunities in a CRM

application and is also on credit hold in a financial application.

This scenario requires one query to check for a client’s open sales, and a second
query to see if that client is on credit hold.

How To Link Queries from Different Companies
Linking queries across companies is no different from linking queries within the
same company. You still need to identify the common field that enables CRM
Studio to take records from the first query and feed them into the second query.

Consider the example we are working with:

An event is triggered if a client has open sales opportunities in a CRM
application, and is also on credit hold in a financial application.

Clearly, it is the client field that links both queries.

Unlike two queries that retrieve information from the same company, you
might have to do a little research to find a field from both companies that
contain the same value.
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Using the previous example, you would need to locate a field containing the same
value in both companies that uniquely identifies each client. This might be:

* The client’s account number

* The client’s phone number

* The client’s name

If the companies that you wish to link queries from, do not contain a common

field of data, you should consider adding a field (such as an account number) to
one or the other company.

The fields with common data need not have the same name; i.e., a field
could be called client ID in one company and account number in another.
As long as they contain the same value, CRM Studio can successfully link
the queries.

Design The Initial Query

The first step in linking queries across companies is to design the first query in the
linked set.

f-_:-" To design the first query in the linked set, do the following:

* The first query (such as Clients With Pending Sales) is designed just like any
normal, record-level query.

[@”Aggregate Queries” on page 139

*  When you complete designing the query, click the Columns tab of the Everest
CRM Studio Architect - Application Events\ (your company)\Query
Definitions dialog box.

* Ensure that you include the linking field as one of the columns for this query
(such as, Account Number).

* Make a note of the Customized Name of the linking field (such as,
ACCOUNTNO).

¢ (lick Save and Close.

Design The Link To Query

The second step in linking queries across companies is to design the query that
will receive information from the first query.

3pp To design the query that will receive information from the first query,
do the following:

* The second query (such as Clients On Credit Hold) is also designed just like
any normal, record-level query.

[@”Aggregate Queries” on page 139

* This query, however, requires an additional filter to restrict it to only those
records that are retrieved from the initial query. When you complete
designing the query, click the Filters tab of the Everest CRM Studio Architect
- Application Events\ (your company)\Query Definitions dialog box.

* Select the linking field (i.e., for the Client ID field) from the Available
Columns to Filter field.
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* Click the Operator field for the row that contains the selected field, and select
‘equal to’ from the drop-down list.

* Inthe Compare Value column, enter the customized name of the linking field
from the initial query, enclosed in curly brackets (such as, {ACCOUNTNOY}).

* C(lick Save and Close.

By designing the link to query in this manner, it automatically uses the results of

query 1 as part of its selection criteria.

= “Query Linking - Notes” on page 150
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Who is a CRM Studio Subscriber ?
Subscriber Entry Methods - Overview
Subscriber Definition - Preparation
Subscriber Maintenance
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Who is a CRM Studio Subscriber ?

A CRM Studio subscriber is a person who is eligible to receive notifications about
triggered events. Another word for a subscriber would be alert recipient.
Subscribers may receive notifications via e-mail, fax, page, webcast and FTP
(copied files).

Eligible Subscriber

Although most organizations think of using CRM Studio to send alerts to
members of their own organization (employees), CRM Studio’s ability to send
alerts surpasses that, to include such people as business partners, vendors and/ or
suppliers, customers, and prospects.

As you configure CRM Studio subscribers it is important to consider the types of
events that you will be configuring and who the potential recipients of those
events will include.

Using CRM Studio for Target Marketing

Since CRM Studio has this remarkable ability to reach out to a wide range of

people in the business populace, it is well worth considering it as an aid in your

direct marketing strategies.

Consider the following scenarios:

* Notify a client who is ‘x” dollars away from being eligible for a bonus
program.

* Notify a prospect of a limited-time offer about to expire.

* Notify all clients using product ‘x” about a new add-on module ‘y’.

These are examples of events whose purpose is to keep clients and prospects

better informed about marketing-related activities that are occurring within your

organization.

As you go through the configuration of subscribers, think upon how CRM

Studio’s ability to intelligently (and selectively) contact customers and prospects

alike can impact the success of your organization.

Designating a Computer as a Subscriber

In addition to setting up people as subscribers, CRM Studio also allows you to
designate one or more computers as the recipients of information when an event
is triggered.

Using CRM Studio’s FTP (copy) delivery method, you can instruct CRM Studio
to move certain files and / or reports to specific disk and directory specifications
on one or more computers when an event is triggered.
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How Are Subscribers Categorized

You can categorize subscribers according to similar areas of work by creating
subscriber groups.

Example

You might wish to create the following subscriber groups:
¢ Engineering
* Customer Service
¢ Executives
* Sales
* Clients in the State of California
* Prospects
There is no limit to the number of subscriber groups that can be configured within
CRM Studio; so too can you create nested groups of subscribers, such as:
* Engineering
* Development
- New Products
- Maintenance
* Quality Assurance
* Documentation

One of the benefits of subscriber groups is that instead of configuring an event to
send an alert to a multitude of users (each of whom you select manually), you can
do so for all the members of one or more groups.

A single event can send alerts to any combination of individual subscribers
and groups of subscribers.

Subscriber Alert Methods and Addresses

Each subscriber can be configured to receive alerts via:

e E-mail

* Fax

* Pager

* FTP (called Copy)
*  Webcast

Additionally, each subscriber may have up to two delivery addresses per delivery
method. The reason for this is to allow a subscriber to have different delivery
addresses based on the time of day and day of the week.

An employee named John Smith of Acme Incorporated may wish to

receive e-mail alerts occurring between 8 AM and 5 PM, Monday
through Friday at smith@acme.com. But outside of those hours and
days, he may wish to receive e-mail alerts at jwsmith@hotmail.net.

Within CRM Studio, these two delivery addresses (per delivery method) are
referred to as the primary and secondary addresses. If a subscriber does not have
a secondary address for a given delivery method, you may wish to use the
primary value in both the primary and secondary fields.
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A Note About Webcasting
CRM Studio contains an alert method called “webcasting” - this is the ability for
CRM Studio to generate alert messages and post them to a web page as opposed
to (or in addition to) sending the messages via e-mail, fax, or pager.

The webcasting component of CRM Studio requires its own configuration and
set-up for each recipient (or group of recipients) who will be receiving alerts via
the web. The following pages will not discuss webcasting, as it is detailed in a
separate chapter, “‘Webcasting’'.

Subscriber Entry Methods - Overview
There are three ways to configure subscribers within CRM Studio. You may
choose to use one or any combination of these methods:
* Manual entry
* Subscriber import
* Subscriber linking

Manual Entry

CRM Studio contains a Subscriber Maintenance option which allows an
authorized user to manually add, change, and delete subscriber profiles.

= “Manually Entering Subscribers” on page 161

Subscriber Import

If you have a subscriber data that resides in one or more tables (within one or
more ODBC-compliant databases), you can import that data into the CRM Studio
subscriber database. Here are a few important notes about importing subscriber
data:

* Data can be imported from multiple sources.
You might wish to import data from a users’ table within a sales

application, from an employees’ table within a financial
application, and from a suppliers’ table within a manufacturing
application.

* The table whose data you wish to import must itself reside within an ODBC-
compliant database.

*  You can import data as often as you wish, but the import process is done
manually (you cannot schedule it).

* Imported data should include a subscriber’s name and some information
about the delivery addresses (such as the e-mail address).

[@"Importing / Linking Subscribers” on page 165

Subscriber Linking

Linking to a subscriber database is very similar to importing subscriber data,
except that instead of transferring data from an external application into CRM
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Studio, the linking function allows CRM Studio to directly read subscriber
details from a table in another database.

Subscriber linking is very powerful as it rules out the need to maintain subscriber
data within CRM Studio; subscriber data maintained in external applications
(such as in sales, finance, or manufacturing applications) is available for use
within CRM Studio.

This function is referred to as a dynamic link because CRM Studio retrieves the
appropriate subscriber information (from the corresponding database(s)) at the
precise moment when an event is triggered, and an alert message needs to be
delivered to that subscriber. This ensures that CRM Studio always has the most
up-to-date subscriber data to use with triggered events.

Linking subscriber data from an external database follows much the same
guidelines as importing subscriber data.

= “Importing / Linking Subscribers” on page 165

Subscriber Definition - Preparation

The following steps should be followed in preparation for creating subscriber
records.

Identify Means of Entry

The first step is to identify the means by which subscriber data will be entered
into CRM Studio. As previously outlined, your choices are:

- Manual entry

- Import

- Link
Depending on the method you choose, you will need to follow the instructions in
the following sections.
* Manual Entry

If you enter subscriber records via manual entry, you need to gather the following
information for each subscriber:

- Subscriber’s name, company name, and title
- Subscriber’s primary and secondary e-mail, fax, pager, and FTP addresses
- The days of the week (and hours of the day) when the subscriber will
receive alerts via the primary or the secondary method.
A subscriber can have different days and hours for the primary and
secondary addresses of each delivery method.
* Imported / Linked Entry

If you enter subscriber records via the Import or Link methods, you need to do
the following;:

- Make sure the database that includes the external subscriber data is
defined as a company within the Everest CRM Studio Architect.

“Add an Everest Company” on page 25
[(EP pany pag
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- Identify the fields within the external subscriber table that contain the
subscriber’s name, company name, title, and primary and secondary e-

mail and FTP addresses.

- Identify the days of the week (and hours of the day) when the subscriber
will receive alerts via the primary or the secondary method.

Subscriber Entry Worksheets

You can use the worksheets provided in the chapter “Worksheets’ to help you
identify the necessary elements required for the creation of CRM Studio

subscribers.

= “Subscriber Entry Worksheets” on page 364

Subscriber Maintenance

Once you compile the subscriber data (in the worksheets), you are ready to go
into the Everest CRM Studio Architect and configure subscriber data.

Log in to the Everest CRM Studio Architect (path: CRM > CRM Studio >

Architect). You will see the Everest CRM Studio Architect dialog box. The Event
Management Folders panel in the center, comprises two branches:

* Application Events
e Subscribers

Double-click Subscribers to display the list of pre-configured subscriber groups.

" Everest CRM Studio Architect

File Edit Wiew Help

=1

15 Mew User | & print ‘ ¥ Delete ‘ B! Properties
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Figure 5.1: Everest CRM Studio - Subscriber Branches

Everest CRM Studio

User Guide

159



Subscriber Maintenance CRM Studio

Subscriber Group Maintenance

You can organize your subscribers into logical groups; each group can contain
individual subscribers, or one or more other groups.

Although you can add subscribers to the pre-configured groups defined within
CRM Studio, you can also create and modify additional groups of your own.

If you plan to import and/ or link to subscriber data, you should create
additional subscriber groups for each link or import.

Adding a Subscriber Group

.z_:.l" To add a subscriber group, do the following:

From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

Click the Event Management Folders panel in the center and click
Subscribers. Under Subscribers, you will see two branches: Computers and
Users.

To add a new group of computers (that will be eligible to receive alert
content), click Computers. To add a new group of users (who will be eligible
to receive alert messages), click Users.

To add a group within a group, click the name of the group within which you
wish to add a new group.

Add a group called West Coast Team under the Sales Team group.

Click the New Group button at the top-left of the Everest CRM Studio
Architect dialog box. You will see the Everest CRM Studio - Properties dialog
box.

In the Description field, enter a name or description of the new group and
click OK.

Changing a Group’s Name

i:_l-b To change the name of a subscriber group, do the following:

From the Everest CRM Studio Architect dialog box, select Event
Management Folders > Subscribers.

Click the group whose name you wish to change.

Click the Properties button at the top-left of the Everest CRM Studio
Architect dialog box. You will see the Everest CRM Studio - <branch name>
Properties dialog box.

In the Description field, enter a new name or description for the group and
click OK.
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Deleting a Subscriber Group

Before deleting a subscriber group, make sure no events are configured to
send alerts to anyone within that group, or to the group as a whole. Also
be certain to check if the subscriber group is either linking or importing
subscribers, and remove the import or link before deleting the subscriber
group.

i:_l-b To delete a subscriber group, do the following:

* From the Everest CRM Studio Architect dialog box, select Event
Management Folders > Subscribers.

* Click the group which you wish to delete.

* Click the Delete button at the top-left of the Everest CRM Studio Architect
dialog box.

*  You will be prompted for confirmation. Click Yes.

Adding and Updating Subscribers

Even if you do not intend to enter subscribers manually into the CRM
Studio database, it is recommended that you review the following sections.

Manually Entering Subscribers

The first method of adding and maintaining subscribers in the CRM Studio
database is through manual entry. You can configure the CRM Studio subscriber
database to include a combination of manually-entered subscribers, imported
subscribers, and linked subscribers.

Add a Subscriber (Computer)
.z_;.l'. To add a computer as a subscriber, do the following:

* From the Everest CRM Studio Architect dialog box, select Event
Management Folders > Subscribers.

* Toadd a new computer subscriber (that will be eligible to receive alert
content), click Computers, or the appropriate group within that branch.

* Click the New Computer button at the top-left. You will see the Everest CRM
Studio - Subscribers\Computers\ (group name) dialog box.

“The Everest CRM Studio - Subscribers\Computers\ (group name)
Dialog Box - Description” on page 162

* Enter the relevant details for the computer, and click Save and Close.
Add a Subscriber (User)
.z_;.l" To add an user as a subscriber, do the following:

* From the Everest CRM Studio Architect dialog box, select Event
Management Folders > Subscribers.
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* Toadd a new user subscriber (who will be eligible to receive alert messages),
click Users, or the appropriate group within that branch.

* Click the New User button at the top-left. You will see the Everest CRM
Studio - Subscribers\Users)\ (group name) dialog box.
“The Everest CRM Studio - Subscribers\Users)\ (group name) Dialog
Box - Description” on page 34
“The Everest CRM Studio - Subscribers\Users)\ (group name) Dialog
Box - E-mail” on page 38
* Enter the relevant details for the user, and click Save and Close.

The Everest CRM Studio - Subscribers\ Computers\ (group name) Dialog
Box - Description

+'+ Everest CRM Studio - Subscribers\Computers\Local
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[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Computer Mame: sps-comp2

Description | Copy | Subscriptions|
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I Address: [1052.172

User Lookup Key: |EDMF2
[ Active
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ltem created on: [2/10/2004 11:24:33 AM

Item last changed by: [Eercet CAM Studio Architect
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Figure 5.2: Everest CRM Studio - Subscribers\Computers\ (group name) -
Description

Internal ID Number

This field displays the ID of the computer subscriber. You cannot modify it.
Computer Name

Enter the name of the computer.

Computer Description

Enter a description for the computer.

IP Address

Specify the IP address of the computer.

User Lookup Key
Specify a unique value/code that identifies this computer for the purpose of
linking it to a database record.

= “User Lookup Key” on page 35

Active
Be sure to check this box.
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Use a Group Lookup Key

CRM Studio can also look at a field within a database record and identify the
value of that field as equating to a CRM Studio subscriber group.

An organization might have four support groups and an event that

identifies any group that has more than 20 open calls. If a group has
more than 20 calls, you can send an alert to all the members of the
corresponding CRM Studio subscriber group.

To do so, you simply have to make sure that the group names that exist in your
support application are reflected (exactly) in the names of CRM Studio subscriber
groups. (CRM Studio is case-sensitive.)

Thus, if an event detects that two out of the four support groups have more than
20 open calls, CRM Studio attempts to search for the two groups in the subscriber
group names. On finding a match, it sends alerts to every member of those
groups.

Copy Method - Notes

The “copy” method allows CRM Studio to move files and Crystal Reports (both
of which may be attached to triggered events, or scheduled on a periodic basis) to
specific locations. The copy location should be specified using standard UNC
format (as in “/ /computername/sharename”). You may also specify an FTP
address, using the format “ftp:/ /username:password@ftp.location.net/
directory_name.”

Paging Method - Notes

Before you can configure a subscriber to receive alerts via pager, you must
configure CRM Studio to integrate with the various paging services that your
organization uses. The configuration of these paging services consists of defining
such information as the paging service vendor name, the access (or TAP) phone
number for the paging service, an optional access password, and other modem
configuration settings.

Once you have defined these services, you may then go into a subscriber record
and select a valid paging service, as well as that subscriber’s individual personal
identification (or PIN) number.

Webcasting Method - Notes

The “webcasting” alert message delivery method requires a separate set of steps
that you need to take in order to configure the webcasting module.

Create a Template Subscriber Record

For organizations that manually enter subscriber records, it is evident that there
are certain fields of data that remain the same from one subscriber to the next -
fields such as company, active, and (most importantly) the grid that lists the
delivery address to use for different dates and times.

Instead of editing each record you create, you can establish (one or more)
subscriber templates and then use those templates each time you add a
subscriber.

.z_:.l" To create a subscriber template, do the following:
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From the Everest CRM Studio Architect dialog box, select Event
Management Folders > Subscribers.

Click Users, or the appropriate group within that branch.

Click the New User button at the top-left. You will see the Description tab of
the Everest CRM Studio - Subscribers\Users)\ (group name) dialog box.

Enter “Template’ in the Last Name field and ‘User’ in the First Name field.

Modify the fields in the Copy and E-mail tabs to reflect the common values
that should be used in all new users.

Click Save and Close.

The next time you create a subscriber and wish to use that template, simply copy
that template instead of creating a user from scratch.

= “Copy Subscribers” on page 164

Copy Subscribers
Since many subscribers can be similar in design, it becomes important to know
how to copy a subscriber record into another.

.z_;.l" To copy one subscriber to another, do the following:

From the Everest CRM Studio Architect dialog box, select Event
Management Folders > Subscribers.

Click Users (or the appropriate group within that branch). You will see all the
subscribers displayed in the panel on the right.

Highlight the subscriber you wish to copy and select Edit > Copy.
Select Edit > Paste. A duplicate of the subscriber appears in the right panel.

Open either of the two (identical) subscribers and modify it as needed. Ensure
that you change the subscriber’s first and last names.

Delete Subscribers

Before deleting a subscriber, you should make sure that there are no events that
send alerts to the subscriber.

Or

f-_:-" To delete a subscriber, do the following:

From the Everest CRM Studio Architect dialog box, select Event
Management Folders > Subscribers.

Click Users (or the appropriate group within that branch). You will see all the
subscribers displayed in the panel on the right.

Highlight the subscriber you wish to delete, and click the Delete button at the
top of the Everest CRM Studio Architect dialog box.

Open the subscriber you wish to delete, and click the Delete button at the top
of the Everest CRM Studio - Subscribers\Users)\ (group name) dialog box.

@ There is no Undo option once you have deleted a subscriber.
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Scroll Quickly Through the List of Subscribers
In some instances, you might need to scroll sequentially through a list of
subscribers (to activate/de-activate a series of subscribers by selecting/
deselecting the Active check box in the Description tab of the Everest CRM
Studio - Subscribers\Users)\ (group name)\ dialog box). Although you could
select each subscriber individually, edit it, save it, and then select the next
subscriber, there is a faster way to achieve this.

i:_l-b To quickly scroll through subscribers, do the following:

* Once you have selected and edited your first subscriber, click the Previous or
Next buttons at the top of the Everest CRM Studio -
Subscribers\Users\ (group name) dialog box.

* If you have made changes to the current subscriber, you will be prompted to
save (or abandon) your changes before proceeding.

Importing / Linking Subscribers

The second and third methods of adding and maintaining subscribers is by
importing or linking the subscribers from an external database to the CRM
Studio database.

The configuration for importing versus linking subscribers in CRM Studio is
almost identical; the only difference is that the import function actually transfers
the data from an external application into CRM Studio, and the link function
maintains a live link between the subscriber fields in the external application and
the corresponding fields within CRM Studio. Follow the steps listed below to
import or link subscribers:

* Create the import or link query

* Create the import or link group

* Activate the import link function

* Choose the import or link query

* Map the subscriber fields

* Choose either to link or import the subscriber records
These steps are detailed in the following sections.

Create the Import / Link Query
To import subscribers from (or link CRM Studio to) subscriber data in an external
database, you need to have a means of retrieving the necessary data. This is done
via a CRM Studio query.
You must design a CRM Studio query that retrieves the subscriber-related fields
of data from your external application. The fields of data that you will need to
retrieve (if available) are:
* Subscriber full name, last name, and first name.
* Subscriber title, company name, and phone number.
* Subscriber’s primary and secondary e-mail address(es), fax number(s),

preferred copy locations, pager service TAP number and PIN, and (if
applicable) preferred webcast locations.
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The corresponding query should be designed like any normal, record-level query.
Typically the query includes just the one table that contains subscriber data, and
the fields shown in the previous list. It may or may not contain filters.

= “Record-Level Queries” on page 117

To import or link to only those users with an active status, you could add a filter
that performs this restriction.

It is important to preview this query to be sure that it retrieves the precise records
you wish, along with the specific fields of subscriber data that you require.

Create the Import / Link Group

For each group of subscribers that you are importing or linking to, you should
create a separate subscriber group.

Example If you are importing user data from an application called Sales First,
you might wish to create a group called Sales First Users into which
those subscribers will be placed.

A subscriber group that does a link or import also allows you to manually
add additional subscribers to that group. Thus, you could have a Sales First
Users group that imports 100 subscriber records from the Sales First
application and yet, include six manually-entered subscriber records.

Activate the Import Link Function
Once you create the query that will retrieve the external subscriber data as well as
the subscriber group that will contain the individual imported or linked
subscriber records, you are ready to begin the import or link process.

lz-:_l-b To import or link subscribers, do the following;:

* Highlight the name of the group that will contain the imported or linked
subscribers.

* Click the Properties button at the top of the Everest CRM Studio Architect
dialog box. You will see the Everest CRM Studio - (group name) Properties
dialog box.

* Click the Subscriber Linking button. You will see the (group name)
Subscriber Linking dialog box.
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The Everest CRM Studio - (group name) Properties Dialog Box

. Documentation Subscriber Linking

Subseribers of content are stored in the database. Dptionaly, you map create a link to subseribers that exist outside of
the database. You must first define = query that retrieves the subscriber information, You must then must specity
which fields fram the query equate ta fislds inside the subseriber database. Onee the subseribers are linked, the
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Figure 5.3: Everest CRM Studio - (group name) Properties

Select Query

Click this button to select the query that will allow you to import/link

subscribers.

Subscriber Linking Field Definition

Subscriber Field

This (left) panel displays a list of all of CRM Studio’s subscriber data fields.

Linked to Database Field

This (right) panel enables you to choose the field to be mapped from the related
query to an individual field within CRM Studio.

Choose the Import or Link Query
The next step is the selection of the query that you designed earlier to retrieve the
subscriber data from an external database.

.z_:.l" To select the import or link query, do the following:

* From the (group name) Subscriber Linking dialog box, click the Select Query
button. You will see the Everest CRM Studio - Select Another Application
dialog box, displaying all the companies that are currently defined within the
Everest CRM Studio Architect.

* Since you can import or link to subscribers from any company or application
that is defined in CRM Studio, you first need to choose which application
your query is associated with. Select the appropriate application and click
Select. You will see the Everest CRM Studio - Add Query dialog box,
displaying a list of queries for that application.

[@”The Everest CRM Studio - Add Query Dialog Box” on page 63
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* Select the query designed to retrieve subscriber data.

Your next step is to map fields from your query to the corresponding fields in the
CRM Studio subscriber database.

Map the Subscriber Fields
Now that you have chosen your query, you have to specify which fields in your
query equate to specific fields in the CRM Studio subscriber database, using the
Everest CRM Studio - (group name) Properties dialog box.

“The Everest CRM Studio - (group name) Properties Dialog Box” on
page 167

.z_;.l" To map a specific query field to a subscriber data field, do the following:

* From the row that contains the Subscriber Field you wish to map data to,
move to the corresponding row in the Linked to Database Field panel.

* Click in this row, and from the drop-down list choose the query field whose
value you wish to map.

The same query field may be mapped to multiple fields within the CRM
Studio subscriber database. If your query contains only a single E-mail
Address field, you should map it to both the CRM Studio subscriber E-
mail Address 1 and E-mail Address 2 fields.

Choose to Link or Import
Once you finish the mapping process as detailed in the previous step, CRM
Studio assumes that you wish to link subscriber records; that is, it will maintain a
live link between this group of subscribers and the external database from which
they were retrieved, so that any changes made to those subscribers in the external
database will automatically be reflected within CRM Studio.

This also means that anytime CRM Studio needs to send an alert to one of these

individuals, it will perform a link to the external database to retrieve that person’s
most up-to-date address information.

3pp If you do not wish CRM Studio to maintain such a link, but want records
to be imported into the subscriber database, do the following:

2

* From the (group name) Subscriber Linking dialog box, click the Remove
Subscriber Link button. You will see the (group name) Remove Subscriber
Link dialog box.

* Select the second option (I would like to remove the subscriber link but leave
the subscribers for this group in the database).

* Click OK. The live link is removed, but the subscribers whom you imported
remain for you to send alerts to, and to maintain within CRM Studio.

You must save your subscriber link data before removing the link. This
enables CRM Studio to import the corresponding subscriber records
(executed by the save function). Thereafter, you may go back into the
subscriber linking option and remove the link.
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Save the Link
When you save a subscriber link, CRM Studio automatically executes the link
and retrieves the corresponding subscriber records from your external database.
These records are displayed in the right panel of the Everest CRM Studio
Architect dialog box.

The linking or importing process may take a few seconds to execute. You
will see an informational message at the bottom left-hand corner of your
window telling you that the linking is in process, after which the
corresponding subscriber records will appear.

Removing a Subscriber Link

When you remove a subscriber link, you have the option to retain the details of
the individual subscribers, or remove both the link and the details of all
corresponding subscribers.

3 To remove both the link and the related subscriber data, do the
following;:

* From the Everest CRM Studio Architect dialog box, select Event
Management Folders > Subscribers.

* Click Users. Highlight the subscriber group you wish to delete and click the
Properties button at the top of the Everest CRM Studio Architect dialog box.
You will see the Everest CRM Studio - (group name) Properties dialog box.

* Click the Subscriber Linking button. You will see the (group name)
Subscriber Linking dialog box.

e Click the Remove Subscriber Link button. You will see the (group name)
Remove Subscriber Link dialog box.

* Select the first option (I would like to remove the subscriber link and all
subscribers in this group from the database.).

e (lick OK.

Editing Imported or Linked Subscribers

If you create a group of imported subscribers (i.e., you create the link, retrieve the
subscribers, and then remove the link but retain the subscribers), you can edit and
modify those subscriber records just like any manually-entered subscriber record.

If you create a group of linked subscribers, however, only the grids of alert hours
and days are available for editing. All the other fields of subscriber data appear
gray, indicating that their values are being retrieved from an external database
and thus, are unavailable for editing from within CRM Studio.

Creating Intelligent Subscriber Groups

Using CRM Studio queries you can create intelligent groups of subscribers.
* Clients in the state of California
Example
* Prospects in the banking industry
* Suppliers who have pending back orders
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All these groups simply utilize queries that are designed to retrieve a specific sub-
set of records. Be careful about creating overly-complex subscriber groups, as
CRM Studio evaluates the members of a group when an event is executed. An
overly-complex subscriber query that runs through a database of thousands (or
millions) of records could significantly slow down the execution time of that
event.
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What is a CRM Studio Event?
An Event’s Query(ies)

An Event’s Alert Message Text
An Event’s Actions

An Event’s Subscribers

An Event’s Schedule

Before You Begin

Accessing the Event Designer in CRM Studio
Record-Level Versus Aggregate Events
Creating an Event

Select the Event’s Query
Schedule Crystal Reports

File Attachments

File Transfers

Formatting Your Alert Message
Sending E-mail

Sending Faxes

Sending Pager Messages
Webcasting

Response Actions

Add Subscribers

Specify a Schedule

Triggered Items
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What is a CRM Studio Event?

A CRM Studio event is an object that uses one or more queries to test if certain

conditions exist in an underlying database, and (if the test proves true) it executes

corresponding alerts and other actions in response to the triggered condition.

Events can generally be divided into the following five components:

* Query(ies): The condition that must occur for the event to be triggered.

* Alert Message Text: The messages that will be sent if the event is triggered.

* Actions: The actions (such as updating data within a company database) that
will be executed if the event is triggered.

* Subscribers: The people who will be notified about a triggered event, and the
method(s) by which they will be notified.

* Schedule: When (and how often) CRM Studio will check for the event’s
specified conditions.

The following sections provide an overview of each of these components.

An Event’s Query(ies)

The means by which an event determines whether a specific condition has been
met is through the use of one or more queries. A single event may use a single
query or multiple queries, depending on the complexity of the condition that it
has to check for.

Additionally, a single query may be used in one or more events. Depending on
how a query is designed (if the query uses parameter-driven filters), the person
configuring the event may be prompted to specify certain threshold values (such
as a date range or minimum numeric value) for the query, relative to the specific
event that is being configured.

= “Queries” on page 111

An Event’s Alert Message Text

Once you specify the query(ies) that an event will use to identify whether a
specific condition has occurred, you may begin to design the text and format of
the alert messages that CRM Studio will send when that event is triggered.

CRM Studio allows you to specify the alert message text and format for messages

sent via:

e E-Mail

* Fax

* DPager

* Webcast

Additionally, it lets you specify that the contents of one or more files and Crystal
Reports will also be sent along with an alert message.

All the fields of data that were selected as columns in an event’s associated
query(ies) are made available for placement within the text of an alert message.
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An Event’s Actions
In addition to sending alert messages, CRM Studio can also execute one of five
actions when an event is triggered. These actions are:
* Write triggered event data to an external (flat) file.
* Use triggered event data within one or more SQL statements.
* Use triggered event data within one or more executable programs.
* Use triggered event data within one or more Visual Basic (VB) scripts.

These actions are most typically used when an organization wishes to add or
update records within a database as the result of an event being triggered.

An Event’s Subscribers

If an event will be sending alert messages to one or more people, you need to tell
CRM Studio who those people are, and via what method they will be receiving
their notifications. In CRM Studio, an alert recipient is referred to as a subscriber,
who may receive alerts via any one - or any combination - of the following

methods:

e E-Mail

* Fax

* Page

* Webcast

* Copy (FTP)

As detailed in the chapter Subscriber Maintenance, each event may be
configured to send alerts to individual users, groups of users, and one or more
computers (for the purpose of transferring files).

Additionally, events may be configured so that they automatically notify pre-
defined subscribers, or one or more people based on information in the database
record that is causing the event to trigger.

Notify the support representative to whom an overdue call is

assigned.

An Event’s Schedule

The final component of an event is its schedule; this lets you determine how often
CRM Studio must check to see if the event is triggered. Each event has its own
schedule. Some very critical events may have a very frequent schedule (such as
‘every five minutes’), whereas, less critical events may be checked less frequently
(such as once a day, week, or month).

CRM Studio can check for events as frequently as every minute. If an
organization needs CRM Studio to trigger an event just when it occurs, it can use
any of the two APIs (VB scripting and Microsoft COM) to accommodate this.

Checked Versus Triggered Events

As you begin to work with events, you will come across frequent references to an
event being checked or triggered. It is, therefore, imperative that you understand
the difference between these two functions.
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An event that is checked simply indicates that CRM Studio has successfully
executed the event and has ‘checked’ to see if the corresponding condition
proves true. The condition may or may not have proven true.

An event that is triggered is one that has been checked and whose condition
has proven true.

Monitoring the Status of Events

When an event is triggered, you can use the Everest CRM Studio Event Monitor
(path: CRM > CRM Studio > Monitor) to track the status of the event’s execution.

=l Everest CRM Studio Event Monitor JH[=] 3
| Ele iew Help
Gty Email Delivel
Scheduler
Epplication Eve| =) Monitor Folders =] Ernail Serd Todey
Fiepeit Distibutl| | = &2 Activiy 10| Applcation
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e Current User Logins

¥ Scheduler

£ 4 Application Events
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Figure 6.1: Everest CRM Studio Event Monitor
From the far left panel, select Application Events. Alternatively, you can also
select it from the tree view under Monitor Folders. From here, you can track:
* Events for which execution is pending.
* Events that have been Checked but not triggered.
* Events that have been checked and Triggered.
* Events with Errors that have failed to complete successfully.

If an event fails to complete successfully because of an error, you can correct the
event, mark it as complete, or manually delete this run of the event.

If an error in event is due to error in its configuration, you can modify the
event and/ or corresponding query(ies), and CRM Studio automatically
uses the modified version the next time it runs that event. CRM Studio
automatically attempts to re-submit an erroneous event every minute.

An Event Without a Query

Consider the following scenarios:

Every day at 2:00 PM you want to send an e-mail reminder to your VP of
Marketing to look at your company’s newsgroup.

Everest CRM Studio

175
User Guide



Event Designing

CRM Studio

* Every Monday at 8:55 AM you want to send a mail message to all managers to
attend the 9:00 AM staff meeting.

* Every day at 5:00 PM you want to transfer an orders file to a specific database
server.

* Every Friday at 6:00 PM you want to send an alert that the system backup will
start at 6:30 and so people must have logged off.

These scenarios represent a special kind of event - an event without a query.

CRM Studio lets you create such events - events that send messages, execute

programs or scripts, or procedures that simply must occur at a specific time. The

only difference between an event such as this and a normal event is that there is

no query associated with these events.

Before You Begin

Before you begin designing events, you should take the following preparatory
steps:

Query Design: Since an event uses one or more queries to identify underlying
database conditions, you must create your queries prior to creating events.
Subscriber Maintenance: Since an event also allows you to specify whom the
alerts should be sent to, you should have (at least) one subscriber defined within
your subscriber database.

E-Mail Sending Account: For sending e-mail alerts from an event, you must
define (in the Everest CRM Studio Administrator) the e-mail account that CRM
Studio should use when sending these messages.

Ensure that you have completed these steps prior to designing events.

Event Designing: Preparation

We recommend that you read through the entire chapter on Query Designing
before proceeding any further.

Some of the steps listed in the following sections refer to information
already identified on your query-level worksheets.

Identify Purpose of Event

The first step is to identify the overall purpose of an event.

To send an alert to the account manager when a ‘critical” service call is
logged for one of the customers.

Identify Related Query(ies)

Since every event uses one (or more) queries to identify a specific condition of
data, you need to specify the name(s) of the query(ies) that this event should use.

To accommodate an event such as the one described above, you might
P2 select a query called:

Support Calls; Open; Priority ‘x’
Identify Content of Alert Message(s)

This step was completed when designing the query. If not, you must now design
the corresponding message for e-mail, fax, pager and webcast alerts.
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Identify Alert Action(s)

In addition to sending alert messages, CRM Studio events can execute actions

that include (but are not limited to) adding or updating data within a company’s

database.

Although these actions require some additional event configuration, it is

important to identify the action(s) you wish the event to execute so that you can

see which of CRM Studio’s action options you need to invoke.

Identify Subscribers

If an event is to send out alert messages, you should be able to identify the

individuals (or groups) who will be the recipients of those messages. There are

three items to keep in mind when considering subscribers:

* A subscriber can be an individual or a group of individuals.

* A subscriber can be a computer (if it is to receive a file or report).

* A subscriber can be a specific person (John Smith), or it can be a person related
to a database record (the representative assigned to the overdue call).

For each subscriber or group of subscribers that you identify, you need to indicate

whether they will receive notifications via e-mail, fax, pager, webcast, or copy/

ftp. Remember that a subscriber may be alerted via any one, or both of these

methods.

Identify the Schedule

The final step in preparation to creating an event is the identification of the

frequency with which CRM Studio will check if the event’s conditions are met.

Schedules can be as often as every minute, or as infrequently as once a year.

An event without an associated query is executed (and triggered) every
time the event is run.

Event Design Worksheets

You can use the worksheets provided in the chapter “‘Worksheets’ to help you
make the event set-up process quick and smooth. Once you become familiar with
the event creation process, you can probably forego the use of these worksheets,
and design the events directly in the Everest CRM Studio Architect.

“Event Design Worksheets” on page 368
[[E‘ g pag

Accessing the Event Designer in CRM Studio

Once you have the information that you need to begin designing events, you are
ready to go into the Everest CRM Studio Architect and create such an event.

i:_l-b To access the Event Designer in CRM Studio, do the following;:

¢ From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

When you log in for the first time, the ASC database is updated with the
latest EventPak.
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* Select Application Events from the tree view under Event Management
Folders. You will see all the companies that CRM Studio is currently
configured to integrate with.

* Select the company for which you want to design events and click Events
under it. You will see a list of events (if already created) in the right panel.

* Click the New Event button at the top-left. You will see the Everest CRM
Studio - Application Events\ (your company)\Events dialog box, using
which you can design events for the selected company.

Record-Level Versus Aggregate Events

As was detailed in the chapter ‘Query Designing/’, there are two basic types of
queries; record-level queries and aggregate queries. Although the design of these
two types of queries differs significantly, they are both utilized in the same
manner within events. The following pages detail the creation of an event using
either a record-level or an aggregate query.

Creating an Event
.z_:.l" To create an event, do the following:

¢ From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

* From the Event Management Folders panel, select Application Events >
(your company) > Events.

* Click the New Event button at the top-left. You will see the Everest CRM
Studio - Application Events\ (your company)\Events - Description tab.

* In the Event Description field, enter a description of the event you are
creating.

* If this event is meant to be dynamically triggered from within an external
company (using one of CRM Studio’s APIs [VB script or Microsoft COM
object]), enter a unique identifying value in the Lookup Key field.

[[:E:"User Lookup Key” on page 35

* Select a value from the Priority drop-down list, depending on the importance
of the event.

e Ensure that the Active check box is selected.
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The Everest CRM Studio - Application Events\ (your
company)\Events Dialog Box - Description
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Figure 6.2: Everest CRM Studio - Application Events\ (your company)\Events -
Description

Internal ID Number

This field displays the ID of the event. You cannot modify it.

Event Description
Enter a brief description of the event being defined.

Lookup Key (Optional)

If this event is meant to be called from within an external company, enter a
unique identifying value in this field.

Priority

This field is used to set the priority for events when multiple events are scheduled
to be submitted at the same time. The event with the highest ranking priority
(priority ‘0" being the highest) will be submitted first.

Active

Ensure that this box is checked.
If you leave this field blank, CRM Studio configures the event but will not
submit it.

Repeat notification for triggered items
Select this option to send repeated alerts until the condition that triggers the
sending of notifications no longer exists.

= “Repeat Notification for Triggered Items” on page 180

Keep only last checked record in Monitor
Select this option to retain the history of an event the last time it was checked, and
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each time it was triggered.

“Keep Only Last Checked Record in Monitor” on page 180
= 1% y pag

Repeat Notification for Triggered Items
As an alert messaging application, CRM Studio identifies conditions that trigger
the sending of notifications. Depending on the condition, however, an alert
recipient might wish to receive just one alert about the related condition, or
repeated alerts until the condition no longer exists.
Consider the following two examples:
A sales representative is notified at the end of every day about activities that are
overdue for completion. If an activity due on Monday is still open on Tuesday,
the representative is alerted. If it is still open on Wednesday (or beyond), the
representative continues to receive an alert every day until the activity is closed
(or is otherwise modified to be no longer overdue).

A CRM Studio event runs every hour to check if any clients with pending sales
opportunities are also on credit hold. If such a condition exists, the corresponding
account manager is notified. Account managers needs to be notified only once for
each client who meets these conditions (i.e., don’t send alerts every hour about
the same clients).

Select this option if the recipients of an event wish to be notified repeatedly about
an individual record until that record no longer meets the event’s criteria.

This option is enabled only if a query for this event has a Unique field
identified within it. If no Unique field is identified, CRM Studio has no way
of remembering the records that have previously been triggered, and thus,
it continues to send out alerts until a record no longer meets that event’s
criteria.

= “Unique Field” on page 123

Keep Only Last Checked Record in Monitor
As CRM Studio submits an event, the Everest CRM Studio Event Monitor keeps
track of when the event was submitted, and whether it was successfully executed
and triggered.
In many cases, an event is checked many times before it is triggered. For example,
an event that performs an hourly check for clients who not only have pending
sales opportunities but are also on credit hold, may run for many hours, days, or
even weeks before it is triggered.

In the Everest CRM Studio Event Monitor, you will automatically see the history
of an event every time it was triggered. Additionally, you can retain (and view)
the history of an event every time it was checked - regardless of whether it was
triggered as well.

Especially in the case of frequently-checked events (such as those that run every
few minutes), the history that can pile up in the Everest CRM Studio Event
Monitor can be quite extensive.

Although there is no limit to the amount of history that you can retain, the process
of scrolling through a list of each submission of a given event can be tedious.
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Select this option to avoid retaining the history for every submission of an event.
As a result, CRM Studio retains the history of an event the last time it was
checked, and every time it was triggered.

If you do not select this option, CRM Studio will retain the history of every time
that an event was submitted, plus the history of every time that the event was
triggered.

ﬁ We recommend that you select this option.

Select the Event’s Query

The most important part of designing an event is the identification of the query
(or queries) that the event will use to determine whether a specific condition has
occurred.

As was detailed in the chapter ‘Query Designing’, a single event can use one or
more queries (most commonly seen in cross-company events).

Depending on the filters that are configured within a query, you may be
prompted to fill in some threshold values (also called event trigger parameters)
when you select a specific query for an event.

.z_:.l" To select a query for an event, do the following:

* After specifying relevant information in the Description tab of the Everest
CRM Studio - Application Events\ (your company)\Events dialog box, click
Next. You will see the Everest CRM Studio - Application Events\ (your
company)\Events - Queries tab.

* Click the Add Query button at the top-left of the Queries tab. You will see the
Everest CRM Studio - Add Query dialog box.

[@”The Everest CRM Studio - Add Query Dialog Box” on page 63

* Select the query to be used with this event and click Select. The query is
displayed in the Queries Selected For Content grid.
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The Everest CRM Studio - Application Events\ (your
company)\Events Dialog Box - Queries
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Figure 6.3: Everest CRM Studio - Application Events\ (your company)\Events -
Queries

Add Query
Click this button to display the Everest CRM Studio - Add Query dialog box,
which enables you to select and add queries to the Queries Selected For Content
grid.

= “The Everest CRM Studio - Add Query Dialog Box” on page 63

Queries Selected for Content

This grid displays the selected queries.

Use Script instead of Query

Select this option if you intend to use a Visual Basic script instead of a query.

= “Using a VB Script Instead of a Query” on page 184

Script

This field displays the name of the selected Visual Basic script.

Select Script

Click this button to display the Everest CRM Studio - Select Basic Script dialog

box, which enables you to select a Visual Basic script. This dialog box is similar to
the Everest CRM Studio - Add Query dialog box.

This button is disabled until you select the Use Script instead of Query
option.
= “The Everest CRM Studio - Add Query Dialog Box” on page 63

Remove Query

Click this button to remove a selected query from the Queries Selected for
Content grid.

Remove All Queries
Click this button to remove all queries from the Queries Selected for Content
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grid.

Event Trigger Parameters

If the event uses one or more queries that include parameter-driven filters, you
must specify the threshold values for those filters.

= “Event Trigger Parameters” on page 185

Selecting Multiple Queries
Since a single event can use more than one query, you can select multiple queries
for a given event. Multiple query events are typically required when you wish to
check either for a sophisticated set of conditions or for conditions across multiple
companies.

When you select multiple queries, CRM Studio automatically assumes an
‘and’ condition between them; thus, the conditions of all selected queries
must be met to trigger the related event.

Selecting Queries from Other Companies
As was detailed in the chapter ‘Query Designing’, CRM Studio allows you to
create events that check for conditions across multiple companies.

Example | Check for clients who have pending sales in a CRM database, and
who are also on credit hold within a financial database.

This kind of event requires two queries: one from the CRM database and one from
the financial database. The order in which these queries must be selected is
determined by the configuration of the queries themselves; one of the queries will
have been designed as a ‘link from” query, and the other will have been designed
as a ‘link to” query.

If you are creating an event that uses multiple queries from different databases,
you must ensure that you select the queries in the appropriate order; the second
query must be designed to include (filter) records only from the first; the third
query (if there is one) must be designed to include records only from the second,
and so on.

Once you know the order in which the queries are to be selected, you may
proceed with selecting them for the corresponding event.

3pp To select a query from a company other than the one you are currently
working in, do the following:

2

* After specifying relevant information in the Description tab of the Everest
CRM Studio - Application Events\ (your company)\Events dialog box, click
Next. You will see the Everest CRM Studio - Application Events\ (your
company)\Events - Queries tab.

* Click the Add Query button at the top-left of the Queries tab. You will see the

Everest CRM Studio - Add Query dialog box.
“The Everest CRM Studio - Add Query Dialog Box” on page 63
= y g pag
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* From the Everest CRM Studio - Add Query dialog box, click Select Another
Application. You will see the Everest CRM Studio - Select Another
Application dialog box.

“The Everest CRM Studio - Select Another Application Dialog Box” on
page 64
* Highlight the company from which you want to select queries and click
Select. You will again see the Everest CRM Studio - Add Query dialog box,
displaying the queries associated with the selected company.
* Highlight the required query and click Select. The query is displayed in the
Queries Selected For Content grid.

Using a VB Script Instead of a Query

Although the vast majority of CRM Studio events use one or more queries to
identify conditions in an underlying database, there might be some conditions
that cannot be accomplished via a CRM Studio query.

As CRM Studio queries rely upon Microsoft ODBC drivers for accessing data and
determining whether a condition has been met, it is possible that certain sources
of data are not accessible via an ODBC source. You would, nevertheless, like
CRM Studio to check these data/conditions.

Prime examples of conditions that cannot be checked via an ODBC driver include:
* Low disk space or programs that are not running,.

* Files that have been updated.

* Non ODBC-compliant application databases.

If you wish to utilize CRM Studio to check for such conditions, you will need to
configure the corresponding events to use a Visual Basic (VB) script instead of a
CRM Studio query to determine whether the corresponding condition has
occurred.

This capability, referred to as Front-End Scripting, requires you to first create the
VB scripts used to check for the related conditions.

f-_:-" To link a Visual Basic Script to an event, do the following:

* After specifying relevant information in the Description tab of the Everest
CRM Studio - Application Events\ (your company)\Events dialog box, click
Next. You will see the Everest CRM Studio - Application Events\ (your
company)\Events - Queries tab.

* Select the Use Script instead of Query option. Click the Select Script button.
You will see the Everest CRM Studio - Select Basic Script dialog box.

= “The Everest CRM Studio - Add Query Dialog Box” on page 63

* Select the script to be used with this event and click Select. The script is
displayed in the Script field.

ﬁ An event cannot use a combination of scripts and queries.
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Event Trigger Parameters
As was detailed in the chapter ‘Query Designing’, a query may be constructed to
have one or more filters that are parameter-driven - a filter whose ‘compare
value’ is specified on the event level.
A query called Forecast Sales > x Du.e to Close Between ‘y” and ‘'z’
would have three parameter-driven filters:

e The amount of the sale (Greater than How Much?)
* The starting date range (Sales Due to Close Starting On?)
* The ending date range (Sales Due to Close Ending On?)

Whenever an event uses one or more queries that include parameter-driven
filters, you will be prompted (in the Event Trigger Parameter grid in the lower
half of the Queries tab) to specify the threshold values for those filters.

These parameters cannot be left blank on the event level; you must specify a
valid response for each when the event is configured and subsequently
maintained. If a parameter is left blank and the event is submitted by CRM
Studio, the event will not execute successfully.

If no Event Trigger Parameters appear after you have selected your queries, it
simply indicates that your selected queries do not include any parameter-driven
filters. If the Event Trigger Parameters grid includes one or more records, each
record begins with a question or prompt that instructs you on the type of answer
required.
You must supply an answer to each event trigger parameter using the options
detailed in the following sections.

Parameter Answer
Most parameters can be answered by entering (or selecting) a specific value.
Question: Activity priority is:

Answer: High

You have two ways to select such an answer - either manually type in the value or
choose the value by querying the underlying database.

3 To insert a specific value for an event trigger parameter, do the
following;:

* From the Event Trigger Parameters grid, click the Answer field and enter the
value.

CRM Studio is case-sensitive, so a compare value of “high” will not
retrieve those records that have a value of “High”.

OR

* (Click the Answer field and then the list D button. You will see the Everest
CRM Studio - Please supply a value dialog box.

“The Everest CRM Studio - Please supply a value Dialog Box” on
page 138
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* Choose the value that you wish to compare the column to, in the Available
Substitution Variables list and click OK.
* The drop-down list displays all the values that have appeared in this
@ field in the underlying database. This list does not display every
possible value that could appear in this field.

* If you are entering dates as answers to one or more trigger parameters,
make sure that you use the correct format (an application whose dates
are stored in mm-dd-yyyy format will not recognize a trigger parameter
date that is formatted as mm/dd/yyyy.).

Using Date Substitution Variables
One of the most powerful aspects of designing date-driven events is the use of
date substitution variables. Consider the following event:
* Send an alert if any sales greater than $20,000 are due to close next week.
This event most likely has event trigger parameters such as:
* Question: Sales Due to Close Starting on?
* Question: Sales Due to Close Ending on?
Although you could go into this event on a weekly basis and manually enter next
week’s starting and ending dates, there is a simpler way to achieve this.
Using CRM Studio’s date substitution variables, you can instruct it to substitute

next week’s starting and ending date whenever this event is run. This eliminates
the need to manually update the date answers.

3pp To use a date substitution variable as an answer to a trigger parameter,
do the following:

* From the Event Trigger Parameters grid, click the Answer field and then the

list =] button. You will see the Everest CRM Studio - Please supply a value
dialog box.

“The Everest CRM Studio - Please supply a value Dialog Box” on
page 138

* From the list of Available Substitution Variables, choose the value that you
wish to use and click OK.

* For many variables (such as %Current Date%), you will see multiple
ﬁ formats for the same value. The format without any suffix (as in
% Current Date%) uses your system’s date format. The other formats
each contain a suffix (such as YYYY-MM-DD) that indicates the format
in which the corresponding date is returned.

* Once you select a date substitution variable as an answer, you can edit
that value to append specific values to that variable. For example, to
include a specific time of day in the date variable, you could edit it to
{%Current Date%} 00:01 (for one minute past midnight) or {%Current
Date%} 23:59 (for 11:59 PM).
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Removing a Query from an Event

i:_l-b To remove a query from an event, do the following:

* From the Queries Selected for Content grid in the Everest CRM Studio -
Application Events\ (your company)\Events - Queries tab, select the query
you wish to remove by clicking on the row header.

* Click the Remove Query button.

You can also click the button Remove All Queries to delete all of the
queries that have been selected for this event.

Schedule Crystal Reports

CRM Studio integrates with Crystal Reports in three ways:

* CRM Studio can generate one or more Crystal Reports at the time an event is
triggered and e-mail, fax, copy/ftp, or webcast the report contents.

ﬁ When designing an event, the Reports tab is used in this manner.

* CRM Studio can generate one or more Crystal Reports on a pre-defined
schedule (e.g., every day at 9 AM), and e-mail, fax, copy/ftp, or webcast the
report contents.

* CRM Studio can scan the contents of an incoming e-mail message and reply
to that message by generating one or more Crystal Reports, and e-mail, fax,
copy/ftp, or webcast the report contents back to the originator of the message.

You must be familiar with Crystal Reports (and basic report design
principles) in order to utilize this function.
As the process of integrating Crystal Reports with CRM Studio requires a few
steps of preparation and (in some cases) modifications to an event’s queries, the
details on this process are explained in the chapter ‘Event Triggered Reports’.
Please refer to that chapter for details.
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The Everest CRM Studio - Application Events\ (your
company)\Events Dialog Box - Reports

i Everest CRM Studio - Application Events\Accel Sample Company (Only for Reference) 2.0.930Ey. .

File Edt Help

[l Save and Close ] Save and New: ‘ ¥ Delste ‘ 4 Previous = W Nest -

Event Description: CUSTOMERS: E-mail Customer Statement report to customers on the first of every

Deseription| Bueries iles| Copy | Emaill Fax| Page| WebCast] Action] Subsciibers| Schedule| Triggered|

Ficports Selected For Content
[ Application | Report Description [ style o
Add Repot... P | Accel Sample Company | Customer Statements &3 on date - Customer | PDF |
Ll | 2
<Remove Rept | <eRemove Al Repots |

Ficport Farameters

Fieport Name Question Answier
Customer Statsments s on date - L | Enter [ To sslect ths customer from & to Flange /| 0
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Customer Statements &s on date - [ | Enter statement Date [Dats il the statement is res| #%Curient Date MM/D!
Customer Statsments &s on date - €| Print in Base Cunency (T/F) T
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Figure 6.4: Everest CRM Studio - Application Events\ (your company)\Events
- Reports

Add Report
Click this button to display the Everest CRM Studio - Add Report dialog box,
which enables you to select and add reports to the Reports Selected For Content
grid.
Reports Selected For Content
This grid displays the selected reports.

Remove Report

Click this button to remove a selected report from the Reports Selected For
Content grid.

Remove All Reports

Click this button to remove all reports from the Reports Selected For Content
grid.

Report Parameters

This grid displays the parameters of the selected reports. Specify parameters in
the Answer column.

Enabling the Report Server
You must enable the reports server if you plan to use CRM Studio to generate
reports for triggered events.

.z_:.l" To enable the report server, do the following:

¢ From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.
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* From the tree view select Activity > Server Status under Administration
Folders. You will see the CRM Studio servers and their respective status in
the right panel.

* Double-click the Report Server. You will see the Everest CRM Studio - Server
Status dialog box.

* Select the Allow Server to process option and click Save and Close.

* To disable CRM Studio from generating Crystal reports, uncheck the
@ Allow Server to process option.

* If you disable the report server and trigger events that are configured to
generate reports, CRM Studio will pile up the pending reports (which
you can review in the Everest CRM Studio Event Monitor). These
pending reports may subsequently be deleted, or (if you enable the
report server) they may be generated at a later time.

File Attachments

In the same manner that CRM Studio allows you to associate one or more Crystal
reports to an event, you can associate one or more files to a triggered event. Files
that are associated with an event may be distributed by:

e E-mail (as attached files)

* Fax (file content embedded within the fax)

*  Webcast (as a URL link)

* Copy / FTP

Typical uses of attached files include:

* Attaching a Policies and Procedures document to an alert message
* Attaching a product brochure to an alert message

* Attaching a newsletter to an alert message

* Attaching a spreadsheet to an alert message

* Attaching an HTML document to an alert message

.z_:.l" To attach one or more files to a specific event, do the following:

* After specifying relevant information in the Reports tab of the Everest CRM
Studio - Application Events\ (your company)\Events dialog box, click Next.
You will see the Everest CRM Studio - Application Events\ (your
company)\Events - Files tab.

* Click the Add File button. You will see the Everest CRM Studio - Add File
dialog box, using which you can browse for and locate the required file(s).

* Enter a description of the file you are adding to this event, in the Files
Selected For Content grid.

* Select the Ascii Text option if the associated file is in ASCII format.
ﬁ Only ASCII formatted files can be delivered via fax.

* Repeat these steps for each file you wish to add.
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The Everest CRM Studio - Application Events\ (your
company)\Events Dialog Box - Files

& Everest CRM Studio - Application Events\Accel Sample Company [Only for Reference) 2.0.930\E ... [E3
File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Event Description: ACCOUNTING: E-mail all users, when an accounting period is closed.

Deseription| Qusriss | Peports Files) | Gopy | Emsi] Fax] Pags] webCast| Action] Subscibers| Soheduls] Triggsred

Add File.

Files Selected For Content
File Specification Description Asci Tert
C:\Holiday List 200445
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=

RemoveFie | <eRemove AlFles |

ceBack | Newss | Cancel | Help |

Figure 6.5: Everest CRM Studio - Application Events\ (your company)\Events -
Files

Add File

Click this button to display the Everest CRM Studio - Add File dialog box, which
enables you to select and add files to the Files Selected For Content grid.

Files Selected For Content

This grid displays the selected files.

Remowve File

Click this button to remove a selected file from the Files Selected For Content
grid.

Remove All Files

Click this button to remove all files from the Files Selected For Content grid.

File Alternative Text Options

This option is available only if CRM Studio is sending e-mail alerts via
Internet mail.
If the event you are working with will be sending out e-mail alerts via an Internet
e-mail based system (such as SMTP), you can specify that the text in an associated
file will be used as the alternative text for an e-mail message.
One of the benefits of the alternative text option is that it allows you to create an
event that sends an e-mail message that can be received by both HTML and non-
HTML based e-mail systems.
You can send both formatted text and a plain (unformatted) text version of the
same message. In this way, the mail message can be read by all recipients.
Additionally, this function is useful if you use CRM Studio to periodically
distribute an HTML file (such as a newsletter). In a scenario such as this, the

alternative text option allows the HTML source file to be created outside CRM
Studio and simply linked to an event.

.z_;.l" To send an alternative message (as the message text), do the following:
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From the Files Selected For Content grid, click the Description column, for
the row containing the file requiring a description.

Click the drop-down arrow and select HTML, rich text or enriched, as the
format of the alternative file.

You can specify more than one alternative message file. The recipient’s e-

mail client will decide which one to use. Multiple alternative message files
increase the overall size of the CRM Studio message being sent.

File Transfers

The copy tab is where you specify whether the reports and/or files that are
associated with this event will be copied (or sent through FIP) to the event
subscribers’ desired locations.

Files and reports may be distributed via four methods:

* Attached to e-mail messages

Embedded within a fax message (as long as the file or report content is
formatted as ASCII)

Linked to a webcast page (via an URL link)

Copied/sent through FTP to a recipient’s desired location

The first three options are controlled using the option boxes on the corresponding

e-mail, fax, and webcast tabs; the fourth option is controlled using the two check
boxes on the Copy tab.

23 To copy/ftp files and/or reports to a recipient’s desired location, do the
following:

After specifying relevant information in the Files tab of the Everest CRM

Studio - Application Events\ (your company)\Events dialog box, click Next.
You will see the Everest CRM Studio - Application Events)\ (your
company)\Events - Copy tab.

* Select the required option(s).

The Everest CRM Studio - Application Events\ (your
company)\Events Dialog Box - Copy

& Everest CRM Studio - Application Events\Accel Sample Company [Only for Reference) 2.0.930\E ... [E3
File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Event Description: ACCOUNTING: E-mail allusers, when an accaunting period is closed.
Dsseiption| Qusriss | Pspots] Fiss Copi | Email] Fas] Pags| wishCast| action | Subscribers| Schedule] Triagsrsd
[¥ Include Files an Copy operations

[¥ Include Reports on Copy opsrations.

ceBack | Newss | Cancel | Help |

Figure 6.6: Everest CRM Studio - Application Events\ (your company)\Events -
Copy
Include Files on Copy operations

Select this option to enable transfer of files through FTP.
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Include Reports on Copy operations
Select this option to enable transfer of reports through FTP.

To allow for the files and/or reports to be attached to outgoing e-mails,
faxes, and webcasts (but not allow them to be copied or sent by FTP), do not
select the corresponding option.

Enabling the Copy Server

The Copy server must be enabled to process if you plan on using CRM Studio to
copy or FTP files when an event is triggered.

i:_l-b To enable the copy server, do the following:

¢ From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

* From the tree view select Activity > Server Status under Administration
Folders. You will see the CRM Studio servers and their respective status in
the right panel.

* Double-click the Copy Server. You will see the Everest CRM Studio - Server
Status dialog box.

* Select the Allow Server to process option and click Save and Close.

* To disable any files or reports from being copied/sent by FTP, uncheck
ﬁ the Allow Server to Process option.

* If you disable the copy server and trigger events that are configured to
copy reports or files, CRM Studio will pile up the pending copy
requests (which you can review in the Everest CRM Studio Event
Monitor). These pending copy requests may subsequently be deleted,
or (if you enable the copy server) they may copied to the appropriate
locations at a later time.

Monitoring the Status of Copied Files

When an event triggers the copying of files and/ or reports, you can use the
Everest CRM Studio Event Monitor to track the status of the copying function.

= “Monitoring the Status of Events” on page 175

In the Everest CRM Studio Event Monitor (path: CRM > CRM Studio >
Monitor), select File Delivery. From here, you can track:

* Files whose status is Pending (via the copy method).
* Files that have been Sent successfully via the copy method.
* Files with Errors that are not delivered successfully via the copy method.

If any of your copied report and/or file deliveries have failed to complete
successfully because of an error condition, you may attempt to correct the
delivery, mark the delivery as complete, or manually delete the erroneous
delivery.

= “Message Delivery Errors” on page 90

“Taking a Corrective Action” on page 91
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CRM Studio will attempt to re-deliver an erroneous file delivery every
minute.

Formatting Your Alert Message

The methods by which you design message text for alerts sent via e-mail, fax,
pager, and webcast are almost identical, with only a few minor differences
specific to each method.
The following sections will discuss how to create an alert message for each
delivery method. Within each section you will see items that addresses the unique
components of each of those methods.
As the process of designing an alert message is identical for all delivery
methods, we will detail the specific steps that you need to take to format
your message only in the E-mail section. Please be certain to read this
section carefully, as it applies equally to the formatting of fax, pager, and
webcast alert messages.

If you already have an idea of what the various alert messages should look
like (using the worksheets from this and the previous chapter), you are
ready to continue. If not, take a few minutes to write down the exact text
and format of each alert message for each delivery method.

Sending E-mail

The most common method by which CRM Studio can send alert messages is
electronic mail.

CRM Studio can send e-mail alerts to virtually every type of e-mail system (such
as those that rely on Microsoft Exchange, SMTP, and Lotus Notes), and the
outgoing alert messages can contain an unlimited amount of information about
the triggered event.

Before you begin designing e-mail alert messages, however, you need to be sure
that CRM Studio is enabled to send out alerts via electronic mail.
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The Everest CRM Studio - Application Events\ (your
company)\Events Dialog Box - Email

& Everest CRM Studio - Application Events\Accel Sample Company [Only for Reference) 2.0.930\E ... [E3
File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -
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Email Account to Send From: [CRM |
Email Feply Address (Dptional): | =
Message Subject
Pericd Closed for {Fiscal Year}
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Figure 6.7: Everest CRM Studio - Application Events\ (your company)\Events -
Email

Available values for use in message content

This field displays the available fields from the queries that are linked to the
event, and can be used in the Message Subject and Message Text fields.

Use selected value in Text

Click this button to use a highlighted value from the Available values for use in
message content field, in the Message Subject and/or Message Text fields.
Email Account to Send From

Select the e-mail account to be used for sending mail from the drop-down list.

= “E-Mail Sending Account” on page 195

Email Reply Address (Optional)

Specify a reply address to use a different address from that defined in the Email
Account to Send From field.

Message Subject
Specify the subject of the e-mail alert.

= “E-Mail Subject Text” on page 195

Message Text
Specify the text of the e-mail alert.

= “E-Mail Message Text” on page 196

Include reports as e-mail attachments

Specify whether the associated reports are to be attached to the outgoing e-mail
message.
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Include files as e-mail attachments

Specify whether the associated files are to be attached to the outgoing e-mail
message.

E-mail notifications should wait until reports are completed

If an event has associated reports which are not attached to the outgoing e-mail,
you can use this option to control the timing between the generation of reports
and sending of e-mail.

= “E-mail Message Handling Options” on page 201

Enabling the E-Mail Server
The E-mail server must be enabled to process if you plan on using CRM Studio to
send out alerts via e-mail when an event is triggered.

i:_l-b To enable the e-mail server, do the following;:

¢ From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

e From the tree view select Activity > Server Status under Administration
Folders. You will see the CRM Studio servers and their respective status in
the right panel.

¢ Double-click the E-mail Server. You will see the Everest CRM Studio - Server
Status dialog box.

* Select the Allow Server to process option and click Save and Close.

* To disable any alerts from being sent via e-mail, uncheck the Allow
ﬁ Server to Process option.
* If you disable the e-mail server and trigger events that are configured to
send e-mail alerts, CRM Studio will pile up the pending e-mail alerts
(which you can review in the Everest CRM Studio Event Monitor).
These pending alerts may subsequently be deleted, or (if you enable the
e-mail server) sent to the appropriate recipients at a later time.

E-Mail Sending Account

Before you can begin defining this text, you need to identify which e-mail account
CRM Studio will send this e-mail message from.

= “Set Up E-mail Account to send E-mails” on page 28

CRM Studio will not be able to send alerts via e-mail unless you have correctly
configured (and selected) an e-mail sending account. Select an account from the
E-Mail Account to Send From drop-down list.

The next step is to specify the subject of your outgoing alert message.

E-Mail Subject Text

In the Message Subject field, specify the subject of the outgoing alert message.
Using an event that is triggered by late orders as an example, you could enter
‘Orders Shipped Later Than Required Date’ as the message subject.

But you can also include data fields in the subject of an e-mail alert. For example,

Everest CRM Studio 195
User Guide



Event Designing CRM Studio

you want your subject field to read as follows:
Order # {OrderID} Shipped Later Than Required Date

i:_l-b To specify the above message subject, do the following:

* Type ‘Order # in the Message Subject field.

* From the Available values for use in message content list, select the order ID
field. Your message subject now reads: Order # {OrderID}.

* Enter the rest of the subject (Shipped Later Than Required Date).
Now consider an event with an e-mail subject such as the following:
Sales for Next Month < $100,000

The problem with a subject like this is that after a few months go by, you might
have a few e-mail messages which all read:

¢ Sales for Next Month < $100,000

¢ Sales for Next Month < $100,000

¢ Sales for Next Month < $100,000

And to figure out exactly which next month each mail message is referring to
would be a trying task.

The solution? Add a CRM Studio date substitution variable to the subject of your
message and make it read as follows:

Sales for {%Next Month%} < $100,000

f_:'ll. To specify the above message subject, do the following:

* Type ‘Sales for’ in the Message Subject field.

* From the Available values for use in message content list, scroll to the
bottom and select %Next Month% from the date substitution variables. Your
message subject now reads: Sales for {%Next Month%}

* Enter the rest of the subject (< $100,000).

You can use any combination of hard-coded text, field values, and date

substitution variables in your e-mail subject.

E-Mail Message Text

In the Message Text field, specify the body text of an outgoing alert message.
Since the text of an e-mail alert typically contains combination of hard-coded text
and database field values, one approach for designing the text is to type all the
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hard-coded text and then fill the database field values.

To send an alert message about orders that were shipped later than
their required date, you can begin by typing the following in the

Message Text field:

The following order was shipped later than the customer's required
date:

Order ID:

Company:

Required Date:

Shipped Date:

Salesperson:

You could then do the following;:

* DPosition your cursor next to the ‘Order ID:” text, in the message

body and leave a blank space.

¢ From the list of Available values for use in message content,
select the {OrderID} field. Your text will now look like:

‘Order ID:” {OrderID}

* Repeat this process for the remaining data field values you wish to
include in your message.

When you are finished, your completed message text will look like:

The following order was shipped later than the customer's required
date:

Order ID: {OrderID}
Company: {CompanyName}
Required Date: {RequiredDate}
Shipped Date: {ShippedDate}

Salesperson: {FirstName} {LastName}

Text Formatting - Notes and Hints

Here are a few suggestions regarding the formatting of your message text:

* Do not try to line things up in a columnar format; the CRM Studio editor is
not designed for that purpose. If you wish to receive the output in a columnar
format, use an attached report to generate that output.

* Likewise, if you wish your e-mail to include sub-totals, totals, line and page
breaks, headers, footers, etc., design this output using a Crystal Report and
attach the report to the event.

* If you wish your e-mail message to include a blank line, be sure to enter that
line in the message text.
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* If you are placing multiple field values next to each other (as in the previous
example of {FirstName}{LastName}, you might wish to separate them with a
single blank character.

* In addition to selecting field values from the list of available values, you can
also manually type them.

*  You can include CRM Studio date substitution variables within the body of
an alert message.

Sample Alert Messages

Here are a few sample alert messages that show a variety of information in e-mail
message text:

Event: Customers; More than 2 Late Shipments Last Quarter

The following customer had more than 2 shipments arrive late last quarter:
Company: {CompanyName}

Number of Late Orders: {Late_Order_Count}

Event: Customers; Shipment Confirmations for Today

Dear {ContactName}:

This message is to confirm that the following order has been shipped to you
today:

Order Number: {OrderID}

Order Date: {OrderDate}

Company: {CompanyName}

Total Amount: {Total}

Salesperson: {Salesrep_FirstName}{Salesrep_LastName}

Event: Customers; Frequent Buyer Incentives

The following customer has placed more than four orders of at least $5,000 over
the last quarter and is eligible for our frequent buyer incentive program:

Company: {CompanyName}
Number of Matching Orders Over the Last Quarter: {Sales_Count}

Repeat Message Text

Consider the following alert message:

The following orders were shipped later than the customer's required date:
Order ID: {OrderID}

Company: {CompanyName}

Required Date: {RequiredDate}

Shipped Date: {ShippedDate}

Salesperson: {FirstName} {LastName}

If the corresponding event is triggered by multiple matching records, you need to
ask yourself the following question:

What part of the alert message do I want to repeat for each matching record?

In reviewing the message text, it is fairly clear that you do not need to repeat the
opening line of the message - The following orders were shipped later than the
customer’s required date - but you do need to repeat the following five lines for
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each matching order.

To do this, you must specify the following;:

The following order was shipped later than the customer's required date:
{BEGIN*REPEAT}

Order ID: {OrderID}

Company: {CompanyName}

Required Date: {RequiredDate}

Shipped Date: {ShippedDate}

Salesperson: {FirstName} {LastName}

{END*REPEAT}

.z_;.l" To configure an event to use the repeat labels, do the following:

* Inthe Message Text field, position the cursor immediately before the text that
you wish to repeat.

* From the Available values for use in message content field, select
{BEGIN*REPEAT}.
* {BEGIN*REPEAT]} does not need to be on a line by itself; it may be on
@ the same line as hard-coded text or a field value.
» If {BEGIN*REPEAT]} is on a line by itself, CRM Studio will insert a blank
line before every repeated group of records.
* DPosition your cursor right after the end of text that you wish to repeat.
* {END*REPEAT} does not need to be on a line by itself; it may be at the
ﬁ end of the same line as hard-coded text and/or a field value.
* {END*REPEAT} is on a line by itself, CRM Studio will insert a blank
line after every repeated group of records.
The configuration of a rolled-up alert message is now complete.

Begin and End Repeat - Notes
There are some important notes regarding the use of the begin repeat and end
repeat functions:
* The {BEGIN*REPEAT} and {END*REPEAT} labels may appear only once in an
event’s message text.

* You can use the begin and end repeat functions for only one of an event’s
delivery methods.

Example If you use this function in an event’s e-mail message text, you cannot
use it in the fax, page, or webcast text for the same event.

If you do wish to use this function in more than one delivery method, you must

make multiple copies of the same event and configure each copy to send out an

alert via a single method that uses the begin and end repeat function.

e If the {BEGIN*REPEAT} and {END*REPEAT} labels do not appear in an event
that is configured to roll up messages, CRM Studio will not perform the roll-
up function.
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* Do not use the repeat function if an event is configured to send individual
alert messages to different recipients, based on information in each triggered
record.

Do not use it in an event that will notify the account manager of each
order that is shipped later than its required date.

The reason for this is that when the repeat function is turned on, CRM Studio
processes the data from all triggered records in one unified group. This disables
CRM Studio’s ability to evaluate each record independently and send out an alert
to the recipient based on data in an individual triggered record.

In an event that rolls up all the overdue activities for individual sales
representatives and sends a single e-mail (with those activities) to each
representative, use a Crystal report to generate the rolled-up activities, and
then use CRM Studio’s event subscriber function to determine which sales
representative each report must be sent to.

* {BEGIN*REPEAT} must always precede {END*REPEAT}.

Use HTML E-Mail Message Text
Although CRM Studio’s default e-mail editor assumes that you wish to send
alerts using an ASCII-formatted message text, you may also choose to send your
alert message in an HTML format.

Just like using the {BEGIN*REPEAT} and {END*REPEAT} labels, CRM Studio
provides you with two labels that indicate where your HTML text begins and
ends.

These labels are {BEGIN*HTML} and {END*HTML}, and you may select them in
the list of “ Available values for use in message content”.

By embedding these tags within a mail message, you can define which part of an
e-mail message should be sent as ASCII text, and which part should be sent as
HTML.

It is important to remember that not all e-mail clients support HTML text. Hence,
it is suggested that you define your message text to include both HTML and non-
HTML text.

Thus you can create a single e-mail message that contains both HTML and non-
HTML text as in the following example:

The following customer had more than 2 shipments arrive late last quarter:
Company: {CompanyName}
Number of Late Orders:{Late_Order_Count}

At the same time, you can follow this text with the same content, formatted in
HTML, and placed between the {BEGIN*HTML} and {END*HTML} labels.

So your message text would appear as follows:

The following customer had more than 2 shipments arrive late last quarter:
Company: {CompanyName}

Number of Late Orders:{Late_Order_Count}

{BEGIN*HTML} HTML content goes here {END*HTML}

If the alert recipients” e-mail client does not support HTML, they will see only
what is in the top section of this message, and the content of HTML section will
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appear as an e-mail attachment.
Conversely, if the alert recipients” e-mail client does support HTML, they will not

see the content of the top section and will see only what is between the
{BEGIN*HTML} and {END*HTML} labels.

@ You are limited to 30 kilobytes of data in the e-mail message text.

HTML Message Editing
To create your HTML text for a CRM Studio e-mail alert message, you need to
use a standard HTML editing tool, such as FrontPage or Microsoft Word.

Using a tool such as these, type in your message text along with the names of any
field values (such as {OrderID}) and date substitution values (such as {%Current
Date%}) that you wish to embed within your message text. For a list of the values
that you can embed within your HTML message text, refer to the Available
values for use in message content field in the Email tab.

Once you have created your HTML message text, you must copy the HTML

source code from the HTML editor you are using and paste it between the
{BEGIN*HTML} and {END*HTML} labels in the e-mail message text.

You may embed the {BEGIN*REPEAT} and {END*REPEAT} labels within
your HTML text; be sure to include these labels in your source HTML text,
and place each of these labels on a line by themselves.

E-mail Message Handling Options
At the bottom of the E-Mail tab are three check boxes that allow you to further
control the content of an outgoing alert message.
Include Reports as E-Mail Attachments
If an event has one or more Crystal reports associated with it, check this option to
specify whether the associated reports must be attached to the outgoing e-mail
message.
Include Files as E-Mail Attachments

If an event has one or more files associated with it, check this option to specify
whether the associated files must be attached to the outgoing e-mail message.

There might be situations when you want to distribute one or more
reports/files via an event, but you rather distribute them via the web or
FTP. In such cases, you might just use the outgoing e-mail alert message to
notify recipients of the webcast or FTP location that the reports/files were
sent, without actually attaching them to the mail message.

This is a very efficient way to distribute vast numbers of reports without
dramatically impacting the load on your e-mail servers.
E-Mail Notifications Should Wait Until Reports Are Completed
If an event has associated reports which are not attached to the outgoing e-mail,
you can control the timing between the report generation and sending of e-mails.

If an event has associated reports that are attached to an e-mail alert, CRM
Studio will automatically wait for the reports to successfully complete
before the e-mail message is sent.

If the associated reports are not attached to the outgoing e-mail, delivery of e-mail
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alert can depend on two things:

* The e-mail notification should wait until the reports are successfully generated
before the e-mail is sent out (Option checked).

* The e-mail notification should NOT wait for the reports to successfully
generate before the e-mail is sent out. (Option unchecked).

* If this option is not checked, the e-mail message will be sent
ﬁ immediately, and the recipient of the message may not be able to access
the associated report(s) if it takes a while to generate.

* If this option is checked and any of the associated report(s) fail to be
completed successfully, the e-mail message will not be sent out.

* If associated reports are attached to the message and the reports fail to
complete successfully, the e-mail message will not be sent out.

Monitoring the Status of E-Mail Alerts

When an event triggers the sending of an e-mail alert, you can use the Everest
CRM Studio Event Monitor to track the status of delivery of those alerts.

= “Monitoring the Status of Events” on page 175

In the Everest CRM Studio Event Monitor (path: CRM > CRM Studio >
Monitor), select Email Delivery. From here, you can track:

* Mail messages whose status are Pending.
* Mail messages that have been Sent successfully.
* Mail messages with Errors that have failed to be delivered successfully.

If any of your e-mail alerts have failed to complete successfully because of an
error condition, you may attempt to correct the message delivery, mark the

delivery as complete, or manually delete the erroneous delivery.

= “Message Delivery Errors” on page 90

“Taking a Corrective Action” on page 91

CRM Studio will attempt to re-deliver an erroneous e-mail message every
minute.

Sending Faxes

The configuration of a fax alert message is almost identical to that of an e-mail
message, and so the following sections will address only those aspects that are
different from that of an e-mail message configuration.

No additional hardware or software is required to enable CRM Studio’s
faxing technology; your server simply needs the ability to dial out via a
modem.
Since you might have multiple accounts defined from which you can send fax
alerts, the first step in configuring a fax alert message is to select which CRM
Studio faxing account will be used for the sending this fax message.
CRM Studio will not be able to send alerts via fax unless you have correctly
configured (and selected) a fax account.
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The Everest CRM Studio - Application Events\ (your
company)\Events Dialog Box - Fax

& Everest CRM Studio - Application Events\Accel Sample Company [Only for Reference) 2.0.930\E ... [E3

File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Event Description: ACCOUNTING: E-mail all users, when an accounting period is closed.

Dsseription| Qusriss | Pspoits|] Fiss| Copy | Emsil Fax | Pags] webCast| Action] Subscibers| Scheduls] Triggered
Available values for use in message content

{Fisc Desoiptiont
{Fiocal Tear)
{Period Dscrption} Use sslscte vl in Tast
{Period End Date}
{Period Start Date} =
Fax Account To Send Fiom: [Sales Fax =l

FarSubject. [Lare hrrival of Orders

¥ Include a Fax coverpage using the following text for the comment section;

= =

[¥ Include the following text as the fist page [after coverpags if anyl:

= =

[¥ Include text repats as fax pages I~ Include test files as fax pagss.

[¥ Fax notifications should wait until reports are completed.

ceBack | Newss | Cancel | Help |

Figure 6.8: Everest CRM Studio - Application Events\ (your company)\Events -
Fax

Available values for use in message content

This field displays the available fields from the queries that are linked to the
event, and can be used in the fax message content.

Use selected value in Text

Click this button to use a highlighted value from the Available values for use in
message content field, in the Message Text fields.

Fax Account to Send From

Select the fax account to be used for sending faxes from the drop-down list.
Fax Subject

Specify the subject of the fax alert.

= “E-Mail Subject Text” on page 195

Include text reports as fax pages

Specify whether associated text-based reports must be included in the outgoing
fax message.

Include text files as fax pages

Specify whether the associated text files must be included in the outgoing fax
message.

Fax notification should wait until reports are completed

If an event has associated reports which are not attached to the outgoing fax, you

can use this option to control the timing between the report generation and
sending of fax.

Everest CRM Studio
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Enabling the Fax Server

The Fax server must be enabled to process if you plan on using CRM Studio to
send out alerts via fax when an event is triggered.

.z_:.l" To enable the fax server, do the following;:

¢  From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

e From the tree view select Activity > Server Status under Administration
Folders. You will see the CRM Studio servers and their respective status in
the right panel.

* Double-click the Fax Server. You will see the Everest CRM Studio - Server
Status dialog box.

* Select the Allow Server to process option and click Save and Close.
* To disable any alerts from being sent via fax, uncheck the Allow Server
ﬁ to Process field.

* If you disable the fax server and trigger events that are configured to
send fax alerts, CRM Studio will pile up the pending fax alerts (which
you can review in the Everest CRM Studio Event Monitor). These
pending alerts may subsequently be deleted, or (if you enable the fax
server) they may be sent to the appropriate recipients at a later time.

Fax Cover Page, Subject and Message Text
When designing a fax alert message, you can choose to specify content for the
fax’s cover page, the fax subject field, and the body of your fax message.

Just as in the design of an e-mail alert message, you can include hard-coded text,
database field values, and date substitution variables in the fax’s cover page,
subject field, and body text.

You can also use the {BEGIN*REPEAT} and {END*REPEAT]} functions.
Remember, however, that you cannot use the repeat function in the Fax tab
of an event if you have already used it within any of the other delivery
method tabs.

= “Repeat Message Text” on page 198

Fax Message Handling Options
At the bottom of the Fax tab there are three check boxes that allow you to further
control the content of an outgoing alert message.

Include Text Reports as Fax Pages

If an event has one or more Crystal reports that are output to an ASCII format
associated with it, check this option to specify whether the associated text-based
reports must be included in the outgoing fax message.

Include Text Files as Fax Pages
If an event has one or more text files associated with it, check this option to
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specify whether the associated files must be included in the outgoing fax message.

There might be situations when you want to distribute one or more
reports/files via an event, but you rather distribute them via the web or
FTP. In such cases, you might just use the outgoing fax alert message to
notify recipients of the webcast or FTP location that the reports/files were
sent, without actually attaching them in the fax message.

Fax Notifications Should Wait Until Reports Are Completed
If an event has associated reports which are not included in the outgoing fax, you
can control the timing between report generation and sending of fax.

If an event has associated reports that are included in a fax alert, CRM
Studio will automatically wait for the reports to successfully complete
before the fax message is sent.

If the associated reports are not included in the outgoing fax, delivery of fax alert
can depend on two things:

* The fax notification should wait until the reports are successfully generated
before the fax alert is sent out (Option checked).

* The fax notification should not wait for the reports to successfully generate
before being sent out (Option unchecked).

* If this option is not checked, the fax message will be sent immediately,
ﬁ and the recipient of the message may not be able to access the associated
report(s) if it takes a while to generate.

* If this option is checked and any of the associated report(s) fail to be
completed successfully, the fax message will not be sent out.

* If associated reports are included in the fax message and the reports fail
to complete successfully, the fax message will not be sent out.

Monitoring the Status of Fax Alerts

When an event triggers the sending of a fax alert, you can use the Everest CRM
Studio Event Monitor to track the status of the delivery of those alerts.

= “Monitoring the Status of Events” on page 175

In the Everest CRM Studio Event Monitor (path: CRM > CRM Studio >
Monitor), select Fax Delivery. From here, you can track:

* Fax messages whose status are pending
* Fax messages that have been Sent successfully
* Fax messages with Errors that have failed to be delivered successfully
If any of your fax alerts have failed to complete successfully because of an error
condition, you may attempt to correct the message delivery, mark the delivery as
complete, or manually delete the erroneous delivery.

= “Message Delivery Errors” on page 90

“Taking a Corrective Action” on page 91

CRM Studio will attempt to re-deliver an erroneous fax message every
minute.
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Sending Pager Messages

The configuration of a pager alert message is very similar to that of a fax message,

with the definition of the pager message text being identical to that of an e-mail
message.

= “E-Mail Message Text” on page 196

ﬁ * No additional hardware or software is required to enable CRM Studio’s

paging technology; your server simply needs the ability to dial via a
modem.

CRM Studio’s paging technology supports SMS (Short Messaging
Service).

The Everest CRM Studio - Application Events\ (your
company) \Events Dialog Box - Page

i Everest CRM Studio - Application Events\Accel Sample Company (Only for Reference) 2.0.930Ey. .

File Edt Help

[l Save and Close ] Save and New: ‘ ¥ Delste ‘ 4 Previous = W Nest -

Event Description: CUSTOMERS: Birthday E-mails to customers

Description] Queies | Reports| Fies| Copy | Emaill Fax Page |webCast| Action| Subscribers| Schedule] Triggered]
Awvailable values for use in message content:

{5 alles Fep E mail}

15 ales Rep Telephone} £""{ise selacted value in Text
i : 2

ip]
»{ZCurrent Date MM/DD /YY) LI

Pager Message

Dear {Customer Name},

We wish you a very Happy Birthday!! Please accept our hearvfelt wishes...an
enjoyable day and a prosperous year shead!
Regards,

i{Sales Rep Name)

El

I~ Pager natfications should wait until reports are completed

<¢ Back | Mext>> | Cancel | Help |

Figure 6.9: Everest CRM Studio - Application Events\ (your company)\Events -
Page
Available values for use in message content

This field displays the available fields from the queries that are linked to the
event, and can be used in the Pager Message field.

Use selected value in Text

Click this button to use a selected value from the Available values for use in
message content field, in the Pager Message field.

Pager Message
Specify the content of the pager alert/ message.
Pager notification should wait until reports are completed

If an event has associated reports which are not attached to the outgoing pager

message, you can use this option to control the timing between the report
generation and sending of pager message.

Enabling the Page Server
The Page server must be enabled to process if you plan on using CRM Studio to
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send out alerts via pager when an event is triggered.
.z_:.l" To enable the page server, do the following:

¢  From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

e From the tree view select Activity > Server Status under Administration
Folders. You will see the CRM Studio servers and their respective status in
the right panel.

* Double-click the Page Server. You will see the Everest CRM Studio - Server
Status dialog box.
* Select the Allow Server to process option and click Save and Close.

* To disable any alerts from being sent via pager, uncheck the Allow
ﬁ Server to Process field.
* If you disable the page server and trigger events that are configured to
send pager alerts, CRM Studio will pile up the pending pager alerts
(which you can review in the Everest CRM Studio Event Monitor).
These pending alerts may subsequently be deleted, or (if you enable the
page server) sent to the appropriate recipients at a later time.

Pager Message Text
When designing the content of a pager alert message, you can place as much or as
little text as you wish in the body of your pager message.
Just as in the design of an e-mail alert message, you can include hard-coded text,
database field values, and date substitution variables in the pager message text.

You can also use the {BEGIN*REPEAT} and {END*REPEAT} functions.
Remember, however, that you cannot use the repeat function in the Page
tab of an event if you have already used it in any of the other delivery
method tabs.

= “Repeat Message Text” on page 198

Pager Message Handling Options

At the bottom of the Page tab there is one check box that allows you to further
control the content of an outgoing alert message.

Pager Notifications Should Wait Until Reports Are Completed

If an event that is sending a pager alert has associated reports, you can control the
timing between the report generation and sending of pager message.

There are two things that the delivery of pager message depends on:

* The pager notification should wait until the reports are successfully generated
before the pager alert is sent out (Option checked).
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* The pager notification should NOT wait for the reports to successfully
generate before being sent out (Option unchecked).

* If this option is not checked, the pager message is sent immediately, and
@ the recipient of the message may not be able to access the associated
report(s) if it takes awhile to generate.
* If this option is checked and any of the associated report(s) fail to be
completed successfully, the pager message will not be sent out.

Monitoring the Status of Pager Alerts

When an event triggers the sending of a pager alert, you can use the Everest CRM
Studio Event Monitor to track the status of delivery of those alerts.

= “Monitoring the Status of Events” on page 175

In the Everest CRM Studio Event Monitor (path: CRM > CRM Studio >
Monitor), select Pager Delivery. From here, you can track:

* Pager messages whose status are Pending
* Pager messages that have been Sent successfully
* Pager messages with Errors that have failed to be delivered successfully
If any of your pager alerts have failed to complete successfully because of an error
condition, you may attempt to correct the message delivery, mark the delivery as
complete, or manually delete the erroneous delivery.

= “Message Delivery Errors” on page 90

“Taking a Corrective Action” on page 91

CRM Studio will attempt to re-deliver an erroneous pager message every
minute.

Webcasting
CRM Studio’s webcasting module requires a few additional steps for initial
configuration.
The configuration of a webcast alert message is almost identical to that of an e-
mail message, and so the following sections will address only those aspects of
webcast alert message configuration that are different from e-mail message
configuration.
“E-Mail Subject Text” on page 195
“E-Mail Message Text” on page 196
No additional hardware or software is required for the webcasting
ﬁ technology.
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The Everest CRM Studio - Application Events\ (your
company)\Events Dialog Box - Webcast

& Everest CRM Studio - Application Events\Accel Sample Company [Only for Reference) 2.0.930\E ... [E3

File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Event Description: CUSTOMERS: Bithday E-mails to customers

Dsseription| Qusriss | Pspoits] Fiss| Copy | Emsi] Fox] Pags webCast |action] Subscibers| Scheduls] Triggered
Available values for use in message content

{Country } a
{Cusiomer Account Code} =
Use selected valus in Test
{Customer Name}
{Designation Code} x|

\webcaster Subject

[c1zavance sale

\webcaster Message

{BEGIN*HTHL} i’
<headr
<STYLE>

P{font-family:Tshoma; font-size:fpe;font-coler:black;aligm:justify)
TR{background-color:white}

Expiration Daps: |7 - Eackground Color | Default [Meutral] -

™ Include reports as URL Links. ™ Include files as URL Links.

[ 'webcast notifications should wait until reports are completed.

ceBack | Newss | Cancel | Help |

Figure 6.10: Everest CRM Studio - Application Events\ (your company)\Events
- Webcast

Available values for use in message content

This field displays the available fields from the queries that are linked to the
event, and can be used in the Webcaster Subject and Webcaster Message fields.
Use selected value in Text

Click this button to use a highlighted value from the Available values for use in

message content field, in the Webcaster Subject and/or Webcaster Message
fields.

Webcaster Subject

Specify the subject of the webcast.

Webcaster Message
Specify the content of the webcast.

Expiration Days

Specify the number of days that the alert message for a triggered event should
remain on the webcast window.

Background Color

The subject of a triggered event alert message can appear in one of four colors to
indicate the nature (or criticality) of the event. Your choices are:

* Default (Indicative of an event that is neither good nor bad)
Green (Indicative of an event that conveys good news)
Yellow (Indicative of an event that conveys a warning)

Red (Indicative of an event that conveys bad news)
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Include reports as URL Links
Specify whether the associated reports must be attached to the webcast alert
window via a URL link icon.

Include files as URL Links

Specify whether the associated files must be attached to the webcast alert window
via a URL link icon.

Webcast notifications should wait until reports are completed

If an event has associated reports which are not linked to the corresponding
webcast window, use this option to control the timing between the report
generation and the publishing of webcast.

Sample Webcast Output
Since webcasting is a message delivery method that is unique to CRM Studio,
you may find it helpful to see what a sample webcast output window looks like.

The following illustration is of a webcast screen.

2 Events lor: - Microsoll Intemnet Explores

| Ele Edt View Favoites Took Help -
@, 5 EA) ﬁ T | B 9 *
Back. Forerd Rahesh Home: Favorber  History ail Priet |
| Agsvess [£71 2 Program Fietcods'Evere Tt ACFMeboazier\ Farbericode bim =] PG [Lnks ™

Events For: Farber, Don: fAccel Corp.

Event Key: Critical, » Informational
Event Description Application Created Date/Time
SRR Everest Advanced 121100 3:30:20 PM
Robinson, Cathy
Porter, David R.

Open Service Call for Upcoming Client Visit Everest Acvanced 12711000 3:29:19 FM
Client “Data Mediate" has an open support call and is due for an on-site visit within the next 4:

RGOt SORUTOUS I E:veest Advanced [12/11/00 3:25:04 M

The following customers received order confirmations today: David Hansen, Lucy Carpenter, =

DS R =t Advanced 1211100 3:24:03 PM

Shipment #10650 (for Tilson Software) has been delayed. The new ship date is 12/20/2000,

Special Price Offers About to Expire Ewverest Acvanced |12/11/00 3:23:03 FM
The special price offer for the Jobtask product is expiring on 12/152000, Flease contact your p
ossible.
o | .
&) Done | =8 My Compuer v

Figure 6.11: Sample Webcast Screen

The template for this window can be customized, so you can include your
organization’s logos, graphics, etc.
Each triggered event shows up as a separate line item in this window, and
displays a brief description (or subject) as well as a detailed description of the
event that was triggered.

Enabling the Webcast Server
The Webcast server must be enabled to process if you plan on using CRM Studio
to send out alerts via webcast when an event is triggered.

.z_:.l" To enable the webcast server, do the following:
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* From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

* From the tree view select Activity > Server Status under Administration
Folders. You will see the CRM Studio servers and their respective status in
the right panel.

* Double-click the Webcast Server. You will see the Everest CRM Studio -
Server Status dialog box.

* Select the Allow Server to process option and click Save and Close.

* To disable any alerts from being sent via webcast, uncheck the Allow
@ Server to Process field.

* If you disable the webcast server and trigger events that are configured
to send webcast alerts, CRM Studio will pile up the pending webcast
alerts (which you can review in the Everest CRM Studio Event
Monitor). These pending alerts may subsequently be deleted, or (if you
enable the webcast server) sent to the appropriate recipients at a later
time.

Webcast Subject and Message Text
When designing a webcast alert message, you can choose to specify content for
the webcast subject field and for the body of your webcast message.
Do keep in mind that unlike an e-mail message, multiple webcast alert messages
appear in a single browser window; thus, it is suggested that you keep the
amount of webcast message text for a single event to a few lines (typically less
than four), so that you can easily review all the triggered events on a single
webcast window without excessive scrolling.
Just as in the design of an e-mail alert message, you can include hard-coded text,
database field values, and date substitution variables in the webcast’s subject field
and body text.

You can also use the {BEGIN*REPEAT} and {END*REPEAT]} functions.
Remember, however, that you cannot use the repeat function in the
Webcast tab of an event if you have already used it in any of the other
delivery method tabs.

= “Repeat Message Text” on page 198

Webcast Message Handling Options
At the bottom of the Webcast tab there are five options that allow you to further
control the content of an outgoing alert message.

Expiration Days
This number represents the number of days that the alert message for a triggered

event should remain on the webcast window. The maximum number of days is ‘9’
and the minimum is end of today as indicated by the value ‘0’.

Background Color

The subject of a triggered event alert message may appear in one of four colors to
indicate the nature (or criticality) of the event. Your choices are:

* Default (Indicative of an event that is neither good nor bad)
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* Green (Indicative of an event that conveys good news)

* Yellow (Indicative of an event that conveys a warning)

* Red (Indicative of an event that conveys bad news)

Include Reports as URL Links

If an event has one or more Crystal reports associated with it, check this option to
specify whether the associated reports must be attached to the webcast alert
window via a URL link icon.

Include Files as URL Links

If an event has one or more files associated with it, check this option to specify

whether the associated files must be attached to the webcast alert window via a
URL link icon.

:@’_ CRM Studio’s webcast message delivery option is an excellent way to

"H™ distribute reports and files to a large number of people, as they can all visit
one webcast page and retrieve the desired reports.

Webcast Notifications Should Wait Until Reports are Completed

If an event has associated reports which are not linked to the corresponding
webcast window, you can control the timing between the report generation and
the publishing of webcast.

If an event has associated reports that are linked to the webcast alert, CRM
Studio will automatically wait for the reports to successfully complete
before the webcast message is posted.

If the associated reports are not included to the webcast message, the appearance
of the webcast alert can depend on two things:

* The webcast notification should wait until the reports are successfully
generated before being published (Option checked).

* The webcast notification should not wait for the reports to successfully
generate before being published (Option unchecked).

* If this option is not checked, the webcast message is sent immediately,
ﬁ and the recipient of the message may not be able to access the associated
report(s) if it takes a while to generate.

* If this option is checked and any of the associated report(s) fail to be
completed successfully, the webcast message will not be posted.

* If associated reports are linked to the webcast message and the reports
fail to complete successfully, the webcast message will not be posted.

Monitoring the Status of Webcast Alerts

When an event triggers the sending of a webcast alert, you can use the Everest
CRM Studio Event Monitor to track the status of the delivery of those alerts.

= “Monitoring the Status of Events” on page 175

In the Everest CRM Studio Event Monitor (path: CRM > CRM Studio >
Monitor), select Webcast Delivery. From here, you can track:

*  Webcast messages whose status are Pending.
* Webcast messages that have been Sent successfully.
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* Webcast messages with Errors that have failed to be delivered successfully.
If any of your webcast alerts have failed to complete successfully because of an
error condition, you may attempt to correct the message delivery, mark the
delivery as complete, or manually delete the erroneous delivery.

= “Message Delivery Errors” on page 90

“Taking a Corrective Action” on page 91

CRM Studio will attempt to re-deliver an erroneous webcast message every
minute.

Response Actions

The Action tab allows you to respond to a triggered event and take any one (or a
combination) of a variety of actions. These actions may include updating a
company database as a result of (and with information from) a triggered event.

Different databases have different requirements with respect to the means
of upgradation. Exercise extreme caution in using any of these functions
to update a database. Be certain that you are familiar with the database(s)
you are updating, and make sure that actions you are executing are
approved and supported by the databases you are integrating with.

It is suggested that you configure the User Access tab settings in the
Everest CRM Studio - Logins dialog box (path: CRM > CRM Studio >
Administrator > User Access > Logins) to disable the Action tab for any
users who do not have the knowledge and permission to utilize such
functions.

Enabling the Action Server
The Action server must be enabled to process if you plan on using any of the
action functions.

.z_:.l" To enable the action server, do the following:

¢ From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

* From the tree view select Activity > Server Status under Administration
Folders. You will see the CRM Studio servers and their respective status in
the right panel.

¢ Double-click the Action Server. You will see the Everest CRM Studio - Server
Status dialog box.

* Select the Allow Server to process option and click Save and Close.

To disable any actions from being executed, uncheck the Allow Server to
Process field.

The Five Types of Actions

When an event is triggered, CRM Studio may execute any one or any
combination of the following five types of actions:

* Create a file that contains content from a triggered event.
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* Submit one or more SQL (structured query language) statements that add,
update, or delete records from one or more underlying database(s).

* Run an executable program.
* Runa VB (Visual Basic) script.
All these actions may incorporate data from the corresponding triggered event.

The Order of Action Execution

The order in which CRM Studio actions will be executed is as follows:
* File creations

¢ SQL statements

* Programs

* VB scripts

Monitoring the Status of Actions

When an action is triggered by an event, you can use the Everest CRM Studio
Event Monitor to track its status.

= “Monitoring the Status of Events” on page 175

In the Everest CRM Studio Event Monitor (path: CRM > CRM Studio >
Monitor), select Actions Taken. From here, you can track:

* Actions whose status are Pending

* Action that are Completed successfully

* Actions with Errors that have failed to complete successfully

If any of your actions have failed to complete successfully because of an error

condition, you may mark the action as complete, or manually delete it.
“Action Errors” on page 91

“Taking a Corrective Action” on page 91

ﬁ CRM Studio will attempt to execute the erroneous action every minute.

Create a File Containing Event Data

The first type of action that CRM Studio can execute is to take information from a
triggered event and write it into a file. You can use this action for the following;:

* To create one or more files of data that will be imported into another company
(such as files with today’s invoices).

* To create log files of triggered event data.

* To create a file that will be sent (e.g., e-mailed) to a business partner or mailing
house for future processing.

Similar to designing an event’s alert message, the file that you create can contain

hard-coded text, database field values (triggered event data), and even CRM

Studio date substitution variables.

Before you can create the format of a file that will contain triggered event data,

you need to fill in the following fields:

File Specification
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Enter the location and name of the file you wish CRM Studio to create.

@ A file name may:
* Be hard-coded (e.g., orders.txt)

* Include field values (e.g., {OrderID}.dat)
* Include date substitution variables (e.g., orders_{%Current_Date%})
Append content to file specification, if it already exists

Select this check box to indicate CRM Studio to append content to the above
specified file, if it already exists on disk.

Overwrite file specification, if it already exists
Select this check box to indicate CRM Studio to overwrite the above specified file,
if it already exists.

Once you have responded to these fields, you are ready to begin formatting the
file containing triggered event data.

3pp To format the file that will contain triggered event data, do the
following:

* After specifying relevant information in the Webcast tab of the Everest CRM
Studio - Application Events\ (your company)\Events dialog box, click Next.
You will see the Everest CRM Studio - Application Events)\ (your
company)\Events - Action tab - Create File tab.

* Place the cursor in the first row first column of the Contents of the File that
will be Created field.

* If the file begins with hard-coded text (such as OrderID), enter that text
directly into the file formatting box.

* If the file begins with a database field value or with a date substitution
variable, select the appropriate value from the list of Available values for use
as file content.

*  You can continue to add hard-coded text, field values, and date substitution
variables until your file format is complete.
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The Everest CRM Studio - Application Events\ (your
company)\Events Dialog Box - Action - Create File

& Everest CRM Studio - Application Events\Accel Sample Company [Only for Reference) 2.0.930\E ... [E3

File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Event Description: CUSTOMERS: Bithday E-mails to customers

Dsseription| Qusriss | Ppots| Fiss| Gopy | Emsi] Fox| Pags] webCast Action | Subscribers| Schedule] Triagsrsd

Create File 1 Submit SAL 1 Run Program | RunBasic Seript

Available valugs for use a3 fils content:

iess code}

{Address) Use selected value
{Base Cunency Description}

{Base Cunency Symbol} ]

File Specifization: | Birthday Wishes

™ Append content to file specification if it aieady exists [ Owenwrite file specification if it already exists

Contents of the file that will be created:

Dear {Customer Naue), ;l
We wish you a very Happy Birthday!! Please accept our hearvfelt wishes...an en
Regards,

i{Sales Rep Name)

4 | o

ceBack | Newss | Cancel | Help |

Figure 6.12: Everest CRM Studio - Application Events\ (your company)\Events
- Action - Create File

Available values for use as file content

This field displays the available fields from the queries that are linked to the
event, and can be used in the File Specification and Contents of the file that will
be created fields.

Use selected value

Click this button to use a highlighted value from the Available values for use in
file content field, in the Contents of the file that will be created field.

File Specification

Enter the location and name of the file.

Append content to file specification if it already exists

Select this option to append the contents to the above mentioned file if it already
exists on disk.

Overwrite file specification if it already exists
Select this option to overwrite the file, even if it already exists.
Contents of the file that will be created
Specify the file’s content.
File Creation - Notes

*  You can use the {BEGIN*REPEAT} and {END*REPEAT} labels in your file.
This will allow you to create a file that contains multiple records from a single
triggered event.

You can use the repeat function in the creation of a file only if it is not being
used in any of the corresponding alert messages.
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* You can create a comma separated file by manually entering a comma after
each selected database field value.

* You can create a tab-delimited file by pressing the CTRL+Tab key after each
selected database field value.

Execute a SQL Statement

Issuing SQL statements against a database can be extremely dangerous if
& they are not correctly formatted. Please verify the syntax of your SQL
statement before submitting it against a live database.

Many databases depend on data synchronization to update both local and
remote users. It is not advisable for an organization to use SQL statements
to update such a database, as it may disrupt the synchronization process.

Depending on the type of databases you are working with, the ability to issue

SQL statements as the result of a triggered event can be one of the quickest and

easiest ways to add or update a company database. SQL statements can be used to

perform such actions as:

* To add order records to a financial database when an opportunity is closed in
a sales database.

* Toupdate arecord in one database when the corresponding record is changed
in another database.

It is very important to understand that the SQL statement(s) that you specify in
this option will be executed once for every triggered record in the event.

Example | If an event runs and is triggered by 10 orders that were shipped later
than their required date, each SQL statement that is associated with

this event will be executed 10 times - once for each triggered record.

A single event may trigger the execution of one or multiple SQL statements. These
statements may perform actions against the database in which the triggered event
occurred, and/or against any other SQL-compliant databases.

All standard SQL commands (such as insert, update and delete) are supported in
the Submit SQL tab.
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CRM Studio

The Everest CRM Studio - Application Events\ (your
company)\Events Dialog Box - Action - Submit SQL

& Everest CRM Studio - Application Events\Accel Sample Company [Only for Reference) 2.0.930\E ... [E3
File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Event Description: CUSTOMERS: E-mail 'Customer Statement' ieport to customers on the first of every

Dsseription| Qusriss | Ppots| Fiss| Gopy | Emsi] Fox| Pags] webCast Action | Subscribers| Schedule] Triagsrsd

Create File 1 Submit SAL 1 Run Program | RunBasic Seript
Available values for uss in the SL statement
iAccount Name} ﬁl
{Account}
{hddiess) 5e sl
{addiess}
{Base Cuency Description x|
Ente the conneetion infarmalion and SAL Statment below to submit

Comnestion Infamation S0L Statement to submil to the connestion it for

Sample Application Connectic | SELECT dbo ADDRESS ACCT_NAME AS “Aocount Name'”, dbo
»
*
Ll | 2

ceBack | Newss | Cancel | Help |

Figure 6.13: Everest CRM Studio - Application Events\ (your company)\Events
- Action - Submit SQL

Available values for use in the SQL Statement
This field displays the available fields from the queries that are linked to the
event, and can be used in the SQL Statement to submit to the connection field.

Use selected value

Click this button to use a highlighted value from the Available values for use in
the SQL Statement field, in the SQL Statement to submit to the connection field.

Enter the connection information and SQL Statement below to submit

Connection Information

Click this field and select a database to connect to, using the D button.

SQL Statement to submit to the connection
Specify the SQL statement to submit.

Wait for Reports to Complete
Specify if the SQL statement should be executed after or before the report
generation.

= “Delaying SQL Execution Until Reports Are Complete” on page 220

SQL “Where’ Clause

It is important to note that the SQL statements that CRM Studio executes from
the Action tab have no implied ‘where’ clause.

Thus, even though an event’s query(ies) may restrict the records that are retrieved
to a specific set, the conditions that the query(ies) have applied are not
automatically applied to the SQL statements that are executed.

Therefore, to make sure that your SQL statement(s) act on the same record (or
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records) that an event’s query(ies) retrieves, you must include a “where’ clause in
your SQL that identifies precisely which records will be affected.

Specifying the SQL ODBC Connection
The first step in defining a SQL statement that will be executed when an event is

triggered is the specification of the ODBC connection that will be used when this
statement is executed.

= “Connect CRM Studio to the ASC Database” on page 22

If you wish to use a SQL statement to update a database that is not currently
defined within CRM Studio, you can configure a connection record for that
database directly from the Submit SQL tab.

23> To selecta CRM Studio ODBC connection record that is already defined,
do the following:

* Click the Connection Information column and click the list [ button that is
displayed. You will see the Everest CRM Studio - Select the Application
Connection dialog box.

* Click the Please select the connection information for submitting SQL drop-
down list to display the existing connections.

* Choose the appropriate connection and click OK.

f_:'ll. To create a CRM Studio ODBC connection, do the following:

¢ (Click the Connection Information column and click the list D button that is
displayed. You will see the Everest CRM Studio - Select the Application
Connection dialog box.

* Click the New Connection button. You will see the Everest CRM Studio -
Edit Connection dialog box.

= “The Everest CRM Studio - Edit Connection Dialog Box” on page 27

* Enter the relevant information required to set up an ODBC source for the
execution of the SQL statement.

* Click Save and Close. You will again see the Everest CRM Studio - Select the
Application Connection dialog box.

* Click OK.

If you add to or change the definition of an ODBC source while you are
in the Everest CRM Studio Architect, you will have to exit the Studio
Architect and re-enter for it to recognize the new or modified ODBC
sources.

Entering the SQL Syntax
Once you have specified the ODBC connection that you will be using, you are
ready to enter the syntax of the SQL statement. Here are some guidelines
regarding the creation of SQL statements:

*  You can use any of the data fields from the triggered event.
* You can use any of CRM Studio’s date substitution variables.
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* Do not forget to include a “‘where’ clause at the end of the SQL statement so
that CRM Studio knows exactly which records to act on.

* You cannot use {BEGIN*REPEAT} or {END*REPEAT} in a SQL statement.
* Keep in mind that a SQL statement will execute once for each record that is
triggered by an event.

Delaying SQL Execution Until Reports Are Complete
The last item you need to specify when configuring SQL statement actions
pertains to whether the corresponding event has any Crystal reports associated
with it.
If the corresponding event has no associated reports, you may leave the Wait for
Reports to Complete check box blank, in the Enter the connection information
and SQL Statement below to submit section of the Submit SQL tab.

If the corresponding event does have associated reports, you may wait for the
reports to be generated before the execution of SQL statement, by checking the
above option.

You may wish to run a report on triggered event data, and then
modify that data using your SQL statement.

If this field is left blank, the SQL will be executed immediately.

If this option is checked and any of the associated report(s) fail to be
completed successfully, the corresponding SQL statement will not be
executed.

Run a Program

The third action that CRM Studio can perform as a result of a triggered event is to

run one or more executable programs. These programs, like SQL statement or VB

script, are executed once for each triggered record in an event. By executing a

program as a result of a triggered event, you can:

* Use the program to add or update data in an underlying database.

* (Call an external company and pass the appropriate data to its database.

* (Call an external utility (such as a synthesized voice unit) and pass the
triggered event data it.
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The Everest CRM Studio - Application Events\ (your
company) \Events Dialog Box - Action - Run Program

i Everest CRM Studio - Application Events\Accel Sample Company (Only for Reference) 2.0.930Ey. .
File Edt Help

[l Save and Close ] Save and New: ‘ ¥ Delste ‘ 4 Previous = W Nest -

Event Description: CUSTOMERS: E-mail ‘Customer Statement’ report to customers on the first of every
Description] Queies | Reports] Fies| Copy | Emaill Fax] Page] WebCast Action | Subscribers| Schedule] Triggered]

Create File 1 Submit $OL 1" FRunProgram | FunBasic Serit

Available values to use for running program of s command Line Parameters:

{Account Name} &

{Adess) Use selected value
{Address}
{Base Cuency Description x|
Erter the programis) o run_* Press F1 for help with &F1 integralion *
| [Fromamtorn Alow Muliple Tasks | Command Line Parameters
7| C:Progiam Filesilcode E veres il progra fiescode\everestbackupies [u]
* r
KN i
ceBack | Newss | Cancel | Help |

Figure 6.14: Everest CRM Studio - Application Events\ (your company)\Events
- Action - Run Program
Available values to use for running program or as command line parameters
This field displays the available fields from the queries that are linked to the
event, and can be used in the Command Line Parameters field.
Use selected value

Click this button to use a highlighted value from the Available values to use for

running program or as command line parameters field, in the Command Line
Parameters field.

Enter the program(s) to run

Program to run
Select the program to be executed.

= “Selecting a Program to Run” on page 222

Allow Multiple Tasks

Check this option to allow multiple copies of this task to run simultaneously. If

this option is not checked, then the server will allow only a single copy of this task
to run at one time.

“Allow Multiple Tasks” on page 222
Kz P pag

Command Line Parameters
Specify the command line parameters to run the selected program.
= “Command Line Parameters” on page 222

Wait for Reports to Complete
Specify if the program should be executed after or before the report generation.
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Selecting a Program to Run

23 To choose a program that CRM Studio should run when the
corresponding event is triggered, do the following;:

* From the Enter the program(s) to run grid, click the Program to Run field and

click the list [ button that is displayed. You will see the Everest CRM Studio
- Program to Run dialog box from which you can select the program you wish
CRM Studio to execute.

CRM Studio can run multiple programs in response to the triggering of a
single event.
Allow Multiple Tasks
The Allow Multiple Tasks option allows you to run multiple copies of this task to
run simultaneously. If this option is not checked, then the server will allow only a
single copy of this task to run at one time.
This option should never be checked if there is a possibility of many external
programs running at the same time. The primary concern here is system
performance.

You have an event that is triggered by closed sales and you have an
action that ran a program for each of those sales.
If the Allow Multiple Tasks option is enabled and the event is
triggered by the presence of 10 matching sales, you will have 10 copies
of the same program running in your system’s memory at the same
time, thus, decreasing your server’s performance.
If, however, you have an event that will never return more than a couple of
triggered records, and the program that you wish to run is relatively lightweight,
you may choose to allow multiple instances of that program to run at the same
time.

ﬁ We recommend that you do not allow multiple tasks.

Command Line Parameters
The manner in which data from a triggered event can be passed to an executable
program is via command line parameters.

All the fields of data from a triggered event, plus all of CRM Studio’s date
substitution variables, are available for use as command line parameters.

.z_:.l" To add (or edit) command line parameters, do the following:

* From the Enter the program(s) to run grid, click the Command Line

Parameters field and click the list [ button that is displayed. You will see the
Action - Edit Command Line Parameters dialog box.
* Enter or modify the parameters, based on your requirements.
* Click OK.
Delaying Program Execution Until Reports Are Complete

The last item you need to specify when configuring executable program actions
pertains to whether the corresponding event has any Crystal reports associated
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with it.

If the corresponding event has no associated reports, you may leave the Wait for
Reports to Complete check box blank, in the Enter the program(s) to run grid of
the Run Program tab.

If the corresponding event does have associated reports, you may wait for the

reports to be generated before the execution of SQL statement, by checking the
above option.

You may wish to run a report on triggered event data, and then
modify that data using the selected program.

If you want the selected program to wait for the report generation, check the Wait

for Reports to Complete option. If you wish to execute the program immediately,
leave this field blank.

If this option is checked and any of the associated report(s) fail to be
completed successfully, the corresponding program will not be executed.
Program Execution - Notes
It is suggested that you run program(s) that do not need any user intervention to
complete.

If you are running CRM Studio under Windows NT or 2000 and want an event to
run a program that requires desktop interaction, you must modify the Everest
CRM Studio service to meet your requirements.

.z_:.l" To modify the Everest CRM Studio service to run a program that

requires desktop interaction, do the following:

¢ From the Control Panel, select Administrative Tools > Services.

* From the Services console, right-click Everest CRM Studio and select
Properties. You will see the Everest CRM Studio Properties dialog box.

* From the Log On tab, select the option Allow service to interact with desktop
and Click OK.

Run a VB Script

Of all CRM Studio actions, the most powerful (and most-often used for updating
databases) is the ability to execute Visual Basic (VB) scripts as the result of a
triggered event.

VB scripts in CRM Studio are similar (in concept) to programs in that the scripts
can use any data from a triggered event in the script’s execution.
Due to its sophistication, CRM Studio’s VB Scripting Module requires its own

option where you can configure and test the scripts that you would execute from
a triggered event.

Please refer to the chapter “Visual Basic Scripting’ for complete details on
how to configure these scripts.
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The Everest CRM Studio - Application Events\ (your
company) \Events Dialog Box - Action - Run Basic Script

& Everest CRM Studio - Application Events\Accel Sample Company [Only for Reference) 2.0.930\E ... [E3
File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Event Description: CUSTOMERS: E-mail Customer Statement report to customers on the first of every

Description] Queies | Reports] Fies| Copy | Emaill Fax] Page] WebCast Action | Subscribers| Schedule] Triggered]

Create File 1 Submit $OL 1 Fun Progiam 1 Run Basic Seript ‘

Ente the Basic Seripts(s) to un. * Press F1 for help with basic seripts =
| Basic Seript Name Basic Serpt Deseiption Bias|
¥ [ Put Customer OnHold and creatr_|[This script is used to put customers, whase outstanding is greater than #| C:
*

=

=

<¢ Back | Mext>> | Cancel | Help |

Figure 6.15: Everest CRM Studio - Application Events\ (your company)\Events
- Action - Run Basic Script

Link a Script to the Event
Once your scripts are defined you can link one or more of those scripts to a CRM
Studio event.

.z_:.l" To link a script to an event, do the following:

* From the Enter the Basic Script(s) to run grid, click the Basic Script Name

field and then the list =] button that is displayed. You will see the Everest
CRM Studio - Select Basic Script dialog box, displaying all the scripts that are
currently available for use as a response to a triggered event.
* Highlight the script you wish to use and click Select. The script gets added to
the Enter the Basic Script(s) to run grid.
CRM Studio supports both front-end scripts (those that are used instead of
a query) and back-end scripts (those that are used as an action in response
to a triggered event). The list that you see includes only front-end scripts.
* Once selected, CRM Studio displays the name and file specification of the
selected script.
* Repeat these steps for each script you wish to associate with an event.

Like SQL statements and executable programs, a CRM Studio script will be
submitted once for each record that is retrieved by a triggered event.

VB Script - Notes

It is suggested that you run script(s) that do not need any user intervention to
complete.

If you are running CRM Studio under Windows NT or 2000 and want an event to
run a script that requires desktop interaction, you must modify the Everest CRM
Studio service to meet your requirements. Refer to “Program Execution - Notes”
on page 223 for this procedure.

The CRM Studio Action Server will be held in a waiting state until the
required interaction with the desktop is complete.
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Add Subscribers

The Subscribers tab allows you to specify who will receive alerts about a
triggered event and via what means (e-mail, fax, pager, copy, or webcast). The
Subscribers tab comprises two tabs:

* Standard (which is the default)

¢ Advanced

Standard Subscribers

Before you select subscribers for an event, you must define them within the
CRM Studio database.

There are four types of standard subscribers:

* Individuals

e Groups of people

* Individual computers

* Groups of computers

People can be notified via e-mail, fax, copy/ftp, pager, and webcast.

Computers can be notified via copy/ftp only.

Copy/ ftp notifications refer to CRM Studio’s ability to copy (or ftp) reports
and/ or files that are associated with a triggered event.

Adding a Standard Subscriber

f_:'ll. To add a standard subscriber, do the following:

e From the Everest CRM Studio - Application Events\ (your company)\Events
- Subscribers - Standard tab, click the Add Subscriber button. You will see

the Everest CRM Studio - Add Subscriber dialog box.
= “The Everest CRM Studio - Add Subscriber Dialog Box” on page 67

* If you wish to send alerts to all the members of a specific group, select the
check box to the left of the group’s name.

If you select a group, all the members of the group will be notified via the
same delivery method.

* If you wish to send alerts to specific subscribers, expand the group to which
that subscriber belongs, and locate the subscriber’s name. Select the check box
to the left of the subscriber’s name.

* Repeat this process for each group or subscriber you wish to notify.

* A single event can notify any combination of groups and individual

ﬁ subscribers.

* If CRM Studio is configured to perform subscriber linking, you may
have to wait a few seconds to display the members of a linked group, as

CRM Studio must dynamically retrieve this information from an
external database.
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*  When you have selected the required subscribers, click the Add Subscriber
button in the Everest CRM Studio - Add Subscriber dialog box. You will see
the Everest CRM Studio - Application Events\ (your company)\Events -
Subscribers - Standard tab again.

The selected users are displayed in the Users Targeted For Delivery grid and

computers in the Computers Targeted For Delivery grid.

Choosing a Subscriber’s Delivery Methods

Once you select your subscribers, choose the method(s) by which each subscriber

will be alerted about the corresponding event.

By default, E-mail is selected as the only alert message delivery method for each

subscriber. You can retain (or remove) this method, and you can add any of the

other four methods for each subscriber.

ﬁ Computers may be notified only via the copy/ftp method.

Be careful to select only those delivery methods that have alert message text
associated with them. Also, be sure that the selected subscribers have a valid
delivery address for the methods chosen for them.

Removing an Event’s Subscribers

.z_;.l" To remove a subscriber from an event, do the following:

* From the Users Targeted for Delivery (or Computers Targeted for Delivery)
grid in the Everest CRM Studio - Application Events\ (your
company)\Events - Subscribers tab - Standard tab, select the row you wish to
remove by clicking on the row header.

¢ (lick the Remove Subscriber button.

You can also click the button Remove All Subscribers to delete all the
subscribers that have been selected for this event.

The Everest CRM Studio - Application Events\ (your
company) \Events Dialog Box - Subscribers - Standard

This tab is used by an event to notify a pre-defined group of subscribers, such as
John Smith, Mary Reynolds, and Pat Crowley.
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& Everest CRM Studio - Application Events\Accel Sample Company [Only for Reference) 2.0.930\E ... [E3
File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Event Description: CUSTOMERS: E-mail '&/R Aging' Report to customers, who has outstanding amaunt for
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Figure 6.16: Everest CRM Studio - Application Events\ (your company)\Events
- Subscribers - Standard

Add Subscribers

Click this button to display the Everest CRM Studio - Add Subscribers dialog
box, which allows you to add users to the Users Targeted For Delivery grid, and
computers to the Computers Targeted For Delivery grid.

= “The Everest CRM Studio - Add Subscriber Dialog Box” on page 67

Users Targeted For Delivery
This grid displays the selected subscribers (users) and the alert modes they are
subscribed to.

Computers Targeted For Delivery

This grid displays the selected subscribers (computers) and whether they are
eligible to receive files by the Copy (FTP) mode.

Remove Subscriber

Click this button to remove a selected user from the Users Targeted For Delivery
grid, or a selected computer from the Computers Targeted For Delivery grid.
Remove All Subscribers

Click this button to remove all users from the Users Targeted For Delivery grid,
or all computers from the Computers Targeted For Delivery grid.

A single event may send alerts to a combination of standard and advanced
subscribers.

Advanced Subscribers

Advanced subscribers are divided into two groups:

* Subscribers who are identified through the presence of a unique database
value within a triggered record.

* Subscribers whose address is contained in a field within a triggered record.

Delivering to Subscribers Using a Database Lookup Value

Consider the following scenario:
You have a customer support database that tracks calls assigned to various
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support representatives. Each support representative is identified by a unique ID

as well as a non-unique group code (such as the Frontline group).

The support database does not store the corresponding representative’s e-mail

and other notification addresses anywhere in the database.

When a support call meets a condition that warrants an alert to the corresponding

support representative, you need the following to occur:

* CRM Studio looks at the triggered record and finds the corresponding
representative’s ID and group name.

* CRM Studio looks up the matching subscriber record (based on the
representative’s ID) and the matching subscriber’s group (based on the
representative’s group name) in the subscriber database.

* CRM Studio alerts the corresponding support representative and/or group.

If the database(s) that an event is linked to requires this look-up ability, you can

specify the fields (in each triggered event record) that contain the subscriber’s ID

and their group name in the Deliver to user or group in subscriber folder using
database lookup value grid.

The database fields that contain the subscriber’s ID (also called user lookup
key) and the subscriber’s group name must be included as one of the fields
in an event’s associated query(ies).

If the field that contains a support representative’s ID is called Rep ID,
and the field that contains the representative’s group name is called

Rep Group, you need to make sure that {Rep_ID} and {Rep_Group}
are both selected as columns in the associated query.

As long as these fields are present in the event’s associated query(ies), you can
instruct CRM Studio to use these values.

3 To deliver an alert to an individual subscriber based on the subscriber’s
unique ID, do the following:

2

* From the Deliver to user or group in subscriber folder using database
lookup value grid in the Everest CRM Studio - Application Events\ (your
company)\Events - Subscribers - Advanced tab, click the first row of the

Database Field column and click the list [ button that is displayed.

* Choose the database field that contains a subscriber’s unique ID (the same
value as present in the User Lookup Key field within the subscriber’s record
in the CRM Studio database).

= “User Lookup Key” on page 35
* Specify whether subscribers will be notified via one or any combination of e-
mail, fax, copy, page, or webcast, by selecting the appropriate options.

3pp To deliver an alert to all subscribers in a CRM Studio subscriber group
based on the group value in a triggered record, do the following:

2

* From the Deliver to user or group in subscriber folder using database
lookup value grid in the Everest CRM Studio - Application Events\ (your
company)\Events - Subscribers - Advanced tab, click the second row in the

Database Field column and click the list [ button that is displayed.
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* Choose the database field that contains the subscriber group’s name.

= “User Lookup Key” on page 35

* Specify whether subscribers will be notified via one or any combination of e-
mail, fax, copy, page, or webcast, by selecting the appropriate options.

The value must exactly match (including case) the name of a subscriber
group in the CRM Studio database for all members of that group to be
notified.

= “Use a Group Lookup Key” on page 163

* Choose whether the subscribers in a group will be notified via one or any
combination of e-mail, fax, copy, page, or webcast, by selecting the
appropriate options.

Delivering to Subscribers Using an Address in the Triggered Event
One of the most common CRM Studio alert scenarios is one where an alert
message needs to be delivered to a person associated with a triggered event
record.

* Notify the support representative to whom an escalated call is

assigned.
* Notify the sales representative who has an overdue activity.

* Notify the manager of a person who has not responded to a
customer call.

In all these cases, you cannot hard-code the alert recipient because the recipient
will vary based on the records that are causing the event to trigger.

As long as the records that are causing the event to trigger contain the address (e-
mail address, fax number, pager number, etc.) of the person who should receive
the notification, CRM Studio can send the alert accordingly.

To make this function work, you must be sure to include the field(s) that contain a
recipient’s delivery address(es) within the query(ies) associated with the event.
In other words, if you wish to send e-mail alerts to a support representative, the
first thing you need to do is identify what field contains the representative’s e-
mail address. As long as you include this field in the query for an event, the event
can send the alert to that address.

The delivery of an alert to an address that is contained within a triggered event is
done from the Deliver to specific e-mail, pager, fax or webcast name using
database value grid of the Advanced tab.

Depending on which method (or methods) you wish to send alerts by, you will
need to map fields from your event’s query to supply each recipient’s e-mail
address, fax number, pager number, pager PIN, and webcast name.

3¢ To map fields from your event’s query to supply each recipient’s contact
details, do the following:

e From the Deliver to specific e-mail, pager, fax or webcast name using
database value grid in the Everest CRM Studio - Application Events\ (your
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company)\Events - Subscribers - Advanced tab, click the first row of the

Database Field column and click the list =] button that is displayed.
* Choose the field(s) that contain the corresponding subscriber’s delivery
addresses.

For every address mapping field that you fill in, the corresponding subscribers (as
determined by the triggered event) will get notified via those methods.

The Everest CRM Studio - Application Events\ (your
company)\Events Dialog Box - Subscribers - Advanced
This tab is used by an event to notify people based on the records that are
triggered.
An event that identifies all opportunities that are due to close this
week and needs to send a separate alert to each sales representative
associated with these events.

& Everest CRM Studio - Application Events\Accel Sample Company [Only for Reference) 2.0.930\E ... [E3
File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Event Description: CUSTOMERS: E-mail Customer Statement’ report o customers on the fist of every
Dsseription| Qustiss | Ppoits] Fiss| Gopy | Emsi] Fox] Pags] webCast| Action Subscribers | Scheduls] Triggered

Starderd Advanced |

Disliver to user of @ioup in subscriber folder using databass lookup valus

Database Fild Type Ernail Fax Copy | Page | webCast
Account Name User 4] [ 4] 2] [

& City User Group ~ ~ [l [l ~
KIS o
Deliver to a specific email, pager, fax or webcast Name using database valus

Database Field Contains this value
[ » | Customer Email Cantains Email Address to send to

Contains Email CC Addiess to send to

Contains Email BCC Address to send to

Contains Fax Number to dial

Contains Paging Yendor Station Phone Mumber to dial
Contains Pager FIM to page

Contains 'WebCasting Mame for web defivery

K| =

<¢ Back | Mext>> | Cancel | Help |

Figure 6.17: Everest CRM Studio - Application Events\ (your company)\Events
- Subscribers - Advanced

Deliver to user or group in subscriber folder using database lookup value
This grid allows you to specify users or groups eligible to receive alerts, based on
a database lookup value.
Deliver to specific e-mail, pager, fax or webcast name using database value
This grid allows you to specify which e-mail address, pager number, fax number
or webcast location to send alerts to, based on a database lookup value.
A single event may send alerts to a combination of standard and advanced
subscribers.

Monitoring the Status of Alert Messages

When an alert message is triggered by an event, you can use the Everest CRM
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Studio Event Monitor to track the status of the message’s delivery.

= “Monitoring the Status of Events” on page 175

.z_:.l" To track the status of the message’s delivery, do the following:

* In the Everest CRM Studio Event Monitor (path: CRM > CRM Studio >
Monitor), select Application Events.

* Click any of the Triggered branches and locate the triggered event whose alert
messages you wish to track.

* Highlight (click) the triggered event.

* Click the Deliverables button at the bottom-left of the dialog box. You will see
a list of all the subscribers for that event in the right panel.

* Review the details of each subscriber; the person who was supposed to be
notified, the method of notification and the time of delivery of the message.
You will also see if the delivery was successful.

* Click the Close Deliverables button.

You can also view the details (text) of the actual outgoing alert message by

ﬁ simply going up to the triggered event record and pointing your cursor at

the appropriate column (in the grid) that contains the e-mail, fax, pager, or
webcast text. The grid automatically expands to display the full text of the
alert message.

“Action Errors” on page 91

“Taking a Corrective Action” on page 91

Specify a Schedule

The last step in the configuration of a CRM Studio event is the specification of the
schedule (or frequency) that determines how often you wish to check if the event
is triggered.

Every event has its own schedule; it can be triggered as often as every minute,
and as infrequently as once a day, week, month, or year.

CRM Studio includes approximately a dozen pre-configured schedules. You may
edit these schedules as well as create additional schedules of your own.

Choosing a Schedule

i:_l-b To select a schedule that will control how often CRM Studio checks if an
event is triggered, do the following:

* From the Choose a schedule to use field in the Everest CRM Studio -
Application Events\ (your company)\Events - Schedule tab, click the drop-
down button to display pre-configured schedules.
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* If you see a schedule that fits your requirements, select it; if not, you can create
it.

* The schedule called When E-mail Arrives is reserved for use only with
@ the CRM Studio E-Mail Response System.

* You can choose ‘None’ as a schedule if you wish to configure an event
but do not want CRM Studio to actively schedule it. This is particularly
useful for events that you wish to run on an ad-hoc or on-demand basis.

Schedule Holiday Handling

In the Everest CRM Studio Administrator module you can identify those dates
that are designated as holidays for your organization and specify (on an event-by-
event basis) whether or not an event should be submitted on a date identified as a
holiday.

In the Schedule tab, select the option Should this run on a holiday if you want an
event scheduled on a holiday to run.

Event Dependencies

When configuring CRM Studio events, you may come across a situation such as

the following;:

* Ifevent‘a’ is triggered, submit event ‘b” immediately to see if it is also
triggered.

In this example, event ‘b’ is referred to as dependent on event ‘a’.

CRM Studio has two ways to accommodate this scenario; one is through the use
of the Dependency function on the Schedule tab, and the other is by using a
Visual Basic script to submit the execution of one or more subsequent events.

The following sections will address how to use the Dependency function within
the Schedule tab.

How to Configure a Dependent Event
By definition, a dependent event (such as event ‘b’ in the preceding example) is
one which you want to execute only if the event on which it is dependent (event
‘a’) is triggered.
Consequently, event ‘b” should not have its own schedule; Schedule event ‘b’ (the
dependent event) as ‘None” so that it will be submitted only if its dependency is
met.
It is also important to note that a single event (such as event ‘b’) can be dependent
on any one of a number of other events, but not on a combination of other events
(e.g., event ‘c’ cannot be dependent on triggering of both events ‘a” and ‘b’).

.z_:.l" To specify that an event’s submission is dependent on triggering of
another event, do the following:

* From the Everest CRM Studio Architect dialog box, select Event
Management Folders > Application Events > (your company) > Events. You
will see all the events in the right panel.

* Select and open the dependent event. You will see the Everest CRM Studio -
Application Events\ (your company)\Events dialog box. Click the Schedule
tab.
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* From the Choose a schedule to use drop-down list, select None. Click the
Add Dependency button. You will see the Everest CRM Studio - Add
Dependency dialog box. This dialog box is similar to the Everest CRM Studio
- Add Query dialog box.

[@”The Everest CRM Studio - Add Query Dialog Box” on page 63

* If you wish to make the current event dependent on another event within this
database, select the event that the current event will be dependent on.

* If you wish to make the current event dependent on an event within a
different database, click the Select Another Application button and select the
database that contains the event you wish to make the current event
dependent on.

“The Everest CRM Studio - Select Another Application Dialog Box”
on page 64

* Select the event that the current event will be dependent on. The selected
event is displayed in the The current event will be triggered if the following
event(s) are triggered grid.

* Repeat the above steps if you wish to add other events that the current event is
dependent on.

ﬁ You cannot make a single event dependent on multiple others.

Removing an Event’s Dependencies

f-_:-" To remove a dependency from an event, do the following:

* From the The current event will be triggered if the following event(s) are
triggered grid in the Everest CRM Studio - Application Events\ (your
company)\Events - Schedule tab, select the dependency you wish to remove
by clicking on the row header.

e Click the Remove Dependency button.

You can also click the Remove All Dependencies button to delete all of the
dependencies that have been selected for this event.
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The Everest CRM Studio - Application Events\ (your
company) \Events Dialog Box - Schedule

& Everest CRM Studio - Application Events\Accel Sample Company [Only for Reference) 2.0.930\E ... [E3
File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Event Description: CUSTOMERS: E-mail 'Customer Statement' ieport to customers on the first of every

Dsseription| Qusriss | Pspoits] Fiss| Gopy | Emsi] Fax] Pags] webCast| Action] Subscibers Schedule | Tiagsrsd]

Choose a sehedule to use: [Every Friday at Spm |

Edit This Schedule.. | Create Mew Schedule... |

~Scheduling Information:

Frequency-Daly, Daly time o run 5.00 pm -
llowed Days: Friday
llowed Months.January February March Apr May June Julp August S eptember Drtober November December =

[ Should this un on a holiday

Add Dependency...

The cunent event wil be tiggered if the following event(s) are tiggered:

Applcation Even! Desciption
<Remove Dependency | <¢Remove Al Dependencies |
ceBack | Newss | Cancel | Help |

Figure 6.18: Everest CRM Studio - Application Events\ (your company)\Events
- Schedule

Choose a schedule to use
Select a pre-configured schedule from the drop-down list.

Edit This Schedule
Click this button to edit a schedule displayed in the Choose a schedule to use
field. The Everest CRM Studio - Scheduled Report dialog box is displayed.

Create New Schedule
Click this button to configure a new schedule. The Everest CRM Studio -
Scheduled Report dialog box is displayed.

Scheduling Information
Enter relevant information about the schedule, for the reference of other users.

Should this run on a holiday
Select this option if the schedule should be executed even on holidays.

= “Schedule Holiday Handling” on page 232
“Holiday Schedule” on page 99

Add Dependency
Click this button to display the Everest CRM Studio - Add Dependency dialog
box, which allows you to specify the event(s) on which this event is dependent.

= “Event Dependencies” on page 232
The current event will be triggered if the following event(s) are triggered
This grid displays the other events that this event is dependent on.

Remove Dependency
Click this button to remove a selected event from the The current event will be
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triggered if the following event(s) are triggered grid.

Remowve All Dependencies
Click this button to remove all events from the The current event will be
triggered if the following event(s) are triggered grid.

Creating/Editing a Schedule
f_:'ll. To create a schedule or edit an existing schedule, do the following;:

e From the Everest CRM Studio - Application Events\ (your company)\Events
- Schedule tab, click the Create New Schedule or Edit This Schedule button.
You will see the Everest CRM Studio - Scheduled Report dialog box.

* Type in a description of the schedule you are creating or editing (e.g.,
Everyday at 3 PM)

* If you are creating a schedule for events that should not be submitted until
after a specific date, enter the appropriate date (in the format XX/XX/YYYY
HH:MM) in the field Should not run until after date/time. If events using this
schedule are eligible to be submitted immediately (when this schedule is due
to run next), leave this field blank.

A schedule for events that should not be submitted until January 2nd
of the following year.

* From the Frequency drop-down list, choose a recurring frequency for this

schedule. Your choices are:

- Every 'n’ minutes

- Hourly

- Daily

- Weekly

- Monthly

- Annually

- None (used only for events that have no schedule)
The frequency called When E-mail Arrives is reserved for use only with the
CRM Studio E-Mail Response System.

* Based on the frequency you choose, you will be prompted to supply
additional scheduling details, such as the time of day to run, the day of the
week, etc.
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The Everest CRM Studio - Scheduled Report Dialog Box - Description

FEile Edit Help
& save and Close | ¥ Delete | 4 Previous ~ W Next ~

Schedule: Every § Minutes

Description | Alowed Rangs | History |
Intemal D rumber. o

Schedule |Every 5 Minutes

Should nat run until after date.time: |1/T /1933 12:01:00 AM

- Frequency Information:

Frequency: [Every n Minutes d

Minutes [5

Notes:

This schedule is the standard for most timely alerts, =l

El

Figure 6.19: Everest CRM Studio - Scheduled Report - Description
ID Numnber
This field displays the ID of the schedule. You cannot modify it.
Schedule
Specify a name for the schedule.
Should not run until after date/time
Enter the appropriate date (in the format XX/XX/YYYY HH:MM) if you are

creating a schedule for events that should not be submitted until after a specific
date.

Frequency Information

Frequency

Select a recurring frequency for this schedule from the drop-down list. Based on
the selected option, additional fields are displayed, prompting you for additional
information.

Notes

Enter any relevant notes about this schedule.

Configuring a Schedule’s Allowed Range

There are three components to the configuration of a schedule’s allowed range:
* The months of the year during which the schedule is eligible to be submitted
(select the eligible months).

* The days of the week during which the schedule is eligible to be submitted
(select the eligible days).

* The hours of the day during which the schedule is eligible to be submitted

(specify the beginning and ending times between which the schedule may be
submitted). These times are inclusive.
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The Everest CRM Studio - Scheduled Report Dialog Box - Allowed
Range

The options in this tab allow you to define when the schedule will run.

Everest CRM Studio - =]

File Edit Help

(& Save and Clase | % Delste | A Frevious = W bext

Schedule: Evary 5 Minutes

i Schedule will run on the following months:

¥ January ¥ May ¥ September

I February ¥ June ¥ Delober

¥ March ¥ Juy ¥ Movember

I~ Apil ¥ August ¥ December
-~ Schedule will run on the follawing days:

I Sunday IV Wednesday ¥ Satuday

¥ Monday I Thursday

[ Tuesday [¥ | Friday

Daily range begin time: [1200:004M | Daily range end time: [11:5300PM |

Figure 6.20: Everest CRM Studio - Scheduled Report - Allowed Range

Monitoring the Status of Scheduled Events

When an event is scheduled to be checked by CRM Studio, you can use the
Everest CRM Studio Event Monitor to track the status of its submission.

= “Monitoring the Status of Events” on page 175

f_:'ll. To track the status of the message’s delivery, do the following;:

* In the Everest CRM Studio Event Monitor (path: CRM > CRM Studio >
Monitor), select Scheduler > Next Run Date/Times. You will see a list of all
scheduled events that are pending for execution in the right panel.

* Once an event is submitted by the CRM Studio Scheduler, click the
Application Events branches and locate the event. Monitor whether the event

has been successfully checked and/or triggered, and whether any error has
occurred.

Triggered Items

This tab lets you see whether the current event has been checked and triggered.
You can also view the unique IDs of all the triggered records.

The primary use of this tab is to enable you to clear the triggered records for an
event and thus enable it to be triggered again. You can clear all the triggered
records or only selected records for an event.

The Triggered tab displays the date and time when the event was last
checked, the date and time when the event was last triggered, and the value
of the unique field (as defined in the event’s query) for each record that was
triggered.
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Clearing Triggered Records
.z_;.l" To remove a triggered record, do the following:

* From the Items triggered by this event grid in the Everest CRM Studio -
Application Events\ (your company)\Events - Triggered tab, select the row
you wish to remove by clicking on the row header.

* Click the Remove Triggered Item button.

* You can also click the Remove All Triggered Items button to delete all

@ of the items that are triggered by this event.

*  You may need to exit the Triggered tab and re-enter, to verify that all
triggered items have been removed.

If Your Event Isn’t Triggering . ..
The most common call that comes to Everest Software support is that an event is
not getting triggered or the e-mail message is not getting sent.
If this happens, the first thing to do is to check the Everest CRM Studio Event
Monitor and locate the event - see if it appears under Application Events that are
pending, checked, triggered, or have recorded errors.
The most typical scenario is that an event is being checked, but it is not being
triggered. Here is a list of most likely reasons:
* The ‘e-mail sending’ account is not correctly configured. Perform an e-mail

test to see if this account is successfully sending an e-mail message.

* The event is already triggered. Many events are configured to send only one
alert per triggered record. Go into the Triggered tab for the event and see if
any triggered records are listed. If so, this may be why the event is not
triggering again.

* The method by which the alert is being sent (e.g., e-mail) does not have any
corresponding alert message text. If there is no text, no message can be sent.

* The subscriber (recipient) who is to receive the alert message does not have an
address defined for the corresponding method (i.e., an event that sends an
alert via e-mail requires that the subscriber not have a blank e-mail address)

* The event is not active (check the Description tab of the event).

* The event that is being triggered does not have a valid E-Mail Sending
Account specified.

* There is no query specified for the event, or the query has some parameters
associated with it that have been left blank.

* No delivery method (e.g., e-mail) has been specified for the subscribers
selected for the event.

If Your Event Is Triggering Over and Over . ..
Check out the event query’s Unique value. If a query does not have a unique
value, the corresponding event triggers over and over again, until the query’s
condition is no longer met.
You might also look at the setting of the event’s Repeat Notification for
Triggered Items option (in the event’s Description tab). If this box is checked, the
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event continues to be triggered (and send alerts) over and over.

Schedule an Event to Run Right Now

As you configure CRM Studio events, one of the most frequently-used functions
in the Studio Architect is the ability to run a specific event right now.

This is particularly useful, as you can configure an event to use a specific schedule
(such as hourly, daily, or weekly), but still have the ability to submit the event
right away to confirm that it will execute successfully.

The Schedule This Now function is also useful as it enables you to submit ad-hoc
executions of a specific event.

You may have an event that runs once a week (on Mondays), but your

server might have been shut down (for maintenance) on that day.
Using the Schedule This Now function, you could manually submit
specific events to run on Tuesday that were originally scheduled to
run on Monday.

.z_:.l" To schedule an event to run right now, do the following;:

* Ensure that the Everest CRM Studio service (path: Control Panel >
Administrative Tools > Services) is running.

* From the Everest CRM Studio Architect dialog box, select Event
Management Folders > Application Events > (your company) > Events. You
will see all the events in the right panel.

* Click (highlight) the event you wish to run right now.

* Click the Schedule This Now button at the top of the Everest CRM Studio
Architect dialog box.

*  You will be asked to confirm the submission of your selected event. Click Yes.

The event will be scheduled for immediate execution, and may be tracked in the
Everest CRM Studio Event Monitor.
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Back-End Scripting Set-Up
Front-End Scripting Set-Up
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The key to the alerting process is the ability to not just notify people about events
that require their attention, but to update the business databases that these people
use with the details of the event that took place, and the follow-up actions that
need to be executed.

To facilitate the process whereby a time-critical event can not only trigger an alert,
but also dynamically update one or more business databases, CRM Studio
includes a VB (Visual Basic) and VBA (Visual Basic for Applications) scripting
module. This module provides the ability to acquire information pertaining to a
CRM Studio triggered event and use it to update data in one or more databases.
This chapter outlines the manner in which the VB/VBA scripting module is
designed within the CRM Studio solution, and enunciates the benefits of this
module to CRM Studio users.

Requirements

Although CRM Studio includes a number of sample scripts that an organization
can use, the requirements of most companies necessitate the creation of one or
more site-specific scripts.

CRM Studio includes a very robust VB script designing tool, complete with pre-
defined script templates, on-line documentation and help text, and script syntax
testing facilities.

The scripting module should be reserved for use only by those
individuals who are familiar with the Visual Basic language, and have
some experience in writing VB scripts.

Front-End Versus Back-End Scripts

CRM Studio scripts can be designed to be utilized in two ways:

* Asan action that is executed after an event is triggered. Once an event is
triggered, all the data related to the triggered event (including the field-level
details of individual records) is made available to one or more scripts that you
wish to execute.

This is referred to as a back-end script because it executes after an event is
triggered.

ﬁ A single event may trigger the execution of one or more back-end scripts.

* As the means to check for a condition that is not related to information in an
ODBC-compliant database or in an incoming e-mail message.

Although CRM Studio typically uses queries to identify an event’s trigger

criteria, queries cannot identify data that resides outside an ODBC-compliant

database, or outside an incoming e-mail message. To identify conditions such as

low disk space, a process that is not running, or a file that has been updated, CRM

Studio enables a VB script to be used in lieu of a query.

This is referred to as a front-end script because it determines whether or not an

event will be triggered.

A single event that uses a front-end script can also use one (or more) back-
end scripts to respond to the triggered event.
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Sample Back-End Scripting Scenarios

Here are ten scenarios where CRM Studio’s back-end scripting functions could
be used:

Condition

A client places more than two orders
with you this month.

A client has more than $50,000 in 90
Days receivables

A client requests support more than
10 times in a month

A client closes an opportunity in a
CRM database

A client updates a contact in a
financial database

A client is placed on credit hold in a
financial database

An account is de-activated

A client sends in a tech support e-
mail

A client sends in an e-mail
unsubscribe request

A new prospect sends e-mail
requesting product information

Script
Update the client’s status to Active

Change the client’s credit status to On
Hold

Create a support call to offer the client
training services

Create a sales order in a financial
database

Update the corresponding client in a
CRM database

Update all of the client’s
opportunities in a sales database

Close all the open activities for that
account

Create the corresponding ticket in a
support database

Remove the client from your mailing
list

Add the prospect to your CRM and
financial databases

Sample Front-End Scripting Scenarios
Here are six scenarios where CRM Studio’s front-end scripting functions could
check for conditions outside the ODBC-compliant databases, and to send alerts
and take appropriate response actions:

* Check if available disk space on your database server drops below 55 MB.
* Check if SQL Server is still running.

* Check if critical files have been updated.

* Check if a Sync Server is still running.

* Check the NT Event Log for potential security breaches.

* Check for data conditions in a non-ODBC compliant database.

Back-End Scripting Set-Up

The subsequent pages will guide you through the process of setting up a back-
end script and linking it to an event. This will be followed by a brief discussion on
how you can configure front-end scripting within CRM Studio.
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Prepare Queries

To begin using back-end scripts in CRM Studio you must decide what you want
the scripts to do. The best way to approach this is to look at your events and
figure out which events need to write data back into one or more databases.
Once you identify such an event, you are ready to begin thinking about the
corresponding query(ies) and script(s) you will require.

The very first thing you should do is go to the query(ies) that the event uses and
ensure that all fields (columns) that you might wish to use in your script are
retrieved by the query.

This is a very important step - just as you must be careful (when designing
queries) to choose those fields that you wish to place in an outgoing alert
message, you must likewise be careful to choose those fields whose values you
wish to pass into the script(s) that an event will trigger.

If you wish to have access to a field within an event’s script, you must be sure to
select that field as a column for the queries that are associated to that event.

Create the Back-End Script

Once you have ensured that the query(ies) that an event uses will make available
the necessary information to the event’s script, you are ready to begin designing
your script.

Each company that is defined within the Everest CRM Studio Architect has a
separate branch called Basic Scripts to store the scripts that are associated with
that database.

#" Everest CRM Studio Architect =] E3
File Edt View Help
15 New Basic Seript ‘ S print | ¥ Delete

Events &

L2 Event Management Folders Application Events\Accel Sample Company (Ol for
ij,i Application Events Basic Script
-] Acosl Sampls Compary [Drly for Referens £/ :Task for Sales Rep to Fallow for the Due Payments

13 Quer Definiions

Events
Fieport Definiions
9 Scheduled Fieports
ripts

ie

Create a Task in the Contact Manager for the Purchase Fief
Create Task To Sales rep Regarding Invoice Created
Create task to Sales rep when current date s » than closing
Create Task to Sales when Grade is equal to X

] ipts PIRCHASE ORDER:Task when P is caceled X days bef
\,’J Ermail Response System Put Customer 'On-Hold' and create a task for Sales Rep.
&) sarple Appicstion ALE ORDERS Task when 50 amount> X._amount s crea
% Subscribers ALES OPPORTUNITIES: Task for Sales Rep to Schedule

ALES OPPORTUNITIES: Task for Sales Rep when Proba

| T sk to Sales Fiep Sales quote amount exceeds X amount
"W/ORK ORDERS:T ask for approaching completion date of

[TT[]~

Subscribers | [ 4] | |

E \

3

A

Figure 7.1: Everest CRM Studio - Basic Scripts
Adding a New Back-End Script
f-_:-" To add a new back-end script, do the following:

¢  TFrom the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.
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* From the Event Management Folders panel in the center, select Application
Events. You will see all the companies that CRM Studio is currently
configured to integrate with.

* Select the company for which you want to design events and click Basic
Scripts. You will see a list of scripts (if any have been created) in the right
panel.

* Click the New Basic Script button at the top-left. You will see the Everest
CRM Studio - Application Events\ (your company)\Basic Scripts dialog
box, using which you can design basic scripts for the selected company.

By default, CRM Studio automatically stores your scripts in a special
directory where the company is installed, but you may override this
location according to your needs.

The Everest CRM Studio - Basic Scripts Dialog Box

BEE verest CRM Studio - Basic Scripts B
File Edit Help

(& Save and Clase | % Delste | 4 Frevious + W hext -

Basic Script Name: Put Customer ‘On-Hold' and create a task for Sales Rep

Description | Histar |
Intemal D rumber B

Basic Sciipt Name: [Put Customer 'OnrHold and create a task for Sales Rep.

Basic Seript Desaription:

This script is used to put customers, whose outstanding is greater than i amount for more v days, in 'On-Held' status a

Basic Script Fils Speciication:

[E=\Proram Files\lcode E verest\ ACRM\SeriptsT asktof alesRepRegdutstandingémt bar Brawse
(" Check Scipt Spriax | Edit/Test Seript

Dutput from Scipt

Script successhully verifisd =l

El

Figure 7.2: Everest CRM Studio - Basic Scripts
Internal ID Number
This field displays the ID of the script. You cannot modify it.
Basic Script Name
Enter a name for this script.
Basic Script Description
Enter a description of this script.
Basic Script File Specification
Specify the location and name of the script file.
Browse
Click this button to display the Everest CRM Studio - Select a Basic Script File
dialog box, which allows you to browse for, and select script files.
Check Script Syntax
Click this button to check your script for syntax errors. When you click this

button, you will be informed of any script syntax errors that exist, or that your
script’s syntax has been successfully verified.
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Edit/Test Script

Click this button to edit and modify the script’s contents as well as test the script
from the Cypress Enable Script Editor dialog box.

Output from Script

This section is automatically updated when you check the script syntax. You
cannot modify it.

Editing a Script

Once you fill in the general information about the script you are creating, click the
Edit/Test Script button to begin editing the content of your script. It is advised
that you have a list of the customized names of all the fields of data that you wish
to pass from the corresponding event into this script.

When you click the Edit/Test Script button, you will see the Cypress Enable
Script Editor dialog box that begins with an area for script author details and
general overview.

The script is described in the following sections, which are detailed below:
* General Information

* Retrieve General Event Data

* Retrieve Alert Message Text

* Retrieve Query SQL Syntax

* Retrieve Event Data Fields

* Run Subsequent Events

* Specify Return Status Codes

* Enter Your Script Syntax

General Information
The first part of a script is where you can specify the purpose of the script, your
name (as the script author), the date when the script was created and the date

when it was last modified. This part of the script will look like the following;:

Script Name : Template.bas

Script Author : Development

Script Purpose : This script serves as a template

" Script Creation Date : 2/5/2001

" Script Modified by :

" Script Modified Date :

Script Modifications :

The following declared functions are available
to the script author in order to interact
" more closely with Everest CRM Studio. All are optional

Scripts may be executed by Everest CRM Studio in two ways.
1) As an action to a triggered event.

2) In place of a query in order to have the script
trigger events.

Please note, a script used as an action cannot trigger events.
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Retrieve General Event Data

The second section of a script instructs you on how you can retrieve general
information about the triggered event such as the event’s description and the
name of the database to which the event is associated. This part of the script will
look like the following:

" The following functions are used when a script is executed
" as an action.

Declare Function KSGetEvent App ( ByVal s As String ) As String

This function retrieves specific data about the event that
has triggered.

The available values that can be passed to KSGetEvent in
order to retrieve data are as follows:

" lookup Returns the Lookup key as defined in

" the Event Manager

" application The application that the event belongs to

" description The description of the event

" id The id of the event

" dns The ODBC datasource name of the application

" username The username for the connection of the application

" password The password used for the connection

" apiname The optional APl name set in the connection properties
" apiusername The optional APl username for the connection of the

application

apipassword The optional APl password used for the connection

Retrieve Alert Message Text

The third section of a script details how you can retrieve the texts contained in the
various alert messages that are associated with the triggered event. This part of
the script will look like the following;:

Declare Function KSGetPackage App ( ByVal s As String ) As String

This function retrieves data about the package that was

* created for delivery by KnowledgeSync. The values that
can be passed to KSGetEvent in order to

retrieve data are as follows:

" e-mail subject The subject of the e-mail for delivery

" e-mail message The e-mail message text for delivery

" page message The pager message text for delivery

* fax subject The fax subject text created for delivery
" fax message The fax message text create for delivery

* fax comments The fax comments text created for delivery
" webcast subject The webcast subject text for delivery

" webcast message The webcast message text for delivery

Retrieve Query SQL Syntax

The fourth section of a script details how you can retrieve the SQL syntax from
the queries that are associated with the triggered event. If an event uses multiple
queries, you can retrieve the SQL syntax from any one or all of the corresponding
queries. This part of the script will look like the following;:
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Declare Function KSGetSQL App ( Byval I As Long ) As String

This function retrieves the SQL from the query that was used
to trigger the event.

You pass a number of the query used.

For example if the event has only one (1)

query, then you would pass the number 1

Example: mysqgl=ksgetsql (1)

retrieves the sgl from the first query

Retrieve Event Data Fields

The fifth section of a script describes the method by which you can retrieve the
values from individual fields (columns) that were specified within the query(ies)
associated with the triggered event. This part of the script will look like the
following:

Declare Function KSGetData App ( ByVal s As String ) As String

This function retrieves columns of data from the queries
that triggered the event. You pass the customized

column name as defined in the query builder to

retrieve that information.

Example: print ksgetdata(companyname) ° prints

company name from the query data

Run Subsequent Events

The section that refers to using a script to trigger an event is not applicable
to back-end scripting.
The sixth section of a script allows you to call other events for execution. This is
very useful, as it enables you to immediately run one or more other events upon
conclusion of this script. This part of the script will look like the following;:
Declare Function KSScheduleEvent App ( ByVal lookup As String) As String

" This function immediately schedules the event matching the
“lookup string on the description Tab of the Event Manager.
" The parameters are as follows:

lookup The lookup string that uniquely identifies the Event in the *
Event Manager
Returns a string error message if unable to schedule
event. Returns empty string if Event is scheduled.

Specify Return Status Codes

The seventh section of a script contains details on how you can specify what
information the script will return to CRM Studio if the script fails to complete
successfully. This part of the script will look like the following:

Global KSReturnStatus As Long

" Set this value if you want to return an error status number.
IT you don"t set this value, then the script is assumed to
have worked successfully and is stamped completed by KS.

Global KSReturnMessage As String
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" Set this value if you want to return an error message

Global KSReturnComplete as long

" Set this value to -1 if you want the script to complete even
if there’s an error. Normally, when scripts error, the
Action server will attempt to execute them again in 1 minute
until they complete without error.

On Error Resume Next

" Tell KS how things went by setting the return status

" Set this to a non-zero if there was an error. This will be
" Seen in the monitor in the errors section or corrective

" actions in the administrator

KSReturnStatus = 0

" Set return message string. Place error message in this
* variable if there was one, This will show up in the monitor

KSReturnMessage = Success

Enter Your Script Syntax

The final section of a script is where you can actually type in the syntax of the
script you wish to execute. This part of your script will fall between the lines
“Begin your script here” and “End your script here” as is shown below:

" Begin your script here

" End your script here
End

Link the Script to an Event

When you finish editing your script (and checking the script syntax for any
errors), you are ready to link the script to one or more events.

A carefully constructed script can be used with multiple events, as long as
the events make the necessary columns of data available to the script.

.z_;.l" To link a script to an event, follow these steps:

e From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

* From the Event Management Folders panel in the center, select Application
Events. You will see all the companies that CRM Studio is currently
configured to integrate with.

* Select the company for which you want to design scripts and click Events. You
will see a list of events (if any have been created) in the right panel.

* Edit/Create (if necessary) the event you wish to link the script to.
* From the Action tab, select the Run Basic Script tab.
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* From the Enter the Basic Script(s) to Run grid, click the Basic Script Name

column and click the list [ button. You will see the Everest CRM Studio -
Select Basic Script dialog box, displaying all the scripts that are currently
available for use as a response to a triggered event.

* Highlight the script you wish to use and click Select. The script is added to the
Enter the Basic Script(s) to Run grid.

CRM Studio displays the name and file specification of the selected script.

Repeat these steps for each script you wish to associate with an event.

Front-End Scripting Set-Up

Front-end scripting is handled through the same Script Maintenance option as
back-end scripting; the primary difference is that instead of passing information
from an event’s query to a script, a front-end script contains the instructions to
check for a specific condition of data and then identify those elements of data that
need to be passed back into the event.

A single script cannot be used in both front-end scripting and back-end
scripting. A script must be designed either for front-end or back-end use.

Identify the Script’s Database

When designing a front-end script, you must first decide which database you
wish to associate the script to. If the script is associated with a specific database,
you might wish to create that script within the Basic Scripts branch of that
particular company.

However, if that script is not related to a database currently in the Everest CRM
Studio Architect, you might wish to create an entirely new company and store
the script there.

Design the Front-End Script

As mentioned previously, a front-end script can perform multifarious functions
like monitoring the status of hardware devices (such as disks that are low on free
space), checking the revision dates of files, scanning for critical processes that
must be running, or retrieving data from a database that is not ODBC-compliant.
So, the first step in using the front-end scripting module is to create the script that
CRM Studio can use to check for a certain condition of data.

“The Everest CRM Studio - Basic Scripts Dialog Box” on page 246
[(E‘ P s pag

When you click the Edit/Test Script button, you will see the Cypress Enable
Script Editor dialog box that begins with an area for script author details and
general overview.

The script is described in the following sections, which are detailed below:
* General Information

* Use the Script to Trigger an Event

* Specify Return Status Codes

* Enter Your Script Syntax
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General Information

The first part of a script is where you can specify the purpose of the script, your
name (as the script author), the date when the script was created, and the date

when it was last modified. This part of the script will look like the following;:

Script Name : vs_sample_diskspace.bas
Script Author : Development

Script Purpose : Check available disk space
Script Creation Date : 2/20/2001

Script Modified by :

Script Modified Date :

Script Modifications :

The following declared functions are available

to the script author in order to interact

more closely with Everest CRM. All are optional
Scripts may be executed by Everest CRM in two ways.

1) As an action to a triggered event.

2) In place of a query in order to have the script
trigger events.

" A script used as an action cannot trigger events.

Use the Script to Trigger an Event

Since some of the following sections in the template script contain information on
designing a back-end script, they can be skipped during the creation of a front-
end script. The front-end scripting instructions begin in the following section:

The following function is used to trigger events

Scripts used to take action cannot trigger events.

Only scripts used instead of queries can trigger events.
Please see the Event Manager

help file while on the QUERIES tab.

Declare Function KSTrigger( ByVal ukey As String) As Boolean

This function triggers the event in the Application Server.
This function is called when the script is used instead of a
query and you want to trigger an event.

The parameters are as follows:
ukey The data that uniquely identifies this triggered item.

Passed as a string. You may pass an empty string if
you do not want KS to track triggered items.

Specify Return Status Codes

The sixth section of a script contains details on how you can specify what
information the script will return to CRM Studio if the script fails to complete
successfully. This part of the script will look like the following:
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Global KSReturnStatus As Long

" Set this value if you want to return an error status number.
IT you don"t set this value, the script is assumed to have
worked successfully and is stamped completed by KS.

Global KSReturnMessage As String

" Set this value if you want to return an error message

Global KSReturnComplete as long

Set this to -1 if you want the script to complete even if
there is an error. Normally, when scripts error, the Action
server will attempt to execute them again in 1 minute until
they complete without error.

On Error Resume Next

Tell KS how things went by setting the return status

Set this to a non-zero if there was an error. This will be
seen in the monitor in the errors section or corrective
actions in the administrator

KSReturnStatus = 0

" Set return message string. Place error message in this
" variable if there was one, This will show up in the monitor

KSReturnMessage = Success

Enter Your Script Syntax

The final section of a script is where you can actually type in the syntax of the
script you wish to execute. This part of your script will fall between the lines
“Begin your script here” and “End your script here” as is shown below:

" Begin your script here

" End of your script is here

End
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Sample Front-End Script

The following is an example of a script that checks for low disk space.
ﬁ About this front-end script:

* Itidentifies specific fields that contain information about the disks that
are checked, and their available space.

* It does not check the CD-ROM drive (an organization might need to edit
this script and specify the appropriate CD-ROM drive letter).

* Itlets you assign script variables that contain information about the
triggered event and thus, can be used both in the outgoing alert
messages about this event and (if needed) can be passed into one or
more back-end scripts that this event executes.

* Itlets a script editor specify the disk space threshold (500 MB in this
example).

* It loops through multiple disk drives.

* It sets a successful return status message if no errors are encountered.

Check for Low Disk Space

Declare Function GetDiskFreeSpace Lib kernel32 Alias GetDiskFreeSpaceA _
(Byval IpRootPathName As String, IpSectorsPerCluster As Long,
IpBytesPerSector As Long, lIpNumberOffFreeClusters As Long,
IpTtoalNumberOfClusters As Long) As Long

Dim strDrive As String

Dim IngSectorsPerCluster As Long
Dim IngBytesPerSector As Long

Dim IngNumberOfFreeClusters As Long
Dim IngTotalClusters As Long

Dim IngSts As Long

Dim DS

Dim IntLoop As Integer

Dim dblSpace As Double

'These variables can be 'seen' from the event e-mail message screen because they
are global. By declaring these, they can be used as content when we send e-mail,
faxes or pages...

Global DiskDrive As String

Global FreeSpaceBytes As Double
Global FreeSpaceMegs As Double
Global FreeSpaceFormatted As String
Global FreeSpaceMessage As String
Global MinMegs As Long

MinMegs=50000"This is our threshold. Less than 500 MB

For IntLoop = 67 To 90

strDrive = Chr$(IntLoop) & :\ " Ensure path is at the root.

IngSectorsPerCluster=0

IngBytesPerSector=0

IngNumberOfFreeClusters=0

IngTotalClusters=0

IngSts = GetDiskFreeSpace(strDrive, IngSectorsPerCluster,
IngBytesPerSector,
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IngNumberOfFreeClusters,
IngTotalClusters)

IT IngSts <> 0 Then

FreeSpaceBytes = CDbl(IngSectorsPerCluster) * CDbl(IngBytesPerSector)
* CDbl (IngNumberOfFreeClusters)

FreeSpaceFormatted = Format$(FreeSpaceBytes, #i##,###0)
FreeSpaceFormatted = FreeSpaceFormatted & bytes are free.
FreeSpaceMegs = FreeSpaceBytes / 1000000
IT FreeSpaceMegs < MinMegs Then"Less than MinMegs is BAD

DiskDrive=chr$(intloop) & :
IT DiskDrive <> D: Then "Don"t check the cdrom drive.

FreeSpaceMessage = Disk & DiskDrive & has less than &
MinMegs & mb free.

x= KSTrigger(DiskDrive) "Low
space on this drive
End 1If
End If
End If
Next IntLoop
"Tell Everest CRM no errors happened
KSReturnMessage=0 "Clean as a whistle.
End "End of Script

Link the Script to an Event

Just as a back-end script, a front-end script must also be linked to an event. In the
case of a front-end script, however, you need to indicate that the script will
replace one or more queries that would normally be used to trigger an event.

i:_l-b To link the script to an event, follow these steps:

¢ From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

* From the Event Management Folders panel in the center, select Application
Events. You will see all the companies that CRM Studio is currently
configured to integrate with.

* Select the company for which you want to design scripts and click Events. You
will see a list of events (if any have been created) in the right panel.

» Edit/Create (if necessary) the event you wish to link the script to.
* From the Queries tab, select the option Use Script Instead of Query.

* Click the Select Script button. You will see the Everest CRM Studio - Select
Basic Script dialog box, displaying all the scripts that are currently available
for use as a response to a triggered event.

* Highlight the script you wish to use and click Select. The script is added to the
Script field.

CRM Studio displays the name and file specification of the selected script.
Repeat these steps for each script you wish to associate with an event.

@ Ensure that you choose a front-end script and not a back-end script.

With this step you are finished with the set-up of a CRM Studio event that uses a
front-end script.
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The Event Monitor
Everest CRM Studio Event Monitor
Activity Folder

Scheduler Folder
Application Events Folder
Report Distribution Folder
E-Mail Delivery Folder
Fax Delivery Folder

File Delivery Folder

Pager Delivery Folder
Webcast Delivery Folder
Report Generation Folder
Actions Taken Folder
E-Mail Response Folder
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You can use the Everest CRM Studio Event Monitor to track the status of events
and alerts that have been (or need to be) delivered.

Use the Monitor to keep track of:

* Status of the application servers that CRM Studio uses to check for events and
send alerts.

* Events that are scheduled to be checked and those that are triggered.

* Alerts that are sent out (or are about to be sent out), including whom they are
sent to, via what means, and whether they were successfully delivered.

* The full text of the outgoing alert messages.

* Status of reports that are scheduled for distribution.

* Status of updates to underlying databases.

* Occurrence of any kind of errors that will prevent CRM Studio from either
checking for events or responding to them.

The Event Monitor is for informational display only. You cannot modify
any information that appears within it.

The Event Monitor

i:_l-b To log in to the Event Monitor, do the following:

¢ From the main menu bar, select CRM > CRM Studio > Monitor. You will see
the Everest CRM Studio Event Monitor dialog box.

Everest CRM Studio Event Monitor

=l Everest CRM Studio Event Monitor 1ol
| Ele iew Help
Gty Email Delivel
Scheduler
‘Bpplication Eve. | [I= Monitor Folders = Email Sent Today
Rlepert Distributi || = & Aetiviy 10 | Application
Endlbdken P Server Stas » 1| Everest CRM Studio
e Current User Logins 2| Everest CRM Studia
|i| [ Scheduler 3| Everest CRM Studio
Gt 5 4 Application Events 4| Everest CAM Studia
Fending Y Pending 5 Everest CAM Studia
' Checked Today E| Everest CRM Studio

 Checked Vesterday
 Checked [ALL)

) Triggered Today
& Triggered Yesterday
8 Triggered (ALL)
Errors Today

Sent Yesterday
Enrors Yesterday

Exrors [ALL)

41 Report Distribution

= El
= =) Email Delivery
Fa Delivery L Pending e
File Delivery v B
Pager Delivery + Sent Yesterday
Webcas! Delivery|  Sent [ALL)
Report Generat Evrors Today
| Actions Taken | Enrors Yesterdap
Emai Response Errars (ALL] | ;
Cancel

A

Figure 8.1: Everest CRM Studio Event Monitor
Use the Event Monitor to:

Everest CRM Studio 259

User Guide



Event Monitor

CRM Studio

* View the status of application servers.

* View users logged in to CRM Studio modules.

* View the next scheduled times when the events will be run.

* View the status of events.

* View the status of e-mails, faxes, copied files, pages, webcasts, and generated
reports.

The Monitor displays both report distribution data and generated report data.

The report distribution option displays events that submit one or more reports for

execution. The generated reports option displays the status of individual reports

that are generated by both report, distribution events and triggered application

events.

The different branches of the Event Monitor are detailed in the following

sections.

Resizing the Display Grid

The grid displayed in the right panel of the Event Monitor is a standard CRM

Studio component. You can expand or contract the width of specific columns

within this grid.

3 To expand or contract the width of specific columns within the grid, do
the following

* In the column header of the grid (the line with the column titles in it), position
the cursor at the vertical line dividing the columns whose width you wish to
adjust.

* The cursor will change into a two-headed arrow.

* Click the left mouse button and hold.

* Drag the mouse to the right or to the left to enlarge or reduce the width of the
corresponding columns. Release the mouse button when the desired size is
obtained.

The re-sized grids remain in effect as long as you are in a specific branch in
the Monitor.

Activity Folder

The Activity folder informs you about the current processing and user activity
occurring within CRM Studio.

Server Status

This folder displays the current status of all the servers used by CRM Studio. You
can indicate which servers will be allowed to run.

If you know that your site will not perform certain types of
notifications (e.g., faxing), you can disable the corresponding server to

conserve system resources.
By default, CRM Studio is shipped with all servers enabled except those for
Paging, Faxing, Copying, Reporting, Webcasting and Action.
A server’s status may be any of the following;:
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* Shutdown - This indicates that the server is not running at this time. The
possible reasons for this are:

- The Everest CRM Studio service (path: Control Panel > Administrative
Tools > Services) is not running.

- The server is disabled. (path: CRM > CRM Studio > Administrator >
Administration Folders > Activity > Server Status > double-click a server
record in the right panel > Server Status dialog box > Deselect Allow
Server to process).

* Idle - The server is running in the background but is not currently processing
any data. The server becomes idle when there is no data to process.

* Processing - The server is currently processing data.
* Startup - The server is in initialization and startup mode.

Current User Logins

The Current User Logins branch displays who is currently logged in to CRM
Studio. Select an individual user in the right panel to view the following
information:

* The CRM Studio module that the user is logged in to. This will display either
the Administrator, Event Monitor, or Studio Architect.

* The computer and name of the user.

* The user’s operating system and platform.

* The date and time when the user last logged in.
* The date and time of the user’s last activity.

Scheduler Folder

The Scheduler informs you about the events that are next in line for submission.
These include both unscheduled (or triggered) events and report distribution
events.

To view details of individual records that are due for submission, select the Next
Run Date/Time option.

For each event that is shown, you can view:

* Event ID (internally-assigned by CRM Studio)

* Database to which the event belongs

* Name of the event

* Date and time when the event is next scheduled

* Frequency of submission of the event (such as Monthly)

* Description of the frequency (such as the First of the Month)

Application Events Folder
An application event is any event with the exception of reports that are scheduled
for distribution. These reports are listed under the Report Distribution branch.

The Application Events folder enables you to track the status of application
events that are due to run, have already run, or have failed to run successfully
because of an error.

Application events are divided into four categories
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Pending

Application Events in a ‘pending’ state are those that are about to be executed.

Events appear in this state due to one of the three reasons:

* The Everest Application Event Server is not running,.

* The Everest Application Event Server is currently processing data. The
number and complexity of submitted events may cause the subsequent events
to be in a “pending’ state until their execution.

* The event failed to execute successfully (see “How to Handle Event Errors”
on page 265.)

An event becomes ‘pending’ as soon as it is due to be submitted, and thus does

not remain in a pending state for very long (unless an error occurs).

Everest automatically attempts to re-submit pending application events every
minute.

Once an event successfully executes, it is removed from the Pending list. Only one
iteration of an event will ever appear in the Pending list, regardless of the number
of errors that have occurred, or the period for which the application event server
has been shut down. This is to avoid having multiple copies of the same event
execute simultaneously when the error or server condition is rectified.

Checked
When an application event is executed by CRM Studio, one of the three things
may happen:
* The event fails to execute successfully (i.e., it is in error).

* The event executes successfully, but is not triggered (i.e., the condition that it
was testing for, was not met).

* The event executes successfully, and is triggered (i.e., the condition that it was
testing for, was met).

Application events in a ‘checked’ state are those that are successfully executed
and may (or may not) have been triggered. This option is useful for verifying that
events you set up for execution are, in fact, successfully running.

Checked events include every iteration of a successfully executed event.

Example An event that executes every 15 minutes will (over a two-hour
time span) display eight (8) records in the checked events lists.

= “Keeping Last Checked Record” on page 267

Triggered
Application Events that are “Triggered” have met the condition(s) they were
checking for.

An event that finds ‘more than 10 high priority service calls” or an
event that finds ‘an order placed for a customer whose credit status is

on hold.’
Once an event is triggered, the corresponding alerts are initiated.

Triggering an event does not ensure that the corresponding alert(s) have been
successfully executed, but rather that the resulting alert(s) have been initiated. To
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ascertain whether the alert(s) have been successfully executed, review the
corresponding ‘Deliverables’ for that event.

= “Deliverables Button” on page 263

For each event that is triggered, the number of records that you will see in
the “triggered events’ folder depends on whether:

* You are sending one alert for each record that meets the event's criteria,
or

* You are sending one alert for all records that meet the event's criteria. If
an event sends one alert per triggered record, you will see multiple
triggered event records within this folder. The number of triggered
event records displayed will correspond to the number of database
records that met the event's trigger criteria.

Example | You define the following event:

Send an alert to each support representative about any high priority
call that has been open for longer than four hours.

When this event runs, it may identify multiple call records that meet
this event’s criteria.

If the event is configured to trigger once for each record that meets its
criteria (and there are multiple records that meet those criteria), you
will see multiple Triggered records in the Event Monitor for a single
event.

Deliverables Button

When an event is triggered, it often results in alerts being sent to one or more
individuals. The Deliverables button allows you to view:

* The person to be notified about a triggered event.

* The method(s) by which each person is to be notified.

* The address to which the alert is sent.

» Attached files or reports (and their names), if any, included in the alert.

*  Whether the message is successfully delivered to the recipient.

* The date and time when the message is delivered (if successful) or (if
unsuccessful) when it was supposed to be delivered.

i:_l-b To use the Deliverables function, do the following:

* From the Everest CRM Studio Event Monitor dialog box, select Application
Events > Triggered (any one).

* Click the event whose deliverables you would like to see.
¢ (lick the Deliverables button.
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Figure 8.2: Event Deliverables
You can adjust the height of the deliverables window by clicking and dragging
the horizontal line that separates the deliverables window from the triggered
event listing.

Triggered Items Button

When an event is configured in CRM Studio, you can identify a single field of
data that uniquely identifies each triggered record.

Example | For an event that is triggered by orders meeting certain criteria, this
would most likely be the order number.

For an event that is triggered by support calls meeting certain criteria,
this would probably be the call ticket ID.

If an event is configured to store this unique identifying value, you can view this
value for a triggered event from the Event Monitor. This value is referred to as an
event’s triggered item.

A triggered event may have only a single triggered item (if the event is triggered
once for all matching records), or multiple triggered items (if the event is
triggered once for each matching record).

If an event is not configured to store a triggered event’s unique identifying value,
the Triggered Items button is disabled.

.z_:.l" To use the Triggered Items function, do the following;:

* From the Everest CRM Studio Event Monitor dialog box, select Application
Events > Triggered (any one).

* Click the event whose triggered items you would like to see.
* Click the Triggered Items button.
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Figure 8.3: Event Triggered Items

For each event you will see the triggered items (such as an order number), along
with the date when the event was last checked and triggered.

Errors

Application Events that appear under ‘Errors’ are those that have failed to execute
successfully. Possible reasons for errors include the inability of Everest to reach a
database (or server), or an event whose query contains incorrect syntax.

If an event encounters an error, it is placed in both the Errors and Pending folder.
Everest continues to automatically submit the pending event until one of the two
things happens:

* The event successfully executes (i.e., the condition that caused the error, is
corrected).

* The error record is deleted or marked as ‘complete” from the Administrator
module.

Once an event executes successfully, or is deleted or completed via a corrective
action, it is removed from both, the Pending and the Errors folders.

How to Handle Event Errors

Event errors can occur for a number of reasons, such as an error in the
configuration of the event, or CRM Studio’s inability to access a database.

When an application event fails to complete successfully because of an error,
three things happen:

* The event appears in the Errors branch under Application Events.
* The event appears in the Pending branch under Application Events.
* Everest re-submits the event every minute until:

- The event successfully executes.
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- The event error is corrected.

- This run of the event is deleted.
CRM Studio retains only one (1) iteration of an event that is in error. Thus,
even if you have an event that runs every five minutes and it fails to run

successfully for 30 minutes, CRM Studio retains only one copy of that event
in the Pending and Error branches.

The possible errors and their solutions are given below:
Cause of Error Solution

A condition that will correct | Leave the pending event until the condition is
itself (such as an application | corrected, at which time the event will

database server being shut successfully execute.

down)

An incorrect configuration Log into the Everest CRM Studio Architect
in the event and/or its and manually correct the corresponding error.
queries Once you fix this error, CRM Studio will

automatically use the updated version the next
time it submits the event.

If you simply wish to remove a particular run of the event, log in to the Everest

CRM Studio Administrator (path: CRM > CRM Studio > Administrator), and

remove the event in any of the following ways:

* Select Corrective Actions > Application Event Errors and manually delete (or
mark as complete) this particular run of the event.

* Select File > Database Tools > Remove Pending Items. You will see the
Everest CRM Studio - Remove Pending Items from Database dialog box.
Select the Application Events Pending check box, and click Remove.

This will remove ALL pending application events including those that do
not have any errors.

Application Event Data

For each application event that appears in the Application Event branches of the
Monitor, you will see the following:

* Event ID (internally-assigned by CRM Studio)
* The database to which the event belongs

* The name of the event

* Event priority

*  When the event was checked, triggered, or failed due to an error
For triggered events:

* The pager alert message

* The e-mail alert message subject

* The e-mail alert message text

* The fax comments

For events in error:

¢ The error number
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* The error message

Keeping Last Checked Record

When configuring an event, you can indicate whether the Event Monitor should
display details of all checks or only the last check on an event (path: Everest CRM
Studio Architect dialog box > Event Management Folders panel > Application
Events > Events > double-click an event in the right panel > Everest CRM Studio
- Application Events)\ (your company)\Events dialog box > select/deselect Keep
only last checked record in Monitor).

This option is only for records with the “Checked” status. Everest
automatically retains the details every time an event is “Triggered”.

You define an event called ‘High Priority Support Calls that is

checked every hour. If this event is configured to retain every checked
record, you would see the following listing:

Help Desk Application High Priority Support Calls 05/03/01 8:00:00 AM
Help Desk Application High Priority Support Calls 05/03/01 9:00:00 AM
Help Desk Application High Priority Support Calls 05/03/01 10:00:00 AM
Help Desk Application High Priority Support Calls 05/03/01 11:00:00 AM

If this event is configured to retain only the last checked record, you

will see the following;:
Help Desk Application High Priority Support Calls 05/03/01 11:00:00 AM

If you retain only the last checked record, and a scheduled run of an event
enters a ‘pending’ state, the last checked record is automatically removed
from the pending list.

Thus, it is possible (if the current run of an event ends in error) that you will see
no record of the last time that event was checked; you will see it listed only in the
Pending and Error branches.

Displaying Full Message Text

Any column of information within the display grid (such as the e-mail alert
message text) may be expanded to display the full text that it contains.

To display the full text of a field within the grid, point your cursor at that field.
The Event Monitor automatically pops up a window that shows you the full
content.

Everest CRM Studio 267

User Guide



Event Monitor

CRM Studio

[= Everest CRM Studio Event Monitor

|| Eile view el

Activity

Scheduler
Application Events

Pending

Checked Today

Checked vesterday

Email Delivery

Fieport Distibution

Far Delivery
File Delivery

wieboast Delivery

Pager Delivery

Actions Taken

Fieport Generation

Email Respanse

Application Events

=1

5] Monitor Folders
Activity

Sarver Status

. Scheduler
Application Events
Pending

Checked Yests,
Checked [ALL)

) Triagered (4LL)
Enrs Today

Enars [ALL]
Fieport Distribution
Emai Delivery

Fan Delivery

File Dielivery

Pager Delivery
wiebsast Delivery
Fleport Generation
Actions Taken

: Cunent User Logins

Checked Taday

) Triagered Today
Tiagered Yesterday

Enrs Yesterday

Application Events Triggered (4LL)

[ 10 [ &pplication

Event Desciiption

Prioiity |

rday

o el

3 2| Accel Sample Company | CUSTOMERS: E-mail

Customer Statement’
repor to customers on
the first of svery month

5]

i

Deliverables

Cancel

Triggered ltems

A

Figure 8.4: Displaying Alert Message Details

You can test your event alert messages by using this method. Instead of actually

sending the messages via e-mail, fax, pager, etc., you can trigger the

corresponding event and view the alert message details in the Event Monitor.
You can use the Everest CRM Studio Administrator to delete pending items
(path: File > Database Tools > Remove Pending Items) if you choose not to send

them.

Report Distribution Folder

The Report Distribution folder pertains exclusively to reports that are scheduled
for periodic generation and distribution in CRM Studio. It does not relate to
reports that are linked to application events (see “Report Generation Folder” on

page 278).

A Report Distribution event is an event that schedules the generation and
distribution of one or more reports. Within the two sub-branches of this folder
(Pending and Submitted), you can view the names of scheduled report events
(such as Weekly Management Reports) and the date and time when they are to be

submitted.

Pending

‘Pending’” Report distributions are those that are about to be executed. Report
distributions appear in this state due to one of the two reasons:

* The Everest Report Server is not running.

* The Everest Report Server is currently processing data. The number and
complexity of submitted report distributions may cause the subsequent
records to be in a “pending’ state until their execution.

Once an event executes successfully, it is removed from the pending list.
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Submitted

When a report distribution is executed, Everest generates the individual report(s)
associated with the distribution record.

Report distributions in a “submitted” state are those that are passed on to the
report generation component of Everest. In other words, a submitted report
distribution event indicates that the reports associated with this event are
submitted for execution. After the reports are generated (see “Report Generation
Folder” on page 278), they are delivered to the appropriate subscribers via e-mail,
fax, file copy, and webcast.

This folder includes every iteration of a successfully executed distribution.

A report distribution record that executes every hour (over a four-

hour time span) displays four records in the ‘Submitted” folder.

Use the Report Generation branch to track the progress of the individual reports
associated with the scheduled report event.

E-Mail Delivery Folder

Once an event is triggered or a report is generated, one of the ways in which the
corresponding information can be delivered is via electronic mail. The E-mail
Delivery options are useful for reviewing the status of these e-mail messages.

* E-mail deliveries for triggered events without attached reports, appear
ﬁ directly in the ‘E-Mail Delivery” branch.

* E-mail deliveries for triggered events with attached reports, generate the
reports (see the Generated Reports branch) first, and then appear in this
folder. The e-mail delivery is initiated after the attached reports are
successfully generated.

* E-mail deliveries for report distributions generate the reports (see the
Generated Reports branch) first, and then appear in this folder. The e-
mail delivery is initiated after the reports are successfully generated.

An e-mail message can also reference a related report without actually
having the report attached. You can use this feature to notify users about a
report that is generated in a central location. In such a case, you can specify
(in the event) whether the e-mail delivery should wait until the related
reports are produced. If you select the wait option, and the reports fail to
generate, the error record appears under ‘Generated Reports’, and not
under ‘E-Mail Delivery.’

The E-mail Delivery folder is divided into three branches:

Pending

E-mail deliveries in a ‘pending’ state are those that are about to be sent. E-mails

appear in this state for one of the four reasons:

* The Everest E-Mail Delivery Server is not running,.

* The Everest E-Mail Delivery Server is currently processing data. The number
and complexity of e-mails may cause subsequent messages to be in a
‘pending’ state until their execution.

* Everest encountered an error while attempting to send the e-mail (see “How
to Handle E-Mail Delivery Errors” on page 270).
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* Everest is unable to access the e-mail attachment(s) (attachments other than
reports).

Everest automatically attempts to re-send ‘pending’ e-mails. When these e-mails

are successfully sent, they are removed from the pending list.

If an e-mail is in a pending state and the same event occurs again, Everest tries to

send the second e-mail as well. If this also fails, you will see two pending records.

Sent
A sent mail message is one that is successfully delivered to its recipient.

A mail message that results in an undeliverable reply message is still
considered as successful by CRM Studio because the initial delivery of the
message did succeed.

Errors

A mail message is displayed under the Errors branch if CRM Studio is unable to
successfully send the message.

An error would appear here if, for example, the e-mail account used for sending
the notifications is set up with the wrong user name or password, or the
recipient’s ISP is shut down.

A recipient’s incorrect address would not result in an e-mail error; rather
the e-mail message would be sent back to the sender of the notifications
with information of the invalid address.
If an e-mail delivery fails due to an error, it is placed in both, the Errors and
Pending folders. Everest continues to automatically submit the pending e-mail
until one of two things happens:
* The e-mail is successfully delivered (the condition that caused the error is
corrected).

e The error record is deleted or marked as ‘complete’ from the Administrator
module.

Once an e-mail is delivered successfully, or is deleted or completed via a

corrective action, it is removed from both the Pending and Errors folders.

If the report attached to an e-mail is not generated successfully, the error is
listed under ‘Report Generation’ errors.

However, if Everest is unable to locate the file to be attached to an e-mail,
the error is listed under ‘E-mail Delivery Errors.’

How to Handle E-Mail Delivery Errors

E-mail errors can occur for a number of reasons, such as an error in the recipient’s
address, or CRM Studio’s inability to access the mail server.

When an e-mail message fails to be delivered successfully because of an error,
three things happen:

* The message appears in the Errors branch under E-mail Delivery.
* The message appears in the Pending branch under E-mail Delivery.
* CRM Studio attempts to re-send the message every minute until:

- The message is successfully sent.

- The mail address error is corrected.
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- The mail message is deleted.

If you wish to either correct an invalid address or delete the pending message, log

in to the Everest CRM Studio Administrator (path: CRM > CRM Studio >

Administrator). You have three further choices:

* Select Corrective Action > E-mail Delivery Errors and correct the invalid
address.

* Select Corrective Action > E-mail Delivery Errors and manually delete (or
mark as ‘successfully delivered’) this e-mail message.

* Select File > Database Tools > Remove Pending Items. You will see the
Everest CRM Studio - Remove Pending Items from Database dialog box.
Select the E-mail Pending check box and click Remove.

This will remove ALL pending e-mail messages including those that do not
have any errors.

Fax Delivery Folder

Once an event is triggered or a report is generated, one of the ways in which you
can send the corresponding information is through fax. The Fax Delivery branch
is useful for reviewing the status of these fax messages.

Everest uses fax deliveries for three types of events:

» Triggered events without attached reports

* Triggered events with attached reports

* Report distributions

* Fax deliveries for triggered events without attached reports appear
ﬁ directly in the ‘Fax Delivery” branch.

* Fax deliveries for triggered events with attached reports generate the
reports (see the ‘Generated Reports’ branch) first, and then appear in
this folder. The fax delivery is initiated after the attached reports are
successfully generated.

* Fax deliveries for report distributions generate the reports (see the
‘Generated Reports’” branch) first, and then appear in this branch. The
fax delivery is initiated after the reports are successfully generated.

A fax message may reference a related report without actually attaching the

report. You can use this feature to notify users about a report that is

generated in a central location. In this case, you can specify (in the event)
whether the fax delivery should wait until the related reports are produced.

If you select the wait option, and the reports fail to generate, the error

record appears under ‘Generated Reports’, and not under ‘Fax Delivery.’

The Fax Delivery folder is divided into three branches:
Pending

Fax deliveries in a ‘pending’ state are those that are about to be sent. They appear
in this state for one of the four reasons:

* The Everest Fax Delivery Server is not running.

* The Everest Fax Delivery Server is currently processing data. The number and

complexity of faxes may cause subsequent messages to be in a “pending’ state
until their execution.
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* Everest encounters an error while attempting to send the fax (see “How to
Handle Fax Delivery Errors” on page 272).
* Everest is unable to access the fax attachment(s) (attachments other than
reports).
If a fax is placed in a pending state, Everest automatically attempts to re-send it.
When this fax is sent successfully, it is removed from the pending list.
If a fax is in a pending state and the same event occurs again, Everest tries to send
the second fax as well. If this also fails, you will see two pending records.
Sent
A sent fax message is one that is successfully delivered to its recipient.
Errors
A fax message shows up under the errors branch if CRM Studio is unable to
successfully send the message. An error appears here if, for example, the fax
phone number is invalid or the fax port is busy when accessed by Everest.
If a fax delivery fails due to an error, it is placed in both, the Errors and the
Pending folders. Everest continues to automatically submit the pending fax until
either of the following happens:
* The fax is delivered successfully (i.e., the condition that caused the error is
corrected).
* The error record is deleted or marked as ‘complete” from the Administrator
module.
Once a fax is delivered successfully, or is deleted or completed via a corrective
action, it is removed from both, the Pending and the Errors folders.
If the reports attached to a fax are not generated successfully, the error is
listed under ‘Report Generation’ errors.
However, if Everest fails to locate the files to be attached to a fax, the error is
listed under ‘Fax Delivery Errors.’

How to Handle Fax Delivery Errors

Fax errors can occur for a number of reasons, such as an error in the recipient’s
address, or CRM Studio’s inability to access a fax modem. The most common
reason why fax alerts do not get sent is because the fax server is not currently
running.
When a fax message is not delivered successfully because of an error, three things
happen:
* The message appears in the Errors branch under Fax Delivery.
* The message appears in the Pending branch under Fax Delivery.
* CRM Studio attempts to re-send the message every minute until:

- The message is successfully sent.

- The fax phone number error is corrected.

- The fax message is deleted.

To either correct an invalid address or delete the pending message, log in to the
Everest CRM Studio Administrator (path: CRM > CRM Studio >
Administrator). You have three further choices:
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* Select Corrective Action > Fax Delivery Errors and correct the invalid fax
number.

* Select Corrective Actions > Fax Delivery Errors and manually delete (or mark
as ‘successfully delivered’) this fax message.

* Select File > Database Tools > Remove Pending Items. You will see the
Everest CRM Studio - Remove Pending Items from Database dialog box.
Select the Faxes Pending check box, and click Remove.

This will remove ALL pending fax messages including those that do not
have any errors.

File Delivery Folder

Once an event is triggered or a report is generated, one of the ways in which you
can send the corresponding information is by copying a file from one location
(disk and directory) to another. The File Delivery folder is useful for reviewing
the status of these copied files.

Everest uses the file copy delivery method for four types of events:
* Events that copy files.

* Events that copy reports.

* Report distributions that copy files.

* Report distributions that copy reports.

* File deliveries for events, and report distributions that copy files appear
ﬁ directly in the ‘File Delivery’ branch.

* File deliveries for events that copy reports generate the reports (see the
‘Generated Reports’ branch) first, and then appear in this folder. The file
delivery is initiated after the attached reports are successfully
generated.

* File deliveries for report distributions that copy reports generate the
reports (see the ‘Generated Reports” branch) first, and then appear in
this folder. The file delivery is initiated after the reports are successfully
generated.

This folder is divided into three branches:

Pending

File deliveries in a “pending’ state are those that are about to be sent. Deliveries
appear in this state for one of the four reasons:

* The Everest File Delivery Server is not running,.

* The Everest File Delivery Server is currently processing data. The number and
complexity of files may cause subsequent files to be in a “pending’ state until
their execution.

* Everest encounters an error while attempting to send the file (see “How to
Handle File Delivery Errors” on page 274).

* Everest is unable to access the file(s).

Everest automatically attempts to re-send ‘pending’ file deliveries. When files are

sent successfully, they are removed from the pending list.
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If a file delivery is in a pending state and the same event occurs again, Everest
tries to send the second file as well. If this also fails, you will see two pending
records.

Sent

A sent file is one that is successfully delivered to its recipient.

Errors

A file is displayed in the errors branch if CRM Studio is unable to successfully

send the corresponding file. An error appears here if, for example, Everest is
unable to access the destination for the copied file.

If a file delivery fails due to an error, it is placed in both, the Errors and the
Pending folders. Everest continues to automatically submit the pending file
delivery until one of the two things happens:

* The file is successfully delivered (the condition that caused the error is
corrected)

* The error record is deleted or marked as ‘complete” from the Administrator
module.

Once a file is delivered successfully, or is deleted or completed via a corrective
action, it is removed from both, the Pending and the Errors folders.

If the report attached to a file delivery is not generated successfully, the
error is listed under ‘Report Generation” errors.

However, if Everest is unable to locate the file to be attached, the error is
listed under ‘File Delivery Errors.’

How to Handle File Delivery Errors
File delivery errors can occur for a number of reasons, such as an error in the file’s
delivery address, or CRM Studio’s inability to access the file’s location. The most
common reason why files do not get sent is because the server onto which it must
be copied is not running currently.

When a file message is not delivered successfully because of an error, three things
happen:

* The file appears in the Errors branch under File Delivery.
* The file appears in the Pending branch under File Delivery.
* CRM Studio attempts to re-send the file every minute until:
- The file is successfully sent.
- The file delivery request is deleted.

To delete the corresponding delivery, log in to the Everest CRM Studio

Administrator (path: CRM > CRM Studio > Administrator). You have two

further choices:

* Select Corrective Actions > File Delivery Errors and manually delete (or mark
as ‘successfully delivered’) this file delivery request.
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* Select File > Database Tools > Remove Pending Items. You will see the
Everest CRM Studio - Remove Pending Items from Database dialog box.
Select the File Deliveries Pending check box, and click Remove.

This will remove ALL pending file delivery requests including those that do
not have any errors.

Pager Delivery Folder

Once an event is triggered or a report is generated, one of the ways in which you

can send the corresponding messages is via pager. The Pager Delivery folder is

useful for reviewing the status of your pages.

The Pager Delivery folder informs you about pager alerts that:

* Are pending (about to be sent).

* Were sent today, yesterday, or since auditing began (‘all’).

* Were in error today, yesterday, or since auditing began (‘all’).
A pager message may reference a related report. You can use this feature to
notify users about a report that is generated in a central location. In this
case, you can specify (in the event) whether the page delivery should wait
until the related reports are produced. If you select the wait option, and the

reports fail to generate, the error record appears under ‘Generated Reports’,
and not under ‘Pager Delivery.’

The Pager Delivery folder is divided into three branches:

Pending

Pager deliveries in a “pending’ state are those that are about to be sent. Pager

deliveries appear in this state for one of the three reasons:

* The Everest Pager Delivery Server is not running,.

* The Everest Pager Delivery Server is currently processing data. The number
and complexity of pages may cause subsequent alerts to be in a “pending’ state
until their execution.

* Everest encounters an error while attempting to send the page (see “How to
Handle Pager Delivery Errors” on page 276).

Everest automatically attempts to re-send ‘pending’ pager alerts. When these

alerts are sent successfully, they are removed from the pending list.

If a page is in a pending state and the same event occurs again, Everest tries to

send the second page as well. If this also fails, you will see two pending records.

Sent

A sent pager message is one that is successfully delivered.

Errors

A pager message shows up under the errors branch if CRM Studio is unable to

successfully send the message. An error appears here if, for example, the pager
PIN number is invalid or the pager port is busy when accessed by Everest.

If a pager delivery fails due to an error, it is placed in both, the Errors and the
Pending folders. Everest continues to automatically submit the pending page
until one of the two things happens:
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* The alert is successfully delivered (the condition that caused the error is
corrected)

* The error record is deleted, or marked as ‘complete” from the Administrator
module.

Once a page is delivered successfully, or is deleted or completed via a corrective

action, it is removed from both, the Pending and the Errors folders.

How to Handle Pager Delivery Errors

Pager errors can occur for a number of reasons, such as an error in the recipient’s
PIN number, or CRM Studio’s inability to access a modem from which to send
the page. The most common reason why pager alerts do not get sent is because
the pager server is not currently running.

When a pager alert fails due to an error, three things happen:
* The message appears in the Errors branch under Pager Delivery.
* The message appears in the Pending branch under Pager Delivery.
* CRM Studio attempts to re-send the message every minute until:
- The message is successfully sent.
- The pager PIN number is corrected.
- The pager message is deleted.

To either correct an invalid PIN number or delete the pending message, log in to

the Everest CRM Studio Administrator (path: CRM > CRM Studio >

Administrator). You have three further choices:

* Select Corrective Actions > Pager Delivery Errors and correct the invalid PIN
number.

* Select Corrective Actions > Pager Delivery Errors and manually delete (or
mark as ‘successfully delivered’) this pager message.

* Select File > Database Tools > Remove Pending Items. You will see the
Everest CRM Studio - Remove Pending Items from Database dialog box.
Select the Pages Pending check box, and click Remove.

This will remove ALL pending pager messages including those that do not
have any errors.

Webcast Delivery Folder

Once an event is triggered or a report is generated, one of the ways in which you
can send the corresponding information is via webcast. The Webcast Delivery
folder allows you to review the status of your webcasts.

Everest uses webcast deliveries for three types of events:
* Triggered events without attached reports
» Triggered events with attached reports

276

Everest CRM Studio
User Guide



CRM Studio

Event Monitor

* Report distributions
*  Webcast deliveries for triggered events without attached reports appear
@ directly in the “Webcast Delivery” branch.

* Webcast deliveries for triggered events with attached reports generate
the reports (see the ‘Generated Reports” branch) first, and then appear in
this folder. The webcast delivery is initiated after the attached reports
are successfully generated.

*  Webcast deliveries for report distributions generate the reports (see the
‘Generated Reports’” branch) first, and then appear in this folder. The
webcast delivery is initiated after the reports are successfully generated.

A webcast message may reference a related report without actually

attaching the report. You can use this feature to notify users about a report

that is generated in a central location. In this case, you can specify (in the
event) whether the webcast delivery should wait until the related reports
are produced. If you select the wait option, and the reports fail to generate,
the error record appears under ‘Generated Reports’, and not under

“Webcast Delivery.

The Webcast Delivery folder is divided into three branches:
Pending

Webcast deliveries in a “pending’ state are those that are about to be sent.

Deliveries will appear in this state for one of the four reasons:

* The Everest Webcast Delivery Server is not running.

* The Everest Webcast Delivery Server is currently processing data. The
number and complexity of webcasts may cause subsequent messages to be in
a ‘pending’ state until their execution.

* Everest encounters an error while attempting to send the webcast (see “How
to Handle Webcast Delivery Errors” on page 278).

* Everest is unable to access the webcast attachment(s) (attachments other than
reports).

Everest automatically attempts to re-send ‘pending’ webcast deliveries. When the

webcast is successfully sent, it is removed from the pending list.

If a webcast is in a pending state and the same event occurs again, Everest tries to

send the second webcast as well. If this also fails, you will see two pending

records.

Sent

A sent webcast message is one that is successfully delivered to its recipient.

Errors

A webcast message is displayed under the errors branch if CRM Studio is unable

to successfully send the message. An error appears here if, for example, Everest is

unable to access the web server.

If a webcast delivery fails due to an error, it is placed in both, the Errors and the

Pending folders. Everest continues to automatically submit the pending webcast

until one of the two things happens:

* The webcast is successful (the condition that caused the error is corrected).
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* The error record is deleted, or marked as ‘complete” from the Administrator
module.

Once a webcast is delivered successfully, or is deleted or completed via a
corrective action, it is removed from both, the Pending and the Errors folders.

If the report to be attached to a webcast is not generated, the error is listed
under ‘Report Generation” errors.

However, if Everest is unable to locate the file to be attached to the webcast,
the error is listed under “Webcast Delivery Errors.”

How to Handle Webcast Delivery Errors
Webcast errors can occur for a number of reasons, such as an error in the
recipient’s webcast name, or CRM Studio’s inability to access the server on which
the webcast will be posted. The most common reason why webcast alerts do not
get sent is because the webcast server is not currently running.

When a webcast message fails to be delivered successfully because of an error,
three things happen:

* The message appears in the Errors branch under Webcast Delivery.
* The message appears in the Pending branch under Webcast Delivery.
* CRM Studio attempts to re-send the message every minute until:

- The message is successfully sent.

- The webcast name is corrected.

- The webcast message is deleted.

To either correct an invalid webcast name or delete the pending message, log in to
the Everest CRM Studio Administrator (path: CRM > CRM Studio >
Administrator). You have three further choices:

* Select Corrective Actions > Webcast Delivery Errors and correct the invalid
webcast name.

* Select Corrective Actions > Webcast Delivery Errors and manually delete (or
mark as successfully delivered) this webcast message.

* Select File > Database Tools > Remove Pending Items. You will see the
Everest CRM Studio - Remove Pending Items from Database dialog box.
Select the Webcast Pending check box, and click Remove.

This will remove ALL pending webcast messages including those that do

not have any errors.

Report Generation Folder

Reports may be generated under one of two circumstances:
* As part of a scheduled report distribution
* As content for a triggered application event
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Regardless of which of these two options initiates the generation of a report, the
Report Generation option allows you to monitor the status of the creation of
individual reports.

If a report is generated, it does follow that the report is also successfully
delivered. Once the generation is complete, the report must still be handed
over to the appropriate delivery medium for distribution (such as E-mail,
Fax, File, or Webcast).

You must thus, review the appropriate delivery record to check if the report
is delivered to its intended recipients.

Report generation occurs after either a triggered event or a report distribution,
but before the actual delivery of the related report(s).

The Report Generation folder is divided into three branches:

Pending

Report generations in a ‘pending’ state are those that are about to be created.
Records appear in this state for one of the three reasons:

* The Everest Report Generation Server is not running,.

* The Everest Report Generation Server is currently processing data. The
number and complexity of reports may cause subsequent records to be in a
‘pending’ state until their generation.

* Everest encounters an error while attempting to generate the report (see
“How to Handle Report Generation Errors” on page 280).

Everest automatically attempts to resubmit “pending’ report generations. When

the report is successfully generated, it is removed from the pending list.

If a report is in a pending state and the same event occurs again, Everest tries to

submit the second report as well. If this also fails, you will see two pending

records.

Generated

A generated report is one that is successfully produced.

Errors

A report is displayed under the errors branch if CRM Studio is unable to

successfully generate the report. An error appears here if, for example, the report

source file cannot be found or the selection parameters being passed to the report
are invalid.

If a report fails due to an error, it is placed in both, the Errors and the Pending

folders. Everest continues to automatically submit the pending report until one of

the two things happens:

* The report is successfully generated (the condition that caused the error is
corrected)

e The error record is deleted, or marked as ‘complete” from the Administrator
module.

Once a report is generated successfully, or is deleted or completed via a corrective
action, it is removed from both, the Pending and the Errors folders.
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How to Handle Report Generation Errors
Report generation errors can occur for a number of reasons, typically an error in
the report’s design. The most common reason why reports do not get generated is
because the report server is not currently running.

When a report is not generated because of an error, three things happen:
* The report appears in the Errors branch under Report Generation.
* The message appears in the Pending branch under Report Generation.
* CRM Studio attempts to re-generate the report every minute until:
- The report is successfully generated.
- The report generation request is deleted.

To delete the pending report, log in to the Everest CRM Studio Administrator
(path: CRM > CRM Studio > Administrator). You have two further choices:

* Select Corrective Actions > Report Generation Errors and manually delete (or
mark as ‘successfully delivered’) this report generation request.

* Select File > Database Tools > Remove Pending Items. You will see the
Everest CRM Studio - Remove Pending Items from Database dialog box.
Select the Reports Pending check box, and click Remove.

This will remove ALL pending report generation requests including those
that do not have any errors.

Actions Taken Folder

The Actions Taken folder contains events that execute one or more response
actions (such as updating a database) as a result of a triggered event. This folder is
divided into three branches:

* Pending - A pending action is one that is not completed either because CRM
Studio is busy executing other actions, or because the action failed to be
executed successfully (see “How to Handle Action Errors” on page 280).

* Completed - A completed action is one that is successfully executed.

* Errors - An action shows up under the errors branch if CRM Studio is unable
to successfully execute it. If an action fails due to an error, it is placed in both,
the Errors and the Pending folders.

How to Handle Action Errors
Action errors refer to CRM Studio’s inability to submit (or execute) the action.
Action errors can occur for a number of reasons, including an error in the

corresponding action file specification. The most common reason why actions do
not get executed is because the action server is not currently running.

Action errors are not recorded in the Monitor if an action (such as a program or
VB script) executes successfully, and returns an error status code.

When an action fails to be executed successfully because of an error, three things
happen:

* The action appears in the Errors branch under Actions Taken.

* The action appears in the Pending branch under Actions Taken.

* CRM Studio attempts to re-execute the action every minute until:
- The action is successfully executed.

280 Everest CRM Studio
User Guide



CRM Studio

Event Monitor

- This run of the action is deleted.
To delete the action, log in to the Everest CRM Studio Administrator (path: CRM
> CRM Studio > Administrator). You have two further choices:
* Select Corrective Actions > Action Errors and manually delete (or mark as
‘successfully delivered’) this action request.
* Select File > Database Tools > Remove Pending Items. You will see the

Everest CRM Studio - Remove Pending Items from Database dialog box.
Select the Actions Pending check box, and click Remove.

This will remove ALL actions that are pending including those that do not
have any errors.

E-Mail Response Folder

The E-mail Response folder is designed exclusively for use with the CRM Studio
E-Mail Response System (ERS). This folder allows you to see:

* The e-mail accounts being checked for new messages.
* The number of messages received, if any, and loaded into CRM Studio.
* Errors, if any, encountered during this process.

Since ERS loads incoming mail messages into the internal CRM Studio ERS
database, the E-mail Response branch monitors messages only until they are
loaded into the ERS database.

Once loaded, ERS events are treated just like any other application event, and
thus you need to look at the Application Events folder to monitor the status of
these events.

The E-mail Response folder is divided into three branches:

* Checked - A checked mail account is one that is not successfully monitored for
incoming mail messages.

* Received - A received mail message is one that is successfully loaded into the
CRM Studio ERS database.

* Errors - ERS records an error if CRM Studio is unable to successfully check
one or more e-mail accounts for incoming mail messages.
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ERS Configuration
ERS Queries and Events
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CRM Studio’s E-Mail Response System (abbreviated to ERS) lets you define
events that monitor incoming e-mail messages in much the same way that you
can monitor database records. If an e-mail message meets certain criteria, you can:

* Re-route the mail message to specific recipients.

* Use CRM Studio’s pager, fax, copy/ftp, and webcast alerts to notify people
about the receipt of the message.

* Auto-reply to the sender of the e-mail message.

* Use the contents of the e-mail message to add or update records in an
underlying database.

In addition, CRM Studio allows you to trigger events based on groups of e-mail
messages, such as:

* More than 10 mail messages sent to support today
* Fewer than 25 responses to an e-mail marketing blast
* More than 100 units of product ‘x” ordered by e-mail this week
* The average price of e-mail orders drops below $500 last week
ERS refers specifically to CRM Studio’s ability to monitor incoming e-mail

messages and respond to them. If your interest is strictly in CRM Studio’s

ability to send outgoing alert messages via e-mail, you do not need to use
the ERS.

Web Form Support

It is very important to note that the ERS can monitor e-mail messages that come
from any source including e-mail messages that are generated as a result of data
entered on a web form.

If you use web forms to capture data such as on-line orders, requests for
information, support questions, et cetera, these forms can output the content
entered into them in the form of an e-mail message.

Employing the ERS, you can use the contents of these mail messages to send
alerts, auto-respond to the person who filled out the web form, and update
underlying databases.

Supported E-Mail Systems

The E-Mail Response System supports all major e-mail systems, including those
that are Internet, Mapi, Exchange, and Vim compliant.

How It Works

Here is an overview of how the E-Mail Response System works:

* Instruct CRM Studio which e-mail accounts to monitor for incoming
messages.

*  When a new message arrives in one of these accounts, CRM Studio loads all
the data associated with that message into a record in an underlying (CRM
Studio-internal) database.

During this loading process, CRM Studio parses data from specific parts of the

incoming mail message to specific fields in the database record that is created.
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* Create CRM Studio queries to evaluate the e-mail records (in the same way
you use queries to evaluate database records).

* Create events with these queries. These events send out alerts, auto-respond to
the e-mail sender, and (if appropriate), update underlying databases with the
necessary data.

The key to this whole process is that CRM Studio takes each incoming e-mail
message and creates a database record out of it. As a result, you can use the
standard CRM Studio query and event design functions to process and respond
to the incoming message.

Additionally, because CRM Studio stores e-mail messages in an internal
database, you can run multiple events off the incoming messages. This allows you
to create events that check for such things as more than “x” mail messages received
from an organization, or fewer than ‘y’ messages received in response to a
marketing campaign.

What This Chapter Covers

Once CRM Studio loads incoming mail messages into individual records within
its underlying database, the method of identifying the content of those mail
messages (via queries) and the method of responding to those mail messages (via
events) is the same as if you were working with any other kind of database
records.

As a result, this chapter will detail the set-up of the e-mail response system and
the method by which you can parse data from an incoming mail message into
CRM Studio’s underlying mail message database.

Once the messages are successfully loaded into the underlying database, you
should refer to the chapters ‘Query Designing’ and ‘Event Designing’ for details
on how to identify and respond to those messages.

ERS Configuration

Before you begin using the E-Mail Response System, make sure you complete the
following steps:

e Add ODBC Source for ERS Database
* Identify E-mail Accounts to Monitor
* Specify ODBC Source for ERS Application

Add ODBC Source for ERS Database

As was detailed previously, CRM Studio processes incoming e-mail messages by
loading them into an internal database.

This internal database is a Microsoft Access database and is located in the CRM
Studio data directory. It is called KS_INBOX.

Since CRM Studio needs to read the records in this database (just like it reads the
records in any other database), you must first define an ODBC source for the
Inbox database.

f_:-'" To define an ODBC source for the Inbox database, do the following:
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Open the ODBC Data Source Administrator (path: Control Panel >
Administrative Tools > Data Sources (ODBC)).

Click the System DSN tab. Your source will look like the following,
depending on the type of database you are working with.

€1 0DBC Data Source Administrator

7] %]
User DSM Swstem DSH | File DSM I Driversl Tracingl Connection Poolingl About I

System Data Sources:

Diriver |
WY SOL Server
Microzoft Excel Driver [* xlz]

add.. |

Remove |
Configure. .. |

An DDBC System data source stores information about how to connect to
the indicated data provider. A System data source iz vizible to all uzers
on this machine, including MT services.

o]

Cancel | Aol |

Help |

Figure 9.1: ODBC Data Source Administrator - System DSN Tab
Click Add. You will see the Create New Data Source dialog box.

Select Microsoft Access Driver and click Finish. You will see the ODBC
Microsoft Access Setup dialog box.

ODBC Microsoft Access Setup

Daata Soures Name: [KS_Inbox oK.

Description [E-mail Fisspanse System
Cancel |

~Databa

Database: Help

Select. |  Ciee. | Pepai Compact. |
Advanced..

- System Databa

& None

© Database:

CseT Daenese

Options> > |

Figure 9.2: ODBC Microsoft Access Setup

Enter KS_INBOX in the Data Source Name field. Enter E-mail Response

System in the Description field. Click the Select button. You will see the
Select Database dialog box.
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Select Database
Database Mame Directories: -m
K5_Inbox. mdb o4 heveresthacmbidata
Cancel
KS_Changedmds = =t =
K.5_Changed_Backup.i (= PROGRAM FILES
5 _EPaK.mdb &= ICODE Help
KS_Inbo_Backup mdt [= EVEREST ™ Read O
K5 0bjsck mels 5 ACRM Y
KS_Object_Backup.md = DATA [ ™ Exclusive
K5_Sample.mdb |
List Files of Type: Drives
Access Databases [".m-j I =1 j HNetwark

Figure 9.3: Select Database
Locate and select KS_Inbox.mdb (path: Icode\Everest\ACRM\Data).
Click OK to save the source. You will see the ODBC Microsoft Access Setup
dialog box again.
Click OK. You will see the System DSN tab of the ODBC Data Source
Administrator, with the newly created ODBC source.
Click OK.

Identify E-mail Accounts to Monitor

The second step in the configuration of the ERS is the definition of the e-mail
accounts that you wish CRM Studio to monitor. This is done in the Everest CRM
Studio Administrator.

iy To define the e-mail accounts that CRM Studio should monitor, do the
following:

From the main menu bar, select CRM > CRM Studio > Administrator. You
will see the Everest CRM Studio Administrator dialog box.

From the Administration Folders panel in the center, double-click the
Software Setup folder and click E-mail Accounts.

* This is where you define the e-mail accounts that CRM Studio will
@ use when sending alert messages via e-mail.

* This is also where you define the ERS e-mail accounts that CRM

Studio will monitor for incoming mail messages.

If you wish CRM Studio to monitor messages that are sent to an account that
is already defined in this option, double-click that account in the right panel.
You will see the Everest CRM Studio - E-mail Accounts dialog box.
If you wish to specify a new account that CRM Studio will monitor for
incoming mail messages, click the New E-Mail Account button at the top-left

of the Everest CRM Studio Administrator dialog box. You will see the
Everest CRM Studio - E-mail Accounts dialog box.

[@:"Set Up E-mail Account to send E-mails” on page 28

ﬁ You may ignore the Dial-Up Networking tab for ERS.

After creating (if necessary) the e-mail account by specifying relevant
information in the General tab, click the E-mail Response Options
(Incoming) tab.
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* Specify relevant information and click Save and Close.

The Everest CRM Studio - E-mail Accounts Dialog Box - E-mail
Response Options (Incoming)

B Everest CRM Studio - Email Accounts =]
File Edit Help

[l save and Close ] Save and New | X Delete | 4 Previous = W Next

Email Account Description: CRM

General | DialUp Networking | Email Response System Options (Incoming)

[Email Resporse appliss to incoming emall only] : W Download incoming messages fiom this account.
Check for new messages evens [10 minuies.
¥ Refuse attachments for this account
[ Delets messages from the server fter downloading

Remove records from Email database after: [30 days. Use 0'to keep records indefinitely.

~ Subject and Message Text Pracessing Dptions:

Search labels for figld values:

[ Value stars after label Value ends at Store valug in column
Customer Mame “Carmiags Retum® full_name
Address: “Carmiags Retum® address
*

~Message Pasting Options

¥ Post inconing messages to an aemale database.
Past to Database Comnection: [ rmai Fasponse System =

Post to Database Table:

Figure 9.4: Everest CRM Studio - E-mail Accounts - E-mail Response Options
(Incoming)

Download incoming messages from this account
Check this box to download messages from this account. If this e-mail account is
used only for the sending CRM Studio alert messages, make sure this option is
deselected.
The account is checked at specific times for new e-mail. If messages exist, they are
downloaded to the CRM Studio ERS database.

Check for new messages every n minutes

Specify (in minutes) how often you would like CRM Studio to check for new

messages sent to this account.

Refuse attachments for this account

Check this box if you do not want CRM Studio to download e-mail attachments.
* This option works with Internet mail systems only.

@ * ERS cannot scan the contents of attached files.

Example | You do not want to allow any attachments for mail messages sent to
info@yourcompany.com, but you want to allow attachments for mail

messages sent to support@yourcompany.com, since they contain
valuable support information.
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Delete messages from the server after downloading
Check this box to remove downloaded messages from the e-mail server after they
are stored in the CRM Studio ERS database.

Everest Software suggests that you do not check this option unless you are
absolutely sure that no other companies or e-mail clients need to download
these mail messages.

Remove records from the e-mail database after n days

Specify the number of days that CRM Studio will keep e-mail records in the ERS

database. Enter ‘0 to retain e-mail records indefinitely.

@ Everest Software recommends 120 days for this field.

Subject and Message Text Processing Options

Search labels for field values
Use this grid to specify the values from incoming e-mails that you want to store in
specific fields of the inbox database.

= “E-Mail Message Text Parsing Options” on page 291

Message Posting Options

Post incoming messages to an alternative database
Select this option to specify an alternative database to transfer the mail message
data to.

Post to Database Connection
Select the ODBC source that CRM Studio will use to access this alternative
database

Post to Database Table
Enter the name of the table (within that database) to which the mail message data
will be posted.

ERS and Attached Files
Although the ERS cannot scan the contents of attached files, it can identify
whether or not a mail message has attachments, and it can reference the
attachment name(s) in corresponding alerts and response actions.
Additionally, CRM Studio automatically places the attached files in the Everest
CRM - Attachments folder (path: Icode\Everest\ACRM), and you may thus
configure an ERS event to copy or move the attached file(s) to a location of your
choice.
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E-Mail Message Text Parsing Options
One of the strengths of CRM Studio’s E-Mail Response System is that it can parse
the content of an incoming message and load individual elements of message data
to specific fields in the underlying ERS database.

An organization uses e-mail (or a web form) to collect information

from users. When this information appears in a mail message, it looks
like the following;:

Company Name: Acme Corporation
Address: 1 Main Street

Contact Name: Robert Smith

Phone: 800-555-1212

Request: Please send me information regarding your product.

You could define CRM Studio’s message text parsing to do the following:

Store the value that starts after the label ‘Company Name:” and ends at the
first carriage return in the ERS data field called Account.

Store the value that starts after the label “Address:” and ends at the first
carriage return in the ERS data field called Address.

Store the value that starts after the label ‘Contact Name:” and ends at the first
carriage return in the ERS data field called Full Name.

Store the value that starts after the label ‘Phone:” and ends at the first carriage
return in the ERS data field called Phone Work.

Store the value that starts after the label ‘Request:” and ends at the end of the
message text in the ERS data field called Request.

How To Specify ERS Parsing

3pp To specify which fields from your incoming mail messages should be
mapped to corresponding fields in the ERS database, follow these steps:

From the Search labels for field values grid in the E-mail Response Options
(Incoming) tab of the Everest CRM Studio - E-mail Accounts dialog box,
click the Value Starts After Label column.

Enter the text that will precede the value in the mail message you wish to load
into a specific ERS field (e.g., Contact Name:).

Click the Value Ends At column and from the drop-down list, select the
indicator that signifies the end of the value to be loaded. The options are:

- A carriage return

- Aline feed

- A blank space

- The end of the subject field

- The end of the message field

- The end of the subject or message field

Click the Store Value in Column column and from the drop-down list, select
the ERS database field that you wish to load this e-mail text into. For the list of
available database fields and their description, refer “ERS Loadable Database
Fields” on page 292.
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* Repeat these steps for each field from an incoming e-mail message that you
wish to pass into a corresponding field in the ERS database.

ERS Loadable Database Fields

Since CRM Studio processes incoming e-mail messages by loading them into the
ERS database, it is important to know in which fields you can load data.

All the following fields may contain data you wish to place in them from
the corresponding incoming mail messages. The descriptions listed in the
Purpose column are suggested by Everest Software.

You may use Microsoft Access 97 to rename any of the following ERS data
fields. Please do not rename any fields other than the ones in the following
list, and note that you cannot add more fields to the ERS database.

ERS Inbox Field (Column) Name

Account
Account_no
Address
Application

Case_no

City
Country

E-mail

Fax
First_Name
Full_Name
Incident_No

Last_Name

License_No

Mobile
Notes
Order_No

Pager

Phone_Home

Purpose
The sender’s account name
The sender’s account number
The sender’s address

The name of the application that the
sender is writing about

The case number referenced in the
message

The sender’s city
The sender’s country

The sender’s preferred e-mail address
for response messages (may be
different than the sender’s address on
the incoming message)

The sender’s fax number
The sender’s first name
The sender’s full name

The incident number referenced in the
message

The sender’s last name

The license number of the product
referenced in the message

The sender’s mobile phone number
Message notes

The order number referenced in the
message

The sender’s pager number

The sender’s home phone number
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ERS Inbox Field (Column) Name
Phone_Work
Postal

Problem
Product
Question

Request
Serial_No

Service
Service_No
Solution

State
Ticket_No

Title
Tracking_No

Ufld_Flag
Ufld_Memo

Ufld1 - Ufld5
User_Name

Version

Web_Site

E-Mail Message Posting Options
Finally, you need to specify whether you would like to post the downloaded e-
mail message records to another database for storage and/ or historical reporting.

Purpose
The sender’s work phone number
The sender’s postal (zip) code

The problem text (if the message
contains a support problem)

The name of the product that the
sender is writing about

The question text (if the message
contains a question)

The request details
The product’s serial number

The description of the service
required

The service number referenced in the
message

The solution text for a problem or
question

The sender’s state

The ticket number referenced in the
message

The sender’s title

The tracking number referenced in
the message

Integer-based user-definable field.

Memo-based (long text) user-
definable field.

Five user-definable ERS data fields
The sender’s user name.

The version of the product referenced
in the message

The sender’s web site address

This option is useful in some cases (such as a high volume of e-mail being
processed, or other databases that need access to incoming mail message data),
where you may need to transfer the mail message data to an alternative database,

such as a Microsoft SQL Server database.

23> To specify an alternative database to transfer the mail message data to,

do the following:
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* From the Message Posting Options section in the E-mail Response Options
(Incoming) tab of the Everest CRM Studio - E-mail Accounts dialog box,
select the option Post incoming messages to an alternative database.

* Select the ODBC source that CRM Studio will use to access this alternative
database from the Post to Database Connection drop-down list.

* In the Post to Database Connection field, enter the name of the table (within
that database) to which the mail message data will be posted.

* The alternative database table must be configured to include the
ﬁ same column names as the KS_Inbox table. If there are some fields
within this table that you do not utilize (such as application, case_no,
or serial_no), you do not need to replicate them.

* The alternative database table must have a unique (or primary) key
specified. It is suggested that you create a column like
‘mail_datetime’, which uses a data type of timestamp in which the
current date and time will be uniquely stamped into each posted
record.

Specify ODBC Source for ERS

Once you create the ODBC source for the ERS database, you must associate it
with the E-mail Response System in the Everest CRM Studio Architect.

23 To associate the ODBC source for the ERS database with the E-mail
Response System do the following:

* From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

* From the Event Management Folders panel in the center, highlight (click) the
E-mail Response System branch and click the Properties button at the top of
the Everest CRM Studio Architect dialog box. You will see the Everest CRM
Studio - E-mail Response System Properties dialog box.

* Click the Edit Connection button. You will see the Everest CRM Studio - Edit
Connection dialog box.

* From the ODBC Data Source Name drop-down list, select the ODBC source
that you created for the ERS database.

* Click Save and Close. You will again see the Everest CRM Studio - E-mail
Response System Properties dialog box.

* Click OK.

ERS Queries and Events

Once you have completed the preceding steps, you are ready to begin designing
events for the E-Mail Response System. Since ERS records are stored in a
database, you can follow the instructions in the chapters ‘Query Designing’ and
‘Event Designing’ for details on creating ERS queries and events.

There are, however, a few ERS-specific fields and functions that you should be
aware of as you begin creating queries and events. These are detailed in the
following sections.
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ERS Query Tables

The CRM Studio E-Mail Response System uses only two tables:
* Inbox
* Status

For the purpose of designing queries, all the data from the incoming e-mail
message is stored in the Inbox table, and thus, that is the only table you need to
select when creating an ERS query.

ERS Query Columns

The columns that you can choose from an ERS query fall into two categories:
ERS Loadable Database Fields

These fields are shown in a table earlier in this chapter and represent all the fields
that you can load data into from an incoming mail message.

“ERS Loadable Database Fields” on page 292
= pag

ERS Pre-Loaded Fields

These are fields whose values are pre-loaded by CRM Studio with values from
the incoming e-mail message. This includes such fields as the e-mail address of
the sender and recipient, the subject of the message, the date and time that the
message was sent, and the names of any attached files.

The following list describes all the ERS pre-loaded fields. Remember that a query
may use any combination of ERS loadable and pre-loaded database fields.

ERS Inbox Field (Column) Name Purpose
Attachment_Count Number of attachments downloaded
Attachment_Files Comma separated list of attachments

file specifications. All attachments are
stored in the attachments folder
where CRM Studio was installed.

Attachment_Names The names of the attachments.

Attachment_Start Position of the first real attachment.
Some e-mail clients send html
message text as an alternative
attachment. Such files are not
considered real attachments.

CC_Names The carbon copy send to list of names.

Certified Whether the message was certified.
Note, not all e-mail systems support
this feature.

Created_dt The date when the mail record was
created in the ERS database.
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ERS Inbox Field (Column) Name

E-mail_Account

E-mail_Account_Id

From_Name

From_Path

From_Root

ID
Inet_Alt_Count

Inet_Mail_Program

Inet_Message_Length

Inet_Priority

Inet_Raw_Header

Inet_UIDL

Inet_Webform

Inet_Webform_Fields

Inet_Webform_Values

Login_Name

Purpose

The name of the CRM Studio e-mail
account (as defined in the
Administrator module) that this
message came in to.

The ID of the CRM Studio e-mail
account (as defined in the
Administrator module) that this
message came in to.

The e-mail from name (if defined),
such as ‘John Smith’.

The full path of the sender’s name,
such as ‘John Smith
<smith@mycompany.com>'.

The e-mail address of the sender, such
as ‘smith@mycompany.com’.

ERS-assigned unique column.
The number of alternate attachments
(for Internet type mail systems only).

The name of the e-mail client used to
send the e-mail (for Internet type mail
systems only).

The length of the message (in bytes)
(for Internet type mail systems only).

The priority of the message (for
Internet type mail systems only).

The full header of the e-mail message
(for Internet type mail systems only).

Internal Internet mail identifier (for
Internet type mail systems only).

Values are ‘0" (message was not from
a web form) or -1-" (message was
from a web form) (for Internet type
mail systems only).

The names of the web form’s fields
(for Internet type mail systems only).
The values of the web form’s fields
(for Internet type mail systems only).

The login name of the account that
this mail message was downloaded
from.
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ERS Inbox Field (Column) Name Purpose
Message The mail message text.
Message_Id The unique message id

(for Internet type mail systems only).

Received The date the message was received.

Received_dt The date and time the message was
received.

Sent_dt The date and time the message was
sent.

Subject The subject of the message.

To_Names Who the e-mail was sent to.

ERS Query Filters

Creating filters for ERS queries is done in the same manner as creating filters for
application events. You must consider the following when you create a filter for
messages sent from a specific company or to a specific e-mail address.

*  When a message is sent from a specific company, it could be sent from any one
of a number of people at a specific company. Therefore, your filter needs to
use the ‘like” operator.

- Filter Column: Inbox.from_path
- Operator: like
- Compare Value: %yourcompany.com%
* To send mail messages to a specific account (such as a support mailbox):
- Filter Column: Inbox.to_names
- Operator: like
- Compare Value: %support@mycompany.com %

Do not forget that since the e-mail messages are stored in the underlying ERS
database, you may also wish to include a filter in both these cases that restricts the
results to only those messages that were received today:

- Filter Column: Inbox.received
- Operator: is equal to
- Compare Value: {Current Date%}
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ERS Query Sub-Filters

Since the mail messages are stored as records in the ERS database, one of the most
important benefits of the CRM Studio E-Mail Response System is that you can
create aggregate queries (and events) that are triggered by groups of messages.

¢ More than ‘x’ messages received from a certain company over a
y
Example

certain period of time

* Fewer than ‘X" messages received in response to a specific
marketing campaign

* More than “x’ messages received about product ‘y’
* More than “x” dollars ordered for product ‘y’ via the web

* The average sales price for products ordered via the web drops
below “x’

ERS Events

E-Mail Response System events are created just like a standard application event,

with one exception: you typically want to link an incoming e-mail message to the

corresponding contact record within a customer database. The reasons why you

would want to do this are:

* To identify who the corresponding account manager is, and to send alerts to
that person.

* To update the corresponding customer record with the details of the incoming
mail message.

* To create a database record (such as a support ticket) and link that ticket back
to the customer record.

* To identify if the sender of the e-mail is not already defined within your
customer database.

To link an ERS record to a customer record in an underlying database, you need

to use two queries in your ERS event: one query that retrieves the e-mail records,

and a second one that links those records to your customer database.

Your first requirement would be to identify a field in the ERS record that would
allow it to uniquely identify the corresponding record in your customer database.
This is often the sender’s e-mail address (ERS field from_root), but could also be
any other field in the incoming message that uniquely maps to a matching field in
your customer database.

Using such a field (as the sender’s address), your two queries would be as
follows:

* A first query which retrieves the ERS records. Make sure you include the
linking field (i.e., the sender’s address, from_root) as one of the fields in this
query.

* A second query which retrieves customer information. This query would have
a filter in it that compares the e-mail address in the customer database (e.g.,
customer.mail) to the customized name of the ERS sender address field (e.g.,
{From_Root}.

With a query configuration such as this, an event is triggered only if the sender of
the e-mail address is also found to exist in the customer database. Once CRM
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Studio makes this match, all the fields of data associated with this event (both,
data from the incoming message and from the customer database record) would
be eligible to be used in alert messages and in response actions.

This link allows you to know which database records to update and/or
create using a CRM Studio event response action such as executing a VB
script.

ERS Event Alerts and Actions

The first capability you need to consider as a response to an ERS event is the alert
messages that CRM Studio can send out. It can send out messages to:

* The salesperson and/or support person associated with an account
* The sender of the incoming mail message
* Managers, partners, et cetera

These messages can include reports and/or files along with their traditional
message content.

Here is a simple message that CRM Studio could send back to a
Xample o )
person who logged a support question via e-mail:

Hello {from_name},

This is to confirm our receipt of your e-mail sent on {sent_dt} to
{to_names}.

We will contact you shortly when we have an answer for you.
Thank You,
Support Team

As aresult of a triggered ERS event, CRM Studio can also execute response
actions such as executing VB scripts, running programs, writing triggered event
data to an external file, and submitting SQL statements.

ERS Events That Generate Reports

One particularly interesting use of CRM Studio’s E-Mail Response System is that
it can generate one or more reports as a result of an incoming message. Consider
this scenario:

You have customers who frequently ask for a report of their open support calls.
Employing the ERS, you can use a web form to allow clients to enter a report
request in which they fill out their customer ID and selection criteria for the report
they wish to run.

This web form generates an e-mail message, which, in turn, generates a record in
the ERS database. This record is then queried and identified as one that needs to
generate an Open Call report. CRM Studio generates the report for the
corresponding client and e-mails it back to them.

This is often referred to as a Report Auto-Request System.

All you need to do is to configure an ERS query to identify which report is being
requested, and which selection criteria need to be passed to the corresponding
report. CRM Studio then generates the report and (using the sender’s e-mail
address from the original request) sends it right back to them.
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ERS Subscribers

Like a standard application event, an ERS event can send alerts to any recipient.

.3 To send a message back to the person from whom the original message
was received, do the following:

* From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

* From the Event Management Folders panel in the center, select Application
Events > (your company) > Events. You will see a list of events in the right
panel.

* Open the event for which you want to specify recipients eligible to receive
replies, and select the Subscribers > Advanced tab.

* From the Deliver to a specific email, pager, fax or webcast name using
database value grid, click the Database Field column beside the row
Contains Email Address to send to.

* From the drop-down list, select the {From_Root} field.

ERS Event Schedule

Since you want CRM Studio to respond to incoming mail messages as soon as
they are received, all ERS events must use a suitable schedule.

.z_:.l" To define a suitable schedule for ERS events, do the following:

* After configuring ERS to send a message back to the person from whom it was
received (in the preceding steps), click the Schedule tab.

* From the Choose a schedule to use drop-down list, select When E-mail
Arrives.

¢ (lick Save and Close.

ERS in the Everest CRM Studio Event Monitor

To monitor the status of ERS events, you can use the Everest CRM Studio Event
Monitor (path: CRM > CRM Studio > Monitor). ERS events are converted to
standard application events and can be tracked from the Standard Applications
branch.

The E-mail Response branch allows you to view the ERS events that have been
successfully checked by CRM Studio, and it also displays the individual e-mail
messages that are received (and logged) into the ERS database.

If the ERS module is unable to read the incoming messages or is unable to
load the messages into the ERS database, an error appears in the E-mail
Response error branches.

Once an incoming message is successfully received and loaded into the ERS
database, you can use the Application Event and E-mail Delivery branches to
check if the ERS event was triggered, who was notified, and so on.
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Event Triggered Reports

CRM Studio integrates with Crystal Reports in two ways:

Event-Triggered Reports

CRM Studio can generate one or more Crystal Reports when an event is triggered
and e-mail, fax, copy/ftp, or webcast the report contents.

Example | When more than “x” units of product “y” are sold over a specific time
frame, CRM Studio automatically generates a sales history report and
sends it to a sales manager.

Scheduled Reports

CRM Studio can generate one or more Crystal Reports on a pre-defined schedule
(e.g., every day at 9 AM), and e-mail, fax, copy/ftp, or webcast the report
contents.

Every Monday at 8 AM, CRM Studio automatically generates and

distributes this week’s sales forecast reports and last week’s service
statistics reports.

This chapter addresses the configuration and use of event-triggered reports.

Define Reports in CRM Studio

The first step in enabling event-triggered reports is to instruct CRM Studio which
Crystal Reports you wish to generate, and the location of the corresponding
source (*.rpt) files.

Just like traditional queries and events, Crystal Reports are organized according
to the database they correspond with. Thus, you can segregate Crystal Reports for
different Everest companies for easier organization and maintenance.

.z_:.l" To define your Crystal Report sources, do the following:

¢ From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

* From the Event Management Folders panel in the center, select Application
Events > (your company) > Report Definitions. You will see a list of reports
in the right panel.
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Figure 10.1: Everest CRM Studio - Report Definitions
Add a New Report Definition

The reports you use in CRM Studio must already have been created

(designed) using Crystal Reports.

i:_l-b To add a new report definition to CRM Studio, do the following;:
1

e From the Event Management Folders panel in the center of the Everest CRM
Studio Architect dialog box, select Application Events > (your company) >
Report Definitions.

* Click the New Report Definition button at the top-left. You will see the
Everest CRM Studio - Report Definitions dialog box.

Repeat this process for each report that you generate for the corresponding

database.
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The Everest CRM Studio - Report Definitions Dialog Box
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Figure 10.2: Everest CRM Studio - Report Definitions
Internal ID Number
This field displays the ID of the report. You cannot modify it.
Report Name
Enter the name of the report.
Report Description
Enter an informational description of the contents and use of the report.
Report File
Specify the location and source (*.rpt) file that corresponds to this Crystal report.
Browse
Click this button to display the Everest CRM Studio - Select a Report File dialog
box, which you can use to locate and select reports.
Output File Name
Enter the name to be given to the output file that contains this report. If you leave
this field blank, the report name will be randomly generated by CRM Studio.

If this report is to be generated multiple times by a single event (such as an
event that generates separate Overdue Activities reports for multiple
salesreps), you must leave this field blank.

Event-Triggered Reports

When an event is triggered, you can choose to have CRM Studio generate one or
more Crystal Reports (typically containing information related to the event), and
send those reports either with or without an associated alert message. Reports
that are generated as a result of a triggered event fall into three categories:

* Reports that have no dynamic selection criteria
* Reports that have event-independent selection criteria
* Reports that have event-dependent selection criteria
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The following sections detail each of these reports, and how to associate them to a
CRM Studio event.

The Event -> Report Correlation

One of the most important concepts in configuring event-triggered reports is that
CRM Studio generates one report for each event record that is triggered.

You have an event that runs every Monday at 9 AM and sends you a

separate e-mail message for each opportunity that is due to close this
week.

If the event runs and finds 10 matching opportunities, you will receive 10 alert
messages, each with an attached Crystal Report. (The event is considered to have
been triggered 10 times.)

Example | You have an event that runs every Monday at 9 AM and sends you a
single e-mail message with the details of all opportunities that are due

to close this week.

Regardless of the number of matching opportunities the event finds, you will
receive one alert message, with a single attached Crystal Report. (The event is
considered to have been triggered once.)

You have an event that runs everyday at 5 PM and generates a list of

sales representatives who have overdue activities. You want each
sales representative to receive a report of only the overdue activities.

Since CRM Studio runs one report for each triggered record, this event will run
one report for each sales representative with overdue activities. The only special
characteristic of this event is that CRM Studio passes the name of each
corresponding sales representative to Crystal so that the reports can be generated
appropriately.

The important thing to remember in all cases is that CRM Studio generates one
Crystal Report each time an event is triggered, so be careful to evaluate the event
you are working with to ensure that you are not unnecessarily sending the same
report over and over to the alert recipients.

Reports With No Dynamic Selection Criteria

In Crystal Reports, you can design a report that includes or excludes specific
records. The selection criteria that you choose can either be hard-coded into the
report, or it can be created as report parameters that will accept input each time
the report is run.

The simplest type of report that you can link to a CRM Studio event is one that is
designed without any parameters that require input each time the report is run. In
such a scenario, CRM Studio automatically generates the associated report each
time the related event is triggered.

.z_:.l" To link such a report to an event, do the following:

* From the Event Management Folders panel in the center of the Everest CRM
Studio Architect dialog box, select Application Events > (your company) >
Events. You will see a list of events in the right panel.
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* Open the event you wish to associate the report to. You will see the Everest
CRM Studio - Application Events\ (your company)\Events dialog box.

* Click the Reports tab and click the Add Report button. You will see the
Everest CRM Studio - Add Report dialog box, using which you can select
reports.

* Select the report you wish to associate with this event and click Select. You
will again see the Everest CRM Studio - Application Events)\ (your
company)\Events dialog box, with the selected report displayed in the
Reports Selected For Content grid.

* From the Reports Selected For Content grid, click the Style column of the
report just selected. Choose the output format of the report. Your choices are:

- ASCII
- HTML
- Rich Text
- Microsoft Excel
- Lotus
- Comma Delimited
- Tab Delimited
* C(lick Save and Close.

You may continue to select additional reports you wish to associate with this
event.

The report(s) you select for an event may be delivered to the alert
ﬁ subscribers via the following methods:

* E-mail (attached to the message)

* Fax (the report must be output in ASCII format)

* Copy/FTP

*  Webcast

Reports With Event-Independent Selection Criteria

The second type of Crystal Report that you may wish to link to an event requires
the entry of some selection criteria, but these criteria are not generated from
within the corresponding event.

You may have an event that retrieves opportunities worth more than
$20,000 and are due to close this week.

The corresponding Crystal Report may have been designed with three parameter-
driven selection criteria: the opportunity amount, the beginning forecast close
date, and the ending forecast close date.

Assuming that your event is designed to limit its retrieved records to only those
opportunities that are for more than $20,000 and are due to close this week, you
need to make sure that the corresponding report will retrieve the same records.
Fortunately, CRM Studio allows you to enter the values of these selection criteria
when a report is linked to an event.

.3y To enter the values of selection criteria when a report is linked to an
event, do the following:
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* After linking the report to an event as detailed in “Reports With No Dynamic
Selection Criteria” on page 306, notice how the Report Parameters grid in the
Reports tab of the Everest CRM Studio - Application Events)\ (your
company)\Events dialog box is populated with the selection criteria
previously configured for this report within Crystal Reports.

* For each parameter (or Question) that appears in this grid, you can supply a
corresponding value to be used whenever CRM Studio generates this report.

* For a report with event-independent selection criteria (i.e., selection criteria
that does not vary based on the results of the event’s query), you can answer
each question in two ways:

- You can manually enter a value in the Answer column.

FExample | For a parameter that asks you to choose Opportunities that are Greater
than How Much?, you could manually type in 20000.

- You can click the Answer column, and click the list D button that is
displayed. From the drop-down list, select any one of CRM Studio’s date
substitution variables.

For parameters that ask for a forecast for start and end dates, you

could choose current date and next Friday’s date as the related values

You may continue to select additional reports you wish to associate with this
event.

The report(s) you select for an event may be delivered to the alert
ﬁ subscribers via the following methods:

* E-mail (attached to the message)

* Fax (the report must be output in ASCII format)

* Copy/FTP

* Webcast

Reports With Event-Dependent Selection Criteria

The final type of Crystal Report that you can link to an event is dependent on the
results of an event’s query(ies) to derive its selection criteria.

An event that generates an Overdue Activities report for each sales
representative who has overdue activities. The report would have a

selection parameter that accepts the names (or IDs) of only those sales
representatives who have overdue activities. The query for the
corresponding CRM Studio event would be designed to retrieve
those same sales representatives.

To make this scenario work, CRM Studio must pass the names of these sales
representatives to the corresponding Crystal Report. Thus, the report is
dependent on the data that an event retrieves.

This is explained in more detail in the following sections.
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Preparing for an Event-Dependent Report

As was detailed in the preceding sections, CRM Studio does not feed detailed

information into a Crystal Report, but directly generates a Crystal Report with the

appropriate selection criteria that the report needs to generate the desired output.

The key concept is that CRM Studio uses selection criteria to instruct Crystal

which records to retrieve for a report. As mentioned in the Overdue Activities

report, CRM Studio simply identifies which users have overdue activities, and

then instructs Crystal to produce reports for each of these users.

This process entails two important design components:

* First, in CRM Studio, you must carefully design a query so that it produces
the appropriate selection criteria to be fed into the Crystal Report.

* Second, in Crystal, you must carefully design the corresponding report to
accept selection criteria (called Report Parameters in Crystal) so that the
appropriate output may be obtained.

Query Design for Event-Dependent Reports

The first part of creating an event that will feed information to a Crystal Report is
the design of the underlying query.

Most queries are suitable when sending information in an e-mail (or similar)
format, but may not be appropriate for generating a Crystal Report.

The problem with this format is that when a result set such as this one is passed to
an event, CRM Studio generates one Crystal Report for each overdue activity in
this result set - certainly not what you want.

Instead, what you want is a list of overdue activities grouped by each sales
representative.

This type of query most typically makes use of an aggregate function as the
means to generate a list of records that can correctly feed a Crystal Report’s
selection criteria.

Query Design - Notes
Consider the following items when designing a query for use with an event-
dependent report:
Table/Column Selection
Choose tables and columns that contain the information you wish to feed into the
report, and information about the recipient’s alert delivery address.
Aggregate Selection
The easiest way to design a query that yields report selection criteria such as the
names of users, products, regions, et cetera is through the use of the aggregate
count function. You simply count the number of records per user, product, or
region, and you end up with one record per selection criteria.

Report Design for Event-Dependent Reports

The design of a Crystal Report to be used in CRM Studio requires no unique
configuration. Your first step is to design the report to produce the desired data,
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and the second step is to ensure that the report is set up with selection parameters
that allow CRM Studio to pass data from a triggered event into the report.

Thus, using the overdue activities report as an example, you would be sure to
include the following selection parameters:

A parameter that restricts the report to retrieving only those activities that are
overdue.

A parameter that prompts for the names (or IDs) of the sales representatives
whose overdue activities you wish to report on.

In this example, the report automatically retrieves only overdue activities, and
then (using information from the CRM Studio query) the report generates once
for each sales representative who has overdue activities.

Once you have created the appropriate parameters for the Crystal Report to be
generated by CRM Studio, you are ready to connect the report to the
corresponding event.

Configure the Event-Dependent Report

i:_l-b To link an event-dependent report to an event, follow these steps:

From the Event Management Folders panel in the center of the Everest CRM
Studio Architect dialog box, select Application Events > (your company) >
Events. You will see a list of events in the right panel.

Open the event you wish to associate the report to. You will see the Everest
CRM Studio - Application Events)\ (your company)\Events dialog box.
Click the Reports tab and click the Add Report button. You will see the
Everest CRM Studio - Add Report dialog box.

Select the report you wish to associate with this event and click Select. You
will see the Everest CRM Studio - Application Events\ (your

company) \Events dialog box again with the selected report displayed in the
Reports Selected For Content grid.

From the Reports Selected For Content grid, click the Style column of the
report just selected. Choose the output format of the report. Your choices are:
- ASCII

- HIML

- Rich Text

- Microsoft Excel

- Lotus

- Comma Delimited

- Tab Delimited

Notice how the Report Parameters grid in the Reports tab of the Everest CRM
Studio - Application Events\ (your company)\Events dialog box is
populated with the selection criteria previously configured for this report
within Crystal Reports.

For each parameter (or Question) that appears in this grid, you can supply a
corresponding value to be used whenever CRM Studio generates this report.
Just like a report with event-independent selection criteria, you can:
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- Manually enter a value in the Answer column.

- Click the Answer column, and click the list [ button that is displayed.
From the drop-down list, select the name of the associated query’s data
field that contains the selection criteria you wish to pass to the report. In
the example of the Overdue Activities event, your query might have a
field called User ID, which contains the names of the sales representatives
who have overdue activities. By selecting this field as the answer to a
report’s parameter, CRM Studio feeds the ID of an individual sales
representative who has overdue activities for each iteration of the report
that is generated.

If the query lists five sales representatives with overdue activities, CRM
Studio triggers the corresponding event five times and generates five
corresponding reports.

* C(lick Save and Close.

You may continue to select additional reports you wish to associate with this
event.
ﬁ The report(s) you select for an event may be delivered to the alert
subscribers via the following methods:
* E-mail (attached to the message)
* Fax (the report must be output in ASCII format)
* Copy/FTP
*  Webcast

Report Delivery Methods

Reports may be delivered to recipients via e-mail (as attached files), fax (ascii-
styled reports are embedded within the fax message), webcast (reports are linked
to a web page via a URL link), and copy/ftp (report files are sent to a specific disk
and directory).

You may wish to use one or more delivery methods to alert a recipient of the
availability of a report, while delivering the actual report via another method.

You may wish to use an e-mail or pager message to alert a person of a

report’s availability, but actually make the report available only from
a webcast site.

Delivering a File Via Copy/FTP

One of the methods by which a report (and/ or file) can be delivered to a recipient
is via the copy/ ftp method. This method is quite useful, as it allows you to move a
report’s output to one or more locations that are easily accessible by the
recipients.

.z_:.l" To deliver a report (or file) via this method, do the following:

¢  From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.
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* From the Event Management Folders panel in the center, select Application
Events > (your company) > Events. You will see a list of events in the right
panel.

* Open the event for which you want to deliver files/reports via copy/ftp.
* Click the Copy tab. Select either (or both) options to deliver the reports and/or
files to the appropriate recipients.
“The Everest CRM Studio - Application Events\ (your company)\Events
Dialog Box - Copy” on page 191
* Click Save and Close.

The destination (or copy to) location of reports and files is determined
within each subscriber’s profile in CRM Studio.

E-Mail Delivery Options

When a report or file is configured for delivery, CRM Studio enables you to
specify whether it will be accompanied by an e-mail message. The mail message
can be used in two ways:

* As a delivery method for the report/file. CRM Studio can automatically
attach the selected reports/files to an outgoing e-mail message.

* As anotification message that informs the recipients that the corresponding
reports/files are available to them. In this instance, the reports/files are not
attached to the mail message. (The reports/files may have been sent by fax or
ftp, or posted to a website.)

If you do not wish to use e-mail for either of these two purposes, you may leave

blank the E-mail tab of the Everest CRM Studio - Application Events\ (your

company)\Events dialog box.

If you do wish to utilize either of the previous uses for an e-mail message, fill in

the e-mail sending account, message subject, and text as you require. Pay special

attention to the three check boxes at the bottom of this window.

“The Everest CRM Studio - Application Events\ (your company)\Events
Dialog Box - Email” on page 194

Attaching Reports to an E-Mail Message

The first two check boxes at the bottom of the E-mail tab of the Everest CRM
Studio - Application Events\ (your company)\Events dialog box allow you to
specify whether or not you wish to attach the selected reports/files to the
outgoing e-mail message.

If you choose to attach reports to an e-mail message, CRM Studio automatically
waits until the reports are successfully completed before sending the mail
message. If an attached report fails to complete successfully, the e-mail message is
not sent.

If you choose not to attach the reports to your mail message, you can specify that
the e-mail message should wait (i.e., delay being sent) until all the associated
reports are successfully generated. You can do so by selecting the option E-Mail
notifications should wait until reports are generated.
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Checking this option ensures that the recipient of the mail message is able to
access the referenced report when the message is received. If, however, the
reports fail to be completed successfully, the e-mail message is not sent at all.

If this field is not checked, the e-mail message is sent immediately, and,
depending on the amount of time required to generate the report(s), the recipient
of the message may not be able to access them immediately.

Fax Delivery Options

When a report or file is configured for delivery, CRM Studio also enables you to
specify whether it will be accompanied by a fax message. The fax message can be
used in two ways:

* As a delivery method for the report/file. CRM Studio can automatically
attach text-based reports/files to an outgoing fax message.

* As anotification message that informs the recipients that the corresponding
reports/files are available to them. In this instance the reports/files are not
attached to the fax message.

If you do not wish to use faxing for either of these two purposes, you may leave
blank the Fax tab of the Everest CRM Studio - Application Events\ (your
company)\Events dialog box.

If you do wish to utilize either of the two previous uses for a fax message, fill in
the fax sending account, subject, cover page text, and message text as you require.
Pay special attention to the three check boxes at the bottom of this window.

“The Everest CRM Studio - Application Events\ (your company)\Events
Dialog Box - Fax” on page 203

Attaching Reports to a Fax Message

The first two check boxes at the bottom of the Fax tab of the Everest CRM Studio
- Application Events\ (your company)\Events dialog box allow you to specify
whether or not you wish to attach the selected reports/files to the outgoing fax
message.

ﬁ Only text-based reports and files can be attached to a fax message.

If you choose to attach reports to the fax message, CRM Studio automatically
waits until the reports are successfully completed before sending the fax. If an
attached report fails to complete successfully, the fax is not sent.

If you choose not to attach the reports to your fax, you can specify that the fax
should wait (i.e., delay being sent) until all the associated reports are successfully
generated. You can do so by selecting the option Fax notifications should wait
until reports are generated.

Checking this option ensures that the recipient of the fax is able to access the
referenced report when the fax is received. If, however, the reports fail to be
completed successfully, the fax is not sent at all.

If this field is not checked, the fax is sent immediately, and, depending on the
amount of time required to generate the report(s), the recipient of the fax may not
be able to access them immediately.
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Pager Delivery Options

When you have a report or file configured for delivery, CRM Studio enables you
to send a pager alert to the recipients as means to notify them that the reports/
files are ready.

If you do not wish to send pager alerts about distributed reports/files, you may
leave blank the Page tab of the Everest CRM Studio - Application Events\ (your
company)\Events dialog box.

If you send pager notifications, you can specify whether the pager message
should wait (i.e., delay being sent) until all the associated reports are successfully
generated. If you do wish CRM Studio to wait, select the option Pager
notifications should wait until reports are generated.

Checking this option ensures that the recipient of the pager message is able to
access the referenced report when the message is received. If, however, the
report(s) fail to be completed successfully, the pager message is not sent at all.

If this field is not checked, the pager message is sent immediately, and, depending
on the amount of time required to generate the reports, the recipient of the
message may not be able to access them immediately.

“The Everest CRM Studio - Application Events\ (your company)\Events
Dialog Box - Page” on page 206

Webcast Delivery Options

When a report or file is configured for delivery, CRM Studio enables you to
specify whether it will be accompanied by a web (HTML) alert message. The web
message can be used in two ways:

* As a delivery method for the report/file. CRM Studio can automatically
attach (as URL links) the selected reports/files to the posted web message.

* As anotification message that informs the recipients that the corresponding
reports/files are available to them. In this instance, the reports/files are not
posted to the web message. (The reports/files may have been sent by fax, ftp,
or e-mail.)

If you do not wish to use web alerts for either of these two purposes, you may

leave blank the Webcast tab of the Everest CRM Studio - Application

Events)\ (your company)\Events dialog box.

If you do wish to utilize either of the two previous uses for a web alert message,

fill in the webcast message subject and text as you require. Pay special attention to

the three check boxes at the bottom of this window.

“The Everest CRM Studio - Application Events\ (your company)\Events
Dialog Box - Webcast” on page 209

Posting Reports to a Webcast Message

The first two check boxes at the bottom of the Webcast tab of the Everest CRM
Studio - Application Events\ (your company)\Events dialog box allow you to
specify whether or not you wish to attach the selected reports/files to the posted
web alert message.
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If you choose to attach reports to a webcast message, CRM Studio automatically
waits until the reports are successfully completed before posting the webcast
message. If an associated report fails to complete successfully, the webcast
message is not sent.

If you choose not to attach the reports to your webcast message, you can specify
whether the webcast message should wait (i.e., delay being sent) until all the
associated reports are successfully generated. If you do wish CRM Studio to wait,
select the option Webcast notifications should wait until reports are generated.

Checking this option ensures that the recipient of the webcast alert message is
able to access the referenced report(s) when the message is received. If, however,
the report(s) fail to be completed successfully, the webcast message is not sent at
all.

If this field is not checked, the webcast message is sent immediately, and,
depending on the amount of time required to generate the reports, the recipient of
the message may not be able to access them immediately.

How Reports Appear in the Monitor

It is important to understand the sequence by which event-triggered reports
appear in the Everest CRM Studio Event Monitor.

Like any other application event, an event with an associated report begins by
appearing in the Application Events branch, from where you can track its status
as checked and (if appropriate), triggered. It is only if an event is triggered that its
associated report(s) is generated.

Once an event with associated reports is triggered, you may proceed to the
Report Generation (and not the Report Distribution) branch. From this branch,
you may track the progress of the event’s associated reports as they go from a
pending to a generated state.

If a report fails to generate successfully, it appears under Errors in the Report
Generation branch.

Assuming that the report generated successfully, the last step is for the report
(and any associated alert messages) to be delivered. Depending on the method(s)
by which the event is configured to deliver the report (e-mail, fax, copy, or
webcast), you may click the corresponding Delivery branches within the Everest
CRM Studio Event Monitor and check if the message and report are successfully
delivered.

You may also click the relevant Triggered branch in the Application Events
folder of the Everest CRM Studio Event Monitor and use the Deliverables
button to see who was notified, and whether the alert message included the
appropriate attached reports.

= “Monitoring the Status of Alert Messages” on page 230
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Define Reports in Everest CRM
Add a New Report Definition
Definition - Scheduled Report Event
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In addition to generating Crystal Reports as the result of a triggered event, CRM
Studio can also generate and distribute Crystal Reports based on a pre-defined
schedule.

This is a very important function within CRM Studio, as it allows you to
automate report distribution - the process of generating reports and using e-mail,
fax, ftp, and the web to automatically deliver them.

Although this chapter is titled Scheduling Crystal Reports, the distribution
capabilities detailed in this chapter apply equally to the distribution of files,
such as weekly product updates, company newsletters, financial
spreadsheets, and other important documents that need to be delivered to
employees, business partners, and clients.

Define Reports in CRM Studio

= “Define Reports in CRM Studio” on page 303

Add a New Report Definition

= “Add a New Report Definition” on page 304

The reports you define here for the purpose of scheduled report
distribution may or may not include selection criteria (such as date range
selections), as CRM Studio can pass values to these criteria when the report
is generated.

Scheduled Report Examples

Examples of scheduled report events would be:

* A daily Activities report

* A weekly Forecast Sales report

* A monthly High Priority Support Calls report

These scheduled reports are automatically generated by CRM Studio at a specific
date and time, and then are distributed to the appropriate recipients via any
combination of e-mail, fax, copy/ftp, and webcast.

Definition - Scheduled Report Event

A scheduled report event has no associated queries, and its purpose is to generate
and distribute one or more reports (and/ or files).

A single scheduled report event may, in fact, generate and distribute multiple
Crystal reports.

Every Friday at 5:00 PM, your organization might need to distribute
xample B ;
the following five reports to all the members of your executive team:

*  Weekly sales report

* Next week’s forecasted sales

* Weekly receivables report

*  Weekly payables report

* Sales representative commission report

Everest CRM Studio 319

User Guide



Scheduling Crystal Reports CRM Studio

Although you could create a separate scheduled report event for each report, it is
much easier to create a single report event (like End of Week Reports), and simply
associate all five reports to that one event.

Thus, when the event is run, the recipients receive all the reports they require
simultaneously, whether via e-mail, fax, copy, or webcast.

Create a Scheduled Report Event
f-_:-" To create a scheduled report event, do the following;:

* From the Event Management Folders panel in the center of the Everest CRM
Studio Architect dialog box, select Application Events > (your company) >
Scheduled Reports.

* Click the New Scheduled Report button at the top-left. You will see the
Description tab of the Everest CRM Studio - Application Events\ (your
company)\Scheduled Report dialog box.

* Enter a description of your scheduled report event in the Scheduled Report
Description field.

* Select a value from the Priority drop-down list, depending on the importance
of the event.

* Be sure to check the Active check box.

* To retain the history of only the last time this event runs, check the Keep only
last checked record in Monitor option.

* Click Next. You will see the Reports tab of the Everest CRM Studio -
Application Events\ (your company)\Scheduled Report dialog box.
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The Everest CRM Studio - Application Events\ (your
company)\Scheduled Report Dialog Box - Description

W Everest CRM Studio - Application Events\Accel Sample Company (Only for Reference] 3.0.200\5¢... 3
File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Scheduled Report Description: Daily E.0.D. Reports

Dscription | Pepots] Fiss| Gopy | Emsi] Fox] Pags] webCast| Action] Subscibers| Scheduls

Internal 1D mumber: [a63

Scheduled Report Desoiplion: 0.y E.0.0. Reparts

Lookup Key (Optional: |
Pricrity [0=Highest] =
¥ Active

I¥ Keep anly last checked record in Monitar.
History:

ltem created by [F yerest CAM Studio Architect

Item created on: [3,1/2004 11,32:08 &M

Item last changed by [Eyerest CRM Studio Architect

ltem |ast changed on: [371,/2004 11:32:08 &M

Motes:

|
|

ceBack | Newss | Cancel | Help |

Figure 11.1: Everest CRM Studio - Application Events\ (your
company)\Scheduled Report - Description

Internal ID Number

This field displays the ID of the scheduled report event. You cannot modify it.
Scheduled Report Description

Enter a brief description of the report event being defined.

Lookup Key (Optional)

If this report event is meant to be called from within an external database, enter a
unique identifying value in this field.

Priority

This field is used to determine the order in which multiple scheduled report
events will be submitted. The event with the highest ranking priority (priority ‘0’
being the highest) will be submitted first.

Active

Be sure to check this box.

Keep only last checked record in Monitor
Select this option to retain the history of the last time a scheduled report event
was checked, and every time it was triggered.

= “Keep Only Last Checked Record in Monitor” on page 180
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Link the Report(s) to the Event

Once you have specified a scheduled report event’s description, the next step is to
link the corresponding report(s) to the event.
The process of configuring a scheduled report event is similar to designing
an application event; the exception being that a scheduled report event has
no associated queries.

23y To link the corresponding scheduled report to the event, do the
following;:

* After specifying relevant information in the Description tab of the Everest
CRM Studio - Application Events\ (your company)\Scheduled Report
dialog box, click Next. You will see the Reports tab.

* C(Click the Add Report button. You will see the Everest CRM Studio - Add
Report dialog box.

* Highlight the first report you wish this event to generate and click Select. The
selected report is displayed in the Reports Selected For Content grid.

* From the Reports Selected For Content grid, click the Style column of the
report just selected. Choose the output format of the report. Your choices are:
- ASCII
- HTML
- Rich Text
- Microsoft Excel
- Lotus
- Comma Delimited
- Tab Delimited
If you want this event to generate multiple reports, continue to click Add Report
and specify additional reports.

A single scheduled report event may generate reports that are associated
with multiple CRM Studio databases.

3pp To select a report that is associated with another database, do the
following:

* After specifying relevant information in the Description tab of the Everest
CRM Studio - Application Events\ (your company)\Scheduled Report
dialog box, click Next. You will see the Reports tab.

* Click the Add Report button. You will see the Everest CRM Studio - Add
Report dialog box.

* Click the Select Another Application button. You will see the Everest CRM
Studio - Select Another Application dialog box.

* Highlight the database that contains the report you wish to select and click
Select. You will again see the Everest CRM Studio - Add Report dialog box.

* Select the report you wish this event to generate and click Select.
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The Everest CRM Studio - Application Events\ (your
company)\Scheduled Report Dialog Box - Reports

W Everest CRM Studio - Application Events\Accel Sample Company (Only for Reference] 3.0.200\5¢... 3
File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Scheduled Report Description: Daily E.0.D. Reports

Description]  Reports | Filss| Gopy | Emsi] Fax] Pags] webCast| Action] Subscibers| Scheduls]

Reports Selected For Content
Bpglication Repart Description syle 0
[ addRepart.. ] [ ool Sample Company | Activit - Activiy Ascil Text
el Sample Company | Customer Dietals - Customer Detals i Test
KN o
<Remave Repot <eRemove Al Repots |
Repart Parameters
Report Name Question Answer =
B | Activity - Activity Erter Compary Code N
Activity - Activity Enter Lser Code
Activity - Activity Enter Accourt Code From AT, M2
Activity - Activity Enter Accourt To ATT0, 4121
Auclivity - Activity Enter Date From
Auclivity - Activity Enter Date To
Activity - Activity Enter 1. Both, 2. Customer, 3. Vandor
Activity - Activity Enter Customer/Vendor Code
chivity - Activite Enter Sales/Pu Ben e
ceBack | Newss | Cancel | Help |

Figure 11.2: Everest CRM Studio - Application Events\ (your
company)\Scheduled Report - Reports
Add Report
Click this button to display the Everest CRM Studio - Add Report dialog box,
which enables you to select and add reports to the Reports Selected For Content

grid.

Reports Selected For Content
This grid displays the selected reports.

Remove Report
Click this button to remove a selected report from the Reports Selected For
Content grid.

Remowve All Reports

Click this button to remove all reports from the Reports Selected For Content
grid.

Report Parameters

The parameters for the selected reports are displayed in this section. Specify the
report parameter values in the Answer column.

Specifying Report Parameter Values

Crystal Reports include parameters that accept selection criteria. These
parameters enable the report to restrict the records that it retrieves to only those
that meet specific criteria. Some of the output are:

*  Only high priority support calls
* Sales forecast for next week
¢ Quotes for more than $25,000
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The parameters appear at the bottom of the Reports tab of the Everest CRM
Studio - Application Events\ (your company)\Scheduled Report dialog box.

3pp To enter the values of selection criteria when a scheduled report is
linked to an event, do the following;:

After linking the report to an event as detailed in “Link the Report(s) to the
Event” on page 322, notice how the Report Parameters grid in the Reports tab
of the Everest CRM Studio - Application Events\ (your
company)\Scheduled Report dialog box is populated with the selection
criteria previously configured for this report within Crystal Reports.
For each parameter (or Question) that appears in this grid, you can supply a
corresponding value to be used whenever CRM Studio generates this report.
For a report with event-independent selection criteria (i.e., selection criteria
that does not vary based on the results of the event’s query), you can answer
each question in two ways:
- You can manually enter a value in the Answer column. To generate a sales
forecast report for the following week, you could type in specific dates in
the beginning and ending order date parameters.

- You can click the Answer column, and then the list [ button that is
displayed. From the drop-down list, select any one of CRM Studio’s date
substitution variables. You could choose {%Next Monday Date%} and
{%Next Friday Date%} for the beginning and ending order dates.

You may continue to select additional reports you wish to associate with this

event.

Link File(s) to the Event

Besides reports, you can also link one or more files to a scheduled report event.

This is an excellent method for distributing needed files (such as weekly
schedules, product brochures, newsletters, and spreadsheets) on a periodic basis.

.z_;.l'. To attach one or more files to a scheduled report event, do the following:

After specifying relevant information in the Description tab of the Everest
CRM Studio - Application Events\ (your company)\Scheduled Report
dialog box, select the Files tab.

Click the Add File button. You will see the Everest CRM Studio - Add File
dialog box, using which you can browse for and locate the required file(s).

Enter a description of the file you are adding to this event, in the Files
Selected For Content grid.

Select the Ascii Text option if the associated file is in ASCII format.
@ Only ascii formatted files can be delivered via fax.

Repeat these steps for each file you wish to add.
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The Everest CRM Studio - Application Events\ (your
company)\Scheduled Report Dialog Box - Files

W Everest CRM Studio - Application Events\Accel Sample Company (Only for Reference] 3.0.200\5¢... 3

File Edit Help
[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Scheduled Report Description: Daily E.0.D. Reports

Description]  Ppots Files | Gopy | Emsi] Fox| Pags] webCast| Action] Subscbers| Scheduls

Add Fie...
Fies Selected For Content
| [Fite Specification Description Ao Text
P | C:\Documents and Settings\Document\My Docume
* r
<RemoveFile ] <¢-Remave All Files
ceBack | Newss | Cancel | Help |

Figure 11.3: Everest CRM Studio - Application Events\ (your
company)\Scheduled Report - Files

Add File

Click this button to display the Everest CRM Studio - Add File dialog box, which
enables you to select and add files to the Files Selected For Content grid.

Files Selected For Content

This grid displays the selected files.

Remove File

Click this button to remove a selected file from the Files Selected For Content
grid.

Remove All Files

Click this button to remove all files from the Files Selected For Content grid.

Choose Report Delivery Methods

You may deliver Reports to recipients via e-mail (as attached files), fax (ascii-
styled reports are embedded within the fax message), webcast (reports are linked
to a web page via a URL link), and copy/ftp (report files are sent to a specific disk
and directory).

You may use one or more delivery methods to alert a recipient of the availability
of a report, and deliver the actual report via another method.

You may use an e-mail or pager message to alert a person of a report’s

availability, but actually make the report available from a webcast site.
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Delivering a File Via Copy/FTP

One of the methods by which a report (and/ or file) can be delivered to a recipient
is via the copy/ftp method.

.z_:.l" To deliver a report (or file) via copy/ftp, do the following:

After specifying relevant information in the Description and Reports/Files tab
of the Everest CRM Studio - Application Events\ (your

company)\Scheduled Report dialog box, select the Copy tab.

Select either (or both) options to deliver the reports and/ or files to the
appropriate recipients via this method.

Click Next. You will see the Everest CRM Studio - Application Events)\ (your
company)\Scheduled Report - E-mail tab.

The destination (or copy to) location of reports and files is determined
within each subscriber’s profile in CRM Studio.

The Everest CRM Studio - Application Events\ (your
company)\Scheduled Report Dialog Box - Copy

B Everest CRM Studio - Application Events\Accel Sample Company (Only for Reference) 3.0.200A5¢. -
File Edt Help

[l Save and Close ] Save and New: ‘ ¥ Delste ‘ 4 Previous = W Nest -

Scheduled Report Description: Daily £.0.D. Reparts

Description|  Reparts| File

|Emaill Fax] Page] webCast] Action | Subscribers| Gehedule]

¥ Include Files on Copy operations.

¥ Include Reports on Copy operations.

<¢ Back | Mext>> | Cancel | Help |

Figure 11.4: Everest CRM Studio - Application Events\ (your
company)\Scheduled Report - Copy

Include Files on Copy operations

Select this option to enable transfer of files through FTP.
Include Reports on Copy operations

Select this option to enable transfer of reports through FTP.

E-Mail Delivery Options

acc

When a report or file is configured for delivery, you can specify whether it will be

ompanied by an e-mail message. The mail message can be used in two ways:

As a delivery method for the report/file. CRM Studio can automatically
attach the selected reports/files to an outgoing e-mail message.

As a notification message that informs the recipients that the corresponding
reports/files are available to them. In this instance, the reports/files are not

attached to the mail message. (The reports/files may have been sent by fax or
ftp, or posted to a website.)

If you do not wish to use e-mail for either of these two purposes, you may leave
blank the E-mail tab of the Everest CRM Studio - Application Events\ (your
company)\Scheduled Report dialog box.
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The Everest CRM Studio - Application Events\ (your
company)\Scheduled Report Dialog Box - E-mail

& Everest CRM Studio - Application Events\Sample Application\Events

File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ & Previous W lEx -

Event Description: Orders - Shipped Later Than Required Date
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Email Aceount to Send From: [intermet
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Message Subject:

Drder Shipped Later Than Required Date
Message Test:

The following order was shipped later than the customer's required date: j
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Figure 11.5: Everest CRM Studio - Application Events\ (your
company)\Scheduled Report - E-mail

Available values for use in message content

This section displays the available fields from the queries that are linked to the
event, and can be used in the Message Subject and Message Text fields.

Use selected value in Text

Click this button to use a highlighted value from the Available values for use in
message content field, in the Message Subject and/or Message Text fields.
E-mail Account to Send From

From the drop-down list, select the e-mail account to be used for sending mail.

= “Set Up E-mail Account to send E-mails” on page 28

E-mail Reply Address (Optional)

Specify a reply address to use one that is different from the address in the E-mail
Account to Send From field.

Message Subject
Specify the subject of the e-mail alert.

= “E-Mail Subject Text” on page 195

Message Text
Specify the text of the e-mail alert.

= “E-Mail Message Text” on page 196

Include reports as e-mail attachments

Specify whether the associated reports are to be attached to the outgoing e-mail
message.
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Include files as e-mail attachments
Specify whether the associated files are to be attached to the outgoing e-mail
message.

E-mail notifications should wait until reports are completed

If an event has associated reports which are not attached to the outgoing e-mail,
you can use this option to control the timing between the generation of the reports
and the sending of the e-mail.

If you choose to attach reports to an e-mail message, CRM Studio automatically
waits until the reports are successfully completed before sending the mail
message. If an attached report fails to complete successfully, the e-mail message is
not sent.

If you choose not to attach the reports to your mail message, you can specify
whether the e-mail message should wait (i.e., delay being sent) until all the
associated reports are successfully generated by selecting the option E-Mail
notifications should wait until reports are completed.

Checking this option ensures that the recipient of the mail message can access the
referenced report when the message is received.

If you check this option and the report(s) fail to be completed successfully,
the e-mail message is not sent at all.
If this field is not checked, the e-mail message is sent immediately, and,
depending on the amount of time required to generate the reports, the recipient of
the message may not be able to access them immediately.

Fax Delivery Options

When a report or file is configured for delivery, CRM Studio also enables you to

specify whether it will be accompanied by a fax message. The fax message can be

used in two ways:

* As a delivery method for the report/file. CRM Studio can automatically
attach text-based reports/files to an outgoing fax message.

* As anotification message that informs the recipient that the corresponding
reports/files are available to them. In this instance, the reports/files are not
attached to the fax message.

If you do not wish to use faxing for either of these two purposes, you may leave

blank the Fax tab of the Everest CRM Studio - Application Events\ (your

company)\Scheduled Report dialog box.
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The Everest CRM Studio - Application Events\ (your
company)\Scheduled Report Dialog Box - Fax

W Everest CRM Studio - Application Events\Accel Sample Company (Only for Reference] 3.0.200\5¢... 3
File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Scheduled Report Description: Daily E.0.D. Reports

Description]  Pspoits] Fiss| Copy | Emsil Fax | Pags] webCast| Action] Subscibers| Scheduls
Available walues for use in message content

»sCurrent Dale MM/DD A5 i’
»{%Current Date TimeZ}
»{Current Date YV /MM/DD 3} Wseseleotediv2le inmer
w{%Current D.ate YV YMMDDZ}
si%Current Date 'Y MM DD %} =l
Far Account To Send From: [Sales Fax =

FakSubject: [z 0.p. Reports

[¥ Include a Fax coverpags using the following text for the amment section
¥ Inchude the following test as the fist page [after coverpage if anyl:

I¥ Include text reports as fax pages. I~ Include text files as fax pages.
[¥ Fax notifications should wait untl rsparts are complated

<¢ Back | Mext>> | Cancel | Help |

Figure 11.6: Everest CRM Studio - Application Events\ (your
company)\Scheduled Report - Fax

Available values for use in message content

This field displays the available fields from the queries that are linked to the
event, and can be used in the Fax Subject and Message Text fields.

Use selected value in text

Click this button to use a highlighted value from the Available values for use in
message content field, in the Message Subject and/or Message Text fields.

Fax Account to Send From

Select the fax account to be used for sending faxes from the drop-down list.

Fax Subject

Specify the subject of the fax alert.

= “E-Mail Subject Text” on page 195

Include a fax coverpage using the following text for the comment section

Specify whether the fax must have a coverpage and text must be included in it.
Include the following text as the first page (after coverpage if any)

Specify whether the fax must have an additional page after the first page and if
text must be included in it.

Include text reports as fax pages

Specify whether associated text-based reports will be included in the outgoing fax
message.

Include text files as fax pages

Specify whether the associated files will be included in the outgoing fax message.
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Fax notification should wait until reports are completed

If an event has associated reports which are not attached to the outgoing fax, you
can use this option to control the timing between the generation of the reports and
the sending of the fax.

ﬁ Only text-based reports and files can be attached to a fax message.

If you choose to attach reports to the fax message, CRM Studio automatically
waits until the reports are successfully completed before sending the fax. If an
attached report fails to complete successfully, the fax is not sent.

If you choose not to attach the reports to your fax, you can specify whether the fax
should wait (i.e., delay being sent) until all the associated reports are successfully
generated by selecting the option Fax notifications should wait until reports are
completed.

Checking this option ensures that the recipient of the fax can access the referenced
report when the fax is received.

If you check this option and the report(s) fail to be completed successfully,
the fax is not sent at all.
If this field is not checked, the fax is sent immediately, and, depending on the
amount of time required to generate the reports, the recipient of the fax may not
be able to access them immediately.

Pager Delivery Options
When you have a report or file configured for delivery, CRM Studio enables you
to send a pager alert to the recipient(s) to notify them that the reports/files are
ready.
If you do not wish to send pager alerts about distributed reports/files, you may
leave blank the Page tab of the Everest CRM Studio - Application Events\ (your
company)\Scheduled Report dialog box.
If you are sending pager notifications, you can specify whether the pager message
should wait (i.e., delay being sent) until all the associated reports are successfully
generated by selecting the option Pager notifications should wait until reports
are generated.

Checking this option ensures that the recipient of the pager message can access
the referenced report when the message is received.

If you check this option and the report(s) fail to be completed successfully,
the pager message is not sent at all.
If this field is not checked, the pager message is sent immediately, and, depending
on the amount of time required to generate the reports, the recipient of the
message may not be able to access them immediately.
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The Everest CRM Studio - Application Events\ (your
company)\Scheduled Report Dialog Box - Page

W Everest CRM Studio - Application Events\Accel Sample Company (Only for Reference] 3.0.200\5¢... 3

File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Scheduled Report Description: Daily E.0.D. Reports

Description]  Pepoits|] Fis| Copy | Emsi] Fox Page [wishCast| action ]| Subscribers| Schedule
Available walues for use in message content

#1%Current Date MMADDAY Y5 ﬂ
#{%Curment Date Tims%z}
#1%Current Date vy MM /DD U5z selected waluein Texd
»{%Current Dats YYYYMMDD %}
»UCurrent Date Y- MM DD} =l
Pager Message;
E.0.D. Reports aveilable at defeult webcast Locabion. =l

¥ [Pager natfications should walt Unt repoits ars completsd

<¢ Back | Mext>> | Cancel | Help |

Figure 11.7: Everest CRM Studio - Application Events\ (your
company)\Scheduled Report - Page
Available values for use in message content

This field displays the available fields from the queries that are linked to the
event, and can be used in the Pager Message field.

Use selected value in Text

Click this button to use a highlighted value from the Available values for use in
message content field, in the Pager Message field.

Pager Message

Specify the content of the pager alert/ message.

Pager notification should wait until reports are completed
If an event has associated reports, which are not attached to the outgoing pager

message, you can use this option to control the timing between the generation of
the reports and the sending of the pager message.

Webcast Delivery Options

When a report or file is configured for delivery, CRM Studio enables you to

specify whether it will be accompanied by a web (HTML) alert message. The web

message can be used in two ways:

* As a delivery method for the report/file. CRM Studio can automatically
attach (as URL links) the selected reports/files to the web message.

As a notification message that informs the recipient that the corresponding

reports/files are available to them. In this instance, the reports/files are not

posted to the web message. (They may have been sent by fax, ftp, or e-mail.)

If you do not wish to use web alerts for either of these two purposes, you may

leave blank the Webcast tab of the Everest CRM Studio - Application

Events\ (your company)\Scheduled Report dialog box.
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The Everest CRM Studio - Application Events\ (your
company)\Scheduled Report Dialog Box - Webcast

W Everest CRM Studio - Application Events\Accel Sample Company (Only for Reference] 3.0.200\5¢... 3
File Edit Help

[& save and Close ] Save and Hew: ‘ ¥ Delete ‘ 4 Previous W Nest -

Scheduled Report Description: Daily E.0.D. Reports

Description]  Pspoits|] Filss| Gopy | Emsi] Fox] Pags webCast |action] Subscibers| Scheduls
Available walues for use in message content

»sCurrent Dale MM/DD A5 i’

»{%Current Date TimeZ}

»{Current Date YV /MM/DD 3} Wseseleotediv2le inmer
w{%Current D.ate YV YMMDDZ}

si%Current Date 'Y MM DD %} =l

‘Webcaster Subject:

IK,D,D, Reports

Webcaster Message:

(BECINTHTML} i’
<sTTLE>

P{font-fawily: Tahoua; font-size:Spt;font-color:black;align:justify)
TR{background-color:white}

TD{ font - fauily: Tahona; font-size:@pt; font-color:black}

FONT{ font- feuily:Tahoma; font-size:Spt;font-color:black}

Expiration Days: (B - Background Color: | Default {Meutral] R

I~ Include reparts as UL Links: I~ Include files as UAL Links

[¥ Webast nofifications should wait until 1eports are completed.

<¢ Back | Mext>> | Cancel | Help |

Figure 11.8: Everest CRM Studio - Application Events\ (your
company)\Scheduled Report - Webcast

Available values for use in message content

This field displays the available fields from the queries that are linked to the
event, and can be used in the Webcaster Subject and Webcaster Message fields.
Use selected value in Text

Click this button to use a highlighted value from the Available values for use in

message content field, in the Webcaster Subject and/or Webcaster Message
fields.

Webcaster Subject

Specify the subject of the webcast.

Webcaster Message
Specify the content of the webcast.

Expiration Days

Specify the number of days that the alert message for a triggered event should
remain on the webcast window.

Background Color

The subject of a triggered event alert message can appear in one of four colors to
indicate the nature (or criticality) of the event. Your choices are:

* Neutral (Indicative of an event that is neither good nor bad)
Green (Indicative of an event that conveys good news)
Yellow (Indicative of an event that conveys a warning)

* Red (Indicative of an event that conveys bad news)
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Include reports as URL Links
Specify whether the associated reports will be attached to the webcast alert
window via a URL link icon.

Include files as URL Links

Specify whether the associated files will be attached to the webcast alert window
via a URL link icon.

Webcast notifications should wait until reports are completed

If an event has associated reports, which are not linked to the corresponding
webcast window, use this option to control the timing between the generation of
the reports and the publishing of the webcast.

If you choose to attach reports to a webcast message, CRM Studio automatically
waits until the reports are successfully completed before posting the webcast
message. If an associated report fails to complete successfully, the webcast
message is not sent.

If you choose not to attach the reports to your webcast message, you can specify
whether the webcast message should wait (i.e., delay being sent) until all the
associated reports are successfully generated by selecting the option Webcast
notifications should wait until reports are completed.

Checking this option ensures that the recipient of the webcast alert message can
access the referenced report(s) when the message is received.
If you check this option and the reports fail to be completed successfully,
the webcast message is not sent at all.

If this field is not checked, the webcast message is sent immediately, and,
depending on the amount of time required to generate the reports, the recipient of
the message may not be able to access them immediately.

Report Subscribers

The Subscribers tab allows you to specify the names of the recipients of the
corresponding report(s), and the means of delivery and the means of notifying
each subscriber (e-mail, fax, pager, copy, or webcast).

Before you select subscribers for a scheduled report event, you must define
your subscribers within the CRM Studio database.

There are four types of subscribers:

* Individual people

* Groups of people

* Individual computers

* Groups of computers

Whereas people can be notified via e-mail, fax, copy/ftp, pager, and webcast,
computers can be notified via copy/ftp only.

Adding a Report Subscriber
f_:'ll. To add a report subscriber, do the following;:

¢ From the Everest CRM Studio - Application Events\ (your
company)\Scheduled Report - Subscribers - Standard tab, click the Add
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Subscriber button. You will see the Everest CRM Studio - Add Subscriber
dialog box.

[[:E:"The Everest CRM Studio - Add Subscriber Dialog Box” on page 67

* To send alerts to all the members of a specific group, select the check box to
the left of the group’s name.

ﬁ All the members of the group are notified via the same delivery method.

* To send alerts to specific subscribers, expand the group to which that
subscriber belongs, and locate the subscriber’s name. Select the check box to
the left of the subscriber’s name.

* Repeat this process for each group or subscriber you wish to notify.

*  When you have selected the required subscribers, click the Add Subscriber
button in the Everest CRM Studio - Add Subscriber dialog box.

The selected users are displayed in the Users Targeted For Delivery grid and

computers are displayed in the Computers Targeted For Delivery grid.

* A single scheduled report event can notify any combination of groups
@ and individual subscribers.

* If CRM Studio is configured to perform subscriber linking, you may
have to wait a few seconds to display the members of a linked group, as
CRM Studio must dynamically retrieve this information from an
external database.

“The Everest CRM Studio - Application Events\ (your company)\Events
Dialog Box - Subscribers - Standard” on page 226

Choosing a Subscriber’s Delivery Methods

Once you have selected your subscribers, you may proceed with choosing the
method(s) by which each subscriber will receive the corresponding report(s).

By default, each selected subscriber has E-mail selected as the only delivery
method. You can retain (or remove) e-mail as one of the selected methods as well
as add any of the other four methods for each subscriber.

ﬁ Computers may be notified only via the copy/ftp method.

Be careful to select only those delivery methods that have message text associated
with them. Also, be sure that the subscribers you have selected have a valid
delivery address for the methods you have chosen for them.

Removing a Report Event’s Subscribers

i:_l-b To remove subscribers from an event, do the following:

* From the Users Targeted for Delivery (or Computers Targeted for Delivery)
grid in the Everest CRM Studio - Application Events\ (your
company)\Scheduled Report - Subscribers tab - Standard tab, go to the
extreme left column of the row that contains the subscriber you wish to
remove.
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* The cursor changes into a right-pointing arrow. Click once to highlight the
row.

¢ (lick the Remove Subscriber button.

Click the Remove All Subscribers button to delete all the subscribers
selected for this event.

Report Schedule

The last step in the configuration of a scheduled report event is the specification
of the schedule (or frequency) that determines how often you wish to generate
and distribute the corresponding reports.

Every report event has its own schedule; you can schedule reports for generation
as often or as infrequently as you need. CRM Studio includes approximately a
dozen pre-configured schedules; you may edit these schedules as well as create
additional schedules of your own.

r:_l-b To select a schedule that will control how often CRM Studio generates
scheduled reports, do the following:

* From the Choose a schedule to use field in the Everest CRM Studio -
Application Events)\ (your company)\Scheduled Report - Schedule tab, click
the drop-down button to display pre-configured schedules.

* If you see a schedule that fits your requirements, select it. If not, you must
create it.

* The schedule called When E-mail Arrives is reserved for use only with
ﬁ the CRM Studio E-Mail Response System.
*  You can choose None as a schedule if you wish to configure an event,
but do not want CRM Studio to actively schedule it. This is particularly
useful for events that you wish to run on an ad hoc or on-demand basis.

Creating/Editing a Schedule
f_:'ll. To create a schedule or edit an existing schedule, do the following:

* From the Everest CRM Studio - Application Events\ (your
company)\Scheduled Report - Schedule tab, click the Create New Schedule
or Edit This Schedule buttons. You will see the Everest CRM Studio -
Scheduled Report dialog box.

* Type in a description of the schedule you are creating or editing (e.g.,
Everyday at 3 PM)

* If you are creating a schedule for events that should not be submitted until
after a specific date, enter the appropriate date (in the format XX/XX/YYYY
HH:MM) in the field Should not run until after date/time. If events using this
schedule is eligible to be submitted immediately (when this schedule is next
due to run), leave this field blank.

A schedule for events that should not be submitted until January
2nd of the following year.

* From the Frequency drop-down list, choose a recurring frequency for this
schedule. Your choices are:
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- Every 'n’ minutes

- Hourly

- Daily

- Weekly

- Monthly

- Annually

- None (used only for events that have no schedule)
The frequency called When E-mail Arrives is reserved for use only with
the CRM Studio E-Mail Response System.

* Based on the frequency you choose, you is prompted to supply additional
scheduling details, such as the time of day to run, the day of the week, et
cetera.

* After specifying this information, click the Allowed Range tab.

Configuring a Schedule’s Allowed Range

There are three components to the configuration of a schedule’s allowed range:

* The months of the year during which the schedule is eligible to be submitted
(place check marks in eligible months).

* The days of the week during which the schedule is eligible to be submitted
(place check marks in eligible days).

* The hours of the day during which the schedule is eligible to be submitted
(specify the beginning and ending times between which the schedule may be
submitted). Note that these times are inclusive.

“The Everest CRM Studio - Scheduled Report Dialog Box - Allowed
Range” on page 237

Schedule Holiday Handling

In the Everest CRM Studio Administrator module, you have the option to
identify those dates that are designated as holidays for your organization. As a
result, you can specify (on an event-by-event basis) whether or not a scheduled
report event should be submitted on a date that is identified as a holiday.

In the Schedule tab, select the option Should this run on a holiday to run a
scheduled report event if it is scheduled on a holiday.

How Reports Appear in the Monitor

It is important to understand the sequence in which scheduled report events
appear in the Everest CRM Studio Events Monitor.

Since a scheduled report event is not associated to an application event, it first
appears under the branch Report Distribution. Here you will see your scheduled
report event (such as Weekly Management Reports) submitted at the appropriate
date and time.

Once a scheduled report event is submitted, you may track the progress of the

individual reports associated with it from the Report Generation branch. These
reports go from a pending to a generated state.
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If a report fails to generate successfully, it appears under Errors in the Report
Generation branch.

Assuming that the report is generated successfully, the last step is to deliver the
report (and any associated alert messages). Depending on the method(s) by which
the scheduled report event is configured to deliver the report (e-mail, fax, copy, or
webcast), you may click the corresponding Delivery branches within the Everest
CRM Studio Events Monitor and check if the message (and report) was
successfully delivered.
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How Does Webcasting Work
When an Event is Triggered
Webcasting for Report Distribution
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The webcasting alert messaging technology enables you to execute notifications
that are critical and time-sensitive to one or more HTML pages. The webcast alert
delivery method is particularly useful for:

* Organizations whose employees wish to have a dynamic, self-updating,
personalized monitor of triggered events.

* Organizations that wish to post alert information for partners and clients.

* Remote sales and/or service personnel who do not have the time (or means)
to download numerous e-mails, but can quickly and easily access a web
browser.

* Organizations that wish to distribute reports or other documents via the Web.

The following instructions detail how to set up and use the webcasting alert
delivery module.

How Does Webcasting Work

CRM Studio’s webcasting module delivers alert messages by creating and
publishing HTML pages that contain the requisite data. A sample webcast is
given below:

2} Events for: - Microsolt Internet Explores

| Ele Edt View Favoites Took Help -
.. @ @B 4@ & | B 9 *
Back. Forerd Stop Rafiesh Home: Seach  Favorber  Histoy ail Priet |
| Agsvess [£71 2 Program Fietcods'Evere Tt ACFMeboazier\ Farbericode bim =] PG [Lnks ™

Events For: Farber, Don: fAccel Corp.

Event Key: Critical, » Informational
Event Description Application Created Date/Time
SRR Everest Advanced 121100 3:30:20 PM
Robinson, Cathy
Porter, David R.

Open Service Call for Upcoming Client Visit Everest Acvanced 12711000 3:29:19 FM
Client “Data Mediate" has an open support call and is due for an on-site visit within the next 4:

OGO GO Oay I E:verest Advarced [12/1100 3:25:04 PM

The following customers received order confirmations today: David Hansen, Lucy Carpenter, =

DS R =t Advanced 1211100 3:24:03 PM

Shipment #10650 (for Tilson Software) has been delayed. The new ship date is 12/20/2000,

Special Price Offers About to Expire Ewverest Acvanced |12/11/00 3:23:03 FM
The special price offer for the Jobtask product is expiring on 12/15/2000, Flease contact your p
ossible. =
<]D | »
&) Done | =8 My Compuer v

Figure 12.1: Sample Webcast Output

The webcasting module does not require any specific web server technology or
integration requirements. As long as you have the means to display an HTML
page (e.g., via a web browser), you are fully prepared to use the webcasting
module.

i:_l-b To set up and use the webcasting module, do the following:

1. Create the master and recipient directories.

= “Create Webcast Publishing Directories” on page 342
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2. Identify the webcast template and publishing locations.
= “Webcast Template and Publishing Locations” on page 342

3. Specify the subscriber’s webcast address.

= “Specify Subscribers” Webcast Addresses” on page 344

Create Webcast Publishing Directories

Since the webcast module dynamically creates and publishes HTML pages with
triggered event data, you need to set up one or multiple locations (disks and
directories) where the webcast HTML output files are published.

Create Master Directory

Typically, you will create a webcast publishing directory on your web server.
Wherever you decide to create this directory, it should be easily accessible by
anyone using a web browser.

You can call this directory “CRMStudio_Webcaster”, so you can easily identify it
in the future.

Create Recipient Directories

Webcasting alerts may be correlated with e-mail alerts. Just as every alert
recipient has an e-mail address, each webcasting alert recipient should have a
webcasting recipient directory; just as events send e-mail alerts to different
recipients, the same events must send webcast alerts to different recipients. To
ensure that each recipient receives only applicable alerts, create a separate
webcasting directory for each recipient.

Thus, the second step is to create sub-directories (within the webcast master
directory) for each recipient who receives webcast alerts.

You have created a master webcast directory called “Ev_Webcaster’
and you want to send webcast alerts to three users named Smith,
Jones, and Ford.

Within the Ev_Webcaster directory, you must create three sub-
directories named Smith, Jones, and Ford.

Webcast Template and Publishing Locations

Once you define the webcasting directories, the next step is to indicate the
webcast template file and master publishing location to CRM Studio.

The webcasting location refers to a master directory (configured previously).
Under normal circumstances, you can set up only a single webcasting location.
But if you have set up multiple webcast master directories (such as one directory
inside your firewall for employee alerts, and another outside your firewall for
partner alerts), you must set up one webcast location record for each master

directory.
23> To specify the webcast template and publishing locations, do the
following:
342 Everest CRM Studio
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¢ From the main menu, select CRM > CRM Studio > Administrator. You will
see the Everest CRM Studio Administrator dialog box.

* Select Administration Folders > Software Setup > Webcast Locations.

* Click the New Webcasting Location button in the top-left corner of the dialog
box. You will see the Everest CRM Studio - Webcasting Locations dialog box.

4§ Everest [RM Studio - Webcasting Locations

Fle Edt Help

[l save and Close g Save and New | X Delete | 4 Previous = W Next ~

\wiebcasting Location:

General | Histay

Intemal ID numbar:

Deseiiption: [4ccel S ample Company

HTHL Template: [C:\Program Files\lcode\E veresthACRMYwebca Browse
Fublishing Location:  [C:\Frogram FileshloodehE verest\ACRM\w/ebca Browse

W Active

Notes:

= =

Figure 12.2: Webcasting Locations Dialog Box
Internal ID Number
This field displays the ID automatically generated by Everest for the location. You
cannot modify it.

Description
Enter a description of the webcasting location.

HTML Template

Specify the location and name of the HTML template in this field. The HTML
Template is the design file used when formatting the resulting webcast file. CRM
Studio includes a default HTML template called KS_webcaster.htm, located in
the webcaster directory (path: Program Files > Icode > Everest > ACRM >
Webcaster).

Publishing Location
Specify the publishing location in this field. The Publishing Location is the
webcaster master directory you created previously.

You must include a forward slash \ at the end of the publishing location
directory specification.

Active
Click this checkbox to indicate that CRM Studio can publish HTML files to this
location.

Notes
Enter any additional information you want to keep track of.

Publishing Location - Notes

Note the following about the webcast publishing location:
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* Ensure that the computer you are running CRM Studio on, has write
capability to the publishing location; if not, CRM Studio will be unable to
create the webcast output files and links.

*  You may specify a FTP address as the publishing location using the format
ftp:/ /username:password@ftp.location.net/ directory_name.

Editing the HTML Template

All the fields that you can use in your webcast file are included in the template.
You may modify the default design or wording associated with this template.

i:_l-b To edit the default HTML template, do the following:

* Make a copy of the existing template file (KS_webcaster.htm)
* In the copied file, modify the text, add your organization’s logos, etc.

The name of the output files created for webcast recipients is based on the
name of the template.

If you create a template called mytemplate.htm, the files copied
to the publishing location are also called mytemplate.htm.

You may use a WML file as a template to support WAP access for handheld
devices.

Specify Subscribers” Webcast Addresses

After creating the webcast directories and publishing location(s), you must define
the webcasting address for each subscriber who receives alerts via webcast.

i:_l-b To specify the subscribers” webcast addresses, do the following:

¢ From the main menu, select CRM > CRM Studio > Architect. You will see the
Everest CRM Studio Architect dialog box.

* From the Event Management Folders panel in the center, double-click
Subscribers.

* Click the branch that contains a subscriber for whom you wish to set up a
webcast address.

* Double-click the subscriber record in the right panel. You will see the Everest
CRM Studio - Subscribers\Users)\ (group name) dialog box.

* Click the Webcast tab.

344
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[EdEverest CRM Studio - Subscribers'\Users',Sales Team
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<¢ Back | Mext>> | Cancel | Help |

Figure 12.3: Subscribers\Users\ (group name) Dialog Box - Webcast Tab
Webcaster Namel
Enter the name of the webcast sub-directory that equates to this subscriber.

Example If you create a webcast sub-directory for a subscriber called Jones,
enter Jones in this field.

Webcaster Location for Namel
Specify a valid webcast location.

Webcaster Name2
Enter the name of the secondary webcast sub-directory that equates to this
subscriber.

Webcaster Location for Name2
Specify a valid webcast location for the secondary webcaster.

The primary and secondary webcast locations can be the same. You may,
however, have different locations based on whether a subscriber is accessing this
data from inside or outside your organization.

When an Event is Triggered

When one or more events that send webcast alerts are triggered, CRM Studio
automatically creates the corresponding webcast HTML file and publishes it to
the corresponding location of each subscriber.

When additional events that send webcast alerts are triggered, CRM Studio
automatically re-creates the webcast HTML file, including the existing alerts and
the details of any newly triggered events. Existing alerts continue to be listed on a
subscriber’s webcast window until the alert expires.

One of the most powerful aspects of webcast technology is that unlike e-mail,
subscribers may keep a window (such as a web browser) open in their specific
webcast location, and receive real-time updates about newly-triggered events.
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To automatically update the webcast window contents when new events are
triggered, you can either manually refresh the webcast window, or use Microsoft
Active Desktop technology.

Webcasting for Report Distribution

In addition to using the webcast alert messaging component to send out alerts
about triggered events, the webcast interface is also a unique and powerful tool
for an organization to distribute reports and files to large numbers of recipients.

Example | You use electronic mail to send 100 copies of a report to selected
recipients. With CRM Studio, you could attach the report (as a URL

link) to one or more webcast files.

Additionally, you could use CRM Studio’s e-mail alerts to notify each
recipient of the availability of the reports, and include the appropriate
URL link.

You can apply this same technique to the distribution of files, product data sheets,
newsletters, spreadsheets, etc.

To use the webcasting module in this manner, specify one or more reports and/or
files for an event you are working with.

Then, on the event Webcast tab, check the box titled Include Reports as URL
Links.

Once you do so, the corresponding reports and/ or files are automatically
generated and posted to the resulting webcast window.
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EventPak Functions

Define EventPak Vendor Identification
Building an EventPak

Installing an EventPak

Sample Events

Upgrading Events
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EventPaks are a collection (or bundle) of CRM Studio queries, events, report
definitions, scheduled report events, and Visual Basic scripts.

EventPaks enable you to compile event-related data and ship it to another person
or organization.

EventPaks have the following primary uses:

* You can easily distribute events to other members of your organization, move
events from one system to another, and create back-ups of your configured
events.

*  You can pack up or compile events that you need assistance with, and send
them to Everest Software for assistance.

This chapter details how to build, distribute, and install CRM Studio EventPaks.
Purpose of an EventPak

You must first decide the contents to be included in an EventPak. You should also
decide the purpose of the EventPak. The most important consideration here is
whether you wish to distribute the contents of an EventPak to other people and (if
so) the degree of control you wish to retain over that EventPak.

CRM Studio provides three features that enable you to control the distribution of
an EventPak:

* Branding - When an EventPak is created, you can include your organization’s
name and contact information in it. This allows the people to whom you send
the EventPak to know who created it, and whom to contact for questions or
assistance.

“Define EventPak Vendor Identification” on page 349
= pag

* Encryption - You can also encrypt the queries that are included with an
EventPak. Query encryption prohibits an EventPak recipient from viewing or
modifying the design of the queries in the EventPak. The recipient can
however, view and edit all other EventPak data, and can also create additional
queries.

= “Building an EventPak” on page 350

EventPak Functions

Define EventPak Vendor Identification

Regardless of whether or not you wish to resell EventPaks, it is a good idea to
brand your EventPaks with your identification, so that users will know who
created it, and whom to contact for assistance. You can brand the EventPak by
using the Vendor Identification option.

i:_l-b To enter the vendor identification, do the following:

¢ From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

¢ Select File > EventPak > Vendor Identification. You will see the Everest
CRM Studio - EventPak Vendor Information dialog box.
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Everest CRM Studio - EventPak ¥endor Identification [<]

Ele Edt Help

& save and Close

Company: KnowledgeSpne EventPak Builder Mame

General | Saes | Suppont | Enginesing | Administration | History |

Company: [accel Sampls Compary

Diwision |

Address 10 [601, water Lane
Address 2 |

City/Towser [Cicinnati

State/Province IEIhm

Zip/Pastal Code

Couttry: |USA

Installation Motes: N

Figure 13.1: EventPak Vendor Identification Dialog Box - General Tab

The General tab lets you specify the overall name and address information of
your organization (along with notes about installing the EventPak). The other tabs
allow you to specify the phone, fax, and e-mail contact information for the various
departments of your organization.

Building an EventPak

Before you create an EventPak, you must identify the data to be included in the
EventPak.

EventPaks are built by database. When you select a database defined in the
Everest CRM Studio Architect (such as the Accel Sample Company database),
CRM Studio automatically adds the queries, events, report definitions, scheduled
reports, and Visual Basic scripts from that database to the EventPak you are
building.

CRM Studio does not allow you to pick and choose queries, events, report
definitions, scheduled reports, and scripts from a specific database; you must
either select all or none.

This, however, does not mean that you cannot create an EventPak with only one
or two queries and/or events within it.

3pp To copy selected queries, events, etc., from different databases into an
EventPak, do the following:

2

* Create a company in the Everest CRM Studio Architect. This folder will store
the queries, events, etc., that you wish to include in the EventPak.

= “Add an Everest Company” on page 25
* Using the Studio Architect’s Edit menu functions for cut-and-paste, copy the

desired queries, events, etc. from the database in which they currently reside
to the company you just created.
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* Use the contents of your new company as the base for your EventPak.

.z_:.l" To build an EventPak, do the following:

¢  From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

¢ Select File > EventPak > Builder. You will see the Everest CRM Studio -
EventPak Builder dialog box.

& Everest CRM Studio - EventPak Builder [_[O]x]

Select the application(s] to buld by checking the include column
Include [ Application Customized Name
3 Emal Flespanse System Emal Flespanse System
Sample Apglication Sample Apglication
test test
el Sample Company (Ol for Rieference) | Aceel Sample Company (Only for Reference)

Dutput Fileniame: [C:\Pragramm Files\cods\E verestACRMDAT Browse . .. |

EventPak Description: |

EventPalVersion: [T
EventPak RekaseDate o204
Encypiion Passwerd @ptionalt [

Installation Motes: ¥ Brand EventPAK. items with vendar identity?

- Licensing Information [dptional]

Licensed to company: |

License Expiration Date:

Build. | Cancel |

Figure 13.2: EventPak Builder Dialog Box
Select the applications to build
Select the databases (and corresponding components of data) to include in your
EventPak by clicking the Include check box.
The grid displays a list of all of the databases that are currently defined in the
Studio Architect.
For each database that you select, scroll to the right and select the elements of
CRM Studio data you wish to include in the EventPak. You can choose the
queries, events, report definitions, scheduled report events, and Visual Basic
scripts of any database, in any combination.
Output File Name
Specify the name and location of the EventPak output file. By default, all
EventPaks require a file suffix of .kse.

EventPak Description
Enter the name of the EventPak.

EventPak Version
Enter the EventPak’s version number. This information is useful to segregate
EventPaks when you update them.

EventPak Release Date
Enter the date that the EventPak was created /released.
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Encryption Password (Optional)
Enter the EventPak encryption password.

@ The encryption password should be unique for every EventPak.

= “Encrypt EventPaks” on page 353

Brand EventPak items with vendor identity

Check this box to include your vendor identity in the EventPak. This vendor
information is displayed on all profiles (related to queries, events, report
definitions, scheduled reports, and scripts) in the database in which you install
the EventPak when you select Help > About EventPak Vendor.

Installation Notes

Enter installation and configuration details about this EventPak. This information
is displayed when a recipient executes the EventPak in preparation for its
installation.

Licensing Information (Optional)

You can enter data in this section only if you enter an encryption password.

Licensed to Company
Enter the name of the company to whom you license the EventPak.

License Expiration Date

Enter the date on which the license for the EventPak expires. CRM Studio
assumes that an encrypted EventPak will be resold, and by default, displays an
evaluation license that expires in 30 days.

If you re-sell the EventPak, Everest Software recommends that you specify a
license expiration date (in the format xx/xx/yyyy) that will allow a client to try
out your EventPak for a certain amount of time (e.g., 30 or 60 days) before
deciding to buy it.

If you do not re-sell the EventPak (but have chosen to encrypt it), you can specify
a license expiration date sufficiently in the future (such as 01/01/9999), to provide
a recipient with perpetual access to the EventPak.

If you assign a limited-time license code to an EventPak, you can use the
EventPak License Generator dialog box to generate an extended or perpetual
license code for that EventPak when a recipient requests it (or purchases the
EventPak).

If an EventPak’s license expires, the EventPak recipient can still add and
modify the data in that EventPak. The recipient however, cannot
successfully submit any of the events or reports in that EventPak and
receives a message (in the Everest CRM Studio Event Monitor) stating that
the license code has expired.

3 To view the EventPak license (and update it, if necessary), do the
following:

* From the Everest CRM Studio Architect dialog box, select a company that
contains events from the EventPak.

* Double-click an Event and select Help > About EventPak Vendor. You will
see the Everest CRM Studio - EventPak Vendor Identification dialog box.
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* (Click the License button. You will see the Everest CRM Studio - EventPak
License Code Management dialog box.

A grayed out License button indicates that there is no license code
associated with the corresponding EventPak.

Build

Click the Build button after specifying the required details to create the EventPak.

CRM Studio creates the .kse file in the specified location and indicates the
completion of the process at the bottom of this window.

The EventPak files tend to be quite small, and thus, are ideal for distributing via e-
mail.

Encrypt EventPaks

You can optionally encrypt an EventPak in order to prevent recipients from
viewing or modifying the contents of the queries in the EventPak.

Encrypt an EventPak to prevent a recipient from double-clicking a query
definition and:

* discovering how the query was created,

* modifying the query,

thereby, safeguarding your intellectual property.

Encrypting requires you to specify a license expiration date for the EventPak.

You can use the encryption password to access the query designer and view the
encrypted data. This comes in handy when you need to do work on an encrypted
EventPak at a client’s site.

Encrypting an EventPak does not, however, prevent a recipient from:
* using the included queries in one or more events.

» viewing the details of (and modifying) the events, report definitions,
scheduled reports, and scripts that are included in the EventPak.
* designing new queries.

Installing an EventPak
i:_l-b To install an EventPak, do the following:

¢ From the main menu bar, select CRM > CRM Studio > Architect. You will see
the Everest CRM Studio Architect dialog box.

e Select File > EventPak > Install.

* Specify the location of the EventPak file (.kse). You will see the EventPak
Installation dialog box.
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&, Everest CRM Studio - EventPak Installation [_ (o]

EventPak Descripton: [egt

Company: [sceel Sample: Company

Sales Contact Name: [Sales Contact Name:

Sales Phane Number: I

Sales Email Address: I

Sales Websits Address: [kt /v yoursite.com

EventPak WVersion: [1 o
EventPak Release Date: [2/20/2004

Installation Mates:

testing =]
The following Application(s) will ba installed inta the Databass
[ Application [ Destination Foldet/4pplication [Click for dropdown list] |
| » | Accel Sample Company 2.0.750 | Install as new application into folder-> Application Events |
Install Cancel

Figure 13.3: EventPak Installation Dialog Box
EventPak Description, EventPak Version, EventPak Release Date, Installation
Notes
These fields display the EventPak details as specified in the Everest CRM Studio
- EventPak Builder dialog box. You cannot edit these fields.

Company, Sales Contact Name, Sales Phone Number, Sales E-mail Address, Sales
Website Address

These fields display your company details as specified in the Everest CRM
Studio - EventPak Vendor Identification dialog box. You cannot edit these fields.

Applications installed in the Database

The grid at the bottom of this window displays a list of the databases that are
included in this EventPak. You can either install the EventPak as a new database
or add the EventPak application data to an existing database. Click the
Destination Folder/Application column to select the installation type.

CRM Studio does not overwrite any existing query, event, report
definition, scheduled report, or VB script records.

Thus, if you add the contents of an EventPak to a database that already has
queries, events, etc., with names that are the same as those in the EventPak, you
will end up with two sets of queries, events, etc., with the same name.

Click the Install button when you are ready to install the EventPak.

Installation - Notes

An EventPak does not include ODBC driver (or application properties) data
within it. This means that after you install an EventPak, you must specify the
ODBC connection data for each database from the Everest CRM Studio - Edit
Connection dialog box.

= “The Everest CRM Studio - Edit Connection Dialog Box” on page 27
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Sample Events

Everest Software provides you with sample events containing 100 odd events and
queries which cater to the usual business requirements of an organization. In
addition, CRM Studio allows you to create custom events, queries, schedule
reports etc. to meet your business needs.

In order to use the sample events, create a new company and link the ODBC
database to this database. This will allow you to access events from the database.
You can customize the sample events according your business requirements.

When CRM Studio is installed, the sample events get installed for the Accel
Sample Company. This database is named as Accel Sample Company (Only for
Reference) 5.0.XXX, where 'XXX' is the version number of the EventPak. This
version number may not be the same as the Everest client version number. You
can use this as a reference and events can be copied into new companies created
in CRM Studio.

@ During a custom installation of Everest, you can install the sample events

by selecting the option Sample Events. Even if you did not install the
sample events while installing Everest, Everest verifies the existence of
sample events when you select any of the CRM Studio menu options. You
can choose to install the sample events at this stage also. It is then validated
if the sample company is installed. If the sample company exists, the sample
company database and the CRM Studio Application properties are
automatically updated by Everest.

The events supported in the EventPak provided by Everest can be grouped as:
* Accounting events

* Customer/Vendor related events

* Document related events

* Sales opportunity related events

* Events pertaining to Point of Sale

* Events related to Inventory and work orders

* Events related to time clocking system

* E-commerce related events

In order to use the reference events for the working application, please note the
following points:

* Create a new working application.

* Copy the required events from the sample events to the working application.

* Copy the related query definitions, report definitions, scheduled reports and
basic scripts (if any) associated with the event, to the working application.

» Existing queries, report definitions, basic scripts should be removed from the
copied event and the same should be attached from the working application.

* After copying an event, select the Active check box in the Description tab of
the event; otherwise, the event will not be active and cannot be used.

Creating an Application

CRM Studio options are not available if your company is in the evaluation mode.
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For a registered company, you can create a CRM Studio Application. All the
queries and events are copied from the sample events to the new application. It is
advisable to create an application and copy the sample events into it so as not to
lose any data when the sample company is upgraded to its newest version.
When you attempt to access any feature of the CRM Studio, you are informed that
an application is required for the company. You can opt to do one of the
following:

Create a blank application

Select this option to create an application without the sample events. This,
however, does not affect the other activities of CRM Studio.

Create an application and copy sample events

Select this option to create an application with all the sample events.

Copying Events from the Sample Events Pack

Once you have created the new company, copy the required sample events from
the reference EventPak.

3pp To copy the events from the sample events pack into the new company,
do the following:

* Open the Everest CRM Studio Architect window and select Application
Events.

* Select the sample company database and click on Events. You will see the list
of existing sample events on the right panel.

* Select the event in the right panel and choose Edit > Copy from the menu.

* Now select Events under the new company you have created. Choose Edit >
Paste. The event gets copied into the new company.

* Similarly, copy the required events one by one from the reference pack and
paste them into the new database.

It is not enough if you copy only the event from the reference pack into another

database. Copy the related query definitions, report definitions, scheduled

reports and basic scripts (if any) associated with the event, in a similar way as said

above.

All the associated queries, reports etc. should be referring to the new
company that you created and not the sample company database. Hence, if
a query is copied it has to be removed and again added using the new
company.
For example, you have created a new company APP1. You copy an event X and a
query Y (associated with event X) from the sample events into APP1. Now
double-click on the event X in APP1. In the Queries tab it is to be noted that the
query selected for content is referring to the APP1 company. If not, select and
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remove the query (use Remove Query) and add the query again (use Add Query)
ensuring that you are adding it from the company APP1.

i& Everest CRM Studio - Application Eventstest\Events x|

Fle Edt Help

[& save and Close i Save and New: ‘ W Delete ‘ 4 Previous W Nest -

Event Description: CREDIT ORDER: E-mail relevant persons, when a payment is made against a Credit

Description Tusties) | Pepors| Fiss| Gopy | Emsi] Fox| Pags] webCast| Action] Subscibers| Scheduls] Triggered|

Queries Selected For Content
[ Agnlication [ Query Desciption |

Add Query. # | Everest Sample Events JCREDIT ORDERS: For which a papment of more than |

I~ Use Seript instead of Query Sorpt: | Seleot Soript,
<-Remave Duery <<-Remove All Queries

Event Trigger Parameters
Question Answer
Enter Amount of Credit Order paid so far
Enter Credit Order From Date
Enter Credit Order To Date

|

ceBack | Newss | Cancel | Help |

Figure 13.4: Everest CRM Studio - Application Events - Queries Tab

Upgrading Events

When you upgrade Everest, the sample events installed previously are not
automatically replaced by the latest sample events available. You are prompted to
upgrade them when accessing any of the CRM Studio menu options.

You should verify the Release Notes for changes related to the events used.
If any of the events used has been mentioned in the Product Release Notes,
then you should manually delete the respective events in the 'Company'
database and copy the events again from the reference database (ASC).

You copy an event E1 from the reference pack (ASC) and use it in the

company you created. During the next Everest upgrade if event E1 is
modified in the reference pack (ASC), a mention will be made in the
release notes. The user should verify this and copy E1 again into his
company from the upgraded reference pack.
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Query Design Worksheets
Record-Level Query Design Worksheet
Aggregate Query Design Worksheet
Subscriber Entry Worksheets
Subscriber Data Worksheet

Subscriber Importing / Linking Worksheet
Event Design Worksheets

Event Design Worksheet

E-mail Message Design Worksheet

Fax Message Design Worksheet

Pager Message Design Worksheet
Webcast Message Design Worksheet
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Query Design Worksheets
The following two pages contain Query Design Worksheets; the first worksheet is
designed for use with record-level queries, and the second worksheet is designed
to assist in the definition of aggregate queries. Feel free to make copies of these
worksheets.
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Record-Level Query Design Worksheet
Purpose of Query:

E-Mail Alert Message Text to Send When Query Condition Occurs:

Data Fields Required for E-Mail Message:

Database Tables Needed:

Query Conditions:

Alert Recipients:
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Aggregate Query Design Worksheet
Purpose of Query:

E-Mail Alert Message Text to Send When Query Condition Occurs:

Data Fields Required for E-Mail Message:

Aggregate Field:

Aggregate Function:

Aggregate Grouping Field(s):

Database Tables Needed:

Record-Level Conditions:

Aggregate Condition:

Alert Recipients:
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Subscriber Entry Worksheets

The following two worksheets are designed to help you identify the necessary
elements that are required for the creation of CRM Studio subscribers. The first
worksheet is designed for the manual entry of subscribers; the second is designed
to help you identify the needed components for subscriber importing and/or
linking. Feel free to make copies of these worksheets.
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Subscriber Data Worksheet

Subscriber Name:

Company Name:

Title:

Phone:

E-Mail Address (Primary):

Days and Hours to Use Primary:

E-Mail Address (Secondary):

Days and Hours to Use Secondary:

Fax Number (Primaryy):

Days and Hours to Use Primary:

Fax Number (Secondary):

Days and Hours to Use Secondary:

Pager Vendor (Primary):

Pager PIN (Primary):

Days and Hours to Use Primary:

Pager Vendor (Secondary):

Pager PIN (Secondary):

Days & Hours to Use Secondary:
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Copy/FTP Location: (Primary):

Days and Hours to Use Primary:

Copy/FTP Location: (Secondary):

Days and Hours to Use Secondary:
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Subscriber Importing / Linking Worksheet

Database That Contains Subscriber Data:

Table That Contains Subscriber Data:

Field That Contains:

Subscriber Name:

Company Name:

Title:

Phone:

E-Mail Address (Primary):

E-Mail Address (Secondary):

Fax Number (Primary):

Fax Number (Secondary):

Pager Vendor (Primary):

Pager PIN (Primary):

Pager Vendor (Secondary):

Pager PIN (Secondary):

Copy/FTP Location: (Primary):

Copy/FTP Location: (Secondary):
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Event Design Worksheets

If you take the time to fill out the information on the following worksheet for each
event you are creating, the event set-up process will be quick and smooth.

Once you become familiar with the event creation process, you can probably
forego the use of these worksheets, and design the events directly in the Everest
CRM Studio Architect.

The worksheets have a series of questions for you to specify whether the
associated event will be configured to send alerts via e-mail, and if the alerts
include Crystal Reports or files attached to them.

Please take the time to design each corresponding alert message and attach it to
the event worksheet. Feel free to make copies of the following worksheets.
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Name of Event:

Query #1:

Query #2 (If Needed):

Query #3 (If Needed):

Alerts to be Sent Via
E-mail: Yes / No
Fax: Yes / No
Pager: Yes / No
Webcast: Yes / No

Alerts to Include:
Crystal Reports: Yes / No
If “Yes’, List Reports:

Attached Files: Yes / No
If “Yes’, List Files:

Will Event Trigger Action: Yes / No
If ‘Yes’, Describe Action:

Subscribers and Delivery Methods:
Name Mail(Y/N) Send File/Report(Y/N) Fax(Y/N) Pager(Y/N) Webcast (Y/N)

Schedule:
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E-mail Message Design Worksheet

Name of Event:

E-mail Alert Message Subject:

E-mail Alert Message Text:

Attach Related Files and/or Reports to E-mail:
Yes / No
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Fax Message Design Worksheet

Name of Event:

Fax Alert Message Coverpage Text:

Fax Alert Message Text:

Include Related Files and/or Reports In Fax:
Yes / No
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Pager Message Design Worksheet

Name of Event:

Pager Alert Message Text:
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Webcast Message Design Worksheet

Name of Event:

Webcast Alert Message Subject Text:

Webcast Alert Message Text:

Provide a Link to Related Files and/or Reports:
Yes / No
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errors 91
action server
enable 213
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application events accel sample company query
definitions dialog box

columns tab 56

description tab 51

filters tab 60

links tab 54

preview tab 62

sorting tab 58

tables tab 52
application events folder 261
ASC database

connect to CRM Studio 22

test ODBC source 23

verify ODBC source 23
attach
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reports to fax message 313
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ERS 290
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automate
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box 106

B
back-end script
add 245
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back-end scripting
setup 244
build
eventpak 350

C
calculated fields 124, 145
calculated fields in filters
use 135
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subscriber 156
change
user password 103
change password dialog box 103
checked versus triggered events 174

database 107
compact database dialog box 108
compare values 128
query filter 126
complete manually
record 92
completed items
remove 105
computer subscriber
add 161
configuration
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CRM Studio 20
ERS 286
configure
dependent event 232
event-dependent report 310
schedule’s allowed range 236, 336
configure allowed range
schedule 236
copy
events from reference eventpak 356
query 138
subscribers 164
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primary and secondary 37
copy server
enable 192
copying events from the sample events pack 356
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record 92
corrective action
execute 91
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cover pages
fax 99
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aggregate event 74
aggregate query 68
back-end script 245
event 62,178
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parameter-driven filter 131

choose record-level query 50
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clear ) scheduled report event 320
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compact webcast publishing directories 342
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CRM studio installation 5
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designate
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