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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:
e 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 tutoriasis also available on our website,
http://www.trinitypartner.com.
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The About
Myridas
window

ABOUT MYRIDAS

About Myridas
Help >> 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.

B ics00 About Myvidas

Compansg I Fabwikam, I
Installer Yersion 200 Dictionary Build B0
kioduie Remsised Irelaled
Addiional Changes f
Call Scheduling B
Catalogue bazed sales: w
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Call schedules

Call types

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 —in the Call Processing
window.

The main features of Call Scheduling are:

o A facility to create call schedules that can be assigned to customers and
addressesindividually or in groups

e Thefacility to define call schedules as main call schedules

e Theoptional specification of acall day, call date, call time and call frequency
for each customer/address

e Theability to allocate call schedules to users or groups of users

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

e Alink to sales order entry from call processing for telesales operators

o Thefacility to respond to incoming calls and correspondingly update the
appropriate call schedule

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

o A facility to request afollow up call by another operator

e Accessto the call history of acustomer being processed

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

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

A call scheduleisalist of customers or addresses to be contacted. A schedule
might be atelesales operator’ sdaily call list, or alist of prospects to be contacted
following a marketing mailshot about a new product or a specia 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 acall 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 alocated to different call
schedules. Use the Call Schedule Maintenance window to create and edit call
schedules, and the Call Schedule Users window to allocate usersto call schedules.

A call type determines which call frequency, call day, usual call time and next call
time options are available for a call schedule. Y ou can create multiple call typesto
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, isimportant.
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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 Draps: bl andatory Standard Mon-editable
Uszual Call Time: ) Mandatany (%) Standard () Mon-editable
Mext Call D ate: ) Mandatany (%) Standard ) Mon-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 daysto 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 schedule in 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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The Call
Scheduling

Type
Maintenance
window

Deleting call
types

CALL SCHEDULING

Setup

1. Call Scheduling Type Maintenance window
Tools>> Setup >> Myridas>> Call Scheduling >> Type Maintenance.

Use the Call Scheduling Type Maintenance window to:
e Create and edit call types

I tcs09 Call Scheduling Type Maintenance

EH save | & Cear | K Delste
Call Type STANDARD Gl
Drezcription Standard Options
Call Frequency: () Mandatory (#) Standard ) Mon-editable
Call Days: M andatory Standard Maon-editable
zual Call Time: () Mandatomy (#) Standard () Non-editable
Mext Call D ate; () Mandataory (#) Standard () Mon-editable
4 4 » | |beCal Type w J (7]

1.1 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 Reason
Code
Maintenance
window

Deleting reason
codes

CALL SCHEDULING

2. Reason Code Maintenance window
Tools>> Setup >> Myridas >> Call Scheduling >> Reason Maintenance

Use the Reason Code M ai ntenance window to:
e 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 particul ar action.

i@ tcz09 Reazon Code Maintenance M= B
IH Save |(£ Clear | % Delete |

Reason Code CREORDER

Description Create an arder

4 4 ¢ # byReazon Code - «.J’ E]

2.1 Creating and editing reason codes

To create or edit areason 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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The User Group
Maintenance
window

Deleting user
groups

CALL SCHEDULING

3. User Group Maintenance window
Tools >> Setup >> Myridas >> Call Scheduling >> User Grp Maint.

Use the User Group Maintenance window to:

e Create and edit user groups

B tcs09 User Group Maintenance |Z||E|E|
B Save | ¥ Delete | S

|dzer Group UK |Q|D|

Drezcription K. Uszer Group |

Ilzer [0 |Q Ilzer Mame Clazs |

%) %) e

v
|4 4 » | |byUserGroup w ;J @

3.1 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
Lookup 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.

MYRIDAS USER GUIDE
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The Call
Schedule
Maintenance
window

CALL SCHEDULING

Cards

4. Call Schedule Maintenance window
Cards>> Cards >> Call Scheduling >> Maintenance

Use the Call Schedule Maintenance window to:

e Create call schedules
e Assign call schedules to debtors and prospects

IE tcs09 Call Schedule Maintenance

B Save | ¥ Delete | 2] Sart |
Call Schedule D MONTHPROMD — (y[] Main Call G chedule
Description koaonthly promotion call list
Call Tupe STANDARD |} Standard Dptions
(%) Debtar () Prospect
Debtar ID 23/ Name Address [D a2
Call Frequency S M TWTFS |L|suaITime Mext Call [ ate ¥
HOMEFURMOOOT Haome Fumizhings Limited FRIMARY ~
4'weeks ~ [ AR dNd |:||11:EIEI:EIEI 1140172004
|l ) ) ] ] [ |:||EIIII:EIEI:EIEI 00/00,/0000
| v
[ Remove All ] [ |lzers ] [ Ranges ]
4 4 » #| |byCallSchedulzID w Ty

4.1 Creating and editing call schedules
A cal 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 ScheduleID or click the lookup to select one from the Call
Schedule L ookup window. If you select an existing call schedule, its details
will be displayed in the window.
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Deleting call
schedules

CALL SCHEDULING

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 already
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.

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

Click the Delete button to delete acall schedule. You will not be able to delete a
call scheduleif there are outstanding forwarded calls allocated to it.

4.2 Assigning call schedules to debtors and prospects

Call schedules can be assigned to debtors or prospects in 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.

Note that if you attempt to assign a debtor to a main call schedule that has
already been assigned to amain 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.

MYRIDAS USER GUIDE
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Deleting debtor
or prospect
allocations

CALL SCHEDULING

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

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

MYRIDAS USER GUIDE
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The Call
Schedule
Allocate

window

CALL SCHEDULING

5. Call Schedule Allocate window

Cards>> Myridas >> Call Scheduling >> Allocate

Use the Call Schedule Allocate window to:

e Assign multiple call schedules to a debtor or prospect

IEl| tcs09 Call Schedule Allocate

B Save | ¥ Delete |

(%) Debtar

(*) Debtor Address

) Prozpect

() Delivery Addresses

Debtor 1D HEARTLANDOOT ]
Mame Heartland Tower Systemns
Address ID “ | PRIMARY [T 7]
Call Sched ID |Q Dezcription Call Tupe o
Call Freguency SMTWTFS |L|$ual Call Time Mext Call Date =
FMOMNTHPROMO M onthly prormotion call list STAMDARD ”~
4 'wWeeks | ] FlFE F FE |:||‘I‘I:45:EIEI 1101 /2004

C(NENENENEN N |:||DEI:EID:EIEI 00000000

| v

[4 4 » pl| |byCustomer Mumber v :_":) @
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Deleting call
schedule
allocations

CALL SCHEDULING

5.1 Assigning call schedules to debtors or prospects

In addition to using the Call Schedule Maintenance window to alocate 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 aDebtor/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.

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.

MYRIDAS USER GUIDE
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The Call
Schedule
Ranges window

CALL SCHEDULING

6. Call Schedule Ranges window
Call Schedule Maintenance window >> Click the Ranges button

Use the Call Schedule Ranges window to:

e Assign acall schedule to arange of debtors or prospects

Ed tcsll9 Call Schedule Ranges

_ﬁ Taansie | o OE (& Porvns

Call Schedule ID MONTHPROMO W ain Call Schedule
Descripton Monthly promotion call st
Cail Type STanDaRD Stardand Opbons
=1 Cuihome [} Penzpect
Coabibent M0 = A O Fiom i
Tox i
Temitoey I = A O Fiom r
Tee i
5 alasperzon |0 (sl (%) P |EAING 1
T ERIM. |
Class |0 @M O Fos
Tee r
Dhebor 1D Dihiton B ame =3
Tanlody D Salerpaeson ID Cllags WD ¥
ICTI A Ll DT Lo snic-ghion [ onnisclion: &
[ DATACOMMONN | Dates Communications Inc
QFFICEDE DO [fficaz Chargigrs Spstens Lid
FLACE MaDD00 Flace & MacDimo dssocishes
FLACE ONE (00 Flace One Sutas
ENERSIDOOM Aliversate Urivarsiy
WESNOOLN e Wararoe Hecod Holek:

6.1 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 1D
and by classID.

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

MYRIDAS USER GUIDE
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CALL SCHEDULING

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 M aintenance window.

[«]

7. Call Schedule Users window
% Cards >> Myridas >> Call Scheduling >> Users

Use the Call Schedule Users window to:

e Assignacall schedule to users and user groups

The Call 3 1cs09 Call Schedule Users
Schedule Users B Sew | 3¢ Desis -
window
Call Ghehd D) HOWTHPAOMO 03] (&) Lhmin ) Geougs
Disscription Hanlhlp piorrotion call ki
Col Topes ETANDARD Stardard O pions
Liser I 4 User Mame St Dt Erd Data
L4 il oA I L]
QLA IO TOTION0
L
._ Hnw#r.ﬁl J
M d k Bk i) Ll 5iokschile 1D L LR

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

MYRIDAS USER GUIDE
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Deleting user or

group
allocations

Deleting user
allocations

CALL SCHEDULING

7.1 Assigning call schedules to users and user groups

The Call Schedule Users window allows the allocation of call schedulesto
specific users or user groups — only the allocated users will have accessto the
selected call schedule in the Call Processing window. 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 ID lookup
to select adifferent call schedule.

2. Chooseto 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 aUser 1D/ 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. Thisis
useful if you need to allocate additional usersto 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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The Call
Schedule
Transfer

window

CALL SCHEDULING

8. Call Schedule Transfer window
Cards>> Myridas>> Call Scheduling >> Transfer

Use the Call Schedule Transfer window to:

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

B tcs09 Call Schedule Transfer

Tranzfer ° Cancel

Source Schedule CalLBACKM ool b ain Call Schedule
call back another time
Destination Scheduls FRIORITY 1wl b ain Call Schedule

pricrity gchedule

Tranzfer Types: Call Tranzfer Details:
Callz () Move Calls To Schedule [] Owverwite
[] Users & Groups (%) Copy Calls To Schedule

8.1 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. Calls and/or users
will be transferred from this schedule.

2. Enter aDestination Schedule or click the lookup to select one. 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
cals, users or both.

4. If you aretransferring 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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CALL SCHEDULING

Transactions

9. Call Processing Window
®

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

Use the Call Processing window to:

e Processcallson acal schedule

The Call I el Call Pracesving
Processing Mactw | 7] Macewlm | fre
window CailSicherk e ([ HONTHLY |
D sl B by (0 s e (il et 5 i Calr
=l | e STARDERD 3 tarekied Ditmrti = i Calls
T 11150 141 & T
[efacs § Prgspeari [ e AgdgeiiD Colls | Ties Phaiwe Pis &
Lol Selwsig ) Lot Hurms Ly :

HEESTSEENS

I'Lﬂ.l""\-E:l.l:l'\Fl.l'lE:-'S_I'qrn Compuim PRIl 1AM i 1150K

;ﬁ HEALTHeLIEN Heally Lorceph .I"i".-n'l .II.'A.II.JI .I" =] SIS HECIHAR
i HEAFTLEHN D0 Vipatund T oeeed 1 pisrs FRIMAT 11018 13 I G 4 R
im HERLEYELECTRALS | Menksy B leomcsl [az 5= 1147141 13 B I SR
E HIWLIMECTORT iy, Comaired e |1, PR s T 11, M & 1510 L= s Ak ]
E8 HOMEFUAHIN Wi Furdersg Lindss] WARTHIUSE NATAL (121500 S T Eea
] I } } .
Lapérac [ Goteshind Lol g From Tl Bt ) Cisthores [l Persct
e STOAE G rormSiom South Farongian Comad e = Aomm
1 BLAITY AL AP |
T | Do Tew ] Dirrepkan
DT mmm
T e
.
- W

9.1 Processing calls on a call schedule

To process calls in the Call Processing window:

1. Thewindow 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.

2. Enter datesin the Dates fields that cover the call period you are interested in.
3. Chooseto 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.

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

5. 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.
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CALL SCHEDULING

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.

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 ahistory 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 isafollow 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 thiswill also
be detailed.

Click the Last Call zoom button to open the Call History window where the
complete call history can be viewed.
6. There are severa ways to take a call on the schedule:
To take the next call on the call schedule:
e Click the Next Call button
To take any call listed on the schedule:
e Highlight the required record and click the phone icon
To search for acall on the call schedule (useful for processing incoming calls):

e Click the Find button to open the Find window; enter the customer
details and click the Search and L ock 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 isbeing processed and is locked to other users.

If you try to access acall record that islocked by another user, the telephone icon
will display with ared cross through it.

7. Thecall 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 window will open, showing details of your action.
Enter any additional information and click the Save button.
d) Closethe Current Action window to return to the Call Processing

window, or click the Follow Up Call button to open the Follow Up
Calls window.
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If you want to take another action:
a) Select Other from the Action drop-down list and click the Action
button.

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

c) 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.

When you 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) Click the Follow Up Call button.

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

¢) Closethe Follow Up Calls window to return to the Call Processing
window.
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10. Current Action Window

Call Processing window >> Take an Action

Use the Current Action window to:

e Record details of acall processed from acall schedule
e Setarecurrent call date
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Note that if you save asales 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.

10.1 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.

MYRIDAS USER GUIDE
23



CALL SCHEDULING

3. For Recurrent Cdlls, 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 is daily, for
example, tomorrow’ s date will be shown. If required, edit the Date and
enter a Time. Thisinformation 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 placein. Thisisuseful if theinitial call hasfailed, 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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11. Follow Up Calls Window
% Transactions >> Myridas >> Call Scheduling >> Call Forwarding

Use the Follow Up Calls window to:

e Arrange afollow up call to a customer
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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.

11.1 Arranging follow up calls to customers

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

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

2. Enter aFwd 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.

3. Enter aReason Code or click the lookup to select one from the Reason Code
L ookup window. The reason code should explain the reason for the follow
up call.

4. Select aDefault Action from the drop-down list. Thisisthe action that
should occur during the follow up call.
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5. Enter aCall Date. Thisisthe date scheduled for the follow up call and will
be detected by call processing.

6. Enter aTime. Thisisthetime for the follow up call and will be detected by
call processing.
7. Select aDocument Type from the drop-down list and enter a Document

Number (optional). This may be useful, for example, if the Default Actionis
Amend Quote or Amend Order.

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

9. Click the Save button.
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12. Sales Transaction Entry - Incoming Calls
Transactions >> Sales >> Sales Transaction Entry

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

e Processincoming calls
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12.1 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 addressis on 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 isnot 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.

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 also be updated
automatically.
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Enquiries
13. Call History Window

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

Use the Call History window to:

e View historical calsfor aspecified debtor or prospect
e View historical callsfor aspecified call schedule
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13.1 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.
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4. Enter aCall Schedule ID or click the lookup to select one from the Call
Schedule L ookup 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.

The icons 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 a call to display any comments made when the call was taken.

MYRIDAS USER GUIDE
29



&

The Supervisor
Enquiry and
Forecast
window

CALL SCHEDULING

14. Supervisor Enquiry and Forecast Window
Enquiry >> Myridas >> Call Scheduling >> Supervisor Enquiry

Use the Supervisor Enquiry and Forecast window to:

e Report on scheduled calls
e Calculate potential calls
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14.1 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 acall
schedule. For example, acall on adaily call frequency can be calculated to
take place every day.
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Enter From and To dates. Scheduled and potential calls which should be
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 I1Ds 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 1Ds or arange of Debtor I1Ds 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/prospect 1D, 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 1D field indicate whether the call isa
calculated potential call, aforwarded call request or a scheduled call.

7.

If acall 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.
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15. Historical Enquiry Window
Enquiry >> Myridas Enquiries >> Call Scheduling >> Supervisor History

Use the Historical Enquiry window to:
e Report on historical calls
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15.1 Reporting on historical calls

The Historical Enquiry window displays records for al 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. Chooseto run your enquiry on debtors or prospects by selecting the
appropriate option button.

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

3. Chooseto run your enquiry on All Call Schedule IDs or arange of Call
Schedule I1Ds by selecting the appropriate option button. If you select a
range, enter From and To values or use the lookups.

4. Choose to run your enquiry on All Debtor 1Ds or arange of Debtor IDs by
selecting the appropriate option button. If you select arange, enter From and
To values or use the lookups.

MYRIDAS USER GUIDE
32



CALL SCHEDULING

5. Chooseto run your enquiry on All Users or arange of Users by selecting the
appropriate option button. 1f 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 or prospect ID, 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
call.

7. Highlight acall to display any comments recorded by the user who processed
thecall.
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Routines

16. Call Schedule Purge Window

Tools>> Routines >> Myridas >> Call Scheduling >> Purge

The Call
Schedule Purge
window

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
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Purge Completed Calls:

16.1 Removing call history

To remove call history in the Call Schedule Purge window:

1.
2.

3.

4.

Enter a Purge Date. Call history that is older than this date will be deleted.
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.

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

Click the Purge button.

Call history that is older than the specified date will be deleted.
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17. Call Schedule Import window
Tools >> Routines >> Myridas >> Call Scheduling >> Import

Use the Call Schedule Import window to:
o Import Debtor/Address combinations to a selected Call Schedule

Bl tcs27 Call Schedule Import
B Import e Cancel

Call Schedule 1D FRIORITY il
priarity zchedule

O

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 spreadsheet.

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 aso 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
Pains system. If you do this then a dialogue box will be displayed asking
whether you want to create the Call Schedule ID. Click Y esto 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.
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Note that you can only import a.csv file. If you select to import afile that isnot a
.csv file then a dialogue box will be displayed warning that this file cannot be
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.

s E
Recaords in Import File 4
Records added to Template 4
Recardz containing errors 0
18

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.

Errors will occur where:

e A Debtor ID isinvalid
e AnAddressID isinvalid or isn't assigned to this Debtor 1D

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

e The same Debtor/Address appears more than once on the flatfile, or was
already 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 >>
Call Scheduling >> Call
History

Call Processing window >>
Click the Last Call zoom

Call Processing

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

Call Sched Purge | Tools >> Routines >>
Myridas >> Call Scheduling
>> Purge

Call Schedule Cards >> Myridas >> Call

Allocate Scheduling >> Allocate

Call Schedule Tools >> Routines >>

Import window

Myridas >> Call Scheduling
>> |mport

Call Schedule Cards >> Myridas >> Call

Maintenance Scheduling >> Maintenance

Call Schedule Call Schedule Maintenance

Ranges window >> Click the Ranges
button

Call Schedule Cards >> Myridas Cards >>

Transfer Call Scheduling >> Transfer

Call Schedule Cards >> Myridas >> Call Call Schedule Maintenance

Users Scheduling >> Users window >> Click the Users
button

Call Scheduling | Tools>> Setup >> Myridas

Type >> Call Scheduling >>

Maintenance Type Maintenance

Current Action

Call Processing window >>
Take an Action

Follow Up Calls

Transactions >> Myridas >>
Call Scheduling >> Call

Call Processing window >>
Click the Follow up Call
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Forwarding button
Historical Enquiry >> Myridas
Enquiry Enquiries >> Call
Scheduling >> Supervisor
History
Reason Code Cards >> Myridas Setup >>
Maintenance Call Scheduling >> Reason
Code Maint.
Supervisor Enquiry >> Myridas >>
Enquiry & Call Scheduling >>
Forecast Supervisor Enquiry
User Group Cards >> Myridas Setup >>
Maintenance Call Scheduling >> User

Group Maint.

MYRIDAS USER GUIDE

38




APPENDIX B

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 1D range selected in the
Supervisor Enquiry and Forecast window

Call Schedule Customer Call Prints report based containing details of

History Report by | Scheduling all callswithin 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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