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Infroduction

Registration =
Coent Management

Contact Management

Thank you for your interest in the product. This is a light weight out of the
box web based Client Management Solution (CRM) that allows small and
medium enterprises to launch their Business to the web in a very short
period at a very economical cost. The solution is not just a web page but
a complete solution that lets the user showcase products, enable online
ordering, manage opporfunities and even monitor the business through a
convenient web based Business Inteligence module. The product can be
accessed on its entirety on a handheld mobile device with a large form

User Manual
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How to read this document
depending on the area of

interest

CRM Solutions

factor such as a tablet. No special IT or web administrator skill is required
to maintain this solution.

The user manual is broken down into two broad sections:

= The Customer Interface section focusses on the parts of the portal
which are primarily customer facing such as Home, Gallery, Orders,
registration efc. Some of these sections require an authentication
whereas some are open to all visitors.

= The Business owner section details the various aspects of the solution
that enables the Administrator to not just promote products and
services but also to confinuously monitor the business in a dynamic
fashion. The bulk of the functionality falls into this area. This section also
describes in the detail the site management aspects, authentication,
Order processing, traffic monitoring, taxation etc.

No technical expertise is required to
Administer or use this product. The
entire solufion and the resulting
portal can be customised using
intuitive end user seftings

User Manual
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Customer Focus
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This section of the manual focusses on the parts of the portal that are
largely customer oriented with the prime focus on product demos,
online ordering and user interface.

Gallery Registration Client Management Contact Management

Parts of the portal that are

largely customer oriented € nome pdage is the entry point to the portal which provides

information to the visitor about the company, the area of operation,
list of products, current deals etc. The details of this section can be
completely customized by the Administrator as explained in the
‘Settings’ section of this manual
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How to navigate through
the product Database

~

CRM Solutions

Product catalog provides a paged display of all products and
services of the business. The paging provides a rich user experience
wherein the customer can browse through the entire product range or
a product family without having to refresh the page. The essential
elements of the module are below:

You would be able to add products 1o the shopping cart and order or communicate onine after logging in 1o the site. Register here if you do not

Dispiay Al

have an account yet. You could also Contact us regarding any suggestions or queries.

b [~

Online Ordering is not avoiabel for Guest users.

1934 Ford
O
D:8 Unit Price (S): $250,000.00
Name: 1934 Ford Serial Nr: 8ébdb
Family: Anfique Cars Avaiabiity: in-Stock
ILThis 1934 Ford bodied 3 window coupe
waos built fo see if it would be possitle for
P o front engine dragster fo driver, hondle.
coocl and perform on the sireet. Afier 5
years of painstaking engineering,
fobrication and great expense, it wos
Description: S¢compiishad. Not only did it perform
but the resulis were breathtaking. The
quaiity, attention to detoi, fit and finsh
are speciacular

Products

o Product Family lists the family groupings of the product on
the left tab of the catalog

o Product Search enables a search for the products based on
ID, name, description etc. The description based search is a
powerful feature where customers can search for products
based on the faintest of clues that they can recollect.

o Page view provides a page by page view of the products
without having to refresh the page.

SOIOYDIN YJUDUSIN AQ SUOLNIOS NI

Please note that an authentication would be required for placing
online orders on the featured products. Please refer to the
‘Authentication’ section of this document for further details.
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Current deals and

offerings

Display products
and other Project

photographs to
potential
customers

Though all visitors can browse
through the products only
authenticated (Logged in) users can
place online orders.

= Deals section provides up-to-date information about the latest deals
and offers that are currently applicable to the business. The look and
feel and the text of the section can be customized and changed by
the Administrator through the settings and Offerings section.

HRRAA AR FALL [mmo“ B.I.DWUT RRARARRR KR ESISS&IUga 3:42 L
1 Weather expired 0°C
£
0 4 CHECK OUT INVENTORY BLOWOUT SALE TO AVAIL I %
\ DISCOUNTS FROM 10% To 40% OM ALL RETAIL - - P
PRODUCTS. WE ALSO PROVIDE PRIORITY IMPLEMENTATION P~ e =T Eal gy A E g
FOR ALL TURN KEY PROJECTS TO OUR EXISTING = =———— d’w
CUSTOMERS. "FALL" N LiNE! fr sa su mo tu we th fr
[ Yowindow screensaver Forecast from yr.no
Get Widget v

Contact Us link located at the top left part of all pages in the portal lets
the customer/visitor contact the Business via email or telephone (if
specified)

Product Gallery page displays the images and details of products
and any other business related information (projects, installations, trade
fairs etc.) to the customers in a movie/slide show fashion. The
Administrator can specify the details of the gallery pages through the
‘Offerings’ section

Gallery of Products and Offerings

Advertisements can be placed in any of the customer facing pages of
the portal by the Administrator as described in the 'Settings’ section of this
user manual. The customer would be routed to the target page if the
Advertisement is clicked.

User Manual
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Register and Update
customer profile and Login
Information

Register with the Customer
Photograph

CRM Solutions

o Regis’rraﬁon page enables the customer to register into the CRM
solution. Only the name and the Email ID are mandatory

e Online ID is required to be created during registration if the customer
wishes to use online transactions like product Ordering.

Telephone (Res)

Telephone (Cel)

Address Sireet and
Number

—
—_— —

—

login Creafion [Only for Secure Online Transoctions)

User Nome

Password i

Confrm Fosswerd [
e

e Updation of Customer Profile can be done using the registration
page after a successful login is done. All parameters including the user
ID, password, and photograph can be updated using this method.

e Customer Photo can be uploaded or captured during the
Registration process. Please note that this is an optional step and an
explicit permission from the user is required prior to the webcam being
used for capture of the picture. The user can alternatelively upload a
jpeg image as to be used as the photo.

e}

Webcam Capture requires the use of the browser that is
compatible with the flash plug in a page by page view of the
products without having fo refresh the webpage.
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Orders

| A

#ings

Chent Manc
anagement Contact Managemen '
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The Ordering page is yet another customer facing part of the portal
and deals with the aspects of product selection, quantity
management, Order finalization and placement.

The order fulfilment on the other hand is essentially is an administrative

function and would be dealt in detail in the Administration part of this
document.

User Manual




m CRM Solutions

CRM

o Placing Orders can be done only by logged in users who are
customers with a User ID and password. This is used to provide a secure
Placing an Order online transaction mechanism. Please refer to the 'Authentication’
section to learn about user logins.

e Customer Login is required for online ordering to be enabled.

iettings Contoct Us

Registrafion Client Management Contact Management Offerings

Flecse enfer your username and password or Begister if you don't have an account. Flease note that you would need special access privieges [Admin Level access] fo view cerfain

pages within the portal.

Account Information
Username ||
Fassword

o

Administrator
Laval Login

e Product Selection for the purpose of placing orders is done through
the product catalog in the Home page.

You wouild be able to add products 1o the shopping cart and order or communicate online ofter logging in to the site. Register here if you do not

have an occount yet. You could also Contoct us regarding any suggestions or queries.

[io [=] @
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\"E' Procust added o thacorl.] CP e Preieng & encblec for hix usee. g:—:
1934 Ford
|
How to select products, R i e (91355950089
H Famiy: Antique Cars Avaiabiity: In-Stock
update shopping cart and T T

was built to see if it would be possible for

manage quantities Bl avvaue con A .
cool and perform on the street. After 5
years of painstaking engineering.

B fobrication ond great expense, i was

B Heaitncore

quality, ottention to detoil, fit and finish
are spectoculor

o Add to Cart function lets the user add the current product to
his shopping cart
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o Quantity of products to be ordered can either be adjusted by
multiple additions to the shopping cart or by updating the
qguantity for the selected item in the order confirmation page.
It is recommended to made quantity adjustments in the order
confirmation page.

o Deleting items from the shopping cart can be done by
setting the quantity to zero in the order confirmation page or
by refreshing the home page to start a new order.

= Order Limits are set to enhance manageability and tracking of
customer orders. The solution sets a maximum limit of 10 distinct items
that can be ordered per customer PO. Each of the ordered products
Checkout could have various quantities as desired. For example a customer can
place an order for 8 products and 5 items of each product.

= Checkout function would take the logged in customer to the order Q
confirmation page which you provide a listing of the order along with E
various other order related details as mentioned below. %

g
r \ g
Caution pa
3
Please note the restriction of a =
maximum of 10 distinct product §
types per purchase order g

~ o

=  Current Order details are displayed to the customer after the
checkout button is clicked and the user is redirected to the Order
page. The following actions are available to the user at this point

e products and quaniify detais befors finaling the order. To complately creat a new one p

1c finaize the crder. Note - Only 10 products can be considerad per order. To cancel a pr
&1 the Quaniify 1o Lero or siari over the order rom fhe home page
Order ID ORD-Nishanth-

T S T

8 1934 Ford 250000

FHILLIPS HEARTSTART

5 MPRX DEFIBRILLATOR

& FLEXIBLE HYSTEROSCOFE 5470

Sustomer Feadback

i Fiaoss ciick image to cakuiate firal amount
T poyoble. You would fhen be atie to ploce an

GST 0% s

T ool |
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Update Quantity, Check
price and Finalize orders

CRM Solutions

Update Quantity lets the user increase or decrease the
quantity of each product in the order. A zero quantity order
cancels the product in the purchase order.

Calculate Price image button would have to be clicked to
finalize the order. This action calculates the final price including
the applicable taxes. The taxes are set in the application using
the settings section as described in this document.

Place Order image button would have to be clicked to
finalize the order. This action calculates the final price including
the applicable taxes. The taxes are set in the application using
the settings section as described in this document.

Order ID ORD-Nishanth-

T S T T TN

8 1934 Ford 350000 1 =] 350000
FHILLIFS HEARTSTART
: MRX DEFIBRILLATOR 50 1 e
n FLEXIBLE HYSTEROSCOFE 5670 1 E’ 5670
ustomer Feedback Total $356220
s e s [ Please cickimage fo cakcuiate final amount
i 2 .,.‘Y\ payable. You wouid then be able to place an
- o
GsT 0% 0
[ [ | lorndromalswsms
. . 5 Place You con make changes o selected products and
Ne now have enough information for an order 1o be placed. Flease cick Ye 2
febwlrt g 11— our Quantifies before an order is placed. After ordering you
gl 8 > kI i Order would have o contact us o make any changes.

Order Comments can be added by the customer using the
customer feedback section of the order.

Confirmation of the order is sent via email to both the customer and
the administrator when a new order is placed.

Email confirmations are sent to the
customer as well as the
Administrator when a new order is
placed.
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Order History for the currently logged in customer can be found at
the bottom of the order page. The Order history is segregated into the
following buckets: Canceled, Submitted, Shipped and In-Process.

‘ou arder history reloted fo ol Submitiad, InFrocess, Shipped and Cancalled orders can be found on this page. Flaass selact the appropriate bucke? fo amive ot o smaller et of y
seders

Order ID| WD |Osder date | Total Valve | Statu: comments | Provider_comments | Prod0 | Gty Prod1 Qtyl Prod2

User Manual
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Client
Management

| ®crearenew PRODUCTS.
@ IMPROVE EX15TING PRODU CT:

@ BROADEN RANGE .
@ Use excess resounces.

@ DECLINED cusTOMER ORDE:

This section fouches on the with the opportunity management
functions of the solutions which initiates the Administrator/Business
owner focussed activities of this CRM product.

The features such as Client management, order fulfiment, new
product infroductions and analytics are designed to provide total
visibility and control of the business to the administrator. An
administrator level login access is required to use these functions.

User Manual
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How to search for
Customers and
Opportunties?

Opportunity and Client
management areas are not
accessible by logged in Customers

Customer/Opportunity Management can be accessed
through the client management tab of the solution and allows the
administrator to have visibility over the customer base and their
business fransactions. An administrative level authentication is required
to access this part of the portal.

Registration Orders Clent Management Contact Management Offerings Analytics
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Customers and Opportunities are broadly defined as follows:
Customers: registered users who have made a purchase of a product
or service in the past.

Opportunities: Registered users who have expressed interest but have
not yet made any purchases.

The customer and opporfunity management is invoked for a record
selected based on the search criteria mentioned below

Search and Filters function enables a lookup on the customer and
opportunity database in the following ways. All, Opportunities only
and Customer only are quick lookups to view the selected segment.
Note: The include delete checkbox allows a deleted (or inactive)
customer to be included in the search result set. A deleted case is
ideally a case where the customer is delisted or barred by the business
but still remains in the database.

o Customer Demographics involves a search based on the
customer demographics such as name, address, phone,
comments etc.

o Opportunity parameter involves a search based on the
opportunity parameters such as business impact, conversion
probability, conversion date etc.

User Manual
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CRM

Opportunity parameters have
priority over demographic
parameters during a search

o Schedule looks up records based on schedule activities for a
particular search date.

o Opportunity Management is invoked on a selected record based
on the result set on the customer grid. The ‘Pencil’ icon would have to
be clicked for the edit mode to be invoked and changes to be made
to any opportunity parameter. The important Opportunity parameters
are mentioned below

Total number of records effected by this crters: 11
After the customer s selectad the adit funclion i nifiated by cicking The

v
® @ 9]
4/07/2011
= in

esting agal

o ID both the customer and Opportunity IDs are auto generated
by the system

o Opp_Flag defines whether the record is an opportunity or a
customer. This flag is set to ‘No’ as soon as a purchase is made.

o Conversion probability is a numerical value between 0 and
100 that defines the probability of conversion from an
opportunity to a customer status which happens as soon as a

Opportunity Parameters firth business tfransaction is made.

o Business Impactis defined on a scale of High-Medium-Low
on the estimated impact of the customer to the business.

o Provider comments is a free text field that allows the
Administrator to record comments related to the customer.

o Agreements is a free text field that allows the Administrator to
record comments related specific agreements that might exist

SOIOYDIN UJUDUSIN AQ SUOLNIOS WD
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Customer Address and
contact Details

with the customer or opportunity. An external link to a contract
could also be placed here.

o Email body is an important free text field that allows the
Administrator to store data related to personalized email
messages that would be sent to the customers. Salutations and
signoffs should not be captured in this area as it will lead to
duplication during the automated email body creation step.
Please refer to the contact management section for further
information on generic and personalized targeted email
communications.

o Date Fields store important touch point dates based on the
customer/opportunity interaction. E.g. the conversion data is
the date when the opportunity was converted to a customer
status

Customer Demographics is invoked on a selected record based
on the result set on the customer grid. The ‘Pencil’ icon would have to
be clicked to enter info edit mode and make changes to any
demographic information. The demographic parameters are self-
explanatory.

The customer micture would be displayed here (it
Quoighiat

GGGLGEOGEEL

80655432

5673456621

/ould be displayed
s provided). Further

a erfarged veron of the mop can be found of he

bott

beiow (i th 55 was coc

jehn@jchn.com

of this poge

Custorner Comments

o Customer Photograph can be updated if required by
uploading an existing photograph. If no picture is available a
default contacticon is displayed in in the screenshot above.
As mentioned in the customer registration update section, the
customer can upload or capture his/her picture as a part of
the profile update process.

User Manual
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Mapping Client locations

CRM Solutions

o Reg Date is the date of registration and is a non-editable field
o IPisthe log of the IP address when the customer first registered

into the system and is non-editable. This provides important
locational information about the client.

Geo-caching Information is displayed in the form of two maps
showing the road map and the satellite terrain map of the customer
address using an external service. The accuracy of the mapping
information is obviously based on the accuracy of the address
provided during registration.

R ;&
&

S ot mate: DigralGiobe . First

=

o Map it! Function allows customers of the same city or country
to be displayed on a map pop up when a city or country
based search is made. The map is visible at the bottom of the
page in case of mobile handheld devices or in browsers which
do not support JavaScript. This feature can be used effectively
in situations like client visits or targeted communication.

User Manual
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Contact and
Communication

2n/Chonge Acces
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Communication Console
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The customer and opportunity communication is a core component
of the solution which enables the business owner (Administrator) to
create a planned communication strategy based on various
parameters linked to the customers or opportunities.

The communication mechanism is broadly divided into generic emails
to all customers in the selection criteria or targeted one-one
communication based on specific customer interaction.

An administrator level login access is required to use this function.
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How to create a target
communication list?

CRM Solutions

Communication Management function can be accessed
through the ‘Contact management’ section of the portal and allows
for email communication to selected customers based on the
selections as described below. The list available for selection does not
include the customers who have explicitly requested for a
communication block. The email message can be created below
along with required attachments. Please note that this feature sends
emails on Bcc mode by default to protect customer privacy. Please
restrict the number of concurrent emails to the maximum number
supported by the POP3 or SMTP client.

Seftings  Contact Us

Login/Chonge Access

Communication Console

-,

Q@) A1 (Customers/Cpporiunities) _) Cpportunites Only (L) Customer Only - Search |

Home Gallery Registrafion Orders Clent Management Contact Management Offerings Analyfics

Search and Filters function helps create a dataset for
communication. All, Opportunities only and Customer only are quick
lookups to view the selected segment. There are many other
parameters as described below which helps to zero down on the
target segment.
o Customer Demographics involves a search based on the
customer demographics such as name, address, phone,
comments etc.

Opportunity parameters have
priority over demographic
parameters during a search

o Opportunity parameter involves a search based on the
opportunity parameters such as business impact, conversion
probability, conversion date etfc.

o Schedule looks up records based on schedule activities for a
particular search date.

User Manual
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= Communication strategy is determined after the target selection
is done. The administrator has a choice of two broad alternatives as
mentioned below
o Generic High Quality Email communication this

approach is more generic but allows for high quality content
that can be sent as newsletters to clients that fall under certain
criteria such as residents of a city or groups interested in a
certain product line efc. A Java based web editor helps
create very impressive content and even allows copy-paste
from external sources. The email can include attachments if
required. Please observe size restrictions on attachments as
specified by your mail server.

What communication
method to adopt?

Cust

jam

E Tel Cell Email D it | Buss Impact | ast gate contact | followup date ona eect

arz WY cient 134612435 34534453435 16/07/2011 26/07/2011 Mo

G711 lIndia User 16/07/2011

08/16/2012 01/15/2013 Mo Are you interested in 3 1934 Porsche? | v

€276 Mishamth richol70@yahoo.com ez

The follows options are available to make selections from the
result set:

SOJOYDIN UIUDYSIN AQ SUOLNIOS YD

Get All IDs: All the email IDs from the database (except the
‘email not allowed’ cases) would be used to sending the
generic emails

Get IDs: All the email IDs of the result set would be used o
sending the generic emails

Get selected IDs: A page by page selection would have to be
made to create a very selective list of email recipients.

‘Email Not Allowed’ cases would not
be included in any search result
related to communication
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Generic High Quality Editor

Targeted mail interface

~

CRM Solutions

|<customer emais ist>
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Targeted mailing option would allow the administrator to
send one-one emails fo customers based on the text entered
in the Email body field as a part of the Opportunity
Management Tab. This would be a standard automated email
sent to the list one at a time and uses non blank information
entered in the Email body as the main content. If the Email
body field is blank then the customer would not be included in
the list. As an additional control is the follow-up date check
option which if checked causes only those customers to be
included whose follow-up date is equal or prior fo the current
date. As a last step the email body data would be cleared
after operation.

SOIOYDIN YJUDUSIN AQ SUOLNIOS WD

Salutations M= First Name,

The emai body would be the Emai text that has been entered for each customer through the Opportunity Tob

Regards

significantly siow down the process

Caution

Please observe size restrictions on
attachments as prescribed by your
email provider.
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Product
Management
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Product Management is a critical activity in any commercial
application. This is the part of the solution that allows the Administrator
(Business owner) to manage the offerings exposed to the customers
through the product catalog. The solution provides ample control on
the process enabling the Administrator to launch new products,
change inventory and pricing information, change traceability
information and even delist products.

This section of the manual also covers the handling of product gallery
(showcasing) and current deal information. As in the case of other
Administrative functions, an admin level authentication would be
required to access this area of the portal.
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List of all products in

the catalog

CRM Solutions

Offering and deals function can be accessed through the

‘Offerings section of the portal and enables features related to
inventory catalog, product management and deals.

Settings  Contact Us

Clent Management Contact Management

Offerings and Deals

-~

Inventory catalog module displays a comprehensive list of all
currently active products. This is the core product management area
which allows the administrator to add, delist or make changes to any
product attribute. The Important attributes are:

ID: This is a system generated number for internal fraceability. The serial
nr mentioned below is the commercial parameter for identification.
Product family: Logic segregation of the product mix. Please be
careful of typos when adding products to an existing family as a minor
typo would result in a new family being created.

Product name: is the name of the product

Description: This field holds a detailed description of the product to
about 65535 characters. External links can be used to elaborate
further.

Unit Price: shows the unit price of the product

Serial Nr: is the unique commercial identifier for the product
Availability: is a free text field that hold availability values such as In-
stock, sold out, Available soon efc. Please use the terms constantly for
more accurate analytics as mentioned later in this manual.

Image Url: Holds the link to the image if available.

o Edit Product functionality is invoked by selecting the product
from the inventory catalog as shown in the image below. An
edit screen is displayed to make necessary changes. This
feature is normally used to change product pricing or
availability orimage URLs.

User Manual
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PHILUPS HEARTSTART MRX DEFIBRILLATOR In-Stock 455000 DF-P-M35354

H s Heatthare
1 H FLEXIBLE HYSTEROSCOPE
| 7 Antique Cars Phantom

Preduct Name FLEXIBLE HYSTEROSCOFE

WOLF 7305.071 FLEXIBLE
HYSTEROSCOFE NEW

i |

[k INGLUDES LEAK TESTER AND DUAL
STOPCOCK x

init Frice [$) 5670 )

berial Nr ENF-W-7305.011

Image URL hifpfwww wemed].comfent-ipg

Bvaiatiity In-Stock

lodae Lancel

o Add New Product button is located in the inventory catalog
panel and helps new products to be infroduced to the
business. The following panel is displayed which facilitates the
addition. Please note that an image can physically be loaded
to the server (size restriction of 100kb) or a hotlink can be used
to point to an external source. In either case please ensure
that adequate rights are available to display the image on

your page.
. Adnewpodwet

Froduct Family

Add a new product to the
catalog
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Product Name

Description

Uriit Frice [$)

Serial Nr

Availability In-Stack E

Image URL

m Browse... Jpg <100kb

Caution

Please ensure that you have
adequate rights to display the
image on your page.
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Add or update gallery

pictures

Create or update special

sales or deals

-~

CRM Solutions

o Product Delisting can be done by selecting the related
product from the inventory catalog and clicking the ‘delete’
Button. Please note that the change cannot be undone.

Product gallery this is a powerful feature that lets the
administrator/business owner add images related to products or
services or any related topic to the web application that gets viewed
by the customer through the Product Gallery . The image name and
URL are both mandatory fields. While this feature allows new images to
be uploaded to the web server it is also possible to hotlink image URLs
from external locations. In either case ensure that you have rights to
display them on your site. Since the information is predominantly
image links the gallery items can either be added or deleted. An edit
feature is not provided. However the same can be easily
accomplished by deleting a gallery entry and adding the same with a
different image or url.

. e m/we- nome
content/uploads/2010/01/Jay-Leno-Classic-Car-image jpog
htto//www. e wp- image URL
Classiccar ‘content/uploads/2010/01/American-Classic-image jog

e =

Ciassc. =
Bla Mersdes T epere Mercaces. Bonc 500, 15750109 Dite

Deal Updates allows the administrator to configure changes to
information presented to customers in the form of deals or seasonal
offers or any other dynamic business information. The important
sections and features are:
o Headingis the name of the offer or deal
o Deal contentis the detailed information related to the deal or
offer to about 65535 characters. External links can also be
included to provide further information.
o Fetch button displays the current data stored in the database
o Update button makes updates to the database based on the
changes made.
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CRM

Order
fulfilment
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The order fulfilment is complimentary to the ordering feature
described in the customer focus section earlier in this document. The
order management section provides the administrator/ business
owner with a comprehensive list of all orders that are either processed
or in gqueue at any point in time and enables a tangible worklist for
processing orders.
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» Order Fulfilment function can be accessed through the

‘Offerings section of the portal and enables complete order
management and notification functions.

Settings ContactUs

Registrafion Client Management Confact Management

Login/Change Access

Offerings and Deals

o Order states Order processing in the solution is done by
making changes to states which are accompanied by the
physical change to the ordered products. The order moves
across these four logical states based on the processing step:
submifted —> In-Process -> Shipped. A Cancelled state is also

What are the stages of applicable during any processing stage.
Order processing?

FHILLIPS

2/28/2015 e HEARETAR FLEXISLE '
12:18:01 PI HYSTERCSCOPE

&/16/2012
50408 P14

ot /15/2012
$79.45 Nice site.
EM EDTILIN ----E.-nm.....

3/18/2012
asa16PM

111812012
5:08:51 P

o Status change notifications are controlled by setting the
flag on and off which decides if the relevant customer is
notified of the status change on the order.

o Order Processing window is displayed when an order is
selected. The administrator can then make changes on the
order including the price and quantity based on requirements
or customer input.

B %% e

B  ogmic-  oamin $11.35
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Anubias

Betta

The default setting is set to ‘yes’ for
customer notification on Order
status change
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Caution

Please ensure that these valid states
are entered during order status
change (submitted, In-process,

shipped or canceled)

User Manual




CRM

Business
Intelligence

jtings  Contger s
29n/Change Access
Analytics

Chent M B
anagement Contact Management
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The CRM solution has a strong analytics built intfo the application that
provides essential Business intelligence to the business drivers to
monitor, control and measure critical business processes. The Key
performance Indicators shown are both real-fime and high impact
and can be effectively used to manage your business.
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Business Overview at
a glance

Analyiics page provides the administrator with very infuitive and
configurable online analytics about various parameters or key
Performance Indicators (KPIs) of the business. These KPIs are
mentioned below in detail.

Business Dashboard is the overview of the critical indicators of the
business at any point in time. This is displayed in a tabular form and is
always provides the latest up-to-date information including fraffic,
orders, registrations efc.

a Glance

o New Order Indicator is the area within the dashboard that
prompts for unprocessed or new orders. This is important in the
event that the administrator has overlooked any new order
notification emails from the system.

Contact and Opportunity Handling this area focusses on the
efficiency of converting leads to customers both in ferms of site traffic
to registrations and Opportunities fo customers

o Contact Efficiency compares the Traffic to registrations to the
site for the same period of time based on the year of selection

Contact Efficiency - Registrations

R Caunt
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GeoMarketing

CRM Solutions

o Customer vs. Opportunity mix analysis the ratio between
the opportunities (Registered leads but have not been
converted as a customer yet) and Customers.

Customer ! Opportunity Mix

esar

Geographic distribution of the customer base is provided by this
analysis. The administrator has the opfion of selecting the graph type
to look at countries and cities in various formats. This information
supports Geo targeting as mentioned below.

o Geo Targeting in geomarketing and internet Marketing is the
method of determining the geolocation of a website visitor
and delivering different content to that visitor based on his or
her location, such as country, region/state, city, metro
code/Zip Code, organization, IP address or other criteria.

Geographical Distribution os the Customer Base

Customer Demographic Breakup

2 &

! Hemitcn

4
ostane e

User Manual

~

SDIOYDIN YJUDUSIN AQ SUOLNIOS WYD




CRM

= Business Impact provides a breakup of the entire customer base
on a spectrum of high, medium or low. The combination of the
Business Impact, Opportunity and conversion turnaround time gives a
good indication of the profitability mix to ensure that the business is
focusing on the right target customer base.

Business Impact Breakup

How profitable are your

customers?

!- Hoy

7%

= Orders this section touches on the following important KPIs related to
orders within the business helping the Business owner make key
decisions based on the current standing on the orders and revenue.

o Order Spread across the months for a selected year gives an
indication of seasonality within the business. This Indicator
should be looked at in conjunction with the customer
registrations for the same period to get a better understanding

of the trend.
Order spread acro:ss the months for the selected year. If there are no orders for o perod then the month|s)
are not displayed
Yearly Order Spread
L
300
& =0
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2 zo0-
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- : . x
Jen Fad Mar
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o Order position (Count) as a Key Indicator helps the business
to identify gaps and bottlenecks in the order fulfiment process.
This is an important metric that helps reduce the Turnaround
fime in Order processing.

User Manual
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Order Posifion YTD expressed a5 count of ceders in each bucket

Order Position (Count)

Order Line of sight

Coaum

0= T i

S

o Order position ($ volume) measure orders in dollar terms as
an YTD value.

Order Posifion YTD as value (3] of crders in each bucket

Order Position (Value)

walue {F)

w

Some

= Customer Loyalty the solution provides details on two KPIs that
provides an indication customer loyalty and business impact

o Repeat Orders metric provides an indication of the customer
loyalty and satisfaction. The chart shows the breakup of
customers who have orders once, twice, thrice or more.

Repeat Orders and customer Loyally
R t Ord
Customer LOYQ"‘Y epeat Orders
i

oree
45%
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Product Mix and
Performance

o Top 5 customers this gives an up to date indication of the
top 5 customer based on the yearly orders. (One or more
customers with the same order value would feature
separately)

Top 5 Customers based on Yearh

muttiple oo

Product Mix and Performance indicators mentioned below
provide visibility info the product categorization and performance.

»  Product Mix analysis shows the total products within each family.

This is very useful to get an overview when large numbers of
products are managed by the business.

Product Enes and mixes in the cument portfolo

Product Mix

Soaunl

Fras Mwwaier FEh

Aﬂ.n-lénﬂilLL Aa.nPndmnn:: Aﬂ.nﬂr_:Hnﬂs FrasEatr Fish
Month

=  Product Performance as a function of the total sales quantity of
the product. This gives an indication of the high demand top 10
products within the mix.
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Top Product kst as a funchion of sales volume

Product performance
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=  Web Traffic Monitoring is an inbuilt comprehensive traffic analysis
that helps the administrator to have total visibility into the
geographical locations of visitors. This helps for geo-targeting
customers, security and audits and for various other monitoring and
marketing needs.

o Traffic Grid provides a tabular display of all visitors to the site
(excluding the IP ignore list as explained in the settings section)
showing the visit date, IP address, country, city and latfitude
and longitude.

Visit date 3 Longitude

3/13/2013 B:50:18 AM 6555.5296

/1372013 74253 AM 138.165.185225

3/11/2013 B:31:55 AM 7052128111

3/10/2013 5:43:58 AM 174116242312

3/9/2013 31211 PM 65.55.52.96

o Traffic Geocaching is a graphical display of traffic on a map
as shown below. The display is highly flexible allowing the user
IP tracking and site visit to zero down on a particular IP and zoom down or up and
monitoring change the map type (hybrid, satellite, street view) at the
same time. The user also has the ability to set the maximum
number of users displayed to enhance the readability of the
indicator.
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Google

A‘Ml RICA

Imagery ®2013 NASA

User Manual

Caution

Please ensure that IPs of the business
users are in the ignore list so that it
does not appear in the tfraffic

analysis.
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AAobaf S effings

Application
Administration

This part of the user manual describes the administration and user
settings related to the solution. The administrator can make deep
seated changes to the web application in terms of User Interface
(skins), company description, authentication, taxation, IP ignore lists
etc. The details of these are mentioned below.

Due to the sensitive nature of functionality only the Administrator
(Admin account) has access to this section. Customers and other

‘Admin level’ account holders would not be able to login to this area.
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Create profiles to suit your
business

Global Seﬂings helps the Administrator or business owner to
make changes on the application settings to customize the solution to
individual business needs. This section would let you change look and
feel of the customer facing pages of the portal or other parameters
like attachment size, gallery images, infroductory texts etc. Some of
the changes cannot be rolled back.

Login/Change Access
Global Settings

Regisrafion Client Management Contact Management Offesings

Only the Administrator (Admin
account) has access to the settings
section of the application.

Profile Definitions help customize the portal in terms to user
experience geared towards your specific line of business. Two
approaches can be selected in sefting a profile for the portal. Please
select an existing profile or build a new one to suit your functional
area. It is recommended to paste URL to images rather than
uploading them on the webserver while creating new profiles.

“Pis Businass profies sustomize tha pertal in terms 1o User axparianca gearad towards you spaciic ine of busines:. Flagse salact an existing profie & buld @ new one fo suit your

It 10 paste URL to. sloadi onthe ting new profies

I
| (e B[]
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Define the Business content

How to add more business
partners or employees

CRM Solutions

o Select Existing Profile allows the administrator to select an
existing profile and set it as the default for the portal.

o Edit existing profile the existing profiles can be edited to
customize it further or make changes. Only URLs can be pasted
(no file upload) in edit mode

o Add new Profile helps create a new profile to suit the
business needs. The profile name and the image information
are mandatory. The solution provides an option to either
upload images or use hotlinks (copy paste external image
URLs). Remember to set the new profile has to be set to default
after creation. Your new profile would then appear on all
customer facing pages.

o Delete Profiles all existing profiles except the out of the box
record can be deleted. Please note that a delete operation
cannot be rolled back.

Content Definitions This functionality lets the administrator define
the main content of the customer facing pages of the portal. These
messages can be customized to suit the current offerings or frend in
business. The appropriate label is selected from the dropdown list to
view the content of the control. Saved changes would be visible on
the effected pages. The contents can be defined for Business
heading, Business text1 and Text2 and Gallery Text.

‘Content definitions

This funcfionaiity lats the adminisirator define the main content of the customer facing pages of the portal. These messagas can be customizad 1o suit the cument offarings or frand in

business. Flaose select the appropriate label from the dropdown fist. This will show the content of the centrol. Saved changes would be visicle on the effecied poges.

Aqua Creations i not for profit infiative that halps promate the keshwater planted fank hobby
amang fike minded agquarium enfhusiasts! Fiease feel free 1o browse through the product catalogs

and confact me fo frade or busy plants, fartizers or ivesiock

Lobel business taxt] [=]

Web oppication developmant i anciher passion of mine and | am happy to have had the
opporiunity 1o cembine the fwe. f you are interestad in taking your busines o the web and
managing ordess then pleaze give me a shout. Feel frae 1o browse and register your detais 5o that
con ahways confact you when new products of interest become avaiable

Lobel_business_heading

Lobel_gollery_texil

Admin Level Accounts this feature provides the administrator with
exclusive rights to setup Admin level accounts. These accounts have a
high level of empowerments and can access all areas of the portal
except the '‘Settings page’. Typically these account owners are
partners or other employees of the business. This section allows the
addition, deletion and editing of these accounts. Please remember to
not delete the core ‘admin’ account. That is required to log back in to
the settings page!

User Manual
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Backup all Business data

Adminisirator level user ID and password management helps in adding new users with

o UL Pwd
/ &=

© manage the business activitias.

User ID
(_/f Delete Edit 1 admin  Nishanth
:’é Fassword
==
r A
Caution

The core Admin account should not
be deleted. That is required to
access the settings page!

Database Backup This is an important function that the entire
database of the web portal. This will ensure that all critical business
information like customer data, Products, Order details, authentication
information etc. are backed up. A periodic backup of the business
data would help in a smooth and interruption free operation. However
if the security restrictions on the server does not allow a direct
download then a manual download of the database can be done
from the webserver using the hosting access. Alternatively individual
modules can be exported as excel files for further processing.

Database Backup

This is an important section that lets you backup the entire database of the web portal. This will ensure that you have copies of all critical busines:
Froducts , Order details , outhenticotion information efc. A pericdic bockup of the busines: dofo weould help in o smooth and inferupiion free cpe
Backup Database . Howewer if the security restirctions on the server does not allow a direct download you would have to manually download #

the hosting access. Alternafively you could export individual modules as excel files for further processing.

Target Location

Cust Table El

Taxation the solution allows upto two tax types and rates to be set
related to the country of operation. The updated rates reflect on all
new invoices.

User Manual
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Taxation

The tax types and rates prevalent in the couniry of operation can be set in this secticn. The vpdated rates reflec on all new invoices.

|+

o Email settings the solution provides a very convenient interface to
change the SMTP settings of the mail server. This is essentially the email
settings used by this application. Please note that incorrect settings will

impact all email nofifications generated from the portal.
Manage mail settings

his feature allows you to change the SMTP setfings of the mail server . This & essentially the email settings used by this application. Please note that incomrect

:mail nofifications generated from the porial.

Hest smtp.gmail.com

Username abc@gmail.com

Password

« Advertisements the portal enables advertisements to be placed on
the customer facing pages of the solution. The ‘Advertisements
Enabled’ box should be checked for Ads to be displayed on the
page. Further the xml document that drives the advertisements on this
site can be managed through this console. Please ensure that details
are recorded accurately based on the agreement with the client. The
glossary of terms in shown below as an aid.

Glossary of Terms

Add commercial Advertfisements Encloses the advertisement file

SDIOYDIN YJUDUSIN AQ SUOLNIOS WYD

advertisements to the site Image URL The image that will be displayed

The link that will be followed when

NavigateURL the user clicks the ad
The text that will be displayed

Alternate Text instead of the picture if it cannot be
displayed

. The number indicating how often an
Impression . 1 anpes
advertisement will appear
User Manual
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"he xmi document that drives the adverfisements on this site can be managed through this console. Flease ensure that details are recorded accurately based on the agreement -

he cient. The gicssary of terms in shown below as an aid.

Image URL

1200200 piats] http://dr2.img.digitalivercontent.net/storefront/site/msstore/i

:‘ Advertisements

NavigateURL http:/fwww.microsoftstore.com/store/msstore/DisplayHomePc §

Atternate Text Microsoft AD

— Note: Unchecking the box

New Ad Keyword Microsoft g i
wil stop all Ads on this site!

Impression 30

o Traffic Monitoring the solution provides total visibility into the traffic
to the site by logging the IP and address of all visitors. This information is
also used to calculate the contact Efficiency KPI in the Analytics tab.

This appiication provides fetal visibiity info the traffic =
i the site by logging the IF and address of :

visitors. This information & alos used o calculate the

zontact Esfficizncy KFI in the Analytics fab.

dowever large amounts of visiter information can

Ignare IF List
& heavy on the database. It s encouraged to

delete cid and relevent information fo opfimize on

SOJOYDIN UIUDYSIN AQ SUOLNIOS YD

datobase pedormance. The ignore IF faates lets | §9.235.13.230 =]
you spacify IF add s

address or other fas

t the deleted traffic information cannct be

coations) thatneed notbe @ x =

zounted as customer traffic

o Database Purge large amounts of visitor information can be
Rules for Traffic monitoring heavy on the database. It is encouraged to delete old and
irelevant information to optimize on database performance.
Please note that deleted information cannot be recovered!
o [IPignore list The Ignore IP feature lets the administrator
specify IP addresses (such as owner's home address or other
test locations) that need not be counted as customer fraffic.
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« User account and Security helps Authentication and
security of the transactions is a key component of the solution wherein
certain parts of the portal are accessible only by valid and
authenticated user groups. The solution follows a role based access
control mechanism as described below.

Csent Management Contact Management

o User accounts there are three types of user accounts used by the
solution.

o Customer accounts are created by the users/customers

User account types during the registration process. Please note that this is an
optional step. However customers would not be able to make
secure online tfransactions without have an online login user ID.
Administrative parts of the protal cannot be accessed by thse
user groups.

o Admin level accounts these accounts have a high level of
authority on the portal actions and are only one below the
core admin account. These accounts are created by the core
‘admin’ account through the ‘seftings’ tab. These account
holders have access to all aspects of the portal except the
‘settings’ area.

o Admin account is the highest level of authority on the portal
and is usually owned by the business owner or one authorized
individual. There can be only one ‘admin’ account which has
access o the complete portal including the ‘seftings’ tab
which conftrols the core functionality of the solution.

SOJOYDIN UIUDYSIN AQ SUOLNIOS YD

e LogIn and Log Out is supported by a simple straight forward
interface which is common for all user types. This page can be
accessible by clicking on the link as shown above in this chapter. Users
are also automatically redirected here if they have tried to visit an
unauthorized part of the portal. There is no user account lockout
feature currently built in the solution.
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Authenticate registered
customers or Admin
accounts

~

CRM Solutions
Log In/ Log Out

Flaasa enter your username and password or Bagister I you den't have an account. Flaase note that you would nead special accass prviegas [Admin Level accass) fo view canta

pages within the perial.

Account Information

Username

o Customer or Admin (level) please ensure that the
‘Administrator Level Login' checkbox (shown above) is
checked if an Admin login is being attempted.

~ N
Caution

Do not forget to check the
‘Administrator Level Login’
checkbox when an admin (level)
login is made

o Logout button would logout the current user and clear the
session. This can be used for fast user switching. The page
would have to be refreshed for the new user settings to be
reflected on the portal.

SOIOYDIN YJUDUSIN AQ SUOLNIOS WD

User Manual




CRM

Miscellaneous
Information

) Mobiliiy The solution uses adaptive rendering, customization
and extensibility features to be used effectively on a mobile
device with a large form factor e.g. Tablets. The solution does
not use JavaScript without alternative or other libraries that are
not mobile friendly. Though flash is used in one instance there
is an alternate approach of the browser does not support the
flash plugin.

« Core fechnology this client management systemis a
full-fledged web application developed using the Microsoft
Asp.net on the 4.0 .Net framework. The database used out of
the box is Microsoft Access 2010 which is designed to cost and
economical. The database supports up to 255 concurrent
users. However should the need arise the database can be
upgraded to any commercial RDBMS like SQL server or Oracle.

SOJOYDIN UIUDYSIN AQ SUOLNIOS YD

« Contact Us The solution provides a ‘Contact Us' function
allowing visitors or customers without any registration to freely
communicate with the business.

Should you require any more information please feel free to contact the author through the web
domain www.NishanthNicholas.com.
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