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EBSUITE CRM USER GUIDE :I

Overview

1.1 Getting Help

Our experience has shown tigetting started with somethaag mendifficult, and

this document alone will not answer all your questions. Also our CRM solution is
constantly evolving, with new features and enhancements added weekly. That's why
we offer a variety of ways for you to get more familiar with our product:

Training

We offer personahe-on-one training and setupto get you started in hours not
days or weks.Contactsupport@ebsuite.coror calll-888CRMEBSO0 (1888276
3270) for more information.

Tech Blog
We maintain a tech bloghip://blog.ebsuite.confior new features, tutorials,
enhancements, etc.

Users Guides for individual modules

Our online and offline documents cover every feature in each module. They offer
stepby-step learning to every aspect of our applications. To access our Online
User Guidesimply Visihttp://www.ebsuite.com/iHelp.jsp

Or download a complete User's Guide f
Guide & Doc Downloado6 | isted at the t

Knowledge Base
Search ouKnowledge Base for answers to FAQs (Frequently Asked Questions).
Visit http://helpdesk.ebsuite.com/supportfags.jsp

Our Knowledge Base provides a full text string search and will search our entire
database for matches. Therefore you are not limited to specific "keywords" for
your search.

Flash Tutorials



mailto:support@ebsuite.com
http://blog.ebsuite.com/
http://www.ebsuite.com/iHelp.jsp
http://helpdesk.ebsuite.com/supportfaqs.jsp

These selpaced ordemand tutorials allow users to train when it's convenient for
them anytime. Viditttp://www.ebsuite.comiHelpFlash.jsp

Live! Customer Support Hours

Our customer support representatives are available online or by telephone. If you
prefer contact by telephone, please call customer serv@&8&RIMEBSO (1
8882763270) from9 a.m. to 9 p.m., Eastern Standard Time, Mdrritigy

(except for statutory holidays).

Online Service Requests

You are welcome to submit a service request online. Your request or "ticket" will
be automatically routed to our service staff. Our cagegrpetmits us to route

your case to the person on our staff that is the most qualified.

To submit a service request, Wiiji://helpdesk.ebsuite.com/support.jsp

Login and provide your email addr&ssu will receive your answer by email and
in your support portal account.



http://www.ebsuite.com/iHelpFlash.jsp
http://helpdesk.ebsuite.com/support.jsp

1.2 Sales Force Automation

EBSuite's Sales Force Automation module is a full featured SFA product. It
includes Organization and Contact Management, Opportunity Life Cycle
Management, Real Time Forecasting and Roll Ups, Call Management, Calendar
events, Task scheduling, Notes, Attachments and Interaction History.

Contact Manager

The best contact manager available, including: Call Management, Appointment
Calendar, Tadkist, Team Collaboration, Contact Interaction History, Document
Library, easy Outlook and ACT data import, HTML Email Templates, Mobile
Access Notification, Attachments & Notes History.

360 degree Opportunity Relationship Mapping

Know your prospect in dat and identify the shortest path to success. View
customer opportunities and requests, interaction histories, notes and attachments
recorded from the current or other solution modules. See purchase lines or
opportunity lines including product champispscifies, and approvers.

Sales Team Forum
EB Suite Forum allows team members to exchange and collaborate on ideas,
company research, and share documents.

Opportunity Life Cycle Management
Define, track, and report each sales stage from opporturutsirig shle.

Multiple Purchase Lines
Use open or closed RFP's and RFQ's as the basis to quickly customize different
proposals to an organization based on the unique nature of that organization.

Real Time Forecasting and Roll Ups
Keep the whole team up tEpeed. Frodine sales can provide rale
forecasting of opportunities. Managers can perform Roll Ups for the team.

Win Probability to Close Date

Put your resources where they are most likely to win. EB Suite analyzes
forecasting history and actuddses to automatically project the success of
individual opportunities.

Automatic Sync to Your Web site

Automatically connect to your company web site to record new prospects/leads
or customer's requests. Information is automatically available, prnadeda

the next steps in the sales process.

Sales Process




Have a complex sales process? Use EBSuite Process Builder to automate repetitive
actions, like field updates, scheduling tasks, adding notes, and sending out emails.




1.3 Customer Support Helpdesk

EBSuite's Support module is a complete Helpdesk solution. It includes Organization
and Contact Manager, Case/Ticket capture and processing, a Support Portal,
Knowledge Base, Calendar events, Task scheduling, Notes, Attachments and
Interaction Hisdry.

Service Requests

Your support agent can capture customer requests through phone calls and emails, anc
enter them as Cases. The Customeb&wite Portal, provides 24x7 customer access.
They can directly create their Cases.

Cases

Cases can besa@gied by a "central dispatcher” or our "rules system" cases are directed
to a technician assigned to a customer account or product, or category of expertise.
Schedule appointments, assign tasks, create meetings related to cases. You can al
attach Knowldge and Solutions. Track progress and resolutions via email.

Knowledge and Solutions

You can publish knowledge and solutions either internally, or externally so that your
customers can search for them in theSgelice Portal. Organize and index your
knowledge by product category and keywords, and attach them to issues and cases.

Automatic Email Notification

Increase speed and simplify communication between customers and support staff.
Cases are automatically routed tedefieed service representgi to facilitate

optimal response.

Time Case Tracking
Track and report time spent on individual support cases.

Automatic Notification
Notification of case reassignment , or update to a case by a customer or dispatcher or
technician.

Case Tracking URL
Send a customer a secure URL, so they can track the status and/or update a case
request.

Contact Management

The best contact manager available, including: Appointment Calendar, Task List, Team
Collaboration, Customer/Contact Interaction Histddpcument Library, easy
Outlook and ACT data import, HTML Email Templates, Mobile Access Notification,
Attachments & Notes History.




Calendar

Schedule appointments with Clients and Contacts. Organize internal meetings with
email invitations. Setup and meseyour company resources like Projectors and
Conference Rooms. All events are both recorded on your employees Calendar, and the
related entities History list.




1.4 Marketing Automation

EBSuite's Marketing module is a complete Marketing Autorsahdion. It

includes Organization and Contact Manager, Campaign design and Processing,
Lead Capture, Calendar events, Task scheduling, Notes, Attachments and
Interaction History.

Contact / Lead Management

The best contact manager available, incluslipgintment Calendar, Task List,
Team Collaboration, Customer/Contact Interaction History, Document Library,
easy Outlook and ACT data import, HTML Email Templates, Mobile Access
Notification, Attachments & Notes History.

Automated Audience List Builder
Opt-in prospects from your web site or other online sources are entered
automatically to the contact database for future marketing communications.

Campaign Management

Powerful direct response marketing at your finger tips: Create segmented groups,
test ells, control groups, list management with tracking codes, and more. The
campaign wizard assists you to create statistically significant samples sizes for
accurate forecasting and measurement of test campaigns.

Email Templates

Preformatted with all thbackend links in place. Customize your email messages
to maintain your brand and deliver the perfect message. EB Suite templates
automate tracking to feed your EB Suite contact database and analysis tools.

Campaign Email Engine

Define a group or listustomize your email template, and the EB Suite Outbound
Marketing engine will deliver personalized emails and track the results as the sales
return.

Campaign Analysis
Instantly see what's working. Track and report ROI to optimize future campaigns.

Marketing Analysis

Refine and repeat your successes. Optimize future campaign results and increase
ROI by identifying performance variations between groups and quantifying the
results.

Contact List Builder
Automatically allows visitors to your web ®itesignup for news letters or
mailing lists. Information flows to Sales module for lead 4gticamd call.




1.5 Project Management

EBSuite provides a Project Management module that help your development team
to track Files, Bugs, Patches, and Projeed@loly. Keep teams synchronized

and ontrack...whether they're developing a new product or executing a complex
project.

Synchronized Teams

Task management is synchronized through shared lists and schedules. Teams
share identical information from the BEBite Project Manager document library.
Version control and file check in/out is managed automatically.

Project Scheduling

As powerful as any staalbne application. Create projects-tasks, assign
resources, and link projects to their related infiemand assets for easy
navigation and management.

Check In/Out

Assure accurate and -togthemoment version control. View histories, file
differences, quick view files/reports, or retrieve an entire archive of files with
defined versions.

Gantt Chart
Visualize workflow, and track and report team progress in real time.

Create Project Calendar

Schedule appointments with Clients and Contacts. Organize internal meetings
with email invitations. Setup and reserve your company resources like Projectors
and Conference Rooms. All events are both recorded on your employees
Calendar, and the related entities History list.

Date/Time record
Date/time stamp recorded to document critical experimental results for patent
record/protection. No longer wait to receavgecond signature to validate results.

Document Library
Online lab note books, provides access to results as they are created. Team work is
accelerated, resolutions/results flow sooner.

Integrated with Patch Management
So you can directly get a ZIP archive for a group of files with intended versions.
Nested PatchedA Patch can contain other patches.

Bug Management




Define your own Bug |Heycle, attach files to a bug, and define your custom lists
for bugs, browse gs by product, project assigned, and other categories.

Patch Managementor every bug you can define/maintain a Patch to track the
list of files that fix the bug.

Integrated file check in/out

Navigate through directories using tree controls, just kéndows Explorer.
Check in and Check out files using your browser. No more command line
operations.

File History- You can view histories, diff files, quick view, directly on your
browser.




1.6 Integrated Suite

Each one of EBSuite 's application madiglen standlone, full featured application
solution. Yet they are based on the same data repository, and work together to form an
integrated software suite.

For example, yo@ustomer Supportagent will always be able to sedtimketing

notes andbalesOpportunities. A support agent can lirguaport Ticketto aBug

in theProject module, and wait for your internal development team to fix the bug, in
order to resolve a customer issue.

You will have a 360 degree Relationship Matrix between @wet and/or
organization to assure efficient and successful communications for sales, support,
customer relationship and project management.
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1.7 Security

EBSuite utilizes the most advanced technology for Internet security available today.

Physical Security

EBSuite production equipment is collocated in Fremont, CA at a secure facility with
24/7/365 physical security, palm print and picture identification, redundant electrical
generators, redundant data center air conditioners, and backup ecegoneat td

keep servers continually up and running.

Perimeter Defense

Multiple firewalls and intrusion detection systems protect the network perimeter. In
addition, EBSuite monitors and analyzes firewall logs to proactively counter security
threats.

Data Encryption

EBSuite utilizes the strongest encryption products available to protect customer data
and communications, including hardware basduit A28isign SSL Certification and

1024 Bit RSA public keys.

User Authentication

Each user has a regua valid username and password combination to access EBSuite,
all encrypted via SSL while in transmission. Weak password choices are automatically
declined for use. An encrypted session ID cookie uniquely identifies each user. Each
session key is autoroally scrambled andestablished in the background at regular
intervals for added security.

Internal Systems Security
Proprietary systems safeguards include network address translation, port redirection, IP
masquerading, noautable IP addressingnemes.

Application Security

EBSuite robust application security model prevents one EBSuite customer from
accessing another's data. This security model is reapplied with every request and
enforced for the entire duration of a user session.

Reliability and Backup

All networking components, SSL accelerators, load balancers, Web servers, and
application servers are arrayed in a redundant configuration. All customer data is stored
on a primary database server that is clustered with a backup databas# server
customer data is stored on disk storage that is mirrored across different storage
cabinets and controllers. All customer data, up to the last committed transaction, is
automatically backed up to a primary tape library on a nightly basis. Backgp tapes
immediately cloned to a second tape library to verify their integrity, and the clones are

11



moved to secure, fire resistantstaéf storage on a regular basis. EBSuite has disaster
recovery plans in place.

Operating System Security

EBSuite uses ammal number of access points to all production servers to enforce
tight operating systelevel security. All operating system accounts are protected with
strong passwords, and production servers do not share a master password database. A
operating systes are maintained at each vendor's recommended patch levels for
security and are hardened by disabling and/or removing any unnecessary users,
protocols, and processes.

Database Security

Whenever possible, database access is controlled at the operating system and databa
connection level. Access to production databases is limited, and production databases
do not share a master password database. All data entered by a customer into the
EBSuite application is owned by that customer.

Server Management Security

EBSuite does not utilize any managed service providers. The EBSuite Systems
Engineering team provides all system management, maintenance, monitoring, and
backups. EBSuite employeesndt have direct access to the EBSuite production
equipment, except where necessary for system management, maintenance, monitoring
and backups.

12



Personal Preferences

2.1 Personal Preferences vs. Company Setup

Beforews t art digging into the Preferences
betweerd C o mp a, angld FSeert sugpnda | Preferencesd

There are maBrofilesr Parametar€£BSuite that controls the behavior of the
application. We give each Profil&ppication Defatdlue, so that the system will
function from minute one. But as a system administrator, you Campsay Sdtip
change / customize these values for the whole company. And as an individual user,
you can uskersonal Prefeteraegtonize for yourself.

For example for the profile Language, we may have the following

(Application Default) English
(Company Wide) French
(Personal Level for User John Doe)Chinese

In this scenario, each user in this company who has not changeBeitgreneéls

be using French as the app language. John Doe will be using Chines@eBecalise
Preferenmesrwrites (for that user on§ompany SeaunmCompany Setuerwrites

(for that company only) tigplication Default

Nowforamt her company, | etds say
(Application Default) English
(Company Wide) N/A (‘admin skipped setup )

(Personal Level for User John Doe)French

In this scenario, each user in this company who has not changeBeiteremwéls
be using English &g app language. John Doe will be using French.

13



There are also settings that does not fall in this
Personal > Company > Application Default

category. For example each user will have his/her own password, email account,
external page, that doesinberit or overwrite from the company level. In general
anything that changes the application behavior for one user who is logged in (you), we
callthend Per s o nda | Preferences

14



2.2 Preferences Page
In EBSuite CRM, every page can be navigated ¢totmpimation of clicks:

1 Tab->Sub Tab
1 Tab-> Sub Tab> Section in a page Link in a Section
9 Quick Links

Throughout this user guide we will use this syntax.
The Preferences page is at

Account-> Preferencesy
(Upper Right Screen) Preferences Quingk

15



2.3 Personal Info / Change Password

When you log into our system for the first time, the personal profile page will be
populated for your review. The information displayed in text boxes on this page
was entered by your administrator when he/she&edrgour user account. Please
make sure themail addressdisplayed here is the one you will check regularly
because all alerts and reminders from the system, such as reminders of Calendar
appointments, Opportunity process due, Task due, and alerts e$czdetion,

will be send to this email address. When you retrieve your fargotient

password our system will also email the password to this address.

1 My Account

My Account
My Account - Verify your account information and change your password below, click next to move to the next step.
ABOUT YOU Edit ABOUT YOUR COMPANY Edit
First Mame: Guest Company Mame: EBSuite.com Test Drive Account
Last Mame: User Address: 111 Mackintosh St
Display Mame: Guest User City: Fremont
Email: nzhong@ebsuite.com State: CA
Fhone: 111 FPostal Code: 94539

Country: US

ACCOUNT PASSWORD

Username:

MNew Password:

Retype Mew Password: |

Next

Figure 21: Change Password when you login for the first time

Our system allows users to dutit personal profile, such as display name,
phone, password, etc.. To edit your personal profile, please go to Account
Preference> General/Ul-> Personal Info/Change Password section, or click on
the Preference link located in the upper right cofitiee screen, select the
Personal Info/Change Password link in General/Ul section.

On this page, you can edit your personal profile data displayed in the textbox.
Please leave the text box of password section blank, unless you want to change
your passwak Then click the [Submit] button.

16



Personal Preferences : General /Ul | CalendarTask | CEM | Esdernal Profile | All/List View

& Personal Info Display Name: [Guest User
FirstName: [Guest | M| Last Name: [User
Emai: [nzhong@ebsuite.com
Phone: |111

Old Password:

New Password:

Retype New Password:

Switch Roles: IAdministrator 'I

lsd User Interface Time Zone: | GMT -05:00 US/Canada/Eastern, Colombia, Peru =l
1 . Il:nﬂlieh VI

Figure 22: Change Your Personal Information

Change your password at anytimeEnter your old password into the Old
Password textbox, next enter a new password in the New Password box, retype
this password in thRetype New Password box, then click the [Submit] button.
The first time you log in, you are prompted to change the temporary password,
which was emailed to you.

Retrieving Forgotten Password If you forget your account password, our
system will email ib tyour email address. The email address your password will be
delivered to is the one recorded in your personal profile.

For a new password to be sent to your email address: go to the account login page

and click on the Forgot Password link. Next, eatargpmpany's hame and your
email address, then click submit. Your password will be sent to you through email.

Note: We do not have direct access to your account and cannot issue your original

17



2.4 General / Ul

The Account-> Preferences page further divided into several sub pages:
General/Ul, Calendar/Task, CRM, and External Page.

In General/Ul, here are some settings you can change:

[Time Zone]

[Languagd

[Session Timeouf Session inactive time is the time period that the user keeps
inadive. After the user stay inactive for the time period you have setup, your session
will automatically be closed, which means you will need to login again to use the
application.

[Sidebal The Sidebar is displayed on the left side of the summary page of
Organization, Contact, Opportunity, Tool, and Task (Case, Knowledge, Template,
Audience, Campaign, Bug). Use the Side Bar widgets to quickly create and searct
records, view latest entity records, your appointments for the current day, Postlt Note
remindersHotlist items, and much more. For more information of how to edit Side
Bar, please see Sidebar Layout Customization.

To select and edit your Side Bar widgets, click on the "preferences pencil” located on
the top right corner of the Side Bar. Next, you'dray and drop” each widget to

select the display order. Then for each widget you may choose one of three display
options, Show, Hide or Remove. Show will display the contents of the widget. Hide
will conceal the contents, but allow you to click thet gmaw" to view the contents.
Remove will not display the widget on the Side Bar.

If the Side Bar is already enabled, you can click the PrefeSete8ar link located
at the bottom of Side Bar to turn off Side Bar. To temporarily turn hide/show Side
Bar, click the icon located at the top right corner of Side Bar section.

[Display Log Entries] You can choose to display log entries ( Case Process Log,
Contact Activity Historyé ) in chronol

[# of Extra Lines] In those pages where you can both view/update existing entries,
and add multiple new entries, you can determine the number of extra empty lines (new
entries) to display per page. This setting will decide the number of new entities you can
add at a time, not thetal number of entities.

[Table: # of Lines Per PaggOur system allows you to specify the number of lines in

a display table that to be displayed on a page, such as the number of the Contact
records displayed on Contact summery screen. The defawf tadué of lines

displayed per page is 20. Depending on the application setup, you can display up to 99
records on a page.

There are also dedicated pages for configuring
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[Email]

[Reminder]

[Access Sharing]

[Sync]

[Company MicroBg Profild
é

|l User Interface

Language: IEninsh 'I
Session Inactivity Timeout: |NeverTime0ut vI

Table: # of Lines Per Page: |50 - I

# of Extra Lines: |5 vI

Email:

Access Sharing:

Sync:

Import / Export:

Multiple Account Login Jump Page:
Company MicroBlog Profile:

Time Zone: |GMT—05:00 US/Canada/Eastern, Colombia, Peru

Flash Chart: |Yes—with animation vI

Side Bar: " Enable (' Disable
User Selection: & popupWindow ¢ Dropdown Menu
Display Log Entries: ' pescending ¢ Ascending

m Other Please note that the links in this section will navigate away from this page. Please submit your changes first.
Reminder & Alert:

Delivery Method

Setup Accounts

Setup Access Sharing

Sync Parameters

Date/Time Format

Configure

Configure

[ Disable the Today® portlet in front page

Figure2-3: Preferences Page, General / Ul

For an i ntroducti on overview

http://blog.ebsuite.com/wp/?p=427

t
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2.5 Calendar/ Task

I n the 0Cal e nhdraaresdneeting®yowscanichapge: g e ,

[Time Zone]

[Hour Range]

[Whether to display weekend in a week calendar
[12/24 Hour Display Modd

[Display New Ul] EBSuite CRM has two different ways to display your Calendar: a
traditionall, and anewUl. In the newUl, you ca drag & drop to move an
appointment.

[Default Link Mode] You can specify that when you click on an Appointment or
Task, whether by default you are clicking infReb@nlynode, or th&ditmode.

[When Assigning a TaskWhether to send the assigneenaail notification.

[When Closing a TaskWhether to show a follow up screen (slow), or just to close
the task (fast).

{4l Calendar Time Zone: [GMT -05:00 USICanada/Eastern, Colombia, Peru =

¥ Show Weekends

Hour Range: IS:UU VI - |1S:DD VI r Scroll to Current Hour
Default Day/Week/Month View: IDay’ Wiew 'I

12/24 Hour Display Mode: ' 12 Hour Display ' 24 Hour Display
Default Link Mode: (¥ Readonly Page & Edit Page & Popup Page
Display Reference Snapshot in Edit Mode: & ves ' Ng

Display New UL € Display New Ul ' Traditional

@TGSK Defautt Link Mode: (% Readonly Page o Edit Page (o Popup Page
When assign Taskto Others: ' Send Email Notification Do Not Send Email

When showing tasks for an entity: * Show AllTasks ¢ Show Open Tasks Only
Skip followup screen when closing a Task: e Yes o Mo

Submit

Figure 24: Preferences Page, Calendar / Task
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2.6 CRM

| n CR d<ubdpageyou can tweak settings on how Organization, Contact,
Opportunity, Case, Knowledge, Project, File pages behave.

&2 Organization / Default Link Mode: ' Readonly Page ' Edit Page
Contact Render Snapshot In Readonly Page: @ Yes & No
Show Organization's Address in Contact. ' ves © Ng
Show Contacts Calenda/Task/Notes in Organization: ™ ves ' Np
Skip Country Code: | LI
Snapshot Layout: Organization Contact
Personalize Fiter: Organization Contact

> Opportunity Default Link Mode: ' Readonly Page  Edit Page
Sales Stage Selection: ' popup Window ' Dropdown Menu
Snapshot Layout: Opportunity
Personalize Fitter: Opportunity

ai. C.ase.l’ Case Default Link Mode: ' Readonly Page © Edit Page
Solution Vihen clicking on the Close icon: % Cipse Case  © Wait for Submit in the nest page
View All Cases By Default: " view AllCases ' View My Cases
Case Processing Log: ' Show Brief Summary  © Show Full Log
Case When Assigned: " Receive Notification Email Mo

o)

Case Portal User Update: Receive Notification Email ¢ No

o)

Case updated by other agents: Receive Notification Email © No

Snapshot Layout: Case
Solution Default Link Mode: % Readonly Page [ Edit Page

i%}F”e"lejed Folder Tree Display Order: |Name 'I
Project Tree Display Order: |Name h I
Project / Task Display Order: ITime Span - I

Figure %5: Preferences Page, CRM

Since there are many configurations on this page that can go quite deep into the CRM
functionality, we willake a snapshot in the figure above, and comecbtuse

settings from later CRM chapters.
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2.7 External Profile Page

I n EBSui

t e

CRM, you can

setup your

0 E

your contact information, a brief introduction about you and your company, and
an external view of youengonal calendar.

You can also allow your visitors to request for an appointment with you from this
page. So it can also serve as a simplgeleaichtion tool.

& About EBSuite

> About Myself

> My Calendar

- October, 2009

S M T WT F
1 2

4 5 6 7 &8 9

11 12 13 14 15 16

18 19 20 21 22 23

25 26 27 28 29 30

Today|

Request for an Appointment
*Code:

Az

*First Name:
*Last Name:

>

5
3
10
17
24
N

Ning Zhong Contact Information

EBSuite On Demand Business Tools

nzhong@ebsuite. com 1.888.276.3270

510-579-8887

Hing Zhong
Senior Software Engineer

"

1 Macintosh St

Fremont, CA 94539

I'm a senior software engineer working at EBSuite.

R

T.00am

8:00am

9.00am

10:00am

11.00am

12:00pm

Save To Your Address Book

EBSuite is the most technically advanced On Demand CRM software, with un-paralleled customization, automatic time-gaving features and priced for any size
bugziness or enterprize department. Our unigue integrated modular application design delivers five CRM business applications: Marketing Automation |, Sales
Automation (SFA) | Customer Support - Help Desk, Project Management and Time, Invoice & Billing.

Sun 11 Mon 12 Tue 13 Wed 14

Powered by EBSuite.

Thu 15 Fri 16 Sat17 =

Figure 26: External Personal Profile Page
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2.8 Emall

You can setup &se EBSuite for bottwbound & Outbound emails.

Outbound Email
You can use EBSuite CRM to send emails to your clients:

- CRM book keeping: a&inail communications with your cliemtrecorded
for future reference,

- Convenience: you do not have to bupgnother email client, and enter the
email address,

- Template Driversince CRM emalil are template driven and keyword merged,
in many cases you can select a template and hit Send.

To setup youputbouremail settings, click tBgnail quick link located in the right
corner of the screen, and then selecEthail Account Setuplink to enter the
Account Setup page. Select [Outbound Settings].

Incoming Accounts
ELIHEEE | SMTP Authentication
Host:
Email From Email Address Display Name
Address: [ [
Reply To Address: Email Address Display Name
Text: Wizard Preview HTML: Wizard Preview
Guest User <BR= =style type="text/css"=<- .normalimalBold { il
My Work Title font-gize: Spt, font-weight: bold; text-decoration: none;
Signature: EBSuite.com Test Drive Account
nzhong@ebsuite.com Geneva, sans-serif, } { font-size: 3pt;

text-decoration: none; color: #333333; FONT-FAMILY: LI

¥ Link Back to Server
Request Receipt [

[ Test Settings
(Optional) Specify additional 'From’ Address(es)

In addition te your primary email ‘From’ address (specified above), and your multiple incoming accounts, you can still
specify upto five additiona! 'From' addresses you can choose to use when you =end out an email.
Email Address Display Name

Submit

Figure 27: Outbound Email Settings
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Outbound Email Settings
You can configure the outboundaal setting here, so that the email will be sent from
your_email@your_company.com

Please enter the URL of your own email server. (
mail.yourcompany.com )

Note: If you leave this fieldank, your email will be sent ¢
from one of our email servers.

If you entered your mail server URL in the previous 1
please also enter the authentication info, the userna
and password for the email address here.

The system will populate the email address recordec
your user profile to this field automatically. You can
change this address at anytime.

The system will populate your display name recorde
your user pro#d to this field automatically. You can
change this address at anytime.

The text you enter here will be appended to the end
your emai l me s\V¥i azgdersaedt fvm
one of our pradesigned signature.

You can hikBacktcSe®er k widi c h
t hExterdal Personal Profile@ Page n k  Chapter
2.7 of this document.

If you check the checkbox, you will be notified by err
your recipiefwants to let you know he/she has read !
email.

Atfter you fill in the form, click the [Submit] Button. A test email will be sent to your
personal email address, the one listed in your user profile, by our system.

Inbound Email
By setting upncoming email account(s), you will be able to check your email using our
webmail:

- You can quickly create a sender as a Contact

- You can easily attach esaslnotes for the related CRM contacts

- You can transfer emails into new Opportunity, CasePBjegt Task, and
Calendar Task
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If you are using other email client software, such as MS Outlook, Mozilla, Eudora, and
etc to check your email and do not like checking email using web email, you can skip
this setting.

To setup youmboundmail settingglick theEmail quick link located in the right
corner of the screen, and then selecEthail Account Setuplink to enter the
Account Setup page. Select [Inbound Settings].

=4 Email Center

[

|5 Email Account Setup

Note: Remember to save your important customer emails as a note in their records. In this way, your important customer communication

iz available and organized for you and your entire team. The main incoming email box is not meant as a storage area. To save email system space,
old emails may be removed from the system. The email functionality provided is not intended to serve as a replacement andior backup to your normal
email program.

* Mail Server Type: IIMAF'4 'l

* E-Mail Address for this Account: |

* Server Host: | " ssL Port#:

* Username: |

Password: |

User Display Name: [|
Display Sequence: |0

[ Adjust Timezone ( check only if the emails in this account are showing the wrong timezone )

From Timezone I LI
To My Timezone ( Pacific Standard Time

> Test Settings

Save

Figure 28: Setting Up Incoming Email Accounts

Inbound Email Settings
Our system allows you create multiple incoming email accounts.

There are two options: IMAP and POP3. Please con
your mail server administrator for this information.

Your email address.

URL for your mail server, contact your mail server
administrator for this information

Your username for accessing the email box you just
specified.
Your password for accessing the email box you just
specified.

If you setup more than one Incoming Email Account
our system, you can use positive integer numbers to
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define the display sequence of your incoming email |
in the Navigation section. The account with the lowe
number will be displayed as the first one.

Note: Remember to save your important customer emails as a note in their records. In
this way, your important customer communication is available and organized for you
and your entire team in the contact record. The main incoming email box is not meant
as a storage area. To save email system space, old emails may be removed from tr
system. The email functionality provided is not intended to serve as a replacement
and/or backup to your normal email program.
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Company Setup

3.1 Organization Profiles & Email Setup
Organization Profile

One of the first things you need to setup is @oganization Profile
Navigate to Account Setup-> Organization Profile> Organization Profile

€) EBSuite

On Demand Business Tools

P Wain Y Orgarization]_Cortact ]_Colendar §_ Task 1 Tool ]

Setup | Preferences | Process Builder | User Administration | Product/Category | ImportExport | Recycle Bin Welcome

¥ Company Profile
) Specify/Update your company profile information and upload/change your company logo. >Turn On/Off Explanations

Organization Name: |EElSuite Morth America

Generic Contact Email: [sales@ebsuite.com
Generic Contact Phone: |1 888.276.3270
Web Site: [ hitp:iwww.ebsuite.com

Company Slogan / Tagline: | On Demand Business Tools

Postal Address: Address Line 1 |33EID Capitol Avenue

Address Line 2: |
City: |Fremnnt State: |CA
Postal Code: [94539 Country: [USA

= e €) EBSuite

On Demand Business Tools

' Use Logo in Tabs

Upload Mew Logo: I Browse.. | (Please use small GF or JPG files.
Figure 3L: Setting Up Organization Profiles

Your Company Name. This will be used in your (com,
outbound email as the From Name, and in document:
Quotes & Invoices. Also it will be keyword merged as
##ORG_NAME## in your email templates.

I'Generic Contact™" A generic email addressyour company, such as
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support@youcompany.conorinfo@your
company.comThis will be used in your (company)
outbound email as the From Address. Also it will be
keyvord merged a&tORG_EMAIL## in your email
templates.

Merged ag#ORG_PHONE##, ##ORG_SLOGAN##

If you want to use EBSuite as a Campaign tool, you v
need to put in your physical postal address. This is re
by theCAN-SPAM Act of 2003

Otherwise you should still fill in these valhse#hey
merge to your email templates as

## ORG_ADDR1##, ##ORG_ADDR2##,
##ORG_CITY##, ##ORG_STATE##,
##ORG_POSTALCODE##, #ORG_COUNTRY##.
You can upload your comg
Logo in Tabsd6é, your own
aplicationds upper | eft
Logos are also used in Email Templates, Quotes and
Invoices.

Outbound Email Setting (Company Level)
Navigate to Accourt Setup> Organization Profile-Outbound Email Setting

The field explanation (Chapte?.9 appliefere as well

Company Level vs. Personal Outbound Email

Unlike what we discussedhaearlier chapter, this page is to setupGounpany Level
outbound email. When you process a Case, or commuriicateligiitt, youPersonal
outbound email is used. When your company sends out a campaign, or send you an
alert, theCompany Lexgbound email is used.
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3.2 General / Ul

Navigate to Account Setup-> General / Ul

a
;:- Setup Wizard b % Organization Profile k3 & ERP [ Backend £ =
Follow our Wizard steps to setup the application. Update your company infermation, Email server setting Setup Products, Users, Accounting Calendar, and

Help URL, and Billing Information other backend parameters.
& Lead )
¥ General f UT & & Securi ®
Update Lead Options and other parameters. = ! - ity =
* Page/uUl Setup Roles, Role Access, Access Control Profiles,
d territory i
&b Organization / Contact 2 * Session Inactivity Timeout andierion engine
Setup Organization / Contact options, r * Language 2 Setup Identifying # Pool 2
page layouts, and other parameters. ® Side Bar
® Table: & of Lines Per Page :l:nag:'curc'.‘m number pool to centrol the entity number
@ Opportunity 2 ® #ofExralines -
Setup Opportunity options, Sales Process, page ® Turn On/Off Explanations @ Background Workfow Engine F
layouts, and other parameters ® Popup window user selection
Setup Calendar Reminder, Escalation Engine, Territory
Show Mouseaver Snapshot i
= Case 2 . ihow Mous;over in?ASFOL_d Engine, and other background processes
® Mouseover Snapshot Auto Hide
Setup Case options, assignments, Email transfer, page ® Orderviews by view name 1 Custom Field 3
layouts, and other parameters e Update Timestamp on o
4 int TaskiNat Setup Custom Fields for the main business entities
AppointmentTask/Mote
i 2
Ealomaicies £ ® MNote | arge Textbox ; —
. ~ — & Email Templates i
Setup Knowledge options, and other parameters ® Display Log Entries in Descending Order
® Flash Char user selection Configure contents for your email templates.
= External Portal 2 ® Address Style =
. i) Content #
Setup your external self-service support portal. ® Phone: Skype/S|P/Jajah/Others -/ Conten =
® Time/Duration Format :p\ca; Cimpa?y NEI'.“R Antncunlcfme‘nts. Patches,
5 d e display.
? Template [/ Material el ® Quick Search Result Size epe orinematand sxdemal dispiay

various Tab Styles and Background/Foreground colors.

There are many configurations on this page that can go quite deep into the CRM

try

functionality, we Witake a snapshot in the figure above, and come back to these
settings from later CRM chapters.
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3.3 Roles

Il n EBSuite applicationds security and
entity types. Many other configurations, such as pagedessl| antrol, data level
access control profil e, data entry f

configuration. Before setting up other configurations, you should carefully plan and
setup your companyo6s user rol es.

Your account is pigopulated wiht a default collection of roles. For example, your
Sales Module is goeo p u | a Saled AdministidutpalédMandger Sales Repod

Navigate to Accourt Setup> Security> Roles

Although you can configure as many roles as you needeath @fill be based
on the following 3 basRole Types

- Administrator
- Manager
- Representative
They are controlled by the [Admin Role] and [Manager Role] checkbox.
Setup Roles
Q Setup User Roles for your organization, to assign & control page level access and data level access to different users. For the Key field, pleaze use
common alphabet letters and numbers onby. BTurn Ond/Off Explanations
Admin Manager
Key Display Name Role Role
State Manager State Manager N A
Branch Manager State Manager A A
LOANOFFICER Loan Officer Assistant/TH N N
Processor Processor A N
™ Telemarketing N N
Realtor Realtor N N
SALES REP Loan Officer N N
SALES MANAGER Branch Manager Y Y
SALES ADMIN Sales Administrator Y N
Add Mew Role

Figure 3: Configure Your Own Set Of User Roles

After you have setup your roles, yowstamto add users, and assign different roles to
different users.
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3.4 User Setup

You can give user accounts to your colleagues, so they can start using the CRM

system.

Navigate to Accourt User Administration. Click on Create New

Create User

< User

“First Name: |

*LastName: |

*Display Name: |

*User Name: |

*Email Address: |

Phone Number: |

Title: |

Territory Role: |

Function / Responsibility:

Reporting Manager: |

<::}- i

Branch/Division:

Password: |

sutogen

Password Again: |

Submit

Custom Fields &

TrixBox Extension: |
DEPARTMENT: |
DISPATCHER: |
STRING_CALC:

Figure 34: Creatig a New User

In EBSuite CRM,ser NanadEmail Addresssunique. So no two users can have the
sameJser Namand no two users can have the &anal Address.

After you

hit [ Submit], and loginrmatiudtionswi t h

will be sent to the new usBut you have to assign role(s) to the user before
he/she can start using the application.To do that, click into the user record that
you just created, and hit the [Edit Roles] button.
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@ http:/ flocalhost{ozSetupUserResp.jsp?id=43 I [=] ]
< User &

Configure User Roles

Q Pleaze specify roles for this user. For any application module, you can configure one or multiple roles for this user, provided that you have
enough licenzes. (Multiple roles for one uzer in the =ame application modue count as one licenze).

In the ¥ Licenses' field, the first number iz the number of licenses you have for a given app module, the second number is the licenses you have
already allocated, not counting the current user.

User: nzhong

Application # Licenses Role Default Role

Sales Application(SALES) 1071 [Sales Administratar [Sales Administrater
Customer Support -

HelpDesk(SUPPORT) 1000/ 409 | |
Marketing Automation(MKT) 1041 | |
Project Management(PROJECT) 1041 | |
Store Builder(STORE) 2 | |
Time & Invoice(TIB) 1041 | |
PlanPlus Online{PPOL}) 1041 | |
PPOL Basic(PPOLB} 1041 | |
Package: Al(PKGALL) 1041 | |
Package: Sales / Marketing /

Project(PKGEMP) 1010 [ Administrator [Administratar
Package: Helpdesk / Project /

Billing(PKGHPT} 1070 | |
SMB Edition(PKGSMB) 1041 | |
Default Login Application: |Sa|esAppIicati0n ;l

Figure 3&b: One User, (potentially) MdRoles

If a user need to take on multiple job functions, for example doing administrative
works as well as managing sales activities, you can assign multiple roles to the user,
even multiple roles within the savizelule

If a user is assigned with nplé roles in a given application module, then when
he first login to the application, or switch to the module, he will be assuming the
default role specified in the previous step. The user can switch between the many
roles during a login sessibuat at any one time he will be assuming only one

active role

A user can switch roles Atcount->Preferences>Personal Info->Switch
Roles The user does not need to logout for the new role to take effect.
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3.5 Custom Fields

What is a Custom Field

In EBSuiteapplication, each type of entity comes with a set oinbiigids that

is common to all subscribers. If you need to track specific information that is
unigue to your business, you will want to d€fustom Fiefds that entity type.

*For example, t he Organization record type comes with built -in fields
like Organization Name, Category, Business Line, Annual Revenue, etc.

y £ UI 60 AOOGET AOGO xAT 6 Oi OOAAE Al 1 OCA
9AAORO )4 AOACAOGt AOGAt Ui 6 T AU xAT O OI
Custom Field s:

Field Name Type Additional Setup

Need an ASP Solution Character String Dropdown List: Yes/No
ASP Solutions Evaluated Character String
ASP Evaluation Note Long Text

. A0 9AAORO ) 4 Number

How to Setup Custom Fields

Navigate tAccount-> Setup-> Custom Field> Choose an entity type

i Setup Wizard #® % Organization Profile +* & ERP [ Backend #
Follew our Wizard steps to setup the application Update your company information, Email server setting, Setup Products, Users, Accounting Calendar, and other
Help URL, and Billing Information. backend parameters.
o Lead *
¥ General [ UT & &1 Securi *
Update Lead Options and other parameters. = ! = ity =
Update Ul parameters, tweak the application to suit your Setup Roles, Role Access, Access Control Profiles, and
ds territory
& Organization / Contact P erritory engine
Setup Organization / Contact options, relationships, page @ Calendar & 1#: Setup Identifying # Pool 2
layouts, and other parameters.
Adjust TimeZone, Appointment Options, and other Calendar Use your own number pool to centrel the entity number
arameters. range
@& Opportunity # s g
Setup Opportunity options, Sales Process, page layouts, 2 Task & & Background Workflow Engine &
and other parameters.
Setup Task Options, and other parameters. Setup Calendar Reminder, Escalation Engine, Territory
= Case 2 Engine, and other background processes
- . . i TimeSheet *
Setup Case options, assignments, Email transfer, page _ =t Custom Field 2
layouts, and other parameters Setup Timesheet related parameters
% Organization @ Contact & Opportunity
2 Case P+ Lead & Calendar
# Knowledge ® Snapshot Layout ® = A58 f— m——
g 2)| | soon v = | #Iasx @Product & Product Category
Setup Knowledge options, and other parameters. Setup Snapshot Layout for key entities. & Bug 12 Asset £] MNotes
< User 7 Address # Knowledge
i External Portal # @m0 Web Service APIs #| || @ Projed @ Project Task
Setup your external self-service support portal. Setup Web Service APIs.
@ Email Templates b
& Template [ Material 2 I, LDAP & Configure contents for your email templates
Setup your template and material parameters. Setup LDAP Snapshot fo synchronize with your LDAP

Figure®% : Setup Custom Fields for Organi z:
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