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USING THIS GUIDE

Using this Guide

The graphicsin this document are best viewed or printed with Adobe Acrobat
Reader version 4.0 or above.

This guide provides user notes for the Myridas Customer Call Scheduling module:
»  Customer Call Scheduling

The mouse symbol has been used throughout the manual to help guide you to the
location of windows in the software. See Appendix A for alist of Myridas
windows and their location in the software.

A full range of tutorialsis also available on our website,
http://www.trinitypartner.com.
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ABOUT MYRIDAS

About Myridas
% Cards>> Myridas Setup >> About Myridas

Use the About Myridas window to check your license information and installation

details. The window will tell you which Myridas modules you are registered to
use and which have been installed on your system.

The About & tcs00 About Myridas
Myridas
window
r— License Information
Eompan_l,.l MName
Max Uzers
Kep 1 keyd
Key 3 | Keyd
K_e_l,l 5
= Installation Detailz
Company D | The warld Online, [ne.
Installer Yersion 760 Dictionary Build .'f'.E.U
M odule Regiztered Ingtalled
Additional Charges g 7 =
Call 5cheduling "3 v =
Catalogue baszed sales ™3 2 :l
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CALL SCHEDULING

Customer Call Scheduling

The Myridas Customer Call Scheduling module provides the functionality to
present a tel esales operator, for example, with alist of customersto call. The
operator (or user) is presented with the details of the customer to call — contact
name, address, phone number, call date and call time etc -Galthi&rocessing
window.

The main features of Call Scheduling are:
« A facility to create call schedules that can be assigned to customers and
addresses individually or in groups

The facility to define call schedules as main call schedules

The optional specification of a call day, call date, call time and call frequency
for each customer/address

The ability to allocate call schedules to users or groups of users

A call processing window which provides users with a list of calls to be placed
on a specific date, or a range of dates

A link to sales order entry from call processing for telesales operators

The facility to respond to incoming calls and correspondingly update the
appropriate call schedule

A facility to record responses to calls with next call date and time
A call back facility for failed calls

A facility to request a follow up call by another operator

Access to the call history of a customer being processed

A supervisor’'s enquiry window which reports on future calls

A historical enquiry window which shows all calls that have been made for a
range of dates, customers, users and call schedules

Call schedules A call schedule is a list of customers or addresses to be contacted. A schedule
might be a telesales operator’s daily call list, or a list of prospects to be contacted
following a marketing mailshot about a new product or a special offer. If required,
calls can be logged to take place on a specific day of the week, on a specific date
and at a specific time with a call frequency that can range from daily to annually.
The specifications of the scheduled call time are determined by the call type. In
addition, specific users or groups of users can be allocated to different call
schedules. Use theall Schedule Maintenance winddo create and edit call
schedules, and theall Schedule Users windoto allocate users to call schedules.

Call types A call type determines which call frequency, call day, usual call time and next call
time options are available for a call schedule. You can create multiple call types to
match different call schedules, such as marketing call types where call frequency
may not be required, or telesales call types where most fields will be mandatory,
or annual subscription call types where the date, and not the call day, is important.
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Section of the
Call Scheduling
Type
Maintenance
window

User groups

Main Call
Schedules

CALL SCHEDULING

Call Frequency: | £ Mandatory & Standard £ Mon-editable |

Call Days: | " Mandatory ® Standard " Mon-editable |

Usual Call Time: | ¢ Mandatory 8 Standard " Mon-editable |

Mext Call Date: | ¢ Mandatory 8 Standard " Nor-editable |

When acall typeis created in the Call Scheduling Type Maintenance window,
each call frequency, call days, usual call time and next call date option can be
specified as mandatory, standard or as non-editable. However, not all option
combinations are possible - the combination of options available is dependent on
the call frequency selection:

Call frequency | Effect on other options

selection

Mandatory Locks call days, usual call time and next call date to
mandatory.

Standard Locks call days to standard. Usual call time and next call date

can be set to mandatory or standard.

Non-editable Locks call days to non-editable. Usual call time and next call
date can be set to mandatory, standard or non-editable.

Your final call type selection will affect the way data can be entered in the call
frequency, call days, call time and call date fields in the scrolling window of the
Call Schedule Maintenance window:

Option Effect on field

Mandatory A valueisrequired

Standard A value can be entered but is not required
Non-editable | Locked

A user group is a selection of users who have been assigned to the same group,
which means that task specific groups such as telemarketing and telesal es groups
can be established. The use of groups simplifies the allocation of call schedulesto
users, in the Call Schedule Users window. Use the User Group Maintenance
window to create and edit user groups.

Y ou can select to define your call schedule asamain call schedulein the Call
Schedule Maintenance window. A main call schedule will be updated by any sales
order transactions for the relevant debtor and debtor address, whether or not the
transaction is implemented through the Call Processing window. This could be
useful, for example, when a sales transaction is created as aresult of an incoming
rather than outgoing call.

Note that you can create multiple main call schedules, but you can only assign a
Debtor to one main call schedule.
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CALL SCHEDULING

1. Call Schedule Maintenance Window

Cards >> Myridas Cards >> Call Scheduling >> Call Schedule Maint.

&

Use the Call Schedule Maintenance window to:

» Create cal schedules
» Assign call schedules to debtors and prospects

The Call = tcs09 Call Schedule Maintenance M=l E
Schedule B Save | X Delete | 2] Son |
Mal nte_nance Call Schedule ID MONTHPROMO
window Description Monthly promotion call list
Call Tupe STANDARD [ |Standard Dptions
{8 Customer " Prospect
Debtor [D |Q M arne Address 1D |Q ]
Call Frequency SMTWTFSES |UsuaITime MHeut Call Drate
HOMESTORED? HomeStare, South Kensington FRIMARY =
4 'wiesks ol (L el el el R BTN 11/01/01 |
~-C - rr oo 00000000]
| =
Remowve Al Ugers | Banges I
4 4 » M bywCallScheduls ID - J E]

1.1 Creating and editing call schedules
A call scheduleisalist of customers or customer addresses to be contacted.

To create or edit a call schedule in the Call Schedule Maintenance
window:

1. Enter aCall Schedule ID or click the lookup to select one from the Call
Schedule Lookup window. If you select an existing call schedule, its details
will be displayed in the window.

2. Click the check box if you want the call schedule to be aMain Call Schedule.
& Note that if you attempt to assign a debtor to amain call schedule that has aready

been assigned to amain call schedule then you will receive awarning.

3. Enter aCall Schedule description.

4. Enter aCall Type or click the lookup to select one from the Call Scheduling

Type Lookup window. If you enter anew call type, you will be asked if you
want to create it in the Call Scheduling Type Maintenance window.

5. Click the Save button.
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CALL SCHEDULING

Click the Users button to open the Call Schedule Users window where users and
user groups can be allocated to a call schedule.

Deleting call Click the Delete button to delete a call schedule. Y ou will not be able to delete a
schedules call scheduleif there are outstanding forwarded calls allocated to it.

1.2 Assigning call schedules to debtors and prospects

Call schedules can be assigned to debtors or prospectsin both the Call Schedule
Maintenance window and the Call Schedule Allocate window. Use the Call
Schedule Maintenance window to assign a call schedule to multiple debtors and
prospects. Use the Call Schedule Allocate window to assign multiple call
schedules to a debtor or a prospect.

To assign call schedules to debtors and prospects in the Call
Schedule Maintenance window:

1. Create or open acall schedule as described in Section 1.1.
2. For each Debtor or Prospect you allocate to your call schedule:

2.1. Choose to add a Debtor or a Prospect by selecting the appropriate option
button.

2.2. Enter a Debtor/Prospect ID in the scrolling window, or click the lookup to
select one from the Debtors and Prospects window.

2.3. If you are adding a Debtor to your call schedule, enter an AddressID in
the scrolling window, or click the lookup to select one from the Addresses
window (optional). If you do not enter an Address ID, the primary address
from the debtor record will be used. Note that thisfield will be locked if
you are adding a Prospect.

A Note that if you attempt to assign a debtor to amain call schedule that has
already been assigned to a main call schedule then you will receive a
warning.

2.4. If required, enter Call Frequency, Call Days, Usual Call Time and Call
Date details in the second line of the scrolling window. Some of these
fields will be locked, depending on the call type you have selected (see
Call Types).

3. Click the Sort button to sort entries in the scrolling window by Debtor or

Prospect 1D (optional).

4. Click the Save button.

Click the Ranges button to open the Call Schedule Ranges window where ranges
of debtors and prospects can be assigned to a call schedule.

Deleting debtor Click the Remove All button to de-allocate all debtors or prospects from the
or prospect selected call schedule. Y our debtor or prospect allocations will be deleted,
allocations depending on whether the Debtor or Prospect option button is selected.
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Maintenance
window

Deleting call
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CALL SCHEDULING

2. Call Scheduling Type Maintenance Window

Cards >> Myridas Setup >> Call Scheduling >> Call Type Maint.

Use the Call Scheduling Type Maintenance window to:

* Create and edit call types

& tcs09 Call Scheduling Type Maintenance

& Save l& Clear | 3 Delste |

I B3

Call Type STAMDARD

Description Standard Options

Call Frequency: | ¢ Mandatory {® Standard ¢ Moreeditable
Call Days: |(‘ b andatory i® Standard " Mon-editable
zual Call Tire: | " Mandatory ¢ GStandard £ Moreeditable
Mext Call Date: | " Mandatory % Standard £ Moreeditable

4 4 » by Call Type

-

vy

2.1 Creating and editing call types

A call type determines which call frequency, call day, usual call time and next call
time options are available for a call schedule.

To create and edit call types in the Call Scheduling Type Maintenance

window:

1. Enter aCall Type or click the lookup to select one from the Call Scheduling
Type Lookup window. If you select an existing call type, its details will be

displayed in the window.

2. Enter aCall Type description.
3. Select your Call Frequency, Call Days, Usual Call Time and Next Call Date

options. See Call types.
4. Click the Save button.

Click the Delete button to delete a call type record.
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The Call
Schedule
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window

CALL SCHEDULING

3. Call Schedule Allocate Window

Cards >> Myridas Cards >> Call Scheduling >> Call Schedule Alloc.

Use the Call Schedule Allocate window to:

* Assign multiple call schedulesto adebtor or prospect

I tcs09 Call Schedule Allocate =]
I Save l}( Delete | =]
| & Deftor ¢ Prospect |

| {8 Debtor Address " Delivery Addresses |

Debtar D HAYNESCOMPUTERS

Mame Haynes Computers

Addhess 1D [ F]

Call Sched (D |Q Dezcription Call Tepe

Call Freguency SMMTwWTTFS |Usual Call Time Mest Call Date
MOMNTHFPROMO tanthly promation call list STAMNDARD 1=
4'wieeks [T R [1usw 11012001] =
4 4 » by Custorner Humber d @

3.1 Assigning call schedules to debtors or prospects

In addition to using the Call Schedule Maintenance window to allocate call
schedules to customers and addresses, you can also use the Call Schedule Allocate
window. This method is useful if you want to allocate multiple call schedulesto a

customer.

To assign a call schedule to a debtor or prospect in the Call Schedule
Allocate window:

1. Chooseto assign call schedules to debtors or to prospects by selecting the
appropriate option button.

2. For debtors, choose to associate call schedules with the primary address or a
specific delivery address by selecting the appropriate option button.

3. Enter a Debtor/Prospect ID or click the lookup to select one from the Debtors
and Prospects window.

4. For debtor delivery addresses, enter an Address ID or click the lookup to
select one from the Addresses window, or use the browse buttons to scroll
through available addresses.

MYRIDAS USER GUIDE
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The Call
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CALL SCHEDULING

Any call schedules that are already assigned to the selected debtor or prospect will
be displayed in the scrolling window.

5. For each call schedule to be allocated to the selected debtor or prospect:

5.1. Enter a Call Schedule ID or click the lookup to select one from the Call
Schedule L ookup window.

5.2. Enter Call Frequency, Call Day, Usual Call Time and Next Call Date
options that are appropriate to the call type.

6. Click the Save button.

Click the Delete button to de-allocate all call schedules from the selected debtor
address or prospect.

4. Call Schedule Ranges Window

Call Schedule Maintenance window >> Click the Ranges button

Use the Call Schedule Ranges window to:

» Assign acall scheduleto arange of debtors or prospects

& tcs09 Call Schedule Ranges [_ (O] x|
Transfer | / (]9 ||3.F‘review |
Call Schedule [T MONTHPROMO ¥ Main Call Schedule
Dezcription Monthly Promation call list
Call Tppe STaMNDARD Standard Ophions
& Customer " Prospect |
|DebtorID Al & From | HAYMESCOMPUTERS ﬁ
To HOMESTOREDS il
| Teritory 1D & Al Fom | E
To: .
| Galesperson ID © Al Fom | PETERS @
To: PETERS ]
| Class ID @ & Fom | ]
Ta i
Debtor [0 Debtar Marne :ﬂ|
Teritory [D Salesperson D | Class D ]|
HAYMESCOMPUTERS Haynes Computers [
UKLOMDOM PETERS |L|KWHDLES.~'1'A.LE -
HEMLEYELECTRICS Henley Electricals
UELOMDOM PETERS UEMWHOLESALE
|
| -
3
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CALL SCHEDULING

4.1 Assigning call schedules to a range of debtors or prospects

To assign a call schedule to a range of debtors or prospects in the
Call Schedule Ranges window:

The Call Schedule Ranges window will open with details of the current call
schedul e selection. Debtor ranges can be assigned by debtor ID, territory 1D,
salesperson ID and by class ID. Prospect ranges can be assigned by prospect ID
and by classID.

1. Chooseto assign ranges of debtors or prospects by selecting the appropriate
option button.

2. Click All to assign all records or From to assign a selection of records for
Debtor/Prospect, Territory, Salesperson and Class ID. If you select From,
enter To and From values to specify arange, or use the lookups.

3. Click the Preview button to verify your selection in the scrolling window. The
ID and name of each debtor or prospect to be transferred will be listed. Click
the Show button to display the territory, salesperson and class IDs.

4. Click the Transfer button to assign the call schedule to your debtor/prospect
selection. Click OK to close the Transfer Completed Successfully dialog box.

5. Click OK to return to the Call Schedule Maintenance window.

5. User Group Maintenance Window
Cards>> Myridas Setup >> Call Scheduling >> User Group Maint.

Use the User Group Maintenance window to:

» Create and edit user groups

& tcs09 User Group Maintenance [_ O] x|
I Save l ¥ Delete | =
User Group UK
Dezcription k. Uszer Group
Usger D |Q Usger Hame Class
DAYIDK David Kitzon 1=
JASHITE Jasmit Kibria -
BOBA Bob Amess
|
|4 4 » # byUserGroup - «.J' E]
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CALL SCHEDULING

5.1 Creating and editing user groups
A user group is a selection of users who have been assigned to the same group.

To create or edit a user group in the User Group Maintenance
window:

1. Enter aUser Group or click the lookup to select one from the User Group
L ookup window. If the group already exists, its details will be displayed in the
window.

2. Enter aUser Group Description.
3. For each user to be added to the group:

3.1. Enter aUser ID in the scrolling window or click the lookup to select one
from the Users window.

4. Click the Save button.
Click the Delete button to delete a user group.

6. Call Schedule Users Window
Cards >> Myridas Cards >> Call Scheduling >> Call Schedule Users

Use the Call Schedule Users window to:

» Assign acall schedule to users and user groups

& tcs09 Call Schedule Users =] E3
IH Save ' ¥ Delete | =
Call Schedule 10 MOMTHLY (K| | * LUsers " Groups |
Drescriptinn Manthly promotion call list
Call Tupe STAMDARD Standard Options
User ID | 4] User Name Start Date End Date
BOBA Bob Amess 01,/01/Mm /MM 1=
DaNIDE. David Kitzon 01.,/02/01 28/02/0 ]
00,/00/00 Q0002000
Remove Al |
4 4 ¢ M by Call Schedule ID - J E]

Clicking the Users button in the Call Schedule Maintenance window will also
open the Call Schedule Users window.

MYRIDAS USER GUIDE
13



Deleting user or

group
allocations

Deleting user
allocations

CALL SCHEDULING

6.1 Assigning call schedules to users and user groups

The Call Schedule Users window allows the allocation of call schedules to

specific users or user groups — only the allocated users will have access to the
selected call schedule in thell Processing windw. Any call schedules that have
not been allocated to a user or group, will be accessible to all users.

To assign a call schedule to a user or a user group in the Call
Schedule Users window:

1. The Call Schedule Users window will open with details of the current call
schedule selection. Accept these defaults or use the Call Schedule 1D lookup
to select a different call schedule.

2. Choose to assign users or user groups by selecting the appropriate option
button.

3. For each user or user group to be assigned to the call schedule:
3.1 Enter a User ID/ User Group or use the lookups.

3.2 Enter a Start Date and an End Date (optional). The allocated user or group
will only have access to the call schedule between these dates. This is
useful if you need to allocate additional users to call schedules during
busy periods, for example.

Note, if dates are not entered in the Start Date and End Date fields, the allocated
user or group will have access to the call schedule indefinitely.

4. Click the Save button.

Click the Remove All button to de-allocate users or user groups from a call
schedule. User or user group allocations will be deleted, depending on whether the
Users or Groups option button is selected.

Click the Delete button to delete all user and user group allocations from a call
schedule.

MYRIDAS USER GUIDE
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CALL SCHEDULING

7. Call Processing Window

Transactions >> Myridas Transactions >> Call Scheduling >> Call Processing

Use the Call Processing window to:

Process calls on a call schedule

& tc=09 Call Processing =] B3

Next Call | Rediply | @& Find |

Call Schedule D MONTHLY ™ Al

Description Monthly promation call list @ Al Cals

Call Type STAMDARD Standard Options £ Timed Calls

Dates 11/01/0 - 11501401 £ Untimed Callz

Debtor / Prospect [D Mame Address 1D Call Date Time | Fhone Na.

LCall 5 chedule D Caontact Mame Address

HOMESTOREDZ HameStare, South Kenzsingtan FRIMARY 0206748564
ke HAYMESCOMPUTERS |Hapnes Computers PRIMARY 11./01/01 11:50:00 01865758375

E EE HEALTHvCOOO01 Hesalthy Concepts PRIM&RY 11/01/0 11:55:00 51853452210000

E B HEARTLANOOM Heartland Tawer Systems PRIMARY 11./01/01 12:00:00 81668614800000

E@ HEMLEYELECTRICS  |Henley Elzctricals PRIM&RY 11/01/0 12:05:00 01431583902

E B HOLLINGCO0M Halling Cammurications Inc. PRIMARY 11./01/01 1210:00 81668614800000

E@ HOMEFURMNOOO Hame Furnishings Limited WAREHOUSE 11/01/0 121500 51758072850000

Legends: f Scheduled Calls S Fwd Call Requests £ Customer & Prazpect
= HOMESTOREQ3 HomeStore, South Kensington Create Order ~ | Action I
u PRIMARY 0206748564 Fallow Up Call |

Lazt Call: Date Time Reazon Description

00,00,00 00:00:00

Comments ﬂ

7.1 Processing calls on a call schedule

To process calls in the Call Processing window:

1

The window will open displaying details of all the call schedules you have
access to. If required, clear the All check box and select a specific Call
Schedule ID.

Enter dates in the Dates fields that cover the call period you are interested in.

Choose to display All Calls, Timed Calls or Untimed Calls. Timed Calls will
display calls scheduled for a specific date, and Untimed Calls will display
calls that have not been scheduled for a specific date.

Click the Redisplay button to display the call list in the scrolling window.

The debtor or prospect ID, customer name, address ID, call date, scheduled
call time and phone number will be displayed. Click the Show button to
display the call schedule ID, customer contact name and customer address.

The icons shown in the debtor/prospect ID field show whether the customer isa
debtor or a prospect, and if the call is scheduled or aforwarded call request.

MYRIDAS USER GUIDE
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CALL SCHEDULING

If you highlight a customer record, the customer 1D, name, contact and telephone
number will be displayed below the scrolling window. The telephone icon will
show that the receiver is on the hook — this means that the call is not being
processed and is not locked to other users.

If a history record exists for the selected customer record, it will be displayed at
the bottom of the window. The history record could be details of the last call to
the selected customer on the same call schedule, or details of the reason for the
call (if the selected record is a follow up call). The call date, call time, reason
code, reason description and any comments recorded by the user will be shown.

Note that if an incoming call from a customer has been received then this will also
be detailed.

Click the Last Call zoom button to operethall History windav where the
complete call history can be viewed.

6. There are several ways to take a call on the schedule:
To take the next call on the call schedule:
» Click the Next Call button
To take any call listed on the schedule:
» Highlight the required record and click the phone icon
To search for a call on the call schedule (useful for processing incoming calls):

* Click the Find button to open the Find window; enter the customer
details and click the Search and Lock button

The details of the selected record will be displayed below the scrolling window,
and the telephone icon will show that the receiver is off the hook — this means that
the call is being processed and is locked to other users.

If you try to access a call record that is locked by another user, the telephone icon
will display with a red cross through it.

7. The call can be processed in the following ways:
If you want to create a quote or an order:
a) Select Create Quote or Create Order from the Action drop-down list

and click the Action button.

b) The Sales Transaction Entry window will open. Enter details of the
guote or order as normal and click the Save button.

c) The Current Action windowwill open, showing details of your action.
Enter any additional information and click the Save button.

d) Close the Current Action window to return to the Call Processing
window, or click the Follow Up Call button to open the Follow Up
Calls window.

If you want to take another action:

MYRIDAS USER GUIDE
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The Current
Action window

CALL SCHEDULING

When you

Select Other from the Action drop-down list and click the Action
button.

The Current Action window will open. Enter the details of your action
and click the Save button.

Close the Current Action window to return to the Call Processing
window, or click the Follow Up Call button to open the Follow Up
Calls window.

return to the Call Processing window, the call record will no longer be

listed in the call schedule.

8. If you want to schedule afollow up call:

a)
b)

0)

Click the Follow Up Call button.

The Follow Up Calls window will open. Enter the details of the follow
up call and click the Save button.

Close the Follow Up Calls window to return to the Call Processing
window.

8. Current Action Window

Call Processing window >> Take an Action

Usethe Cu

e Recor

rrent Action window to:

d details of acall processed from a call schedule

e Set arecurrent call date

& tcs09 Current Action [_ [}
[ Save l "~ Follaw Up Cal |
Ciebtor # Praspect HOMESTORED3 HomeStore, South Kensington PRIMARY
Cantact Tom Gim
Call Scheduls 1D MONTHLY Manthly promation cal list
Current Action Create Quaote
Feazon Code konthly promotion call lizt
Recurent Calls: Attach Document:
{* SetDate Date 08/02/01 Diocument Type [uote =
Time 11:45:00 Document Murmber LTESTI022
¢ Callback in Hours

Comments:

N

[ |

o2

Note that if you save a sales transaction in the Great Plains Sales Transaction

Entry window for a debtor that is on amain call schedule, then the Current Action
window will be displayed whether or not you are working through the Call

Processing window. Thisis of particular use when dealing with incoming calls.
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8.1 Recording the details of a call and setting a recurrent call
date

To record the details of a call and set a recurrent call date in the
Current Action window:

1. Thewindow will open displaying details of the current customer selection,
the current call schedule and the action being taken. If required, edit the
name of the contact.

2. Enter aReason Code or click the lookup to select one from the Reason Code
L ookup window. The reason code explains the reason for your action.

Note that you will not be able to enter areason code if you have just created an
order or aquote.

3. For Recurrent Calls, select Set Date or Call back in:
For Set Date:

a) Themost logical date for the next recurrent call on the call schedule
will be displayed in the Date edit box. If the call frequency isdaily, for
example, tomorrow’s date will be shown. If required, edit the Date and
enter a Time. This information will be updated in the call schedule.

Note that a call date must be entered for a call to remain on the call schedule. If
you do not enter a date you will be asked if you want to remove the call from the
schedule.

For Call back in:

a) Enter the number of hours, minutes and seconds that the recurrent call
should take place in. This is useful if the initial call has failed, for
example, and must be re-scheduled for later in the day.

4. If required, attach a Document Type to this action and enter or select a
Document Number. If you have just created an order or a quote during call
processing, the details of the order document will be displayed.

5. Enter some text in the Comments text box (optional).

6. Click the Save button.

Clicking the Follow Up Call button will open the Follow Up Calls window (see
next).
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9. Follow Up Calls Window

Transactions >> Myridas Transactions >> Call Scheduling >> Call Forwarding

Use the Follow Up Calls window to:

Arrange afollow up call to a customer

& tcs09 Follow Up Calls M= E
I save | & Clear |

Type Debtor

Debtor/Frospect HaYMESCOMPUTERS Haynes Computers

Addiess 1D PRIMARY 104 Oxford Road, Oxford, 04 2KD

Cantact Paul Haynes

Lall Schedule 1D MONTHLY

Fuad to Schedule CALLBACKD ﬁ Call back another time

Reason Code TAKEORDER 733 Take an order

Default Action Create Order -

Call B ack: attach Document:

Call D ate 11/01/M Document Type =

Tirne: 15:00:00 Docurment Murmber

Comments tr Haynes waz out. Spoke to Miss Evans the Azsistant Manager wha confirmed their interast in this a

month's promation. Howewer, need to speak to Mr Haynes to confirn the order.
O

Note that the Follow Up Calls window can also be opened by clicking the Follow
Up Call button in the Call Processing or Current Action windows.

9.1 Arranging follow up calls to customers

To arrange a customer follow up call in the Follow Up Calls window:

1

The window will open displaying details of the current customer selection,
contact and call schedule. If required, change the Contact name and Address
ID.

Enter a Fwd to Schedule or click the lookup to select one from the Call
Schedule Lookup window. The follow up call will be allocated to this call
schedule.

Enter a Reason Code or click the lookup to select one from the Reason Code
Lookup window. The reason code should explain the reason for the follow
up call.

Select a Default Action from the drop-down list. Thisis the action that
should occur during the follow up call.

Enter a Call Date. Thisisthe date scheduled for the follow up call and will
be detected by call processing.
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Enter aTime. Thisisthe time for the follow up call and will be detected by
call processing.

Select a Document Type from the drop-down list and enter a Document
Number (optional). This may be useful, for example, if the Default Action is
Amend Quote or Amend Order.

Enter text in the Comments text box (optional). This could contain, for
example, notes about the original call to the customer.

Click the Save button.

10. Sales Transaction Entry - Incoming Calls

Transactions >> Sales>> Sales Trx Entry

Use the Great Plains Sales Transaction Entry window with the Myridas Call
Scheduling module to:

Process incoming calls

H Save |>( Delete |7E Woid |J.'!_ Post |% Transfer |Eph Purchase IF LCanfirm |
Tupe/Type D Drdler ~ | STDORD =10 Date 22/04/03
Document Mo, ORDST2263 Batch ID [
Customer D | AARONFITOO0 Default Site 1D |WAREHOUSE
Customer Marme Aaran Fitz Electrical Customer PO Mumber
ShiptoAddiess | 'WAREHOUSE [Ga] 11403 45 5t 50uth Cunency 1D ZU5%

Itern Murnber @ D [0 af M ) Quantity Ordered | /) 6| Unit Price

Extended Frice

100LG C|Each 1

$28.00

§28.00 =

Subtatal

$28.00

Amount Rece $0.00 Jf]

Termie Discount T ake P Trade Discount $0.00( ]

Terme Dizcount Taken | $0008 = w000/

On Accourt $26.00 M’?'g |: S Jj

ERmmerEiD iscellaneous =
Tax $0.00({]

Haolds | User-Defined Distributions | Commissions | Total 426,00
14 4 b Ml byDocument Mo, - Document Status Iy E?,l

10.1 Processing Incoming Calls

To Process Calls in the Great Plains Sales Transaction Entry window:

1.

Enter the appropriate details as standard into the Great Plains Sales
Transaction window. If the caller/debtor and delivery addressison amain call
schedule then awarning will be displayed. Click OK if you want to continue
processing the order.

Note that if the caller/debtor and delivery address combination is not on amain
call schedule then the call scheduling functionality will not be implemented, and
details of the transaction will not be held in the call scheduling records.
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2. When you click to Save the sales transaction the Current Action window will
be displayed, showing the Debtor and Contact, Call Schedule ID, current
action (e.g.: create order) and the document type and number. Y ou may edit as
required any Follow Up Calls or comments.

The next call date and time will be calculated automatically, but you can click on
them to amend them as required. The call history details will aso be updated
automatically.

11. Call History Window

% Enquiries>> Myridas Enquiries>> Call Scheduling >> Call History

Use the Call History window to:

* View historical callsfor a specified debtor or prospect
* View historical callsfor aspecified call schedule

The Ca_l | & tc=09 Call History Hi=] E3
: ; |84 Find [[2
History window
Debtor ID HEMLEYELECTRICS [
- & ==
S et e addessD | PRIMARY
Call Schedule 1D MONTHLY W Al
Description All Call Schedules
Call Tvpe
Contact | Call Date Tire Action T aken SOP Type SOP Murnber
Call Schedule 10 | Eeazon Code Description Uszer 1D i
L@ Fhilip Sweetenham 11010 131355 |Create Qrder Order ORDST1033 -
Legends: qﬁ Fwd Call Request Q:D Fwd Call Action @ Scheduled Call Action 3 Incoming Call
Comments: ﬂ
J @ by Call Date i Cancel |

11.1 Viewing historical calls

To view historical calls in the Call History window:
1. Chooseto display call history for debtors or for prospects by selecting the
appropriate option button.

2. Enter aDebtor or Prospect ID or click the lookup to select one from the
Debtors and Prospects window.

3. For debtors, enter an Address ID or click the lookup to select one from the
Addresses window.

MYRIDAS USER GUIDE
21



The Reason
Code
Maintenance
window

Deleting reason
codes

CALL SCHEDULING

4. Enter aCall Schedule ID or click the lookup to select one from the Call
Schedule Lookup window, or select the All check box to choose all call
schedules.

5. Thecall history will be displayed in the scrolling window. The contact name,
call date, call time, action taken, SOP type and number will be listed. Click
the Show button to display the call schedule ID, reason code, reason
description and user ID.

Theicons shown in the Contact field show if the call was aforwarded call request,
aforwarded call action, a scheduled call action or an incoming call action. If
required, click the Find button to locate a specific call in the Find window.
Highlight acall to display any comments made when the call was taken.

12. Reason Code Maintenance Window
Cards >> Myridas Setup >> Call Scheduling >> Reason Code Maint.

Use the Reason Code M ai ntenance window to:
* Create and edit reason codes

Reason codes are used in the Current Action and Follow Up Calls windows. They
provide an easy way to identify why afollow up call to a customer isrequired, or
the purpose behind a particular action.

& tcs09 Reason Code Maintenance [ [C] x|
H save ' A Clear | 3 Delete |
Reason Cade CREORDER

Description Create an order

|4 4 » M |byReasonCode - J E]

12.1 Creating and editing reason codes

To create or edit a reason code in the Reason Code Maintenance
window:

1. Enter a Reason Code or click the lookup to select one from the Reason Code
L ookup window.

2. Enter aReason Description.

3. Click the Save button.

Click the Delete button to delete a reason code record.
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13. Call Schedule Transfer Window
Cards >> Myridas Cards >> Call Scheduling >> Call Schedule Xfer

Use the Call Schedule Transfer window to:

* Transfer callsfrom one call schedule to another
» Transfer users and user groups from one call schedule to another

& tcs09 Call Schedule Transfer M= E3
Trangfer | | e Cancel |
Source Schedule CallLBACKOT ™ Main Call Schedule
call back another ime
D estination Schedule FPRIORITY ™ Main Call Schedule
Mew Schedule
Transfer Types: Call Tranzfer Details:
¥ Calls & Move Calls To Schedule ™ ivenarite:
™ Users & Groups {8 Copy Callz To Scheduls
3

13.1 Transferring calls and users between call schedules

To transfer calls and users between call schedules in the Call
Schedule Transfer window:

1. Enter a Source Schedule or click the lookup to select one from the Call
Schedule L ookup window. Calls and/or users will be transferred from this
schedule.

2. Enter aDestination Schedule or click the lookup to select one from the Call
Schedule L ookup window. Calls and/or users will be transferred to this
schedule.

If thisisthe name of a new schedule, New Schedule will be displayed in the
schedule description field. The new schedule will be created when the Transfer
button is clicked.

3. Select the Calls check box and/or the Users & Groups check box to transfer
calls, users or both.

4. If you are transferring calls, choose to Overwrite Existing Calls or transfer
New Calls Only by selecting the appropriate option button.

With Overwrite Existing Calls, all callswill be transferred regardless of whether
they exist in the destination scheme. With New Calls Only, only calls that exist on
the source scheme but not on the destination scheme will be transferred.

5. Click the Transfer button to run the transfer.
6. Click OK to close the Transfer Completed Successfully dialog box.
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14. Call Schedule Purge Window

% Routines >> Myridas Routines >> Call Scheduling >> Call Schedule Purge

Use the Call Schedule Purge window to:

+ Remove completed calls that are older than a specified date
+ Remove call history that is older than a specified date

The Calll & tcs09 Call Sched Purge [ [] =]
Schedule Purge
window Furge Date 1140100

Femove Call Schedules where the end date is on or
befare the date set abaove.

Call Schedule Purge Range

Range From  CALLBACKDT &l

Fange To MOMTHLY

Purge Dptions: ™ Purge Call History
Iv Purge Completed Callz

L_J' EI Clear | Purge

14.1 Removing call history

To remove call history in the Call Schedule Purge window:

1. Enter aPurge Date. Call history that is older than this date will be deleted.

2. Enter Range From and Range To values or use the lookups to specify acall
schedule purge range. Alternatively, select the All check box to select all call
schedules.

3. Select the Purge Call History check box and/or the Purge Completed Calls
check box to remove call history and/or completed calls.

4. Click the Purge button.
Call history that is older than the specified date will be deleted.
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15. Supervisor Enquiry and Forecast Window

Enquiry >> Myridas Enquiries >> Call Scheduling >> Call Eng. + Forecast

Use the Supervisor Enquiry and Forecast window to:

* Report on scheduled calls
» Calculate potential calls

i tes09 Supervisor Enguiry & Forecast =] E3
|
| @ Debtors ¢ Prospects | ¥ Calculate Potential Calls | Dates [must be entered) Fram | 014024
To 28/02/1
[CalSchedulslD € Al & From | MONTHLY (3] [ DebtarlD £ Al & Fiom | HAYNESCOMPUTERS [
To | MONTHLY 12 To HOMESTORED: |4

Debtor 1D Name Address 1D [Cal Date [Time

LCall Schedule ID Call Type | Default Action Contact Perzon

i HOMESTORE D3 HomeStare, South Kersington PRIMARY | Dav0zim1 [11:45:00 -
[MONTHLY STANDARD [ Crate ider Tom Gim

[ HAYNESCOMPUTERS  |Hapnes Computers PRIMARY |g8/02/01 [11:50.00

[MONTHLY STANDARD | Create Order Paul Hapres

[ HEALTHYC001 Healthy Concepts PRIMARY |3a/02/m [11:55.00

[MANTHLY STANDARD [ Create Order Technical Relations

B HEARTLANDOM Heartland Tawer Systems PRIMARY |Da/02/m [12:00.00

[MONTHLY STANDARD | Crsate Dider John Matthews

[ HENLEYELECTRICS  |Henley Electricals PRIMARY | D80z [12:05:00

[MONTHLY STANDARD [ Crate ider Philip Swesterham -
Legends: Calculated Potential Calls % Fwd Call Requests @ Scheduled Calls

Last Call Date Time Fieason Description

110/ 123258
Comments ﬂ
| |

J @ by Date - ak. | Clear | Cancel |

15.1 Reporting on scheduled and potential calls

The Supervisor Enquiry & Forecast window provides a method of planning ahead
for supervisors and administrators, such as forecasting the number of extra staff

required to cover busy periods.

To report on scheduled and potential calls in the Supervisor Enquiry

& Forecast window:

1. Choose to run your enquiry on Debtors or Prospects by selecting the

appropriate option button.

2. Select the Calculate Potential Calls check box to forecast potential calls.
Potential calls are calculated on the basis of call frequency settingsin a call
schedule. For example, acall on adaily call frequency can be calculated to

take place every day.

3. Enter From and To dates. Scheduled and potential calls which should be
made between these dates will be displayed in the scrolling window.
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4. Choose to run your enquiry on All Call Schedule IDs or arange of Call
Schedule IDs by selecting the appropriate option button. If you select a
range, enter From and To values or use the lookups.

5. Chooseto run your enquiry on All Debtor IDs or arange of Debtor 1Ds by
sel ecting the appropriate option button. If you select arange, enter From and
To values or use the lookups.

6. Click the Redisplay button to display the results of your enquiry in the
scrolling window. The debtor/prospect ID, debtor/prospect name, address ID,
call date and scheduled call time will be shown. Click the Show button to list

the call schedule ID, call type, default action and contact person for each
call.

Theicons shown in the debtor/prospect ID field indicate whether the call isa
calculated potential call, aforwarded call request or a scheduled call.

7. If acal history record exists for a selected record, it will be displayed at the
bottom of the window when the record is highlighted. The call date, call
time, reason code, reason description and any comments recorded by the user
will be shown. Click the Last Call zoom button to open the Call History
window.

Note that if an incoming call from a customer has been received then thiswill also
be detailed.

16. Historical Enquiry Window

Enquiry >> Myridas Enquiries >> Call Scheduling >> Historical Call Eng.

Use the Historical Enquiry window to:
* Report on historical calls

& tcs09 Historical Enquiry [_ O] <]
|

‘(3 Debtors £ Prospects |

[Dates [must be entered) From | o010
To 11/01/01

| Call Schedule 1D @A Fom | [Debtar 1D A& From |HAYNESEDMPLITERS
B
]

To To HOMESTOREDS

[users @Al € Fom |
To

Debtor D | Name
Call Schedule ID

Addriess D Call Date | Time ||]]]
Fieason Code Action Taken |
SOP Type SOP Number

| Description

Contact Called by

b HOMEFURNDOO1

Hame Furnishings Limited

WAREHOUISE

11010

123406 &

fg HOLLINGCO0O

Halling Communications Ihe.

FRIMARY

1101401

133331

B HEARTLANDODY

Heartland Tower Systems

PRIMARY

110

133210

b HEALTHYCO001

Healthy Concepts

FPRIMARY

11/01/01

1329.07

E HEMLEYELECTRICS

Henley Electricals

FRIMARY

110140

131366

& HAYNESCOMPUTERS

Haynes Computers

PRIMARY

11/

13:02:31

E HAYHNESCOMPUTERS

Haynes Computers

FRIMARY

11/01/01

124620

4 HAYNESCOMPUTERS

Haynes Computers

FRIMARY

110140

124503

[E@HoMESTOREDS

HomeStore, South Kensingtan

PRIMARY

11/

12:32:68

Legends: QU Fuwd Call Request

Qﬁ Fiud Call Action

E Scheduled Call Action

M Incoming Call

Comments

3

=

& by Call Date

oK

Clear | Cancel |
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16.1 Reporting on historical calls

The Historical Enquiry window displays records for all calls placed between a
range of dates for arange of customers, users and call schedules.

To report on historical calls in the Historical Enquiry window:

1.

Choose to run your enquiry on debtors or prospects by selecting the
appropriate option button.

Enter From and To dates. Any calls made between these dates will be
displayed in the scrolling window.

Choose to run your enquiry on All Call Schedule IDs or arange of Call
Schedule IDs by selecting the appropriate option button. If you select a
range, enter From and To values or use the lookups.

Choose to run your enquiry on All Debtor IDs or arange of Debtor IDs by
selecting the appropriate option button. If you select arange, enter From and
To values or use the lookups.

Choose to run your enquiry on All Users or arange of Users by selecting the
appropriate option button. If you select arange, enter From and To values or
use the lookups.

Click the Redisplay button to display the results of your enquiry in the
scrolling window. The debtor or prospect 1D, debtor or prospect name,
address ID, call date and call time will be shown. Click the Show button to
list the call schedule ID, schedule description, reason code, action taken,
contact, user who made the call, SOP type and SOP number.

The icons shown in the debtor/prospect field indicate whether the call isa
forwarded call request, aforwarded call action, a scheduled call or an incoming

cal.
7.

Highlight a call to display any comments recorded by the user who processed
the call.
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17. Call Schedule Import window

Routines >> Myridas Routines >> Call Scheduling >> Call Schedule Import
Use the Call Schedule Import window to:
+ Import Debtor/Address combinations to a selected Call Schedule

& tcs27 Call Schedule Import M= E3
i Import l ° Cancel |

Call Schedule 1D Bl-ANMUAL
Bi-&nnual Courtesy Call

v vl

The Debtor/Address combinations to be imported should be saved as a .csv file.
Note that a.csv file could be created from, for example, an Excel spreadshest.

DEBTOR 1 PRIMARY
DEBTOR 2 PRIMARY
DEBTOR 3 WAREHOUSE

When creating aflatfile (.csv file) to import you should enter the two fields as
shown in the example above. (The first column should contain the Debtor ID, the
second column the Address ID). Do not create a header field, as thiswill also be
imported and result in an error. The flatfile must be saved as a .csv file type.

17.1 Importing Debtor/Address combinations to Call Schedules

To import Debtor/Address combinations to Call Schedules in the Call
Schedule Import window:

1. Enter the Call Schedule ID that you want to import Debtor/Address
combinations to or select a Call Schedule ID using the lookup.

Y ou can enter a Call Schedule ID that does not currently exist on the Great
Plains system. If you do this then a dialogue box will be displayed asking
whether you want to create the Call Schedule ID. Click Yesto display the Call
Schedule Maintenance window where you can create the Call Schedule ID.

2. Click Import. A browse box will be displayed. Browse to the location of the
required import file and click Open.

Note that you can only import a.csv file. If you select to import afile that is not a
.csv file then a dialogue box will be displayed warning that this file cannot be

MYRIDAS USER GUIDE
28



Ay

The Call
Schedule Import
Results window

CALL SCHEDULING

imported. A warning will also be displayed if the flatfile selected for import
contains lines with more than 2 fields (the Debtor ID and Address ID fields).

3. Select the location to which you want the Call Schedule Import Error Report
(see below) to be sent and click OK.

4. The Call Schedule Import Results window will be displayed.

tcs2 ¥ Call S5chedule Import B eszults |

Recards in Import File ]
Recardz added ta Template 4]
Records containing errors 1]

The window will display the number of records on the flatfile, the number of
records that have been added to the Call Schedule, and the number of records that
contained errors.

Errorswill occur where:

« A Debtor ID isinvalid
+ AnAddressID isinvalid or isn't assigned to this Debtor ID

+ Theselected Call Schedule Type ID isaMain Call Schedule and a
Debtor/Address combination on the imported flatfile is aready assigned to a
Main Call Schedule

+ The same Debtor/Address appears more than once on the flatfile, or was
aready assigned to the specified Call Schedule prior to the import

5. The Call Schedule Import Error Report will be displayed with details of any
errors that have occurred during the import of the flatfile.
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Appendix A

Access to Myridas Windows

Customer Call Scheduling

Window Name

% Menu Access

% Other Access

Call History

Enquiry >> Myridas
Enquiries >> Call
Scheduling >> Call History

Call Processing window >>
Click the Last Call zoom

Call Processing

Transactions >> Myridas
Transactions >> Call
Scheduling >> Call
Processing

Call Sched Purge

Routines >> Myridas
Routines >> Call
Scheduling >> Call
Schedule Purge

Call Schedule
Allocate

Cards >> Myridas Cards >>
Call Scheduling >> Call
Schedule Alloc.

Call Schedule
Import window

Routines >> Myridas
Routines >> Call
Scheduling >> Call
Schedule Import

Call Schedule Cards >> Myridas Cards >>
Maintenance Call Scheduling >> Call
Schedule Maint.
Call Schedule Call Schedule Maintenance
Ranges window >> Click the Ranges
button
Call Schedule Cards >> Myridas Cards >>
Transfer Call Scheduling >> Call
Schedule Xfer
Call Schedule Cards >> Myridas Cards >> | Call Schedule Maintenance
Users Call Scheduling >> Call window >> Click the Users
Schedule Users button
Call Scheduling | Cards>> Myridas Setup >>
Type Call Scheduling >> Call
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Maintenance

Type Maint.

Current Action

Call Processing window >>

Take an Action
Follow Up Calls | Transactions >> Myridas Call Processing window >>
Transactions >> Call Click the Follow up Call
Scheduling >> Call button
Forwarding
Historical Enquiry >> Myridas
Enquiry Enquiries >> Call
Scheduling >> Historical
Cdl Eng.
Reason Code Cards >> Myridas Setup >>
Maintenance Call Scheduling >> Reason
Code Maint.
Supervisor Enquiry >> Myridas
Enquiry & Enquiries >> Call
Forecast Scheduling >> Call Eng. +
Forecast
User Group Cards >> Myridas Setup >>
Maintenance Call Scheduling >> User

Group Maint.
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Appendix B

Myridas Reports

Myridas provides multiple reports to increase information visibility.

Report Name Module Functionality

Scheduled Calls | Customer Call Prints report containing details of

Report by Scheduling calculated, scheduled and forwarded calls

selection selected for the debtor, date or call
schedule ID range selected in the
Supervisor Enquiry and Forecast window

Call Schedule Customer Call Prints report based containing details of

History Report by | Scheduling al calswithin the range selected in the

selection Historical Enquiry window

Call Schedule Customer Call Prints report displaying any errors that

Import Errors Scheduling have occurred during importing aflatfile

Report through the Call Schedule Import window
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S
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Supervisor Enquiry and Forecast
WINCOW ...viieieieieceeeeeie e 25
T
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