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Overview  

 

1.1 Getting Help  

Our experience has shown that "getting started with something new" can be difficult, 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 personal one-on-one training and setup to get you started in hours not 
days or weeks. Contact support@ebsuite.com, or call 1-888-CRM-EBS0 (1-888-276-
3270) for more information. 
 
Tech Blog 
We maintain a tech blog at http://blog.ebsuite.com for new features, tutorials, 
enhancements, etc. 
 
Users Guides for individual modules 
Our online and offline documents cover every feature in each module. They offer 
step-by-step learning to every aspect of our applications. To access our Online 
User Guide, simply Visit http://www.ebsuite.com/iHelp.jsp 
 
Or download a complete User's Guide for each module by clicking on the òUser 
Guide & Doc Downloadó listed at the top of left frame. 
 
Knowledge Base  
Search our Knowledge Base for answers to FAQs (Frequently Asked Questions). 
Visit http://helpdesk.ebsuite.com/supportfaqs.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  

Chapter  

1 

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


 

 2  

These self-paced on-demand tutorials allow users to train when it's convenient for 
them anytime. Visit http://www.ebsuite.com/iHelpFlash.jsp 
 
Live! Customer Support Hours  
Our customer support representatives are available online or by telephone. If you 
prefer contact by telephone, please call customer service at 1-888-CRM-EBS0 (1-
888-276-3270) from 9 a.m. to 9 p.m., Eastern Standard Time, Monday-Friday 
(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 case routing permits us to route 
your case to the person on our staff that is the most qualified.  
To submit a service request, visit http://helpdesk.ebsuite.com/support.jsp 
 
Login and provide your email address. You will receive your answer by email and 
in your support portal account. 
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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, Task List, 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 detail 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 champions, specifies, 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 opportunity to closing sale. 
 
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 to speed. Front-line sales can provide real-time 
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 actual closes 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, provides access for 
the next steps in the sales process. 
 
Sales Process 
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Have a complex sales process? Use EBSuite Process Builder to automate repetitive 
actions, like field updates, scheduling tasks, adding notes, and sending out emails.  
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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 History. 

 

Service Requests  
Your support agent can capture customer requests through phone calls and emails, and 
enter them as Cases. The Customer Self-Service Portal, provides 24x7 customer access. 
They can directly create their Cases. 
 
Cases  
Cases can be assigned 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 also 
attach Knowledge 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 the Self-Service 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 to pre-defined service representatives 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 History, Document Library, easy 
Outlook and ACT data import, HTML Email Templates, Mobile Access Notification, 
Attachments & Notes History. 
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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. 

  



 

 7  

1.4 Marketing Automation  

EBSuite's Marketing module is a complete Marketing Automation solution. 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, including: Appointment 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 cells, 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  
Pre-formatted with all the back-end 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 list, customize 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 site to sign-up for news letters or 
mailing lists. Information flows to Sales module for lead follow-up and call.  
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1.5 Project Management  

EBSuite provides a Project Management module that help your development team 
to track Files, Bugs, Patches, and Project Scheduling. Keep teams synchronized 
and on-track...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 EB Suite Project Manager document library. 
Version control and file check in/out is managed automatically. 
 
Project Scheduling 
As powerful as any stand-alone application. Create projects, sub-tasks, assign 
resources, and link projects to their related information and assets for easy 
navigation and management. 
 
Check In/Out   
Assure accurate and up-to-the-moment 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 receive a second 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 Patches - A Patch can contain other patches. 
 
Bug Management  
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Define your own Bug life-cycle, attach files to a bug, and define your custom lists 
for bugs, browse bugs by product, project assigned, and other categories. 
Patch Management - For 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 like in Windows 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. 
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1.6 Integrated Suite  

Each one of EBSuite 's application modules is a stand-alone, full featured application 
solution. Yet they are based on the same data repository, and work together to form an 
integrated software suite.  

For example, your Customer Support agent will always be able to see the Marketing 
notes and Sales Opportunities. A support agent can link a Support Ticket to a Bug 
in the Project 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 every contact 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 equipment designed to 
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 based 128-bit Verisign SSL Certification and 
1024 Bit RSA public keys.  
 
User Authentication 
Each user has a require a 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 automatically scrambled and re-established in the background at regular 
intervals for added security.  
 
Internal Systems Security  
Proprietary systems safeguards include network address translation, port redirection, IP 
masquerading, non-routable IP addressing schemes.  
 
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 database server. All 
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. Backup tapes are 
immediately cloned to a second tape library to verify their integrity, and the clones are 
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moved to secure, fire resistant off-site storage on a regular basis. EBSuite has disaster 
recovery plans in place.  
 
Operating System Security  
EBSuite uses a minimal number of access points to all production servers to enforce 
tight operating system-level security. All operating system accounts are protected with 
strong passwords, and production servers do not share a master password database. All 
operating systems 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 database 
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 employees do not have direct access to the EBSuite production 
equipment, except where necessary for system management, maintenance, monitoring, 
and backups.  
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Personal Preferences  

2.1 Personal Preferences vs. Company Setup  

Before we start digging into the Preferences page(s), letõs talk about the differences 
between ôCompany Setupõ, and ôPersonal Preferencesõ. 
 
There are many Profiles or Parameters in EBSuite that controls the behavior of the 
application. We give each Profile an Application Default value, so that the system will 
function from minute one. But as a system administrator, you can use Company Setup to 
change / customize these values for the whole company. And as an individual user, 
you can use Personal Preferences to customize 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 changed his/her Preferences will 
be using French as the app language. John Doe will be using Chinese.  Because Personal 
Preferences overwrites (for that user only) Company Setup, and Company Setup overwrites 
(for that company only) the Application Default. 
 
 
Now for another company, letõs 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 changed his/her Preferences will 
be using English as the app language. John Doe will be using French. 
 
 

Chapter  
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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 does not inherit or overwrite from the company level. In general 
anything that changes the application behavior for one user who is logged in (you), we 
call them ôPersonal Preferencesõ. 
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2.2 Preferences Page  

In EBSuite CRM, every page can be navigated to by a combination of clicks: 
 

¶ Tab -> Sub Tab 

¶ Tab -> Sub Tab -> Section in a page -> Link in a Section 

¶ Quick Links 
 

Throughout this user guide we will use this syntax.  
 
The Preferences page is at 
 
Account -> Preferences, or 
(Upper Right Screen) Preferences Quick Link   
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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 created your user account. Please 
make sure the email address displayed 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 of Case escalation, 
will be send to this email address. When you retrieve your forgotten account 
password, our system will also email the password to this address. 

 

Figure 2-1: Change Password when you login for the first time 

 
Our system allows users to edit their personal profile, such as display name, 
phone, password, etc.. To edit your personal profile, please go to Account -> 
Preference -> General/UI -> Personal Info/Change Password section, or click on 
the Preference link located in the upper right corner of the screen, select the 
Personal Info/Change Password link in General/UI 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 password. Then click the [Submit] button.  
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Figure 2-2: Change Your Personal Information 

 
Change your password at anytime: Enter your old password into the Old 
Password textbox, next enter a new password in the New Password box, retype 
this password in the Retype 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 it to your 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, enter your company's name 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 password.   
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2.4 General / UI  

The Account -> Preferences page is further divided into several sub pages: 
General/UI, Calendar/Task, CRM, and External Page. 
 
In General/UI, here are some settings you can change: 
 
[Time Zone] 

[Language] 

[Session Timeout] Session inactive time is the time period that the user keeps 
inactive. 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.  

[Sidebar] 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 search 
records, view latest entity records, your appointments for the current day, PostIt Note 
reminders, Hotlist 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 can "drag 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 the "pivot arrow" 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 Preference ->Side Bar 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 chronologically ascending or descending order. 

[# 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 the total number of entities.  

[Table: # of Lines Per Page] Our 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 default value of the # 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 MicroBlog Profile] 

é 

 

Figure 2-3: Preferences Page, General / UI 

 

For an introduction overview to òCompany MicroBlogó, please visit 
http://blog.ebsuite.com/wp/?p=427. 

  

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

In the ôCalendar/Taskõ sub page, here are some settings you can change: 
 
[Time Zone] 

[Hour Range] 

[Whether to display weekend in a week calendar] 

[12/24 Hour Display Mode] 

[Display New UI] EBSuite CRM has two different ways to display your Calendar: a 
traditional UI, and a new UI. In the new UI, you can 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 into the Read-only mode, or the Edit mode. 

[When Assigning a Task] Whether to send the assignee an email notification. 

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

 

Figure 2-4: Preferences Page, Calendar / Task 
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2.6 CRM  

In the ôCRMõ sub page, you can tweak settings on how Organization, Contact, 
Opportunity, Case, Knowledge, Project, File pages behave. 

 

 

Figure 2-5: Preferences Page, CRM 

 

Since there are many configurations on this page that can go quite deep into the CRM 
functionality, we will take a snapshot in the figure above, and come back to these 
settings from later CRM chapters.  
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2.7 External Profile Page  

In EBSuite CRM, you can setup your ôExternal Personal Profileõ page that displays 
your contact information, a brief introduction about you and your company, and 
an external view of your personal calendar. 
 
You can also allow your visitors to request for an appointment with you from this 
page. So it can also serve as a simple lead generation tool. 
 

 
Figure 2-6: External Personal Profile Page 
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2.8 Email  

You can setup & use EBSuite for both Inbound & Outbound emails. 
 
 
Outbound Email 
You can use EBSuite CRM to send emails to your clients: 

- CRM book keeping: all email communications with your clients are recorded 
for future reference, 

- Convenience: you do not have to bring up another email client, and enter the 
email address, 

- Template Driven: since CRM email are template driven and keyword merged, 
in many cases you can select a template and hit Send.  

To setup your outbound email settings, click the Email quick link located in the right 
corner of the screen, and then select the Email Account Setup link to enter the 
Account Setup page. Select [Outbound Settings]. 

 Figure 2-7: Outbound Email Settings 
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Outbound Email Settings 
You can configure the outbound email setting here, so that the email will be sent from 
your_email@your_company.com.  
 
SMTP Server Host  

 

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

Note: If you leave this field blank, your email will be sent out 
from one of our email servers.  

SMTP Authentication  

 

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

E-mail From Address  

 

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

E-mail From Name  

 

The system will populate your display name recorded in 
your user profile to this field automatically. You can 
change this address at anytime.  

Signature  

 

The text you enter here will be appended to the end of 
your email messages. You can use ôWizardõ to select from 
one of our pre-designed signature.  

You can also check ôLink Back to Serverõ, which will show 
the ôExternal Personal Profile Pageõ link discussed in (Chapter 
2.7) of this document. 

Request Receipt  

 

If you check the checkbox, you will be notified by email if 
your recipient wants to let you know he/she has read your 
email.  

 
After 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 up incoming email account(s), you will be able to check your email using our 
web-mail: 

- You can quickly create a sender as a Contact 

- You can easily attach emails as notes for the related CRM contacts 

- You can transfer emails into new Opportunity, Case, Bug, Project Task, and 
Calendar Task 

mailto:your_email@your_company.com
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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 your inbound email settings, click the Email quick link located in the right 
corner of the screen, and then select the Email Account Setup link to enter the 
Account Setup page. Select [Inbound Settings]. 

 Figure 2-8: Setting Up Incoming Email Accounts 

 

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

 
Mail Server Type  There are two options: IMAP and POP3. Please contact 

your mail server administrator for this information.  

Email Address For 
This Account  

Your email address.  

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

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

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

Display Sequence  If you setup more than one Incoming Email Account in 
our system, you can use positive integer numbers to 
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 define the display sequence of your incoming email boxes 
in the Navigation section. The account with the lowest 
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 the 
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 your Organization Profile. 
Navigate to Account -> Setup -> Organization Profile -> Organization Profile 

 

 
Figure 3-1: Setting Up Organization Profiles 

 
Organization Name Your Company Name. This will be used in your (company) 

outbound email as the From Name, and in documents like 
Quotes & Invoices. Also it will be keyword merged as 
##ORG_NAME##  in your email templates. 

Generic Contact A generic email address for your company, such as 

Chapter  

3 
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Email support@your-company.com, or info@your-
company.com . This will be used in your (company) 
outbound email as the From Address. Also it will be 
keyword merged as ##ORG_EMAIL##  in your email 
templates. 

Generic Contact 
Phone, Company 
Slogan 

Merged as ##ORG_PHONE##, ##ORG_SLOGAN##  

Postal Address If you want to use EBSuite as a Campaign tool, you will 
need to put in your physical postal address. This is required 
by the CAN-SPAM Act of 2003. 
Otherwise you should still fill in these values, as they 
merge to your email templates as 
## ORG_ADDR1##, ##ORG_ADDR2##, 
##ORG_CITY##, ##ORG_STATE##, 
##ORG_POSTALCODE##, ##ORG_COUNTRY##. 

Company Logo You can upload your company logo. If you check òUse 
Logo in Tabsó, your own logo will show up in the 
applicationõs upper left corner. 
Logos are also used in Email Templates, Quotes and 
Invoices. 

 
 
Outbound Email Setting (Company Level) 
Navigate to Account -> Setup -> Organization Profile ->Outbound Email Setting 
 
The field explanation in (Chapter 2.8) applies here as well.  
 
 
 
Company Level vs. Personal Outbound Email 
Unlike what we discussed in the earlier chapter, this page is to setup your Company Level 
outbound email. When you process a Case, or communicate with a client, your Personal 
outbound email is used. When your company sends out a campaign, or send you an 
alert, the Company Level outbound email is used. 

  

mailto:support@your-company.com
mailto:info@your-company.com
mailto:info@your-company.com
http://www.spamlaws.com/federal/can-spam.shtml
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3.2 General / UI  

Navigate to Account -> Setup -> General / UI 

 

 
Figure 3-2: Many Settings o Adjust in General / UI 

 

The first thing you will want to try is to click into òPage/UIó to experiment with the 
various Tab Styles and Background/Foreground colors. 

There are many configurations on this page that can go quite deep into the CRM 
functionality, we will take a snapshot in the figure above, and come back to these 
settings from later CRM chapters. 
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3.3 Roles  

In EBSuite applicationõs security and access model, User Role is one the most import 
entity types. Many other configurations, such as page level access control, data level 
access control profile, data entry form layout, are all based on a userõs Role 
configuration. Before setting up other configurations, you should carefully plan and 
setup your companyõs user roles. 

Your account is pre-populated with a default collection of roles. For example, your 
Sales Module is pre-populated with ôSales Administratorõ, ôSales Managerõ, and ôSales Repõ.  

Navigate to Account -> Setup -> Security -> Roles 

Although you can configure as many roles as you need, all of them will be based 
on the following 3 basic Role Types: 

- Administrator 

- Manager 

- Representative 
They are controlled by the [Admin Role] and [Manager Role] checkbox. 

 Figure 3-3: Configure Your Own Set Of User Roles 

 

After you have setup your roles, you can start to 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 Account -> User Administration. Click on Create New 

 Figure 3-4: Creating a New User 

 

In EBSuite CRM, User Name and Email Address is unique. So no two users can have the 
same User Name, and no two users can have the same Email Address. 

After you hit [Submit], an email with the new userõs password and login instructions 
will be sent to the new user. But 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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 Figure 3-5: One User, (potentially) Many Roles 

 

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 same Module.  

 
If a user is assigned with multiple 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 session, but at any one time he will be assuming only one 
active role. 
 
A user can switch roles at Account->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 EBSuite application, each type of entity comes with a set of built-in fields that 
is common to all subscribers. If you need to track specific information that is 
unique to your business, you will want to define Custom Fields for that entity type. 

 

 
* For example, t he Organization record type comes with built - in fields 
like Organization Name, Category, Business Line, Annual Revenue, etc. 
)Æ ÙÏÕÒ ÂÕÓÉÎÅÓÓ ×ÁÎÔ ÔÏ ÔÒÁÃË ÁÎ /ÒÇÁÎÉÚÁÔÉÏÎƦÓ )4 ÉÎÔÅÒÅÓÔƗ .ÅØÔ 
9ÅÁÒƦÓ )4 ÂÕÄÇÅÔƗ ÅÔÃƗ ÙÏÕ ÍÁÙ ×ÁÎÔ ÔÏ ÃÒÅÁÔÅ ÔÈÅ ÆÏÌÌÏ×ÉÎÇ ÌÉÓÔ ÏÆ 
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  
 

 

.ÅØÔ 9ÅÁÒƦÓ )4 "ÕÄÇÅÔ Number  

 

 

 

 
How to Setup Custom Fields 
 
Navigate to Account -> Setup -> Custom Field -> Choose an entity type 
 

 Figure 3-6: Setup Custom Fields for Organization, Contact, Opportunity, Caseé 
















































































































































































































































