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INntroduction

This book is a brief guide to the ELMA CRM+ application built on the basis of the ELMA BPM
Platform. It is intended for those who want to independently master the ELMA system, as well
as for professionals who plan to implement it. The main goal of this book is to give users the
basic understanding of how to work with the ELMA CRM+ application.

This book implies that users already have the basic knowledge of how to work with the ELMA
system described in the User Manual on ELMA BPM Platform. Itis also assumed that the system
has already been prepared for working with the ELMA CRM+ application: the company
organizational structure has been created and users have been added (for more details, see
the User Manual on ELMA BPM Platform).

Full list of user manuals on the system:

e User Manual on ELMA BPM Platform

e User Manual on the Web Portal

e User Manual on ELMA ECM+ Application

e User Manual on ELMA Projects+ Application
e User Manual on ELMA KPI Application

The functionality of ELMA CRM+ application is described in more detail in the ELMA Help
section. Help articles come together with the system delivery, and are always available in the
ELMA Knowledge Base.

Solutions to many technical issues are described in the ELMA Knowledge Base. Our
specialists are constantly updating it.

This book is a tutorial rather than a reference guide; it introduces users to the main functions
and settings of ELMA CRM+. Before you start to read this manual, we recommend that you get
acquainted with the User Manual on ELMA BPM Platform which gives a basic understanding of
the system.

In this guide, you can find an example of how to organize work with a contractor database and
make various types of sales. This book will also show you the functions that will make work in
the CRM section faster and easier.
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Chapter 1. ELMA CRM+ Application

CRM stands for Customer Relationship Management. A CRM system is a software product that
helps manage, organize and plan customer relations. Once the system is implemented, a
company can access a standardized contractor and deal database, monitor at any time how
effectively the sales department works, view analytics and dashboards, and based on this data
develop business strategies.

ELMA CRM+ application is a combination of CRM- and BPM-systems that allows engaging the
entire company in the sales process.

With ELMA CRM+, you can:

e keep a record of contractors, contacts and potential customers;
e plan events (calls, meetings, letters, tasks);

e plan deals and tracking how active they are;

e plan payments;

e plan marketing campaigns;

e receive analytics and reports;

e use IP-telephony.

The solution helps you create and manage customer base, automate company’s business
processes, ensure communication across departments to provide better customer experience,
and offers tools to track processes at each stage.




Chapter 2. Implementing a CRM System

Some executives believe that once a CRM system is rolled out, the sales level increases sharply.
They assume that the CRM system provides sales representatives with convenient tools,
schedules, etc., and automatically make them work more efficiently, but this is not so.

The following three aspects are the key to the sales growth (Fig. 1):

e Salesrep’s professionalism. A sales department employee has to know the product
that their company offers, be an expert in the field, and have good sales skills. The
greater these competences are, the more loyal customers will be to the sales rep as
a person.

e Salesrep’s motivation. A sales department employee should be financially engaged
in their job. Their salary should be based on positioning the individual, or team, on
their pay band according to how well they perform.

e Conditions that the company creates. It is not just about a convenient workspace,
but about the standards of customer services, quality of goods, pricing policy, market
position, marketing and sales support for potential customers.

Conditions
created by
the company
Marketing Product Development
Market position Delivery conditions
Lead generation Pricing
Office and work
in the company
Product expertise
Sales rep's Sales rep’s Salesmanship
motivation professionalism Communicative skills

Knowledge of the field

Fig. 1. Key to increasing sales efficiency

Only if all the three conditions are met, a company can increase its sales volume. Remember
that a CRM system cannot make a sales rep more competent or change his/her motivation, but
it can directly affect the conditions that the company creates.




Consider this example (Fig. 2). Suppose a company supplies metalwork. The sales department
has received a call for a $50-thousand bid. A sales rep creates a deal in the CRM system,
specifies the customer and the auction time, and plans the next contact with the customer.
After that, the rep sends the tender documentation to the supply department requesting the
initial cost of the materials described in the technical specification. Two days later, the sales
rep doesn't get the information and he/she requests the data again. The supply department
employees promise to provide it by the end of the day. The next day, the sales rep gets an
incomplete price quote and has to contact the supply department again, but nothing changes.
As aresult, the company could not submit bids on time and missed the opportunity to conclude
the deal.

M B e O

Tender Sales rep Sales rep Sales rep calls Time
invitation creates a deal requests the prices the supply passes
department

5 N ORE.

Part of Sales rep Sales rep calls Time Unintelligible
specification is in panic the supply passes prices are sent
prices are sent department

Fig. 2. Example of a badly organized workflow

This poor internal organization of the company resulted in the failure: there were no clear
regulations on providing price quotes and no control over this service. However, if this service
were added to a CRM system, the situation would have evolved in another scenario (Fig. 3).




Tender Sales rep
invitation creates a deal Price request service Input prices

Fig. 3. Example of a well-organized workflow

When a sales rep gets information about a bid, he/she adds a new contractor to the database
and creates a deal in the CRM system. The rep doesn't need to meet with the supply
department staff to get a price. He/she just starts the business process ‘Request Price Quote'.
The supply department head receives the request, evaluates the work load of the department
employees, redirects the request to the least busy employee and sets the deadline for the task.
The responsible executor processes the data and attaches a file with cost estimate. After that
the sales rep receives the file. The whole process can be monitored: the representative tracks
every stage, and can be sure that he/she will receive the information on time.

There are a lot of examples like that (Fig. 4). While working with a customer, you might need to
start sub-processes, generate documents, and involve related departments. Such processes
must be carefully described and automated since they are an integral part of the main sales
process.




Implementing a CRM System

=
o

Sales Department d —> — O

U= Analyze Demonstrate Build EIS Express
department " . - . N . L
. documentation technical solution architecture specification examination

services

Process Calculate Approve Manage Calculate

price request logistics cost terms of delivery order storage cost
Production Calculate Custom
services production cost product request

Supply
and logistics
department

Fig. 4. Examples of business processes that involve all company departments in sales

To summarize, the basic functionality of a CRM system is not enough to increase the sales level.
To achieve this goal, you need a process platform that allows automating client interaction
processes that are initiated at various stages.

This book describes in with how to use the process approach in quick and long-cycle sales.

ELMA CRM+ application 10



Chapter 3. Contractor and Deal Base

One of the primary functions of ELMA CRM+ is to create a database of all company customers
and a track record of working with them.

Let's take as an example a solution for a company producing packaging cardboard. The
organization chiefly supplies goods to its regular customers: retail chains, food manufacturers,
furniture and engineering factories. This is an example of direct sales.

The company doesn't have many new customers. In each of the three offices, only one
employee serves them, whereas others make shipments to regular clients. The company's
customers are mostly ‘old school’ people: they are used to communicating by phone or in
person.

There are 4 steps towards a sale:

Interest in the product: the product portfolio is sent to the client;

Signing the contract: the customer signs a framework agreement with the company;
Planning the shipment: the shipment date and address are fixed;

4. Receiving payment.

wn =

A CRM system helps the company deal with the following issues:

e when sales reps don't have any customer relationship history record;

e when employees don't stick to meeting time limits and miss shipment deadlines;
e when there is no address base for the delivery of goods;

e whenitis impossible to assess the quality of work with new customers.

ELMA CRM+ application gives tools to organize interaction with contractors.

Itis supposed that before starting to work with ELMA CRM+ the ELMA system has already been
set up, the organizational structure has been created, and users have been added. To find out
more, read User Manual on ELMA BPM Platform and ELMA Help.

Here is an example of an organizational structure (Fig. 5):



http://elma-bpm.com/data/User_Manual_ELMA_BPM.pdf
https://kb.elma-bpm.com/help/EN/Platform/content/Designer_Orgstructure_index.html
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N

Annotation Group

In ELMA, you can manage customers in the CRM section where you should work in the

following order:

wn =

Crganizaticnal Structure . Save  Check

ELhAA 3.13,19.41023

Organizational Structure

Crganizational Struct | Processes Objects Document Manageme Projects KPI  Reports Interface BPM Apps Scripts  Publishing

= % X v

Cancel Select All | Pointer

Rk > 33

Cennecter  Top Left

CEC

‘-—Ij Shop Floor 1
‘—Ij Shop Floor 2

‘—lj Quality Control

éf; Chief Technology Officer Chief Commerdial Officer J% Chief Administrative Officer

D Sales Department

@ hlarketer

Fig. 5. Organizational chart

4. Create interfaces and filters.

Contractor pages allow you to store different data about companies, conclude deals and
schedule calls and meetings, save the history of actions and keep track of reached agreements.

Now let's take a look at how to create a contractor and add new fields to a contractor page of

the Company type.

Configure contractors’ pages that will store necessary data.
Fill in standard objects with initial data.
Configure a sales funnel.

- 0 X

MAX ¢

Administrative Office

Accounting Department




3.1.  Creating Contractors

In ELMA, you can create two types of contractors: Company and Individual. Please note that
when you configure the parent Contractor object, the changes will be applied both to
Companies and Individuals.

Before working with the contractor base, let's create several contractors using the data in the

table (see Table 1).

Table 1. List of data for creating contractors

. Type of Business
Name Type Industry Region Group Organization
Totoes Regular Footwear Richmond S.Ole .
Customer Proprietorship
SNACKZY Food Delivery Austin Partnership
PaperBush Supplier Papermaking Birmingham LLC
HANDCRAFTD | Resular Retail New York LLC
Customer

To create contractors, go to CRM - Contractors and click Add - Company/Individual on the
top toolbar (Fig. 6). In our case, choose Company. Note that you can work with Individuals in

exactly the same way.

Add

Company

Individual

Fig. 6. Creating a contractor. Add - Company/Individual




Contractor and Deal Base

To find out more about how to create contractors, read the Help page.

When you create a contractor, their page will look like this (Fig. 7):

o) =

>

Cancel

3 Create new Company

~ About the Company

Simmons ). ?

» 99 =0

Name * HANDCRAFTD Partner +Q v
Type of Business Company Day 0o/04/2005 &)
Organization LLC <+ Qv
Website www.handcraftd.io
Type Regular Customer x+|Q v
. E-Mail handcraftdstat@nmail. me x
Region Group New York x4+Q v
»| Industry Stationery x| Q v
Phone Number (277) 239-1805 x
Annual Revenue 200,000.00 +
Staff 600 Fax (619) 950-0332
Responsible * Simmons Jack X 1 v Marketing Event Q v
Waork participants AR
e Flowers B. X
Informed F AR
Dunn M. X
I
Fig. 7. Contractor page of the Company type
ELMA CRM+ application 14
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3.2.  Configuring Contractor Pages

The first step in configuring the ELMA CRM+ application is to customize a contractor object
and the display of the contractor page (Fig. 7). The Contractor object stores all the information
about a company.

We have just taken a look at a Contractor page and how to create it, but the standard fields
on this page are not enough, so let's add some new ones.

3.2.1. Configuring Fields
In this section, you will find out how to create additional fields.

ELMA objects are extensible: you can easily tailor them to your company’s needs. For example,
re-group information using additional tabs and panels, add new custom fields. For more details
on the object model extension, see this Help Page.

All the objects related to the ELMA CRM+ application can be found in the ELMA Designer >
on the Objects tab > in the CRM folder. Here you can open a contractor object and configure
it. To find out more about the object model extension, see the User Manual on ELMA BPM
Platform and the Help section.

As an example, let's extend the Contractor type object that stores information about a delivery
company. Add new properties and blocks to the Contractor object:

e ‘Special delivery conditions’ property;
e ‘Company cars' block with the properties ‘cars’ and ‘registration plate’.
To configure the additional fields, let's edit the Contractor object. To do so, in the ELMA

Designer go to the Objects tab, open the CRM folder in the left panel and double-click on the
Contractor object (Fig. 8). For its configuration, see below.



https://kb.elma-bpm.com/help/EN/Platform/content/Designer_Objects_expansion_index.html
http://elma-bpm.com/data/User_Manual_ELMA_BPM.pdf
http://elma-bpm.com/data/User_Manual_ELMA_BPM.pdf
https://kb.elma-bpm.com/help/EN/Platform/content/Designer_Objects_expansion_index.html

Contractor and Deal Base

m Organizaticnal Structure  Processes | Objects
H Q ¥ &
Add

Save  Close Edit  Delete

E Objects

Show |Displa_l,led Hame E|
ﬁ Category -
ﬁ Change deal stage
ﬁ Company
ﬁ Contact

ﬁ Contact Access Permissicns

ﬁ Contact Type

ﬁ CentainerContractorPermission
ﬁ ContainerLeadPermissicn

I ﬁ Contractor I

ﬁ Centractor Access Permissions

ﬁ Contractor duplicates

ﬁ Contractor permissichs template

ﬁ Country

ﬁ currency
ﬁ Currency Rates

ﬁ Customer Attachment
ﬁ Customer Document Type
ﬁ Customer Type hd

{} Enumerations

Fig. 8. Objects tab in ELMA Designer

Go to the Properties tab on the object page that opens (Fig. 9).

ﬁ Contractor

Fig. 9. Contractor page. Properties tab

Click Add on the toolbar to create new properties (Fig. 10).

ELMA CRM+ application 16



-

Add

Fig. 10. Add new property button

In the dialog box (Fig. 11) that opens enter the name of the new field - ‘Special delivery
conditions’ and select its type - Text. Click OK to add the new field.

0 Property Settings - [ o
Common Advanced Daocumentation 4F
Displayed Name * Spedial delivery conditions

Property name in your language. The name may contain any characters,

Type *

Required field

Default Valus

Description

Data Structure ¥

& ok £3 Cancel

Fig. 11. Property settings window

To add a more complex structure (a table with the list of cars used in a company), let's use the

Block type field. Essentially, it is a table with several columns. See this Help page to find out
more about the Block property.

On the Properties tab, in the submenu of the Add button, click the Add Block button to create
a new block (Fig. 12).



https://kb.elma-bpm.com/help/EN/Platform/content/Designer_Object_propertie_block_create_index.html?ms=AwIAACAAAAAAEAAAAAAACAgCQAE%3D&st=MA%3D%3D&sct=MzQ%3D&mw=Mzgz

Contractor and Deal Base

-b-

Add

il

Add Bleck “

Fig. 12. Add block submenu

Follow these steps to add a new block. First, enter the field name.

O Block Settings - [ x

Cormmon  Properties  Table  Advanced

Displayed Name * Company ca rs|
Block rame in your language. The name may contain any characters,

Drescription

Advamced Settings ¥ |

| @ ok | | €3 Cancel |

Fig. 13. Enter block name
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Second, add block properties (columns). To do so, go to the Properties tab, click Add property

(Fig. 14).

+Add property

Fig. 14. Add property button in block settings

A property settings dialog box will open. Add two properties of the String type - ‘Registration

plate’ and ‘Car’. After that the Properties tab will look as follows (Fig. 15):

O

Cormmon Properties

Displayed Mame
Registration plate

Car

Block Settings

Table  Adwanced

=f=add property = # Edit ¥ Delete

Property Mame
RegistrationPlate

Car

Down
Type
String
String

@ ok

£3 Cancel

Fig. 15. List of block properties

You can move the block columns by clicking the Up and Down buttons. Click OK to save the

block.




3.2.2. Configuring Forms

The next step is to configure the display of the custom fields on the edit/view form. For this
purpose, the ELMA Designer has the form builder that allows changing the position of fields
in a visual editor.

You can find all forms of an object on its page on the Forms (Views) tab (Fig. 16). On this tab,
you can assign default forms, see in what objects a form is used, create a new form or edit an
existing one.

u Objects Documentation | Contractor™® 4k
Show Displayed Mame - Common Properties Additional Farms {iews) Actions Scripts Processes
- B Company - Formis by default
ﬁ Contact
o Create * Edit/Create mr,
ﬁ Contact Access Permissions
ﬁ Contact Type Edit * Edit/Create -
tai tract icei 1
ﬁ CentainerContractorPermissicn : View * iews Y
ﬁ ContainerLeadPermission q
- [ Contractor * Forms List
4
- [l Contractor Access Permissions Form Name Used in
ﬁ Contractor duplicates H Edit/Create Used 2 time(s
- [l Contractor permissions template o View Used 2 time(s
ﬁ Country
ﬁ Currency -

{} Enumerations

Fig. 16. Forms (Views) tab

Each object has three forms:

e Create form;
e FEditform:;
e View form.

By default, the Create and Edit forms are the same.

First, let's edit the View form. To do so, select it in the list and click the Edit button (Fig. 17) on
the toolbar. Alternatively, you can double-click on the name of the form to edit it.




Contractor and Deal Base

7

Edit

I B View Used 2 time(s I

Fig. 17. Edit form button

After that, the Forms tab will open. Here you can configure how data is displayed on the form.

|Fc>rms |
Contractar - View =
F
Aboutthe Contractor Attributes Activity Contacts Relationships Deals Tasks Attachments Access Contracts ==
Mame =Valuex Type <Zelected itern >
Region Group <Selected iterm > Partrer <Selected item >
Industry <Selected iterm > Company Day «Voluex
b Annual Revenue <Values Wlebsite <Voluex
Responsible <Selected iterm > E-Mail <Selected item >
3
Drescription <Valuex Phone Murnber <Selected itern
Iarketing Event «Selected iterm > Fax «Valuex
Wéork participants «Selected iterm > Categoties «Selected item >
Informed «Selected iterm > Duplicates «Selected item >
Here you will see properties that were not added onto this form individually

Fig. 18. General view of the form builder

For more details on the form builder, see this Help page and the User Manual on ELMA BPM
Platform.

In our case, we need to do this:

e Create the ‘Delivery’ tab;
e Add to the tab two columns and the properties ‘Special delivery conditions’ and
‘Company cars'.

ELMA CRM+ application 21
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When you finish configuring the ‘Delivery’ tab, it will look as follows (Fig. 19):

(el ELMA 3.13.19.41023 - 0O X
Organizational Structure  Processes Objects Document Management Projects | Forms KP1 Reports  Interface BPM Apps  Scripts Publishing MAX ?
H
) - v mem
HO N Bvxlll ™2L=Tm
Save  Close Form View My Column  String  Panel Tabs  Text  Button

Settings  Mode

Contractor - Wiew*

[ | ~
Properties
S . About the Contractor Delivery Abtributes Auctivity Contacts Relationships Deals Tasks Attachments Access Contracts ==
Responsible T° O ab
Fax T W ab
i i Company cars
Website T 0 ob 4 Special delivery conditions < lgiue s pany
Parh T 0 ob 7 Mare the table title here to group items in this column
ariner
Company T° O &b : Car Reaistration plate
Day 1 Mo data to displa
Annual T o ab
Revenue
Leoal T i ok |7
v

Form Elements 5 .

Fig. 19. View form after modification

Click Save and then Close (Fig. 20) the form builder.

— <

Save Close

Fig. 20. Save and close form

In the same way, change the edit form. You don't have to create a new tab here: just add a
panel and drag the properties there.

To apply changes, you need to do one of the two things:




1. If you added properties to an object form in the ELMA Designer, publish the modified
object.
2. If you added properties to the object itself, publish the object and restart the server.

In our case, we added both new properties to the Contractor object as well as properties to
the form of the Contractor object. It means that we should stick to the second option.

To do so, click Publish in the submenu of the Save button (Fig. 21).

Save

m Publizh

Fig. 21. Publish object button

A dialog box will appear where you should comment on the changes you've made to the
object, and then click OK (Fig. 22).




] Publishing objects - M X

Published chjects Contractor

Comment

£ 0Ok £3 Cancel

Fig. 22. Comment window when publishing an object

To restart the ELMA server, go to the Publishing tab in the ELMA Designer and click Restart
Server (Fig. 23).

Publishing

©

Restart
Server

Fig. 23. Restart server button

As the restart might take a long time, we recommend restarting the ELMA server during
nonworking hours.

Once the server has restarted, the configured fields will appear on the create and view forms of
the Contractor object (Fig. 24, Fig. 25).
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Create new Company

~ About the Company

Name * Prestige Stationery Partner + Q
Type of Business Company Day
Organization + Q N

Website
Type +Q -

E-Mail
Region Group + Q v
Industry + v

q Phone Number

Annual Revenue Empty =4
Staff Empty Fax
Responsible * Simmons Jack x X~ Marketing Event Q
Work participants F
Informed X -
~ Delivery
Special delivery conditions Delivery only until 12:00 on weekdays. Company cars

+ Add To group by column, drag and drop its title here
Quantity: | 15 v
Car Registration plate

Ford Transit BD51SMR

v

Entries found: 1

4

x

Pages: n )

Fig. 24. Configured create form of the contractor object

Company - Prestige Stationery

Special delivery E:l”“:rﬁ’” Company cars
conditions 12%0 on To group by column, drag and drop its title here
weekdays.
Quantity: 15 v Entries found: 1
Car Registration plate
Ford Transit BDS1SMR.

About the Company Delivery  Aftributes Activity  Contacts Relationships 0 Deals 0 Tasks 0 Aftachments 0

Pages: n

Access

Fig. 25. Configured tab on a contractor page
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3.2.3. Configuring Objects

The final step you need to perform before your get stared, is to create object items. The system
already has the default objects: Customer Type, Industry, Region Group.

Let's add items to the following objects:

e Customer Type;

e Type of Business Organization;
e Industry;

e Region group.

To configure access permissions to objects, go to Administration - Users - Access Settings -
Objects.

First, let's fill out the Customer Type object. In the Web Application, click Objects in the left
menu and then select Customer Type.

By default, this object already contains the ‘Partner’ item. Click Create on the top toolbar to
add new items to the object (Fig. 26).

Create

Fig. 26. Create an object item button

Enter the item name ‘Regular Customer’ in the form that opens and click Save in the toolbar
(Fig. 27).




Contractor and Deal Base

Simmons |. ?

HE ’
s > © Eio &

Cancel

Customer Type - Add an item

Name * | Regular Customer ‘

FProcess W
List
A list of processes configured for start in this contractor type

Fig. 27. Saving an object item

In the same way, create two more items - ‘Supplier’ and ‘Service Organization’.

Now the Customer Type object contains the following items (Fig. 28):

&« + "  Simmons .
Back Create 4 e ~o
l“ Er EI @

Customer Type

Path: Objects \ Customer Type

|

Advanced Search

¥ |

Cluantity: 15 | w Entries found: 4 F'ages:n '151 @ ﬁ-

Mame
Fartner
Regular Customer 4 %
Supplier 4 %
Senvice Organization 4 %

Fig. 28. Customer type object with added items
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Likewise, create the following items in the Type of Business Organization (Fig. 29):

e Sole Proprietorship;
e Partnership;
e Limited Liability Company (LLC).

Type of Business Organization

Path: Objects \ Type of Business Organization

Search Q Search

Advanced Search

Quantity: | 15 Entries found: 3 Pages: '1531 E& -ﬁ
Full Mame Mame
Limited Liability Company LLC ! »
Sole Proprietorship ! b4
Partnership 4 %

Fig. 29. Type of business organization object with added items

Add these items to the Industry object: (Fig. 30):

e Footwear;

e Food Delivery;
e Papermaking;
e Retail.
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Path: Objects \ Industry

Search

Advanced Search

& + Simmons ).
Back Create ‘ o o p—
4 w e @
Industry

Quantity: | 15 | w Entries found: 4  Pages: '5:”1 E@ -ﬁ-
Industry
Footwear 4 %
Food Delivery 4 %
Papermaking 4 %
Stationery 4 %

Q Search

Fig. 30. Industry object with added items

Another object is Region Group. Let's add new items to it too:

e New York;

e Northeast;

e Southeast;

e Southwest;

e Midwest;

o West;

e Other Regions;

This is what the Region Group object will look like (Fig. 31):
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& + N simmons]). ?
Back Create A o -e
l" [ll EI ®

Region Group
Path: Objects \Region Group

s =

Advanced Search

Quantity: | 15 | w Entries found: ¥  Pages: Ef'ﬁ E_.a -ﬁ
Region
Mew York 4 %
Mortheast 7 X%
Southeast 4 %
Southwest 4 %
Midwest 4 X%
West 7 X%
Other Regions 4 %

Fig. 31. Region group object with added items

Now that we have configured all the objects, you can use the added items while creating and
editing new Contractors (Fig. 32).
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(‘\ Sep 04 = @
Save

Wednesday Cancel

3 CRM Create new Company
% Contractors ~ About the Company
2l Contacts Name * Totoes
3 Leads Type of

. Business Sole Proprietorship x + Q W
Payments Qrganization
£ Deals Type Reqular Customer x| == Q v
= Sales Funnels Region Group | Southeast x|+ |Q| v
f:'l Deal Dynamics <

Industry Footwear x =+ Q v

Fig. 32. Creating a contractor using object items

For more details about objects, refer to ELMA Help.
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3.3.  Configuring a Sales Funnel

Now let's configure deals. A deal is a series of agreements with a contractor that lead to signing
up a bilateral agreement. In the system, you can conclude a deal only with a Contractor.

An unlimited number of deal types can be created in the system, and each deal type can have
its own sales funnel.

A sales funnel is the tool to visualize the distribution of deals across the stages of the sales
process. The sales funnel should have opening and closing deal stages. If a company provides
different services, you might want to use two different sales funnels. For example, a company
sells software products and support them. In this case, two sales funnels will be created. When
creating a sales funnel, the required number of deal stages is added, and their order is
specified.

In this subsection, you will learn how to configure deals, sales funnels and objects. We will use
simple deals with a small number of steps as an example. For more information on using deals,
sales funnels and objects, see this Help page.

3.3.1. Configuring a Deal Page

First, let's configure the Deal page. Open the ELMA Designer, go to the Objects tab and select
the Deal object in the CRM section (Fig. 8).

Add a new field (Fig. 33) on the Properties tab.

AdF

Properties

Fig. 33. Add new property button

Create a new property with the displayed name Delivery Type and the Drop-Down List data
type (Fig. 34).
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'[“ Property Settings - [ %
Common | Advanced Docurmentation 1 Pb
Displayed Name * Delivery Type

Property name in your language. The name may contain any characters,

Type * Crraop- Do List <18

List items Cusltomer Pickup
Delivery by our Company
Shipping Company{
Select from list only o

Display Mode Standard -

Required field

Default Value -
Description

Data Structure %
Property Name * DeliveryType

The property class name that will be used in scripts and reports

£ 0ok €3 Cancel

Fig. 34. Settings window for the drop-down list property type

In the List items field specify all the available alternatives. Add the following values to this field:
‘Pickup’, ‘Delivery’, and ‘Shipping Company'.

Remember to check the Select from list only box. Otherwise, users will be able to enter their
own values.

The values form this field will be used as a criteria for the advanced search. To enable this
option, go to the Advanced tab and check Participates in Search (Filter) (Fig. 35).

Participates inSearch (Filter) +

Fig. 35. Participates in search (filter) box




Click OK to save the new property.

The Deal form is set up in the same way as a Contractor form. Add a new panel to the Edit
form, name it ‘Delivery Information” and move the property Delivery Type under this panel
(Fig. 36).

w Delivery Information

Delivery Type T 0 ab
| |

Delivery Type

Fig. 36. Edit form settings of the deal object

You have to publish the updated Deal object. After that the new field will be available for editing
in the web application.

3.3.2. Configuring Deal Objects
To work with Deals, you will need such objects as Currency and Deal Type.

Open the Currency object and add the item: ‘Dollars (USDY' (Fig. 37).
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Currency - Add an item

Hame * Daollars
Abbreviation sD
Mumeric IS0 Code Empty

Alphabetic S0 Code

Expiration Date v

Fig. 37. Adding an item to the currency object

Then open the Deal Type object and create the item ‘Product Shipment' (Fig. 38). We'll edit it at
the final stages of configuring the Sales funnel.

Deal Type - Add an item

Name * Product Shipment

Sales Funnel + Q

Processes
Available far
Starting

Fig. 38. Adding an item to the deal type object

Save the item. For now, we are done with configuring the items necessary to work with the
Deal object.
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3.3.3. Sales Funnel. Deal Stages and Types

The next step is to create and configure a sales funnel. To do this, go to the Sales Funnel
section (object) in Administration - CRM Settings - Sales Funnel (Fig. 39).

¢ Administration

Sales Funnel

Create and edit sales funnels

w4 CRM Settings

Fig. 39. Managing sales funnels

There can be several Sales Funnels in the system. Click Create to configure the first one (Fig.
40).

=4

Create

Fig. 40. Create new sales funnel button

Enter the name of the sales funnel, e.g. ‘Product Shipment’ (Fig. 41).
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Hame * Produckt Shipment

Fig. 41. Enter the name of the sales funnel

After that add several new items to Deal Stages: Interest in the product, Signing the contract,
Planning the shipment, Payment. To do so, click Add Stage (Fig. 42).

Fig. 42. Adding a stage to a sales funnel

Now let's choose stage Names and specify the Funnel Narrowing (this value will be used when
presenting the reports Sales Funnel and Deal Dynamics) (Fig. 43). Funnel Narrowing is the
ratio between initial number of deals and the expected number of deals at the current stage
(expressed as a percentage). It is determined individually for each company. Besides, when
adding a stage, you can configure a color indication. Click OK to add the stage.
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Hame *

Calar

Funnel Marrowing (%)

Process

Instance Mame

Add Stage X

Interest in the product

#ft Q
100

W

When the deal reaches this stage, the specified process will be started

The instance name that will be selected, when the process is stared

0K Cancel
Fig. 43. Add stage to a sales funnel window
Once all the stages are created, the funnel will look like this (Fig. 44):
B 9 N simmons]. ?
Save Cancel T‘ o vo —. @
Sales Funnel - Add an item
HName * Product Shipment
Deal Stages * Id Name Caolor Funnel Narrowing (%) Process
o Interestin the product  #ff 100 7
3 Signing the contract #b7b7b7 60 ! x
i & § Planning the shipment 50 ! *®
3 Payment 40 7
-} Add Stage

Fig. 44. Create sales funnel window with added stages

To save the configured sales funnel, click Save in the top toolbar.

All sales funnels and their stages are displayed as a list (Fig. 45). When there are several sales

funnels, the Stage Order button will allow you to put all stages in order
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for displaying reports on several types of sales funnels in the Deals section.

&« ﬁ Simmons |. ?
Back Cr‘ete Stagder ‘eb o o p— @
¥ i

Sales Funnels

Cluantity: 15 Entries found: 3 Pages: @
Mame Deal Stages
Product ) L . .

] Interestin the product, Signing the contract, Planning the shipment, Payment [ o
Shipment "
Crder for Order received, Being designed, In production, Installation planned, Installed, /
windows Documents received 4 %
Main sales Initial contact, Commercial offer, Signing the contract, Shipment and installation of

. . 4 %
funnel equipment, Closing the deal "

Fig. 45. Managing sales funnels page

Before we complete configuring the Deal, let's bind the created sales funnel to the deal type.
Open the Deal Type object (Fig. 45) and click the # icon to edit the previously created item.

On the page that opens, select the ‘Product Shipment’ Sales Funnel (Fig. 46).

Sales Funnel | + Q

Main sales funnel

Crder for windows
Product Shipment

Fig. 46. Selecting a sales funnel in the Deal Type object
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Save the changes made to the item of the Deal Type object. From now on, while creating a
deal, you can select its type and, accordingly, the sales funnel through which it will move.

3.3.4. Configuring the Product and Services Object

When you start working with the ELMA CRM+ Application, it is not always necessary to
configure the Product and Services object. For these purposes, companies normally use ERP
systems, which stores product data, warehouse and accounting records. ELMA is not an
accounting system, this is why we do not recommend creating an object that will store large
number of product items.

If the range of products and services is not big, sales reps can use the Products and Services
object and add its items onto deal pages. Please note that users must have appropriate access
permissions to work with objects. Find out more about this in the ELMA Help section.

Now let's configure the object. First, go to the Administration section, choose CRM settings
and then open the Products and Services object at the bottom of the page.

This object is hierarchical, so first we will devise the structure of groups for top-level elements.
To do so, click Create Group in the toolbar on the object page (Fig. 47).

Create

Create Group

Fig. 47. Drop-down menu of the Create button

On the creation form (Fig. 48), set the Is a group parameter to Yes and enter the Name of the
item - Cardboard Box.
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B - Simmons ). ?
Save Cgl F" o 9 L—. @

Products and Services - Add an item

Parent Object + Q
Is a group * Yes Mo

Hame * Cardboard Box

Price Empty

Fig. 48. Adding a group to an object

In the same way, create two more top-level groups called ‘Folding Carton” and ‘Rigid Box'.

As a result, the three top-level groups in the Products and Services object will look as follows
(Fig. 49):

Back Create } o o —
» O 9= ©

W

i + Simmons J. ?

Products and Services
Path: Objects \ Products and Services

Advanced Search

Quantity: | 15 Entries found: 3 Pages: '55;1 {3 'ﬁ

MName Frice
B Cardboard Box g%
= Folding Carton L%
By Rigid Box 4 X

Fig. 49. Groups in the Products and Services object

To the top-level group ‘Cardboard Box’, add three more groups of a lower level: ‘Single Wall',
‘Double Wall and ‘Triple Wall' (thickness of a box).
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First, open the group ‘Cardboard Box/, then click Create Group, add three new items and save
each of them (Fig. 50).

9 Simmons J. ?
1 . =
Save Cancel ?“ o 9 —. @

_{}:T

Products and Services - Add an item

Parent Object Cardboard Box x| =4 Q
Is a group * Yes Ma

Name * Single wall

Price Empty

Fig. 50. Creating the second-level group in the Products and Services object

To navigate a treelike object, open the desired group. The breadcrumbs (Fig. 51) indicate the
position of an item list in the object hierarchy. This is how the group ‘Cardboard Box' of the
Products and Services object should look like (Fig. 51):

Products and Services

|Path: Cbjects \ Products and Services \ Cardboard Box I

Advanced Search

Quantity: 15 Entries found: 3~ Pages: '@: {$ o
Mame Price
b= llevelup)
B Double Wall 4 %
B Single Wall 4 %
Bz Triple Wall 4 %

Fig. 51. Second-level groups in the object
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Now we are done with configuring the group hierarchy in the Products and Services object.

The next step is to fill the groups with goods. To do so, go to the ‘Single Wall' group and click
Create in the toolbar (Fig. 47). Key in the Name and Price (Fig. 52).

f'_i, simmons ). ?
; =

L]

Products and Services - Add an item

Parent Object Double Wall X Q
| a group Yes * Mo

Name * Large square box (28" x 28" x 28")|
Price 24.99

Fig. 52. Adding an object item (product)

When you click Save in the toolbar, the item will be added to the corresponding group.

Before we move on to further configuration, add a few more object items of your choice (Fig.
53).
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Simmons |. ?

e
- » 99 =0

Back Create

Products and Services

Path: Objects \ Products and Semvices \ Cardboard Box \ Double Wall

Advanced Search

Quantity. 15 | w Entries found: 3 Pages: EE_:I E& ﬁ
Mame Frice
B \levelup)
Medium square box (16" x 16" x 16™) 8449 ! 4
3mall square box (8" x 8" x 8") 4.99 ! »
Large square box (28" x 28" x 28™) 2499 ! 4

Fig. 53. Example of group items in an object

Now that we have configured the Products and Services object, you can add the names of
goods and their quantity to deals. The system will automatically calculate the cost based on the
standard prices specified in the object.

Deal - Cardboard boxes

Aboutthe Deal  Relationships 0 Products 0 Tasks 0 Access

Quantity: | 15 | w Entries found: 3 Pages: s
Mame Quantity Price Yalue
Medium square box (167 x 16" x 167) 200 9.99 1,998.00 ! b4
Small square box (8" x 8" x &87) 400 499 1,996.00 ! o
Large square box (28" x 28" x 287) 200 2499 4,993.00 ! 4

< Add Product

Fig. 54. The Products tab with items on a Deal page

ELMA CRM+ application 44



Note that you can choose items from existing objects or add your own items. To do so, click
Add Product. Bear in mind, though, that for this you need to have access permissions to
objects. You can read more about this in this section of the ELMA Help.



https://kb.elma-bpm.com/help/EN/Platform/content/Admin_Access_References_index.html

3.4. Search and Filter Contractors and Deals

In the previous sections, we set up an object model and added object items so that you can
manage contractors and deals in ELMA. The following sections will describe ELMA CRM+
interfaces settings.

From this section you will learn how to create and configure filters to search Contractors and
Deals in the system.

In ELMA, a filter is a saved set of advanced object search parameters. You can create filters
only for those objects that you can search for (e.g. contractors, deals, contacts, etc.). For more
details on filters, check this ELMA Help page.

To create filters, let's use several previously created Contractors (see Table 1). Read Section
3.1 of this user guide to discover how to create them.

The best way to set up a new filter in the CRM section is to use the advanced search interface
for the required objects. First, carefully check the search results and then save the settings as
a filter. Below you will see how to create and save filters in the Contractors and Deals sections.

Let's assume that the filter tree of the Contractors and Deals has the following structure (Fig.
55):

b CRM ESA Deals
| Al
@ Contractors S Shared Fiters
Y All ---- Y My current deals
-4 i My Filters -J Current Deals
b Y Regular Customers ----- Y Initial stage
B Shared Fitters ----- Y signing
-4 i Regions ----- Y Planned deals
---- Y Mew York - Y Waiting for payment
e Y Other Regions | b Y Postponed deals
W Suppliers = Finished Deals

""" Y Successfully closed deals

""" Y Canceled deals
Edit
Edit

Fig. 55. Filter tree of the Contractors and Deals sections
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In Table 2, you can find the information on search criteria that you need to use when creating

and configuring the corresponding filters.

Table 2. A set of criteria for configuring filters in the Contractors and Deals sections

Filter Name Filter Criteria
Contractors Regular Customers Object Type - Contractor
Type - Regular Customer
Suppliers Object Type - Contractor
Type - Supplier
New York Object Type - Contractor
Region Group - New York
Other Regions EQL search values: Region in (5,
2,7,3,4,6)
Deals My Current Deals Closed - No

Responsible - Administrator

Initial Contact Stage

Deal Stage - Interest in the
product

Signing the Contract Stage

Deal Stage - Signing the
Contract

Being planned

Deal Stage -Planning the
Shipment

Payment Stage

Deal Stage - Payment

Postponed Deals

Status - Postponed

Concluded Deals

Status - Closed (Success)

Rejected Deals

Status - Closed (Failure)

Let's take a look at how to create and work with the filters that were configured based on the

parameters in this table.




3.4.1. Creating Custom Filters

Object filters are configured in their respective sections of the system web application. In our
case, in Contractors and Deals.

Let's take the Contractors section as an example to illustrate how to create a filter. At this
stage, the Contractors section page looks like this (Fig. 56):

+ v z’e £ simmons). ?
Add Selected Import from ‘e",’ o vo = @

Excel

Contractors
Search  Only mine In Attachments
Object Type Contractor

Advanced Search

Quantity: 15 Entries found: 4  Pages: S Th G O
Mame Type Industry Region Group Responsible Website
HANDCRAFTD Regular Customer Stationery Mew York Simmons J. www.handcraftd.io
SNACKZY Food Delivery Southwest Simmons J. Www.snackzy.com
Totoes Regular Customer Footwear Southeast Simmons J. wwwiotoes me
PaperBush Supplier Papermaking Southeast Simmons J. www.needpaperwemakeitio

Fig. 56. Contractors section in the web application

Click the Advanced Search button under the search bar (Fig. 57) to create a Contractor Filter.

Advanced Search

Fig. 57. Advanced Search

In the Advanced Search Panel, you will see all the properties that Participate in Search
(Filter) (Fig. 35).
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Search  Only mine In Attachments
Object Type Contractor Country Q
(Lega! Address)
Phone
Region
(Lega! Address)
E-Mail
District
Mame (Lega! Address)
Tipe Q IS
Industry Q Locality
(Legal Address)
Region Group Q
Street
Responsible E 3 (ress
Building
Warketing Q (Legal Address)
Fax Room No.
iLega! Address)
Partner
Q Individual Taxpayer
Mumber (ITN)
Company Day o o =
Date created = to =
Annual Revenue Empty il Empty
Categories Q
Bank Accounts Q

Find Contactors Save as Filter ECL Search

Hide Search Fields

Fig. 58. Advanced search panel

The first filter must include all companies from New York. To do so, select the ‘New York' value
in the Region Group field. Then click Find Contractors and look through the list of contractors
(Fig. 59).
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Object Type Contractor

Region I
Group Mew York x|Q
Save as Filter
Mame Type Industry Region Group Responsible Website
HAMDCRAFTD Regular Customer Stationery Mew York Simmaons J. www.handcraftd.io

Fig. 59. Search results

In the search results, you will see the data you were looking for. To save and reuse the search
parameters, click Saved as a Filter (Fig. 59).

In the dialog box that opens (Fig. 60), fill in the Filter Name field - ‘New York’ and check the list
of Selected Elements to be displayed in the filter. Selected Elements are the fields by which
you can search within a filter. Remove unnecessary fields to make the user interface cleaner.
To do so, drag and drop the items from the Selected Elements column to the Available

Elements column. In our case, this is not required.
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Filter Name * Mew York

Available Elements Selected Elements
District A
EQL Query

City
Locality
Street
Building

i —
Room Mo.
Individual Taxpayer Mumber (ITN)
Date created
Categories

Bank Accounts v

Save

Fig. 60. Save filter settings

When you click Save, the Filter will be created. It will appear in the CRM section> Contractors
> My Filters group (Fig. 61).

@ Contractors

=B My Filters
f- P New York

Fig. 61. Saved filter in the filter tree
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Each user can create custom filters that will be available only to them in the My Filters folder.
All custom filters are saved in this group by default. If you want all other ELMA CRM+ users to
see your custom filters, configure the filter tree (see Section 3.4.3).

In the same way, configure all the other filters in the Contractors and Deals subsections (you
can find the input parameters in Table 2).

3.4.1.1 Using EQL Search

Sometimes you may need to create complex filters. For example, to display Contractors from
all regions except New York (please refer to the previous section to find out how to set up
standard filters Fig. 61).

The easiest way to do it is to use the special ELMA Query Language (EQL). It allows you to set
up filters with search criteria that are not included in the basic functionality of the filter settings.

To do so, go back to the Contractor advanced search (see Fig. 57). Click EQL Search in the
bottom right corner.

Fig. 62. EQL Search

In the field that opens, start typing your query - ‘Region in’. In this query, Region stands for the
Region Group, which is the object that we filled in before (see Fig. 31). This field offers search
suggestions.

Now in a search suggest drop-down list (Fig. 63), select the items that you want to add to the
filter - all the Regions apart from New York.




Contractors

EQL Search EQL Help @
Region in (5, 2,

Mew York [ 1]
Midwest[5]
Mortheast[ 2]
Other Regions [ 7]

Southeast[ 2]
Southwest [ 4]
West[6]

Advanced Search

Fig. 63. Selecting items for a query

When an item is selected, its identifier will be inserted into the query text (see Fig. 63). The
identifiers of object items are their serial numbers.

EQL Search can not only access static data from objects, but also filter data by the current user.

Using the logical operator ‘AND’ you can add the function ‘Responsible = CurrentUser()’ to the
previously created query ‘Region in (5, 2, 7, 3, 4, 6)’. Such filter will show contractors in the
selected regions whose dedicated manager is the current user.

The final query will look like this: ‘Region in (5, 2, 7, 3, 4, 6) AND Responsible = CurrentUser ()’. The

“ icon above the query field means that the query is written correctly. Save it as Filter with
the name ‘Other Regions'.
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Contractors

EQL Searcrlﬁ EQL Help @

Region in (5, 2, 7, 3, 4, 6) AND Responsible = CurrentUser()

Object
Type

Find Contactors Save as Filter Regular Search

Advanced Search

Contractor oy

Fig. 64. Correct EQL Query

For more information on how and where to use EQL Search, see this Help page.

When all the filters have been created, they will be displayed in the left menu as follows (Fig.
65):
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@ Contractors A Deals

j Wy Filters :t My Filters

""" T Mew York Y My current deals

""" T Other Regions T Canceled deals

""" T Regular Customers Y Successfully closed deals
- T Suppliers T Fostponed deals

Y Waiting for payment
T Flanned deals
Y Signing

Y Initial stage

Edit Edit

Fig. 65. Filters displayed in the left menu
In Section 3.4.3, we will take it one step further and configure the filter tree.

3.4.2. Advanced Filter Settings

In this subsection, we will consider advanced filter settings using the ‘Suppliers’ filter as an
example. This implies configuring Table Column Settings and Access Permissions Settings.

You can change settings not only when creating a filter. Select the ‘Suppliers’ filter in the filter
tree and click Edit Filter in the top toolbar (Fig. 66).

4

Edit Filter

Fig. 66. Edit Filter button




3.4.2.1 Table Columns Settings

Let's configure the Table Columns with a list of contractors for this filter. To do so, go to the
Table Columns Settings tab (Fig. 67) and uncheck the Use Default Settings box. After that

the tab will change.

—

Back

Moscow

Filter Filter Fields

Save

+  Lse Default Settings

Table Columns Settings Access Permissions

Fig. 67. Table Columns Settings tab on the Edit Filter page

Remove the Industry and Responsible properties (Fig. 68) from the Selected Fields column
by dragging and dropping them to the Available Fields column or by clicking = to the right of
the property. In our configuration, they will be of no use since the industry was specified while
creating a filter and the identity of the Responsible user is not significant for the ‘Supplier’

contractor type.

Responsible (Contractor) (Contractor)

Industry (Contractor) (Confracior) {b

Fig. 68. Removing columns from the table




To apply changes, click Save in the toolbar.
3.4.2.2 Access Permissions Settings

By default, only the Administrator or the author of a filter can edit it, but it is sometimes
necessary for the key employees to work and configure this filter as well. Let's give access
permissions to the Chief Commercial Officer so that they can edit the ‘Suppliers'’ filter.

First, open the Edit Filter page and go to the Access Permissions tab (Fig. 69).

— E £ simmons). ?
E‘.

Back Save ‘1’ e 9 L—. @
Suppliers

Filter Filter Fields Table Columns Settings Access Permissions

Read Edit Full Access
% [y Author " v v
® G2 AllUsers v
Add

Fig. 69. Access Permissions tab on the Edit Filter page

Click Add at the bottom of the permission list and in the window that opens select the position
CCO (or another appropriate) (Fig. 70).

Author

*  (Organizational Structure Element = B CED
Group ﬂu Chief Administrative Officer
User '

?J w ¥ Chief Commercial Officer

-

P Chief Technology Officer

Fig. 70. Selecting a position to assign permissions

Give Full Access permissions to the added position by checking the corresponding box. Then

Save the filter (Fig. 71).




A

x Chief Commercial Officer o o o

Fig. 71. Saving the filter with new permissions

Additionally, you need to move the configured filter to Shared Filters. Below you can read how
to configure the filter tree.

3.4.3. Configuring a Filter Tree

The final step is to put the configured filters into the shared filters folder. They are currently in
the My Filters folder. Here they are available only to one user - the one who created them. At
the same time, the system allows users to access other users’ personal filters via a direct link
(all users have permissions to View personal filters).

In our example, it is necessary that all users of the ELMA CRM+ application see this filter.

To do so, click Edit at the bottom of the filter tree. On the Edit Filter Tree page that opens,
drag and drop the ‘Regular Customers’ filter to the Shared Filters folder (Fig. 72).
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- ¥ Regular Customers “p 4 )?
/

- = Share dglters Is % y

4 Regular Custl:lmers|

Fig. 72. Editing filter tree

This is how you can move filters in the tree. Our goal is to arrange the filters as they are in the
hierarchy in Fig. 55. To add a new folder, click the button to the right of the Shared Filters
folder.
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----- = Shared Filters i3 %%

Create Folder for Filters
Folders allow grouping fiters hierarchicalby

Fig. 73. Adding a folder to Shared Filters

In the dialog box that opens, enter the folder name - ‘Regions’ (Fig. 74).

Add Folder X

Folder Mame

Regions

Save Cancel

Fig. 74. Enter the name of the folder you want to add

Click Save to create the folder.

Drag the filters onto the corresponding folder until you get a tree like that (Fig. 75):
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Edit filter tree

To sihare your filter, drag it from “My Filters™ to “Shared Filters® )(
folder. Similarly, you can add a shared filter to your filters. You can

stop sharing a filter in the same way if you have full access
permissions for it

= AN
= B My Fitters I3 %8
‘%W Regular Customers
=i~ Shared Filters
- B Regions
W new York
! % Other Regions
W Suppliers

Fig. 75. Configuring filter tree
All changes are saved automatically: once you've configured the tree, just click Back in the top
toolbar to return to the CRM section.

Now let's open the Deals section, create two folders ‘Current Deals’ and ‘Closed Deals’, and
drag the previously configured filters to these folders.

In Fig. 55 you can see how the filter trees in the Contractors and Deals sections should now
look.

To find out more about how to create and configure filters, see this ELMA BPM Help page.
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3.5.  Creating Interfaces for Working with CRM

Once you created objects and configured filters, you can customize user interfaces. This subject
is discussed in more detail in the User Manual on the Web Portal. In this section, we will explain
how to create a custom main page with portlets, add a user group that will be able to access
this page, and how to give access permissions to it.

3.5.1. Creating a User Group

Before you start configuring interfaces, create user groups to which you will later on give
different access permissions. To open the user group settings page, go to the Administration
section - the Users portlet - Group List (Fig. 76).

¢ Administration

& Users

Group List

Fig. 76. Link to the group settings page

Now let's Add a new Group by clicking the corresponding button in the top toolbar (Fig. 77).

&

Add Group

)

Fig. 77. Add Group button
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While configuring the group, add a few Job Positions that will make up the commercial division
(Head of Sales, Employees of the Sales Department and CCO). First, check the required
checkboxes and then click Select (Fig. 78). Note that this is just an example in other cases the
org chart may be different.

Select Participant X
User = i3 CEO
Group ;J"“ Chief Administrative Officer
* Organizational Structure Element :f_; Accounting Department

:fJ Administrative Office
ﬂ Housekeeping

" ks ¥ Chief Commercial Officer

=4 Marketer
=t Sales Department

;—f"“ + Deparment Head: Sales Department

Q + Department Employee: Sales Department
= 3 Chief Technology Officer
:fJ Logistics
+[7 Quality Control
:fJ Shop Floor 1
ﬂ Shop Floor 2

Cancel

Fig. 78. Adding a position to the group

Enter the Group Name and then Save the group (Fig. 79).

o E 9 ‘@ Simmons J. ?
Save @ Cancel

» 9=0

B Create a group
Group Hame * Commercial Division
Description This group includes CCO, Sales Head, and Sales L
Department Employees Ly
Default Group * Yes . No
Add this group fo all new users
List of Group Members ¥ ;2. Chief Commercial Officer

¥ % Department Head: Sales Department
¥ 7, Department Employee: Sales Department

> + Add

Fig. 79. Saving a user group
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3.5.2. Creating and Setting Up the Main Page

Main pages are basic interface elements. They appear as a set of tabs and help users quickly
access important and frequently used information on the ELMA portal. To set up pages, go to
Administration - Portal Settings - Pages (Fig. 80).

Sep 11 & + @ Simmons J. ?
( Wednesday Back Page ‘,‘ ,,o = @

W

¢ Administration Portal
(1] -
Main Page c
| |
Configure the interface

':- Users The configuration mode allows you to see what the configured interface m
looks like, view it as another user, quickly access the seftings of specific
interface areas.

& System

I : -
= | Basic Applications M |nterfaces

p— ! Customized Interfaces. Here you can create and configure custom interfaces for specific users.
=i Portal Settings ¥ : .

f=r= Pages
™ Interfaces q[ljr User Pages. Create user-interface function pages. Thig feature allows you to easily extend the
— systemn capabiltiss without programming.
o Pages "

B8] Portlets

(v) Advanced

£ Action Register

Fig. 80. Configuring main pages

Select Main Pages to configure their interface (Fig. 81).

Mame Access

= Main Pages Mot defined

Fig. 81. List of customizable pages

ELMA CRM+ application 64



3.5.2.1 Creating a Page

In ELMA, you can create three types of pages:

e Portlet Pages are pages with widgets that display specific information;
e Text Pages are portlet pages that, by default, contain an HTML portlet;
¢ Role Pages are dynamic pages that display different information depending on the

user role.

A portlet is pluggable user interface components that is managed and displayed in the web

portal. You can tailor portlets to meet each user’s needs.

In the example below, we will configure a portlet page with portlets for a sales rep. Go to the
Main Pages folder. It already contains a default main page (Main). Let's create a new one: click

Portlet Page in the drop-down menu of the Page button (Fig. 82).

ﬁ simmons J. ?
é_.
Page Create Folder Actions “:“b ve : Ir\_f\I
Portlet Page
Text Page Create New Page
Role Page =
Quantity: 18 Entries found: 1 Pages: 5] 'ﬂ
Name Access
CALevel up) Mot defined
B Main All Users

Enter ‘Customers’ in the Name field and select ‘Two columns' as a location (Fig. 83). Location
is the page layout, i.e. the number of columns that will feature the portlets you will add.

Fig. 82. Creating a portlet page

E e f._‘a simmons |.

Save Cancel ‘E‘T} o vo e If\_/h\l
New Portlet Page
Name * Custamers
Location * Twao columns

Layout tempiate defines the zones on the page; you can add
several portiets to each zone. Portlets in columns are stacked
vertically:

+ EditPage

?

#

Fig. 83. Creating a new portlet page
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Click Save in the top toolbar to create the Portlet Page. You will be automatically redirected to
the Configure Portlet Page interface.

3.5.2.2 Configuring a Portlet Page

Let's start configuring the page: add the ‘Deals’ and ‘Filter’ portlets. To do so, click Add Portlet
in the toolbar (Fig. 84).

-+

Add Portlet

O

Add Portlet

Fig. 84. Add Portlet button

In the portlet catalog that opens, choose ‘Deals’ and click Add Portlet (Fig. 85).

This portiet displays deals

Add Portlet

Fig. 85. Adding the Deals portlet

Then add the ‘Filter’ portlet in exactly the same way.

Use drag and drop to place the created portlets in two different columns (Fig. 86).

Y Filter

Y
> 14
Y

Fig. 86. Changing the position of the portlet on the page
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To open a portlet's settings, click the wrench icon to the right of the portlet name (Fig. 87)

&

Fig. 87. Deals portlet settings icon

In the window that opens, select the Filter to display - ‘My current deals’, specify the Name -
‘My Deals’, and then click Save (Fig. 88).

Filter to display My current deals Q

Mame My Deals

Save

Fig. 88. Deals portlet settings

Now let's configure the Filter portlet. First, select the filter to display. For example, ‘Regular
Customers’ in the Contractors section (Fig. 89).
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Filter to display

[ Regular Customers %

Fig. 89. Selecting a filter to display in the Filter portlet

After that enter in the Portlet Title ‘Regular Customers’ and Save the settings (Fig. 90).
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Fortlet Title Regular Customers

If empty, the filter name will be used

Save

Fig. 90. Saving the Regular Customers portlet settings

3.5.3.  Configuring Access to a Page

In ELMA, you can give access permissions for pages not only to individual users and/or org
chart elements, but also to user groups. For example, the previously configured ‘Commercial
Division’ user group. Read Section 3.5.1 to learn how to create a user group.

To grant access permissions to the ‘Commercial Division’ user group, go to Administration -
Users - Groups (Fig. 91).

Sep 11 &« y 4 "  Simmons]. ?
( Wednesday Back Fait ?b vo ] @

3 Administration

Group: Commercial Division

1| -
Main Page
u g Group Name Commercial Division
B v
d RIS Description This group includes CCO, Sales Head, and
Sales Department Employees
:'. Users
J: e Default Group Mo
2% substitutions List of Group Members ;1, Chief Commercial Officer
L | .
= Absence Schedule sta Depantment Head: Sales Depantment
:12 Department Employee: Sales Department
7 Access Settings
& System < Permissions Mo data to display

=/ Basic Applications

Fig. 91. Commercial Division user group in the Administration section
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For more detail on how to work with groups, org chart and users, read the User Manual on the
ELMA Web Portal.

Let's restrict the access permissions to this main page so that only users of the ‘Commercial
Division’ group can see it. To do so, go to Administration - Portal Settings - Pages. Find the
‘Customers’ page in the Main Pages folder. Click the context menu icon =* to the left of the
page name and select Access (Fig. 92).

=¥ E§ Customers

—
| Eige Portal Settings |

£ Configure

[E' Access @

I E3 Pages I

Fig. 92. Configuring main page access settings

Note that you can also set up access permissions to a page while configuring it. To do so, click
the Access button in the top toolbar on the page (Fig. 84). In the Access Settings window, Add
a new element in the Extra Permissions section (Fig. 93).

Fig. 93. Add Extra Permissions button
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Select the ‘Commercial Division’ in the group list (Fig. 94).

Selecting an object to assign permissions X
Organizational Structure Element KPI: HR Department A
= Group KPI: Top Managers
User ECM+ Mobile App Users

4

Commercial Division
Time Reports Auto-Approval
Obligatory Time Reports
SMS notifications statistics
Security

KPI Mobile App Users
Administrators

KPI: Configuration

ELMA Configuration
Project Teams Members
Full Process Monitor

Time Reports Administration v

m Cance'

Fig. 94. Selecting a user group to assign permissions

The View access permissions are sufficient to use the main page. Check the corresponding box
(Fig. 95). If a user needs permissions to change the personal page settings, check the Edit box.

Ix & Commercial Division v I

Fig. 95. Giving Extra Permissions to a user group

Click Save to add the permissions and finish configuring the Main page.
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3.5.4. Configuring the Set of Main Pages

Let's add the newly created main page to the set of pages. Go to Administration - Portal
Settings - Interfaces - Default Interface (Fig. 96).

Default Interface

Fig. 96. Configuring Default Interface

Click the # icon next to the Set of Main Pages to start editing it (Fig. 97).

Set of Main Pages "Default Interface”, "Lite” I

Fig. 97. Editing the set of main pages

Then click Continue editing to confirm that you want to apply changes to several interfaces at
once (Default and Lite interfaces) (Fig. 98).




Configure the main pages

This set of main pages is used in the following interfaces: "Default Interface”, "Lite”

Continue and apply changes to all interfaces ~ Continue editing

Fig. 98. Confirm that you want to change the set of main pages

In the window that opens, drag and drop the ‘Customers’ page to the Selected Pages column
(Fig. 99).

E e m simmons J. ?
o Save Cancel ‘%b 9 = @

' Configure the main pages

This set of main pages is used in the following interfaces: "Default Interface”, "Lite”™

Drag the pages that should be displayed on the main page to the right column x
Page Manager Selected Pages
Path: Root Folder \ Main Pages =8 Main *
WMLevel up)

T Customers

== Customers

Main

Mumber of Displayed Pages |1

Fig. 99. Adding the main page to the set

With this setting, the ‘Customers’ page will be shown in the collapsed list of main pages. To
make it visible immediately after logging in, increase the number of pages displayed. To do so,
change the value to 2 in the lower right corner (Fig. 100).
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Mumber of Displayed Pages | 2

Fig. 100. Changing the number of displayed pages

You can also change the number of displayed pages by dragging and dropping the ‘Customers’
main page above the dividing line (Fig. 101).

E e - Simmons J. ?
o Save Cancel ‘9 9 - @

1

t Configure the main pages

This set of main pages is used in the following interfaces: "Default Interface”, "Lite”

Drag the pages that should be displayed on the main page to the right column )(
Page Manager Selected Pages
Path: Root Folder \Main Pages =8 Main .
CMLevel up)
o 7T customers
= Customers

B8 Main |

Number of Displayed Pages |1

Fig. 101. Another way to change the number of displayed pages

Click Save in the top toolbar to save the Set of Main Pages (Fig. 102).
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Fig. 102. Saving the set of main pages

We have finished configuring the interfaces. Now the Customers portlet page looks as follows
(Fig. 103):

o E;E-I} ® (B @ . simmons J. ?

Task Send Messa; Start Process Create Event Create Register o
o : P PFQ 8

w Document Document

= Welcome to ELMA! O Man  Customers

% My Deals f‘ @ Regular Customers

Filter: My current deals

& 6

Quantity | 15 | « Entries found: 2 Pages @
Quantity: 15 | v Entries found: 4 Pages: |5}
im Mame Type Industry  Region Group Responsible
Mame Deal Stage Contractor Responsible
Regular
E Signing the HANDCRAFTD c gl Stationery New York Simmons J.
Rigid Boxes Totoes Simmons J. ustomer
contract
] Tot ReOUAT o twear Southeast S J
Cardboard Signing the otoes Customer | 00wear Southeas immons J.
SMNACKZY Simmons J.
Boxes contract
>
E Cardboard Commercial
HAMDCRAFTD Simmons J.
Boxes offer
rf\..
Foldin
g Initial contact PaperBush Simmons J.
@ Cartan

Fig. 103. Configured portlet page ‘Customers’

Users now can work in a conveniently set up interface, manage contractors and deals, specify
the name and the number of products, change deal stages and track their life cycle.
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Chapter 4. Quick Sales

ELMA CRM+ application works perfectly in sales with a short cycle. Short-cycle sales implies
selling and shipping simple products or providing simple services. For such sales, business
processes might be very beneficial.

The main goals to attain in quick sales are:

e perform standard actions accurately;
e meet deadlines;
e instantly access required information in points of contact.

You can achieve these goals with the help of two platforms: ELMA CRM+ (allows managing
customer relations) and ELMA BPM (helps to automate sales processes).

Using processes will allow you to standardize all sales stages from accepting and order from a
customer to manufacturing goods. It will also facilitate quality control monitoring.

In this chapter, you will find out how to:

e customize a customer page to quickly find information;

e transform a deal page into an Order page that will store information about
customers purchases;

e create a sales business process (Execute order) to manage all stages purchase
process.

Let's take as an example a small company that installs windows. The organization works with
individuals, employs sales reps, designers and installers and has its own production.

Here is the company's workflow (Fig. 104):

1. Asales rep receives a client’s request.

2. Aninstaller takes measurements.

3. With these measurements at hand, the designer creates a project and calculates the
window production and installation cost.

4. The sales rep quotes the client the price and they sign the contract.

The head of production controls the production of the windows.

6. The installers install the windows and fill out the completion form.

o
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Fig. 104. Fulfilling an order workflow
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Below, you can read about some principles behind configuring the object model, setting up
user interfaces, and generating documents using a template. After that we fill in a few
necessary objects, and create a sales business process to work with the above-described case.




4.1.  Configuring Object Model

The first step is to configure the Contractors and Deals pages and the respective objects. Since
the company described above works with individuals, we will use the Contractor object of the
Individual type as the main object of ELMA CRM+.

4.1.1. Configuring Contractors and Deals Forms

When you work with customers, you don't always use all the fields on a contractor page, so the
first step is to remove unnecessary items. Standard object fields cannot be deleted, this is why
you should make the necessary fields easily accessible for users, and place the unnecessary
fields on another tab. Read Section 3.2.2 and see Fig. 16 to find out how to configure view
forms.

Make the following changes to the view form of the Individual object:

1. Remove all unnecessary fields from the tab About the Individual. Leave only these
fields: Name, Responsible, Description, Categories, Email and Phone Number.

2. Change the Name field so that on the form it is displayed as ‘Full Name’

3. Drag the fields from the right column to the left column, and the Description field - to
the right column.

4. Create two new panels on the About the Individual tab: Address and Orders.

5. Go to the Attributes tab and drag the Postal Address field to the newly created
Address panel; open the Deals tab and take the List of Contractor Deals to the Orders
panel.

6. On the Attributes tab, uncheck the Required field box in all the required fields (have
red asterisk next to them).

7. Toremove all the unnecessary fields from the About the Individual tab, create a new
tab called Other Attributes and move there the Container for Default Properties (the
blue panel that reads ‘Here you will see the properties...') - it will gather all the removed
fields.

The About the Individual tab will look as follows:




m Organizational Structure  Processes  Objects  Document Management  Projects  Forms KP Reports nterface  BPM Apps  Scripts Publishing

] | -
OByl ==T m
Save  Close Form View M) Column  String  Panel  Tabs  Text  Button
Settings  Mod
Individual - View *
About the Individual Delivery Attributes Activity Relationships Dreals Tasks Attachments Access Contracts Other Attributes ==

Full Mame < Valuex Description
Phone Murmber <Selected itern >

E-hail <Selected item:

Responsible <Selected itern >

Categories <Selected itern

Address

Postal Address <Selected itern s

Orders

List of Contractor Deals

Fig. 105. Edited view form of the About the Individual tab

We have finished configuring the Individual page.

Information about an order will be stored in the standard Deal object. Deals will be created at
the very beginning of the sales process. In our example, we will store several additional
properties on the Deal page. Read Section 3.3.1 to find out how to create and configure
properties. Now let's create the following properties on the Deal object view form:

e Project - Attachment type;

e Contract - Attachment type;

e Window profile - Drop-Down List type (list items are SUPREME S177 PHOS,
SMARTIA S233 PHOS, LAMBDA SA1);

e Type of windows - Drop-Down List type (list items are Window, French Window,
Balcony Window). Uncheck the Select from list only box because there can be

orders for non-standard windows.
Now let's configure the view form of the Deals object. Do the following to optimize it:
1. Delete all the tabs except for About the Deal and Tasks.

2. Delete unnecessary fields from the About the Deal tab and leave only these ones:
Contractor, Name, Sales Volume, Responsible, Deal Stage, Status, Start Date,

Closing Date, and About the Deal.

3. Put all the fields in the left column except for About the Deal - drag it to the right
column. Add the previously created properties to the right column too: Project,
Contract, Window profile, and Type of windows.




4. Add a new tab Other Attributes and drag the Container for Default Properties onto

It.
Now the view form of the Deal object looks as follows (Fig. 106):

Aboutthe Deal Tasks Other Sttributes | ==
Contractor <Selected itern Project <Selected itern =
Marme < Values Contract <Zelected itern =
Sales Valurne .00 Window profile < Voluex
Responsible <Selected item = Type of windows < Value
Deal Stage <Selected item > Ahout the Deal < Valus
Status <Values
Start Date 9137219
Closing Date < Values

History

Fig. 106. Edited view form of the Deal object

Now it's time to configure the edit form of the Deal object. Make the following changes to it:

1. Add a new panel called Other Attributes.

2. Go to the panel settings, check the box The panel can be collapsed, and select the
Minimized by default parameter.

3. Onthe Other Attributes panel, put the Container for Default Properties.

4. Add and delete panels and properties as shown in Fig. 107.




w About the Deal

Mame *

Deal Type * Q

Contractor * Q
Sales Wolurne 0

Responsible * Q
Aboutthe Deal

Project Q
Contract Q

Windour profile

Type of windows

w Other Attributes

Here you will see properties that were not added onto this form individually
Fig. 107. Configured edit form of the deal object

We have finished configuring the object forms. Now publish the Individual and Deal objects
and restart the server. To find out how to do that, see Section 3.2.2.

4.1.2. Starting a Process from a Contractor Page

Let's assume that your system is integrated with VolP (IP telephony) and when there is an
incoming call, the contractor’s page opens. On this page, you can start a business process with
just a few clicks, you will not have tofill in any data about the customer. In ELMA terms, it means
that you can start the process ‘Execute order’ right from the Individual object page. If you need
to start business processes not only from Individual pages, but also Company pages, choose
Contractor as an object.

Now let's open the Processes tab in the ELMA Designer and select the process that we will start
from an object page. Then, on the process page that opens, go to the Context tab. In the list,
find the Customer property of the Individual (Object) type and select the boxes Search and
Input (Fig. 108). The Input box means that the property can be transferred to a business
process when it is started, while the Search box implies that you can filter process instances
by the specified property in the Process Monitor.




\\ Execute Order™
# Context

I Customer Customer Individual (Chject) |:| I

Search | Input

Fig. 108. Search and Input boxes for the property of the Individual type

Publish the process and go to the Objects tab to edit the Individual object. In the window that
opens, go to the Processes tab and Add the process ‘Execute order’ so that you can start it
from the object page (Fig. 109). In this list, you will see only those business processes that have
a property of the Individual type in their context and it is marked as Input.

Add

™ Execute Order

ﬁ Individual

Fig. 109. Adding a processes to the Start a business process list

When you have added the process, publish the Individual object and restart the server to apply
changes (see Fig. 21).

Now that the settings are configured and applied, you can start the process right from the
contractor page (from an Individual page in our case) (Fig. 110).
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Fig. 110. Starting the process from an individual page

4.1.3. Adding items to CRM Objects

First, let's add items to the main CRM objects. You can find them in Administration - CRM
Settings. Read Section 3.2.3 to learn how to configure them.

Let's create a sales funnel ‘Windows order’ that consists of six stages (Fig. 111):

6.

vk W=

Order received
Being designed

In production
Installation planned
Installed
Documents received

Click the button in the toolbar to Save the funnel. These stages will be used while modeling the

‘Process Order’ business process. They reflect the steps that an order goes through in the
company.
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E 9 9 Simmons ). ?
Save Cancel “ o —
; 9= 0

Sales Funnel - Add an item

Hame *

Deal Stages *

Order for windows

Id MName

Color

Funnel Marrowing (%)

Process

4+ 1 6 Orderreceived #0054a5 g

41 7 Beingdesigned #0054a5 _/ b4

41 8 Inproduction #0054a5 _/ b4

4 1 9 Installation planned #0054a5 g

£ 1 10 Installed #005435 %

4 1 11 Documents received _f x
= Add Stage

Fig. 111. Configuring sales funnel

Create an item in the Deal Type object, enter in the name and select the newly created Sales
Funnel in it. Save the deal type item (Fig. 112).

Q

Simmons |. ?

o

Save Cancel

>

9= 0

™ Deal Type - Add an item

3 HName * Order for windows

-..fa Sales Funnel Order for windows x |4 Q
L2 Processes
L Available faor

Starting

[ ]

|

Fig. 112. Creating a deal type item

Now open the Customer Document Type object. Add two new items to it: ID card and driver’s
license (Fig. 113).
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Customer Document Type

Path: Objects \ Customer Document Type

[4E]
[=1]
(]
=

Advanced Search

Quantity: 15 Entries found: 2  Pages: SRR -
Mame
ID card 4 %
Drivers license F "

Fig. 113. Customer document type object
We have finished configuring standard objects.

4.1.4. Working with the FIAS Address Base

You can integrate ELMA with FIAS Address Base (Federal Information Address System that
functions on the Commonwealth of Independent States territory). FIAS is a unified, open,
regularly updated address classifier that contains information about address objects and real
estate objects that are located at them. Companies use FIAS to quickly and correctly enter their
contractors’ addresses.

You can download the address database (Fig. 114) from the official website of Federal Tax
Service of Russia on the Federal Information Address System page. The DB file comes in
different formats - download the .xml file.



https://fias.nalog.ru/
https://fias.nalog.ru/Updates.aspx
https://www.nalog.ru/eng/
https://www.nalog.ru/eng/
https://fias.nalog.ru/
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fias_xmil.rar
(pasmep T 996 391
053 6aitt)

fias_xml.rar
(passep 7 985 111
585 GaitT)

fias xmi.rar
(pasmep 7 922 607
154 Gairm)

Fig. 114. Downloading FIAS archives from the Federal Tax Service of Russia website

As a rule, the FIAS database is rather heavy (around 6-15 GB), so before downloading it make
sure you have enough space on your server (Fig. 115).

| = | FlAS — m| *
Home 5hare Wiew b ﬂ
. v » ThisPC » Local Disk () » FIAS v |0 Search FIAS o

Marne Date modified Type Size
» 3 Quick access
[ fias_xml.rar 16-5ep-19 1212 PM  RAR File 6,161,919 KB
> O This PC
» ;_" Metwork
1item =2 =

Fig. 115. Address base archive file

Unzip the downloaded archive (Fig. 116).
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| = | FIAS - O e
Home Share View v o
“ v » This PC » Local Disk (C:) » FIAS w Search FIAS p=

Marmne - Date modified Type Size

7 Quick access
= AS_ACTSTAT_20190912_84911d44-16e3-4...  12-5ep-19 342 AM XML Document 1KE

E This PC =] AS_ADDROB)_20190912_686e1971-a9b2-4... 12-5ep-19 252 AM XML Document 2,926,214 KB

= Network |=] AS_CENTERST_20190912_32c42692-b805-... 12-5ep-19 342 AM XML Document 1KB

N |2 A5_CURENTST_20190912_86430099-f9%2-... 12-5ep-19 42 AM XML Document TKB
=] A5_DEL_ADDROE]_20190912_917ecc8f-78.. 12-5ep-19 1:39PM XML Document 661 KB
=] AS_DEL_HOUSE_20190912_4dddedb9-ebb... 12-5ep-19 1:39PM XML Document 364 KB
=] AS_DEL_NORMDOC_20190912_1fcbdbel-... 12-5ep-19 1:40PM XML Docurment 26 KB
|=] AS_ESTSTAT_20190912_a29b22c5-fd04-49... 12-5ep-19 342 AM XML Document 1KB
=] AS_FLATTYPE_20190912_a208%fe9-9ba53-4.. 12-5ep-19 342 AM XML Document 1KB
=] AS_ HOUSE_20190012_ee590253-6b97-431... 12-5ep-19 749 AM XML Documnent 28832877 ...
=] AS_HSTSTAT_20190912_afe014c9-330c-45... 12-5ep-19 342 AM XML Document SKB
=] AS_INTVSTAT_20190912_6c65b2ff-920-4...  12-5ep-19 342 AM XML Document 1KE
=] AS_NDOCTYPE_20190912_773ebe8d-827d... 12-5ep-19 342 AM XML Document IKB
=] AS_NORMDOC_20190912_2cd4c02d-e29...  12-5ep-19 1:35PM XML Document 3,910,953 KB

21items  1item selected 27.4 GB f=o| &=

Fig. 116. Unzipped FIAS database

Move the files to the configuration folder (Fig. 117). By default, the path to the ELMA
configuration folder is ../<ELMA system files folder>/UserConfig. Create a new folder called
FIAS and put the unzipped files there. This is a system folder name - do not change it.
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| = | UserConfig - O .

Home Share View 0

« =3 v 4 I <« Local Disk (C:) » ELMA3-Enterprise * UserConfig vIE} Search UserConfig P
Marne - Date modified Type

7 Quick access
Backups 07-Jun-19 3:43 PM File folder

& This PC ExportimpartFiles 28-Mar-19 10:29 A...  File folder

& Network S 16-Sep-19 12:01 PM  File folder |
Files 10-5ep-19 10:49 AM  File folder
FullTextindex 23-Feb-19 %51 AM  File folder
Integration1C 25-Feb-193:48 AM  File folder
Motifications 07-Jun-19 3:48 PM File folder
Packages 14-Mar-19 207 PM File folder
Previews 23-Feb-19 1:32 PM File folder
ProductienSchedule 23-Feb-19 %47 AM  File folder
Templates 13-5ep-19 418 PM File folder
Update 3-Feb-19 939 AM  File folder

WebApplication 5-Feb-199:51 AM  File folder

5-Feb-19 913 AM  CONFIG File

[T T )

MJ configuration.config

|j coenfiguration.packages 13-5ep-19 418 PM  PACKAGES File
£ EntityModelHistorySettings.xml 24-Apr-19 8:54 AM - XML Document
16items  1itemn selected =

Fig. 117. Creating a folder for the address database

Note that the FIAS address base will work correctly only if the FIAS Address Provider component
(Russia) is installed and activated in the system. This component is included in the basic delivery
of the ELMA system and is installed by default, but in some cases (for example, when activating
additional licenses) this component may not be pre-installed. To check the status of this
component, go to the Administration - System - Components section, this provider and its
status will be displayed in the list of system components. If this component is not installed,
then manual installation will be required. For details on working with system components, see

ELMA Help.

To configure the contractor address base, go to Administration - CRM Settings - Address
Settings for Contractors and click on the link Russian Federation - FIAS database.

On the page that opens, you will see a notification that you need to check if there is the FIAS
database in the UserConfig folder. You can also see the Module General Settings panel (Fig.
119).



https://kb.elma-bpm.com/help/EN/Platform/content/Admin_Modules_index.html

‘ — " simmons). ?
‘ Back “E{'—‘B 9 LT
! Settings of Russian Federal Information Address System (FIAS) database

w Settings of Russian Federal Information Address System (FIAS) database

Checkifthere is an XML file of FIAS database with the name that starts with AS_ADDROBJ in CAELMA3-Enterprise
WserConfig\FlIAS

Import

w Module General Settings

Select address elements

. . L]
only from FIAS entries Yes No

» | Possibility to manually save

-
to the address database Yes No

Save

Fig. 118. Settings of FIAS database

In the module settings, you can decide whether or not to Select address elements only from
FIAS entries and Save entries to the FIAS database or only to the Contractor address block.

Click Import to start the import procedure of the FIAS database from the system configuration
folder. If the FIAS database is in the required folder, the import will start. Otherwise, the system
will display a notification that there are no database files in the folder. The import will take
around 30 minutes. Wait until it's complete. Once the files have been successfully imported,
the corresponding notification will be displayed on the Settings of FIAS database page.

To make it easier for you to work with the FIAS database, go to Administration - CRM Settings
- Select a default country and choose the Russian Federation in the drop-down list.

Now that the address database is configured, you can fill in contractors’ addresses in the
following order: Country -> Region -> District -> City -> Locality -> Street, etc. The values in
the drop-down lists of fields are displayed depending on the values selected in the previous
fields (Fig. 119).
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Region

Ankiren Pecn ~
AnTai Pecn

ANTARCKWA Kpan

AmMypcran ofn

Ap¥aHrenecKkan ofn

AcCTpaxaHckKan ofn

BankaHyp r

BawkopToctad Pecn

BenropogckaA obn W

Fig. 119. Contractor’s addresses filled in with FIAS

This is how a contractor’s page will look like if the address section was filled out using FIAS (Fig.
120):

426000, Poccuiickan ©eaepauna, ¥amypTckan Pecn, T
Legal Address Veeck, yn. ¥YomypTckan, o. 246, kopn. a
Postal Address 426000, Poccuickan ©enepaunA, YoMypTcean Pecn, 1.
Vesck, yn. ¥amypTckan, a. 246 kopn. a

Fig. 120. Contactor page. Attributes tab
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4.72. Sales Business Process

To start configuring the business process, create the Organizational Structure with the
following job positions (Fig. 121):

e Salesreps;

e Designers;

e Head of Production;

e Installers;

e Secretary (document specialist).

CEC

.’_,—,J

&3 Sales Manager {5‘3 Chief Financial Officer {f} Head of Production
a_-‘flﬁ Sales reps _B Procurement department '-._B Production departrment
H“::]"' Designers u_[ﬂ Accounting Departrnent k_-‘ﬁﬁ Installers

{.5 Secretary

Fig. 121. Example of an organizational structure for the quick sales use case

For more details on creating and configuring the org chart, read the User Manual on ELMA BPM
Platform and ELMA Help.

Publish the Organizational Structure so that you can work with it in the ELMA Web Application
(see Fig. 21).

4.2.1. Creating a Sales Business Process

Let's consider how to model the quick sales process step by step. First, we will configure the
general logic of the process, then add the properties and special activities to manage CRM
objects.

Once modeled, the process map will look as follows in ELMA Designer (Fig. 122):



http://www.elma-bpm.com/data/User_Manual_ELMA_BPM.pdf
http://www.elma-bpm.com/data/User_Manual_ELMA_BPM.pdf
https://kb.elma-bpm.com/help/EN/Platform/content/Designer_Orgstructure_index.html
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| Sales reps Installers Designers Head of Production Secretany

Take
measurements Caleulate o

Send to zales rep

Calculate cost

Quote client the
price

Sign contract

f 3

n the coritract

|

Contract signed ‘
Froduce
windows

Produced

Contract scanned

Generate Contract i g the contract
Done

Install windows
Installed

. -
<+

Fig. 122. Quick sales business process map

To create and configure the process, go to ELMA Designer > the Processes tab. Click Add in the
top toolbar to open the Business Process Wizard (Fig. 123).

%

Add

Fig. 123. Creating a new business process button

In the first step of the wizard, enter the name of the business process ‘Execute order’ (Fig. 124).
In the Process Group field, you can create folders and add your processes to them. This allows
grouping your processes into different categories. Leave the fields under the panels below

blank.
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Process Name * |Execute orded |

Exampile: Contract approval

Process Group |'E Al Processes EIZ”

Fig. 124. Creating a business process in the wizard. Step 1

4.2.2. Configuring swimlanes

In the second step of the wizard, create the business process swimlanes using the org chart
elements. To create a swimlane, select the desired position in the tree and click Move (Fig. 125).

I B a Sales Manager I

Fig. 125. Adding a swimlane

Add the following swimlanes:

e Salesreps;
e Designers;
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e Head of Production;
e Installers;
e Secretary.

After that, click Create to close the wizard (Fig. 126).

) Create Process — [m} X
Step 2. Swimlanes
Swimlanes
‘Organizational Structure Swimlanes
- @ CEO -3 Move - Add ¥ Delete T Down
3 Secretary Sales reps !
% A Chief Financial Officer Designers ’
Procurement department Head of Production !
Accounting Department . |nstallers V4
h 3 Head of Production Secretary 4
- i Installers :
o . Swimlane Size
Production department
. ) Sales Manager Small @ Regular Large
- 0F Sales reps Swimlane Orientation
_—H i
" Designers @) Vertical Harizontal
&= Back ~¥ Create Q Cancel

Fig. 126. Creating a business process in the wizard. Step 2

ELMA Designer will automatically open a new tab where you can edit your business process
graphic model (Fig. 127).

O -0 x
Organizational Structure | Processes | Objects Document Management Projects KPI  Reports  Interface  BPM Apps  Scripts  Publishing MAX ?
M EHEB O QN «nex
Model Save  Check Start Settings  Export  Policies o ‘-
M - Debugging M -
= ProcessList | O Executz order €3 4k
4’4 Graphic Model 4 Contet [ Respansibility Matrix = @) Metrics and kPls | [T Forms | 4 Scripts | Y| Settings | &5 Version Histary ) Palicies
{}© BPMN Elements
sales reps Diesigners Head of Production Inctallers Secretary
w1 Events -
- () Start
C(z Intermediate
- End
= Actions =
& User Task
Script 4 4
@ Manual Execution
Notification i
P hdl| g
= " Document Management
@ KPI Management
@ Message Queues
r Plug-Ins
Sub-Processes "
B o= 0w -——F—+

Fig. 127. Editing a business process graphic model on a new tab




Before modeling the process, let's configure the swimlanes: dynamic for sales reps and static
for the others. To find out more about swimlanes, read the respective sections of the User
Manual on ELMA BPM Platform and ELMA Help.

4.2.3. Configuring the Business Process Context

Now let's create a chain of business process events. It will consist of various tasks, plug-ins,
gateways and connectors that will make the process run smoothly (more consistently and

predictably). For more details on modeling business processes, read the User Manual on ELMA
BPM Platform and ELMA Help.

First, add the following user tasks to the corresponding swimlanes:

Create order (Sales reps);

Take measurements (Installers);
Calculate cost (Designers);

Create a Quote for a Client (Sales reps);
Sign the contract (Sales reps);

Scan the contract (Secretary);

Produce windows (Head of Production);
8. Install windows (Installers).

Nowuy kN~

Arrange the tasks as they are in the picture below (Fig. 128):

Sales reps Installers Desigrers

|

Head of Production Secretary

4 F F A 4

Calculate cost

Create order

Quote client the
price

A

Sign the contract

Take
measurements

F 8

Install windows

Produce
windows

Scan the contract

Fig. 128. Arranging user tasks in swimlanes
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The next step is to set up the business process context. Context is a set of task properties that
are used during a process. For more details on how to work with context, see the Business
Process Context section in the User Manual on the ELMA BPM Platform.

Here are the context variables used in this business process (Fig. 129):

Displayed Name
» Base Properties

Property Mame Type Search | Input Cutput

Order Order Deal (Object] ] ]
Customer Customer Individual [Ohject] |:|
Measurements date MeasurementsDate Date/Time |:| |:| |:|
Installation date InstallationDate Date/Time |:| |:| |:|
Designers Designers User [Object) [l ] ]
Sales reps SalesReps User [Object) |:| |:| |:|
Head of production HeadOfProduction User [Object) [l ] ]
Installers Installers User [Object) |:| |:| |:|
Secretary Secretary User [Object) [l | |
Order description OrderDescription String |:| |:| |:|
Completion forms CompletionForms Attachment [Object] [l | |
hMeasurements Measurements Attachment [(Objecdt) |:| |:| |:|
Cost estimate CostEstimate Attachment [Object] [l | |
Payment Payment Money |:| |:| |:|
Design project DesignProject Attachment (Object) [l | |
Contract scan ContractScan Attachment [(Objedt) |:| |:| |:|
Process instance status Processinstancestatus Drop-Down List |:| |:|
Contract document ContractDocument File [Document) |:| |:| |:|
Initial cost Initial Cost Maoney [l | |
Order creation date OrderCreationDate Date/Time |:| |:| |:|

Fig. 129. List of context variables necessary in the ‘Execute order’ process

Note that the last property (Order Creation Date) is used to create business process instance
names (see Section 4.2.4) and to generate document templates (see Section 4.3). In the
property settings, specify the Property type - Date/Time and check the Set current date box
(Fig. 130).
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{“ Property Settings
Common Advanced Documentation 4b

Displayed Name * Order Creation Date

Property name i your ianguage. The name may contain any characters

Type * Date/Time Q|-
Show +| Date Time
Set current date o

Fig. 130. Order creation date property settings

Now let's configure the context variables in user tasks. To the first task ‘Create order’, add the
previously created variables: Order Creation Date, Customer, Measurements Date and
Order Description. The first two must be Read only, the second - Required (Fig. 131).

Property Mame on Form Reqy Reac Scrip
Customer Order creation date Order creation date O
Measurements date Customer Customer O
Measurements date Measurements date [}
Order description Order description |

IOrder description I

IOl'dercreati-Jn date I

Fig. 131. Configuring properties of the ‘Create order’ user task

You can also use the Form Builder to configure context variables. The form builder allows you
to see how the properties will be displayed on a task page in the web application (Fig. 132).
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Save  Close Form Wiew
Settings  Mode

Process Information

CQrder creation date

Custarmner

Column  String

Execute Order - Sales reps - Create order  *

Main Page Histary Tirne Report Sub-Tasks

-+

18-5ep-19 10:40 Abkd

<helected tem =

Measurements date *
Order description *
Process Transition Buttons
o mememeens o

Fig. 132. Configuring context variables in the form builder

In the same way, add these properties to all the business process tasks (Fig. 133 - Fig. 139):

Property Mame on Form Req|| Reac Scrip
Customer Customer |:|

Postal Address Postal Address []

Phone Number Phone Number ]
Measurements date Measurements date ]
Measurements Measurements |:|

Fig. 133. Take measurements task property settings
Froperty Mame on Form Req|| Feac Scrip
Measurements Measurements |:|
Design project Design project |:|
Cost estimate Cost estimate |:|
Initial cost Initial cost []

Fig. 134. Calculate cost task property settings
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Property Mame on Form Req|| Reac 5Scrip
Customer Customer []
Phone Mumber Phone Mumber L]
Cost estimate Cost estimate []

Fig. 135. Quote client the price task property settings

Property Mame on Form Req|| Reac Scrip
Customer Customer |:|
Cost estimate Cost estimate |:|
Contract document Contract document |:|
Installation date Installation date |:|
Payment Payment ]
Fig. 136. Sign the contract task property settings
Property Mame on Form F.eq|| Feat 5crip
Contract scan Contract scan []
Fig. 137. Scan the contract task property settings
Property Mame on Form Req|| Reac Scrip
Measurements Measurements ]
Design project Design project |:|
Installation date Installation date ]
Fig. 138. Produce windows task property settings
Property Mame on Form Req|| Reac Scrip
Customer Customer |:|
Postal Address Postal Address ]
Installation date Installation date ]
Completion forms Completion forms []

Fig. 139. Install windows task property settings

Once all the tasks are configured, set up their transitions. For these purposes, use:

e Connectors (indicate the sequence of activities);
e Intermediate events with a Timer (pause a process until a certain time);
o Parallel gateways (send a process along several routes simultaneously);
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e End events (indicate the end of a process instance).

At this stage, the graphic model of the business process looks like that (Fig. 140):

Sales reps

Installers

Dezigners

Head of Production

Secretary

®

&cﬂe cliert the

Take
messurements

‘LJ Caleulzte cost

Rejected

pri ce |‘

A

Sign the cortract

can the comtract

Scan

the contract

Froduce

Start windows production

Install windows

@

[

Scanned

T

We have just modeled a process that covers all the stages of a customer’s request: from its
registration to closing a deal (windows installation). Next, let's fine-tune the process so that it

Fig. 140. Graphic model of the execute order process

helps to obtain analytical information.

4.2.4.

After the context is set, create process instance naming rules so that instance names are

Instance Names Generation

generated automatically each time you start the process.
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While modeling the process, click on the arrow below the Settings button and select Instance
name. In the window that opens, select Template - Insert Variable - Context - Customer -
Name.

After that add the following text to the Template field: Order {$Instance.StartDate} as shown
in Fig. 141:

O Instance Maming Method - [ =

Manually

If a key variabie is defined, It will be usad as the name of the instance. Otherwise users will have to specifir it
manually when starting the process

® Template

The instance name will be generated from the template. It may contain custom text with inssarts live
{$VariableName].
Order {SInstance . Start Date} {SContext Customer. Name}

[nzert Y ariable -

OF. £3 Cancel

Fig. 141. Instance name template
We have finished configuring the instance name.

4.2.5. Displaying Progress on an Order
To display the progress, you can change either process instance statuses or deal stages.
In our example, we will use the status change.

4.2.5.1. Configuring Process Instance Statuses

Process instance statuses help to track process execution stages and search for process
instances (e.g. all orders that have the Taking measurements’ status)

Let's configure the automatic status change for the ‘Order execution’ process.

First of all, define the process stages and create the corresponding statuses. To do so, click the
arrow below Settings and select Instance Statuses (Fig. 142).




o Visibility
@ of Variables

Instance

O

& name
o Instance
Statuses %

Fig. 142. Instance statuses settings button

%)
[

In the window that opens, Add a new Variable that will define and store the process instance
status. While adding the variable, don't make any changes - just click OK. After that click Add
Status and fill in the newly created variable with statuses that your process instances might
have. Finally, at the bottom of the window click Select Action to configure what will happen
when a process instance is interrupted and choose Reset Status (Fig. 143).

1‘ Configure process statuses - M

Selecta "Drop-Down List™type context variable

Process instance status - + Add " anable

The stotus can be represented by any "Drop-Down List™-type context variable where the "Partic...

Process Instance Statuses

Add Status
Status Status Code
Taking Measurements Takingheasurements _f X
Cost Calculation CostCalculation ,’ b 4
Signing the contract SigningTheContract ,’ X
Failure Failure 4%
Production Production g%
Installation Installation g%
Success Success g%
Action when Interrupting Process Instance

Select &ction Keep the current status

& oK £3 Cancel

Fig. 143. Configure process statuses window




The next step is to place the Change Process Instance Status plug-in onto the graphic model
in the places where a new stage of your workflow begins.

You can find this activity in the left sidebar in the Plug-Ins section (Fig. 144).

..... . Change pr,}cess |ngtance St,atus I/

Fig. 144. Dragging a plug-in onto the process model

Double-click on the plug-in to open the settings. Specify the Name of the status that will be set
and go to the Settings tab. In the drop-down list, select the Status that will be assigned to the
process instance when executing this task. Click OK to confirm (Fig. 145)

{1 Change Process Instance Status - Taking Measure ments - [ ®
Cornrmon | Settings | 4k
Status TakingMeasurementsiTaking Measurermernts -

Select the status that will be assig MakingMeasurementsiTaking Measurements Q

ICastCalculation}Cost Calaulation
1signingTheContracd}signing the contract
TFailure}Failure

TProduction}Produdion

{Installation}n stallation

TSUCCessTRLCCRsS

oK £3 Cancel

Fig. 145. Change process instance status plug-in settings

In the same way, specify statuses for each plug-in in the model.




After publishing the process and starting it in the web application, you can track the process
instance progress by statuses in the Process monitor on the Statuses panel (Fig. 146).

w Statuses

Cost Calculation
Production

Success

Taking Measurements
Mot set

A S

Fig. 146. Process monitor page. Statuses panel

4.2.5.2. Creating and Changing a Deal in Processes

One more way to track the workflow progress is to use the Deal object. Below you will find an
example of a process modeled with the help of special plug-ins for managing deals.
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b Custom Activities

Y17 CRM Expert

| Change Deal Properties
. Create Call

. Create Deal

| Create Mail

- .| Create Meeting

Fig. 147. Plug-ins - Custom Activities - CRM Expert

You can start the business process right from an individual page. The first process step is to
automatically create a deal. To do so, drag the Create Deal activity (Fig. 148) from the sidebar

onto the graphic model. You can find the activity in the Plug-Ins section > Custom Activities
folder.

F Plug-Ins

Create Deal

Fig. 148. Adding the create deal plug-in onto the process graphic model
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Double-click on the activity to open its settings. Specify the following parameters on the
Input/Output Attributes tab (Fig. 150):

e Name - enter the fixed value ‘Installing windows';

e Deal type - you can find the identifier in the web application. Just open the deal type
object page: the identifier is the last number in the address bar (Fig. 149). Then click
Check to find the previously created deal type;

e Contractor - specify the Customer property from the Context of the business
process;

e Responsible - Sales reps property.

)/CRM/SaleType/Edit/s |

|® 127.0.0.1:80

Fig. 149. Deal type ID

In the Output Variables list there is only one parameter - Deal, specify the property Order
for it.

'\‘ Create Deal - Create Deal - M %
Comrmon Input/Output Attributes 4 b
Input Variables Output Variables
Parameters Type Process Context Parameters Type Process Context
Mame String Installing windows Deal Deal (Object) Order
Deal Type Deal Type (Object) 5: Order for windows
Priarity Deal Priority (Enume... =<MNot defined>
Contractor Contractor (Object) Customer 4
Short Status String <Mot defined>
Sales Value Fraction «MNot defined=
Currency Currency (Object) <Mot defined> J
Responsible User [Object) Sales reps
Marketing Activity Marketing Activity (... <MNot defined=
Description String <MNot defined>
Products List<Product and 5a... =Mot defined>
& ok €3 Carcel

Fig. 150. Create deal activity settings




The next activity is Change Deal Properties, which will change the stage at required steps. Add
the following variables to the activity:

e Deal - Order property from the business process;

o Deal Status - the Active value for all steps except for the last ones;

o Deal Stage - enter the Deal Stage ID. You can find the ID in the Sales Funnel
settings window (Fig. 151).

D 5 Check

nformation ® & ok €3 Cancel

|®| The object is found [Order for windows]

Change Deal Properties

Fig. 151. Change deal properties activity settings. Deal stage ID

At the final stages of the business process, in the same activity specify the Deal statuses:
Closed (success) and Closed (failure) (Fig. 152).

'-,‘ Change Deal Properties - Stage: Order accepted - [ X
Common | Input/Output Attributes 4k
Imput Variables Output Variables
Parameters Type Pracess Context 4 Process
. Parameters Type Context
Deal Deal (Object) Order
Deal Status Deal Status (Enumer... Closed (Success :
Deal Stage Deal Stage (Object) 5: Payment 4
& oK €3 Cancel

Fig. 152. Change deal properties activity settings. Final stage
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As a result, the Graphic model of the process will look something like this:

Sales reps Desighers Head of Production Installers Secretary
R  S—
Stage: Order Status: Complete
/T2 accepted Stage: In {Success)
production
k 7 L "
f - ,
Give order @n work on the Stage: Being T R
details order Dian designed ‘ Register
completion forms
“ s . / Execute order
( |Executed
Create Deal |~/ cust fsed ‘
ustomer reluse v Plan installation
| S— @ Stage: Installed
Send to installers )

~

Stage:
Installation
planned

Complete, payment received

ﬁlach project

and specify cost

a4

Install _—

Custorner refused

Status: Closed
({Failure)

Fig. 153. The process graphic model after configuring deal activities

When you use such a process, see the status analytics in the CRM section - Deal Dynamics.
Read more about deal dynamics in section 5.4.2.
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4.3, Document Generation

When you work with a flow of orders, it's important not to make any mistakes in documents.
To this end, the feature that allows generating documents/files by a template might come in
handy. In ELMA, there are various ways to configure document generation, and most of them
are a part of the ELMA ECM+ Application. However, as an example, we will use another way:
The Generate Document Version activity included in the standard set of BPMN elements.

4.3.1. How to Work with Templates

First, create a template. In a text editor, open the contract template that your company uses
(Fig. 154).

Product Supply Agreement

This Supply Agreement (the "Agreement’) is effective-

BETWEEN: WishWindow (the "Supplier’), a company organized and
existing under the laws of the US/Texas, with its head
office located at 642 Yukon Drive
Pearland, TX 77581.

AND:

(the ‘Purch

[Customer] ). an individual with his/her

1. MATERIAL AND LABOR PROVIDED

The Supplier agrees to provide all of the material and labor required to perform the
following wark for:

»  Window Production
+  Window Delivery

+ Window Installation

Fig. 154. Contract template source document

Fill in the blanks with variables using the template language. To find out more about document
generation, read the Creating Document from Template section in the User Manual on
ELMA ECM+ Application.



http://www.elma-bpm.com/data/User_Manual_ELMA_ECM.pdf
http://www.elma-bpm.com/data/User_Manual_ELMA_ECM.pdf

The template must contain the system property names previously created in the Context.

Therefore, in our example the property names are InstanceStartDate that will be used to
designate the agreement date; Customer; Client.PostalAddress.

Fill in the fields for generation:

e {$InstanceStartDate} - business process start date;
e {$Customer } - Individual object;
e {$Client.PostalAddress} - Customer address.

Now you have a template ready for use in the business process (Fig. 155).

Product Supply Agreement

This Supply Agreement (the ‘Agreement’) is eﬁective_

BETWEEN: WishWindow (the "Supplier’), a company organized and

existing under the laws of the US/Texas, with its head
office located at 642 Yukon Drive
Pearland, TX 77581.

AND: [(SCUSIBMER] (the ‘Purchaser’), an individual with his/her
main address located at

1. MATERIAL AND LABOR PROVIDED

The Supplier agrees to provide all of the material and labor required to perform the
following work far:

¢ Window Production
¢  Window Delivery

¢ Window Installation

Fig. 155. The first paragraph of the prepared document template

You can add a few more fields that correspond to the variables in the process. These fields can
also be automatically filled by a template:

e {$InitialCost} - agreement value;
e {S$InstallationDate} - installation date;

o {$Salesforce} - company representative’s signature.

We have finished configuring the template.




4.3.2. Configuring Generate Document Version Activity

Add the Generate Document Version activity to the business process model right after the
‘Calculate Cost' user task. You can find the activity in the sidebar in the Plug-Ins section (Fig.
156).

Generste
T Agesment

Fig. 156. Adding the generate document version activity

Open the activity, go to the Settings tab and click Add (Fig. 157).

i" Generate Document Yersion - Generate Document Yersion 1 - [ x
Common | Settings q4 I
= add A Edit |- Create ariable ® Delete
Template Mame Wariable

Fig. 157. Adding a template in the generate document version activity settings

Select File as the Template Type and click Open to the right of the Template File field to add
the previously created template (Fig. 158).




Template Type

File

Supply Agreemert|

Open I

Fig. 158. Document template settings

Fill in the Template Name field and click OK to save the file.

After adding the template, you need to specify in which context property will store the
generated result. The property must be of the File type. Since in our business process context
there is no such a property, let's create it. To do so, click Create Variable (Fig. 159).

+ Create variable

Fig. 159. Add variable button that allows you to create a property that will store the generated result

In the pop-up window, the property type (File) is already selected, so you just need to enter the
property name and click OK (Fig. 160).

0O

Common | Advanced

Property Settings

Documentation

- 0O X
4k

Displayed Name *

Type *

Drescription

Agreement documenﬂ

Property name in your language. The name may contain any characters,

File

Data Structure

3 Cancel

Fig. 160. Adding a new property
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Now you can select the variable in the Settings of the Generate Document Version activity

(Fig. 161).
f‘ Generate Document Yersion - Generate Agree ment - O =

Common | Settings 4 I

= add A Eait =% Open Up Do == Create \ariable ¥ Delete
| Template Mame | Variable
Supply Agreement Agreement document -
Agreement document
| @ ok | | £3 Cancel |

Fig. 161. Selecting the created property in the generate document version activity

When a process flow reaches this activity, a contract will be generated and saved in the
Agreement document property. Let's add this property to the ‘Sign Contract’' task form so that

users can see the file (Fig. 162).

f‘ User Task - Sign the contract - [ x
Cormiman Form (Context) | Form Settings Execution Time | Transitions | Advanced | Policies q B
Form Type: ® ) 5imple Fomn _/Farm Builder

= a4 Mave =2 + up L Down A Edtt ® Delete
All Properties Displayed Properties

Crder - A Property | Mame on Form | Required | Read | Scrip
Customer 4| Customer Customer ]
Measurements date = Cost estimate Cost estimate ]
Installation date i | Agreement document Agreement document ]
Designers - 4| Installation date Installation date ]
sales reps - Payment Payment ]
Head of production -) -
Script when loading the form
Mot selected | Add Script

| @ 0ok | | £3 Cancel |

Fig. 162. Sign the contract task
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On the task form, a sales rep will see the automatically generated agreement and will be able

to read itin the browser (Fig. 163), or download and open it on his/her computer, change it and
then attach it to the Attached Files field.

Supply Agreement.docx X

Product Supply Agreement

This Supply Agreement (the ‘Agreement’) is effective 20/09/2019;

BETWEEN: WishWindow (the ‘Supplier’), a company organized and

existing under the laws of the US/Texas, with its head office
located at 642 Yukon Drive
Pearland, TX 77581.

AND: Isabella Toni Fields (the ‘Purchaser’), an individual with
his/her main address located at 36 Oklahoma Ave.
Pearland, TX 77074.

1. MATERIAL AND LABOR PROVIDED

The Supplier agrees to provide all of the material and labor required to perform the following work for:
« Window Production
* Window Delivery
« Window Installation

Download File Print Full Screen Close

Fig. 163. Document preview window in the web application

We have finished configuring the document generation.
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4.4,

It's time to go through the use cases for the set-up configuration.

Use Cases

First, let's create users that will do tasks during the business process (Fig. 164). To find out
about how to add new users to the system, read this Help page.

Cluantity: | 15 | w Entries found: 6 Pages: ':3:1 -ﬁ
Account User E-Mail Job Positions

a Rake Suzy Rake Diesigners

a jewel Eddie Jewel Head of Production

5 Wyatt Violet Wyatt Sales reps

a nartan Jay Morton Installers

a admin Simmons Jack simmaonsj@E@agmail.com CEOQ

a naormann Emma Morman Secretary

Fig. 164. List of users and their positions necessary for the configuration

Then log in to the system under a sales rep account. Their main page will look as follows if the
interfaces are configured (see Chapter 8) (Fig. 165):

E/é S = E\B E\il) & violet W. ?

Task Send Message  (Create Event Create Sales Proposal New Customer e ~°

v Contract Approval [1| 'LE] @ {é}
F@  Welcome to ELMA! O wan v

a Tasks I‘ @ E Calendar @
-1
I-:% Type Task Instance Process Due Date Priority
E Sales = 1130 Discussing Sales Proposal Violet W,
Make Sales AM - 12:30
Proposal :
O sales Proposal — e PM
‘ Approval for
< proposal (Violet W) Appraval Q 3:30 Discussing deal details
PM - 3:40
r"“- Sales PM
P |
Make Aropose:f Sales
> O sales .R;laplrdova or Proposal — e
igi
roposal Approval
prop Boxes Pe
(Vialet W)

Tasks from Me: Overdue: 0; Task Monitoring: 0; Completion
Check: 0

Fig. 165. ELMA web application main page

First, hit the New Customer button in the top toolbar (Fig. 166).
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v

v4

o &%
Task Send Message

L

S

Create Event

%o

Create
Contract

%

Approval

Sales Proposal

&

New Customer

Select Individual type and then fill in the fields on the object creation/editing form (Fig. 167,
Fig. 168):

Fig. 166. Adding an individual in the system

First Name;
Last Name;
Phone Number;
Postal Address;
Attributes.

Create new Individual

~ About the Individual

First Name * Isabella
Last Name * Fields
Middle Mame Toni
Type

Region Group

Industry

Annual Revenue Empty

Responsible *

‘Work participants

Informed

Violet Wyatt (Sales reps)

+afv
+afv
+afv

I SR
1 -
X

Partner
Birthday
Website
E-Mail
+
Phone Number (863) 486-7881
=+

Fax

Marketing Event

+a/~

Fig. 167. Create new individual form

w Attributes

Document

Type * ID card
Document

Series * 1456
Document No. * 0178357

X+Qv

Issued By *

Issued On *

Valid through

Individual Taxpayer Number
{(ITH)

IS State Department
09/12/2018

Fig. 168. Create new individual form. Filling in the fields on the attributes panel
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Click Save in the top toolbar. The created individual page will look like in Fig. 169.

About the Individual 0

Full Name

Phone Mumber

Delivery

w

Individual - Fields Isabella Toni

Aftributes Activity

Fields |sabella Toni

(863) 486-7881

Relationships 0 Deals

Q % ° ¥ & =
Start Process Create Task Attach Actions Call Call
Document

Tasks 2 Attachments 0 Access | Other Aftributes

Description

E-Mail

Responsible Wiolet W.
Categories Mot selected
Address

Postal Agdress 77074, The US, Texas, Pearland, Oklahoma Ave., 36

Orders

MName

Mo data to display

Fig. 169. Newly added individual page

To begin the sale, start the ‘Execute Order’ business process right from the individual page.
Click Start process in the toolbar, in the Process* field select ‘Execute Order’, and hit Send
(Fig. 170).

C\ Q Yo o v F =
Start Process Create Task Attach Actions Call Call
Document
3 Individual - Fields Isabella Toni
Start Process X ps 0  Deals

To start the process, enter the process instance name;

selectthe process and click Send or press Enter: Description

Process *

Execute Order

Cancel

Categories Mot selected

Fig. 170. Starting the business process from an individual page
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The first business process task is ‘Create order’. Here the sales rep can see the order creation
date, the customer’'s name, and the date and time fields where he/she specifies when the
measurements must be taken. In the required Order description field, the sales
representative will briefly describe the order details and customer wishes. Click the Take
measurements button to go to the next task (Fig. 171).

N 9 Y v, i .
‘ Completed In Work Actions Process Map Improve
v

"Q Create order

» Process Information

Main Page History

Order creation date 9/23/2019 12:06 PM
Customer Fields Isabella Toni
Measurements date * 09/27/2019 &

> Order description * French windows, width 72"

Fig. 171. Create order task in the execute order business process

The second task is ‘Take measurements’. The installer Jay Norton is the current executor of the
task. He will open the task page and see the customer’'s name, address, phone number and the
measurement date. After the job is done, attach the file with measurements to the
Measurements field. Click Calculate Cost to move to the next task (Fig. 172).

v © % M = | o
‘ Completed In Wark Actions Process Map Improve

v

9= 0
‘®  Take measurements

» Process Information

Main Page History

Customer Fields Isabella Toni

Postal Address
77074, The US, Texas, Pearland, Oklahoma Ave., 36

Phone Mumber (863) 486-7881

3 Measurements date 912712019

=
Measurements Measurements Fields | xlsx 65KkB X

Vou can load & file are.

Calculate cost

Fig. 172. Take measurements task in the execute order business process




When the designer receives the third task ‘Calculate cost’, she will see the measurements that
the installer has taken, as well as the fields to attach the project design and cost estimate, and
to specify the initial cost of the order after it's been designed. Fill in the required fields and click
Send to the sales rep (Fig. 173).

\ Q o ) a=g 1 Suzy R.
‘ Completed In Work Actions Process Map Improve 4' o pm— @

~

"o Calculate cost

» Process Information

Main Page History

Measurements ﬁ&r-.-baasurements Fields | xsx ( 9/23/2019 1:35 PM Jay M)

Design project Design Fields |.pdf 112Kk X

—_—
i1 man lnad 8 fike by dracoino it tn thie aras
You can load a file by dragging it to this area .

o

Cost estimate Cost estimate Fields l.docx 112KB X

—_—
i rEn o = file By dreooing it to Hhis sres
You can load a file by dragging it to this ares .

o

Initial cost * 400.00

Sendto the sales rep

Fig. 173. Calculate cost task in the execute order business process

Next, the sales rep gets the fourth task ‘Quote the price’ (Fig. 174). On the task page, he/she will
see the customer data and read the estimate. The sales rep has to phone the customer and
quote the preliminary price. If they agree on the terms, the sales rep clicks Sign contract, after
which a contract is automatically generated from the template. If the customer, for some
reason, refuses the company services, hit the Client refused button and the process will stop.
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< )
Completed In Work

W

‘@ Quote client the price

» Process Information
Main Page History
Customer

Phone Number

Cost estimate

Sign the contract

Customer rejected

v A 1T

Actions Process Map Improve
v

Fields Isabella Toni
(863) 486-7881

fCGSt estimate Fields |.docx ( 9¥23/2019 2:06 PM Suzy R.)

Fig. 174. Quote client the price task in the execute order business process

The fifth task ‘Sign the contract’ is also assigned to the sales rep. It displays information about
the customer, the estimate, and the agreement generated from the template. The sales rep
prints it out, agrees with the customer on the installation date and time, and accepts payment

for the order (Fig. 175). Then he or she clicks Signed to send the order to production.

<o o
Completed In Wark

W

® Signthe contract

» Process Information

Main Page  History

Customer

Cost estimate
Agreement document
Installation date *

Payment *

v == 1t

Actions Process Map Improve

w

Fields Isabella Toni
LWCGS'[ estimate Fields | docx ( 9/23/2019 218 PM Suzy R.)
C&Supply.f-.greemem.doc:x.doc:x

09/28/2019 (& 15:30

400.00

Fig. 175. Sign the contract task in the execute order business process
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At the current stage of the process, two different tasks are simultaneously assigned to two
users (Fig. 176). This is how a gateway works: it runs a process along several routes at once (see
Section 4.2.3).

Active Process Tasks:
O Produce windows (Eddie J.)
{® Scanthe contract (Emma M)

Fig. 176. Process tasks sent to two users with the help of a parallel gateway

To do the fifth task ‘Scan the contract’, log into the system as the secretary. Scan the document
that was signed in the previous step and attach it to the required field. Once the task is
completed, click Scanned (Fig. 177).

) v B Emma N.
O © ) f. ® o
Completed In Work Actions Process Map Improve L—. @

v v

"o Scan the contract

» Process Information

Main Page History

Contract scan * Scanned agreement Fields |pdf 112K8

_—
You can lead a file by dragging it to this area .9

Scanned
>

Fig. 177. Scan the contract in the execute order business process
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The sixth task is ‘Produce windows' in the Production Head's swimlane. It's more of a
notification rather than a task. On the form, you will see the files attached earlier:
measurements and project design as well as the installation date. Once the windows are
produced, the head of the department clicks the corresponding button (Fig. 178).

\\ Q o v = 1 @  Eddie).

Completed In Work Actions Process Map Improve ‘ —
L

v

"o Produce windows

» Process Information

Main Page History

Measurements b&r-.-wasurements Fields .xlsx (9/23/2019 2:17 PM Jay M)
Design project yDesign Fields l.pdf (9/23(2019 2:18 PM Suzy R.)
Installation date 9/28/2019 3:30 FMW

>

Fig. 178. Produce windows in the execute order business process

The executor of the next task ‘Install windows' is the installer. On the task form, he or she will
see the customer’s name, installation address and date. When the windows are installed, he or
she will just fill in the completion form and attach it to the required field (Fig. 179). Read this

Help section to find out more about the formats that you can upload to ELMA. Finally, click
Installed to finish the business process.

\‘ ° -/ v = 1 W JayN.

Completed In Work Actions Process Ma Improve — N
- o | 09~

b3 ) Install windows

> Process Information

Main Page History

Customer Fields Isabella Toni

Postal Address
77074, The US, Texas, Pearland, Oklahoma Ave., 38

Installation date 9/28/2019 220 PM

> Completion forms Completion form Fields L.docx 11.2KB X

Installed

Fig. 179. Install windows in the execute order business process

At any stage of the process, users can expand the Process Information panel and find out
more about the process instance by clicking the corresponding link (Fig. 180).



https://kb.elma-bpm.com/help/EN/Platform/content/User_edoc_preview_index.html
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Q v v =g 1 Jay N.
Completed In ng Actions Process Maj Improve o e ==l
pl P P K. = @

v v

‘b Install windows

Process Informatiol

Process Name Execute Order (version 8))

Process Instance Order 9/23/2019 2:17 FW Initiator

Fields Isabella Toni Simmons J
Start Date 9/23/2019 217 PM Responsible Simmons J.
Main Page History
>
Customer Fields Isabella Toni
Postal Address
77074, The US, Texas, Pearland, Oklahoma Ave., 36
Installation date 9/28/2019 3:30 PM
*
Completion forms Completion form Fields Ldock 112K X -
You can load a file by dragging it to this area .9

Installed

Fig. 1800. Opening the process instance

Once you've opened the process instance, you can see the list of all context variables (Fig. 181)
such as the contractor page, task executors and attached files.

Context Variable List History History (Table) Participants

Order

Customer
Measurements date
Installation date
Designers
Salesreps

Head of production
Installers
Secretary

Order description
Completion forms
Measuremenis
Cost estimate
Payment

Design project

Contract scan

Process instance status

Contract document
Initial cost

Order creation date

Process Instance Status1

Agreement document

Fields Isabella Toni

9/27/2019

9/28/2019 1:15 AW

Suzy R

Simmons J.

Eddie J.

Jay N.

Emma M.

French windows, width 72

ﬁ&COmpletion form Fields l.docx {9/23/2019 4:39 PM Jay M.)
frdeasurements Fields | xl=sx ( 9/23/2019 4:38 PM Jay N.)
c&Cost estimate Fields |.docx ( 9/23/2019 4:38 PM Suzy R.)
400.00

& Design Fields | pdf (9/23/2019 4:38 PM Suzy R.)

@ Scanned agresment Fields Lpdf (9/23/2019 4:39 PM Emma N.)

Success

400.00
9/23/2019 4:37 FM

@ Supply Agreement.dock docx

Fig. 181. List of variables in the execute order business process
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Chapter 5. Long-cycle Sales

Among other things, ELMA CRM+ allows you to work with long-cycle sales. A long-cycle sales
process involves long-term work with customers, strict control over the course of a deal and a
comprehensive product portfolio or a set of services.

The sales process is a journey for a prospect. Typically, it has several stages and results in a
closed deal or a failure.

The main tool for managing long-cycle sales is the Sales Funnel. ELMA allows you to create the
so-called active sales funnel. The difference between an active funnel and a regular one is that
when a deal is moving from one stage to another, a business process starts. You can implement
any business logic in such processes. For example, a process can check whether the
deal/contractor page contains all necessary information, or it can send some documents for
approval. In other words, the deal can move to the next stage only if certain conditions are met.
You can read about how to set up an active sales funnel in Section 5.3.

Active sales funnel processes usually focus on:

e getting and storing full information about a deal;

e managing a deal;

e engaging employees from other departments in working with the deal;
e making a deal, controlling if there are original documents and so on.

Long-cycle sales often involve a large number of employees. This means that you need to
properly configure access permissions to deals and other CRM objects. Configuring permissions
to CRM objects is discussed in Section 5.2.

Apart from sales funnels, the following tools are used in ELMA CRM+ to control and analyze
deals: Deals Dynamics report, flexible and customizable filters for deals, contractors and leads,
and a tool for tracking planned and received payments.

In long-cycle sales, you start working with customers even before they decide to use your
company services or purchase your product: at this stage they are considered leads. You can
attract them in different ways: for example, by making phone calls, or leaving a feedback form
on your website. It's crucial to entice prosper customers, be aware of their needs, provide them
with all the information of interest, call them back and respond to their letters. To work with
potential customers in ELMA CRM+, go to the CRM section - Leads. You can also schedule
Relationships in the calendar.

Now let's explore the basic settings and options of the ELMA CRM+ application that allow
organizing long-cycle sales. As an example, let's take a large company that supplies and installs
electric equipment. This is the company's org chart (Fig. 182):




CEOQ

é} Chief Technology Officer & Chief Commercial Officer a_} Head of the Housekeeping Department

k—lj Workshop #1 Ij Sales Department “—Ij Housekeeping Department

u_lj \orkshop #2 Marketer k—lj Administrative Office

. k—lj Accounting Department
“—Ij Quality Control Department

‘\‘ Configure an organizational structure element - 0O X

k—lj Logistics Department
Comron Department Staff 4 b

Add -

— Engineer Department
|E| g P MName Quantity Comment

.- :', Chief Engineer
i Engineer

i »
L IR Installer

ok €9 Carnecsl

Fig. 182. Org chart of the demo configuration

There are 30 department members and each employee makes sales in a certain geographical
region of the country: New York, Northeast, Southeast, Southwest, Midwest, West, Other
Regions. While conducting the deal, the sales representatives engage the company’s technical
and logistics specialists.

The ‘sell equipment’ workflow is as follows:

1.

Initial contact - the potential customer is interested in the product; the sales
representative clarifies his/her needs.

Sales proposal - employees actively work with the customer and consult him/her, pick
out necessary equipment with required technical characteristics, prepare and approve
the sales proposal, and send it to the client.

Signing the supply agreement - the customer enters into a contract with the company,
and if necessary, signs the installation contract.

Receiving payment/prepayment under the terms of the contract.

Ordering the equipment from partner companies.

Shipping the equipment to the buyer, if necessary, installing the equipment.

The customer pays in full for the goods/services.

Getting and signing the documents required for closing the deal.




5.1. Potential Customers (Leads)

A long-cycle sale process starts with processing information about a potential customer (lead).
To manage prospects in ELMA CRM+, go to CRM - Leads (Fig. 183).

] f.‘\ simmons ). ?

) v )
\ Add Selected Import from f‘a v@ =)

Excel

d Leads

Search  Show only mine Show by status

Advanced Search

The specified width and set of columns can be saved as default settings in the table display settings window. ®

Quantity: 15 Entries found: 5 Pages: T
Mame Responsible Date created Status
? Paintzilla Wiolet W. 9/24/2019 11:33 AM MNew
Master Milk Wiolet W. 9/24/2019 12:04 PM Mew
Carousel Gadget Bernetta J. 9/24/2019 12:05 PM MNew
Pharma A1 Bernetta J. 9/24/2019 12:05 PM New
Foodzoid Wiolet W. 9/24/2019 12:06 PM MNew

Fig. 183. CRM section - Leads

In Section 3.1, you can read how to create/edit a contractor page. In the same way, create
several Leads (Fig. 183) with the following parameters:

Table 3. Data for creating leads

Name Region Group Industry Responsible
Paintzilla New York Paints and varnishes Violet Wyatt
Master Milk West Dairy farming Violet Wyatt
Carousel Gadget Northeast Retail Johnnie Bernetta
Pharma A1 Southwest Pharmaceuticals Johnnie Bernetta
Foodzoid Midwest Retail Violet Wyatt

The Leads section is used to collect initial data such requests form the website, business cards
from exhibitions, external bases of potential customers and others.




The Leads section helps to keep the Deals and Contractors bases neat and clean. If a potential
customer decides to buy goods or services, he/she will be automatically converted into a
Contractor. The contractor page will save all the information that was available on the lead
page. But if a lead doesn’t buy anything, he/she remains in the Leads section. You can also
import lists of leads from MS Excel into ELMA. For more details on importing potential
customers into ELMA, refer to Section 9.1.

This is how you should work with leads:

e Create a page and fill it in with initial data. Leads can be created by company
employees and can also be imported from a third party source;

e Distribute leads among the sales department employees if leads come from external
sources. As a rule, the department head is responsible for distributing leads;

e Work with the lead: arrange meetings, make calls, and send letters. Identify your
potential customers’ needs and decide what the next step will be;

e If successful, convert the Lead into a Contractor and create a Deal. If not successful,
set the Unqualified (failure) status. After that, you either continue working with
deals and contractors, or close the relationship.

In Fig. 184, you can see a Lead page.

v v E E

‘ ‘ Create Task Attach Actions Call Contact Call
Daocument

Y Lead - Paintzilla

Aboutthe Lead Contacts Relationships 0 Tasks 0O Documents 0 Access

Source Conference Website www.paintzilla.io
Status Mew E-Mail paint@zilla.me.com
Mame Paintzilla Phone (863) 321-4432
Type of Business Limited Liability Company Address 9601 Pawnse Street
Organization ed ollity L-ompany Dallas, TX 75214
Responsible Violet W
> Region Group Mew York
Categories Mot selected
Industry Paints and varnishes
_ Date created 9/24/2019 11:33 AM
Type Mot selected

Processing start date
About the Lead

) _ Work participants Violet W, , Bernetta J.
Marketing Event Mot selected

Informed

=| Comments “| Actions Latest at the bottomn

Fig. 184. Lead page




Work with a potential customer in the web applications and in the ELMA Designer in the same
way as you work with a Contractor. A lead page also has a set of properties on different tabs.
You can add comments, create tasks, calls, meetings, letters, attach documents, create contacts
and more. You can also customize a lead page with additional properties in the ELMA Designer.

You might want to use these additional objects while working with Leads:

e Source - a list of information sources from which a lead found out about your company
(website, TV commercial and so on);
e Lead Type - identify the type of a lead based on one or another principle.

On a Lead page, click Actions to choose an action you want to perform or change the lead status
(Fig. 185):

v

Actions

Duplicate
Wy InWork
Unakble to reach

“ Failure

Pt Convert Lead

Fig. 185. Actions button on a lead page

Let's take a closer look at the statuses that a Lead can have.

Use the Duplicate status if there is another Lead or Contractor with such data in the system.
One object can have multiple duplicates. When you select this status, object pages do not
merge. Find out more about how to work with duplicates in Section 5.1.1.

By default, the In Work status is assigned automatically after the first relationship with a lead
is added. However, you can change this setting in Administration - System Settings - CRM.




The Unable to reach status is used when your employee did not manage to contact the
prosper customer and further work with this lead is currently not possible.

Qualified means that a Potential customer was converted into a contractor.

Click Failure to set the Unqualified status. The potential customer remains in the list of leads,
but the only actions you can do on the lead page are Activate and Delete it.

The actions button allows not only changing Lead statuses, but also converting leads. When
you Convert a Lead, a contractor, contact, deal or relationship is added based on the potential
customer attributes. After the conversion, the Lead remains in the lead list, but acquires the
Qualified status, after which you continue working in the created object. A qualified lead can
only be deleted with the special access permissions.

Different statuses can help you analyze how efficiently the sales department employees work
and where leads come from.

In ELMA, there is a special portlet - Leads - that allows working with prosper customers. Learn
more on how to add portlets in Section 3.5.2. In Fig. 186 you can see an example of the Leads
portlet.

Gd
Quantity: | 15 Entries found: 5 Pages: '-51

Mame Status Responsible Mext Relationship

Foodzoid In work Violet W. & Discussing sales proposal

Pharma A1 In work Bernetta J. Q Discussing deals details

Carousel Gadget In wark Bernetta J. 3 Meeting

Master Milk In wark Violet W. T Write an email regarding pricing

Paintzilla In work Violet W. Q Discuss supply volume

Fig. 186. Leads portlet

You can add this portlet onto your sales reps’ main pages so that they can quickly access their
leads.

Read further to find out how to create lead pages, work with leads and configure access
permissions to CRM objects.




5.1.1.  Working with Duplicates

Sometimes potential customers might fill out the form on the website more than once. As a
result, the Lead section gets cluttered up with identical pages. To avoid this, you can assign the
Duplicate status to duplicate objects.

When you mark a lead as a Duplicate, you can select a Contractor, Lead or Deal which is a
duplicate of the chosen lead (Fig. 188).

To assign the Duplicate status manually, click Actions - Duplicate on a lead page (Fig. 187).

v

Actions

Duplicate {b

& Faiure Duplicate

MNote that this lead is a duplicate of another customer
[ Convert Lead or deal

b, Create Meeting

Create Mail

=| Add Comment
A Edt
3 Delete

z=| vCard Export

Fig. 187. Duplicate statuses button

In the left drop-down list (Fig. 188) of the Duplicate dialog box, select the object type to which
this lead will be bound to. This time, create a duplicate of the existing Lead.

Duplicate X
Selectthe contractor, lead, or deal which is a duplicate of this lead:
Lead Q
Contractor
Lead
Deals
Save Cancel

Fig. 188. Create a lead duplicate window




Long-cycle Sales

In the right drop-down list (Fig. 189), select the name of a lead. If necessary, enter a comment.

Duplicate X

Select the contractar, lead, or deal which is a duplicate of this lead:

Lead w | Paintrax x Q v
Carousel Gadget

Foodzoid

Master Milk

Paintrax

Pharma A1

Comment

Save Cancel

Fig. 189. Selecting a lead which the new lead will duplicate

Once you've clicked the Save button, the object will acquire the Duplicate status (Fig. 190).

v @ simmons |. ?
o Actions | “‘-‘. o @ ] @

W h

3 Lead - Paintzilla

This lead is marked as a duplicate and linked to Leads Paintrax

Aboutthe Lead  Contacts  Relationships 1 Tasks 0 Documents 0  Access

Source Conference
Status Duplicate

Lead (Duplicate) Paintrax

Mame Paintzilla

Type of Business Limited Liability
Organization Company
Region Group MNew York

Industry

Type

Aboutthe Lead

Marketing Event

Paints and varnishes

Mot selected

Mot selected

Website

E-Mail

Phone

Address

Responsible

Categories

Date created

Processing start date

Waork participants

Informed

www.paintzilla.io

paint@zilla.me.com

(863) 321-4432

Violet W.

Not selected

9/24/2019 11:33 AM

912412019 2:02 PM

Violet W, Bernetta J.

Fig. 190. Lead duplicate page
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Moreover, ELMA allows for automatic lead duplicates recognition. To recognize duplicates, use

the scoring table (Fig. 193). You can set the required parameters in Administration - CRM
Settings - Duplicates scoring table.

‘ &« r\ Simmons J. ?
‘ Back ‘Ew 9 .,@ =
1 Scoring table
To detect duplicates, the system uses a configurable scoring table. Specify, which properties of a new lead have to be compared with the current lead database and contractor database, and what probability must be added in case of
amatch. If several fields match, the probabilifies are summed up, forming the total probability of a duplicate
Property Searchincontacts  Lead Gontact Property ~ Valuein percent  Contractor Property  Searchin contacts  Contractor Contact Property Value for Contractor ~ Comparisons Operator
Mo data to display

Add property

Scoring threshold values

You can configure different system response for different match levels. Ifthe level is low, a notification can be yellow, ifitis high, the notification can be red

Value in percent Nofification color
> ==30% #fffL00
==70% #eaa5oh 4

Display Settings
Configure the columns to be displayed when comparing a Lead with possible duplicates of Leads or Conlractors
Configure columns for Leads

Configure columns for Contracters

Fig. 191. Duplicates scoring table settings page

The settings page features a panel with a scoring table, a panel with scoring threshold values,
as well as a display settings area.

In this table, you can specify the lead properties which will be used to check for duplicates in
the database of contractors, leads and deals. By default, this table is empty and there is no
data to display on the panel (Fig. 191).

To add an item to the table, click Add property under the scoring table. A page will open (Fig.
192) on which you need to fill in the required fields and click Save.




E g 5 simmons). ?
‘ ‘ Save Cancel ‘{:'ﬁ o v@ L-—.

! Scoring table - Add an item
Property * Group of Activities
Search in contacts Yes * Mo
Lead Percentage + 0 %%

Contractor Property

Search in contacts Yes + Mo

Contractor Percentage + 0 %o
>

Comparisons Operator Equal

Fig. 192. Adding an item to the scoring table

Below you can find the values entered into the table.

Property - a property of the created Lead, which must be compared with the same property
of existing Leads and/or Contractors. This field is required.

Search in contacts:

e Yes - search for matches in contacts using a selected property;
e No - do not search for matches in contacts using a selected property.

Lead contact property - a property of the created lead, which must be compared with the
similar contact property of existing, leads. This field is displayed only if in the Search in
contacts field the switch is set to Yes.

Lead Percentage - a numerical value (weight), which is added to the total percentage of
probability when the specified fields coincide with existing fields of leads.

Contractor property - existing Contractors property, which must be compared with the
property of the lead being created that was specified in the Property field.

Search in contractor contacts:

e Yes - search for matches in contractor contacts using a selected property;
e No - do not search for matches in contractor contacts using a selected property.




Contractor contact property - a contact property of existing Contractors which must be
compared with the similar contact property of the lead being created. This field is displayed
only if the switch is set to Yes in the Search in contractor contacts field.

Contractor Percentage - a numerical value (weight), which is added to the total percentage
of probability when the specified fields coincide with existing fields of contractors.

Comparison operator - from the drop-down list, select the required comparison operator -
Equals - which will search the system for a complete match using the selected properties.

Scoring table

To detect duplicates, the system uses a configurable scoring table. Specify, which properties of a new lead have to be compared with the current lead database and contractor database, and what
probability must be added in case of a match. If several fields match, the probabilities are summed up, forming the total probability of a duplicate

Property Search in contacts Lead Contact Property Value in percent Contractor Property Search in contacts Confractor Contact Property Value for Contractor Comparisons Operator

Name  Yes LastName +70% MName Yes Full Name +70% Equal :

’
Source Mo +50% No +0% Equal X
Phone Mo +50% Phone Number Yes Phone Mumber +70% Equal :

Fig. 193. Example of a filled scoring table

Click the ¢ icon to the right of the required item in order to edit it. To delete an item, click *.

Among other things, you can configure Scoring Threshold Values. For them, you can configure
notification colors. They will depend on the match level of the Lead. By default, this table
contains two items (Fig. 194).

Scoring threshold values
You can configure different system response for different match levels. Ifthe level is low, a notification can be yellow, if itis high, the notification can be red.

Value in percent Motification color
==30% #fffL00 4

==70% #eaa50b 4

Fig. 194. Scoring threshold values

First, click # on the right to edit an item, then a page (Fig. 195) will open where you can enter
the required changes and Save them.

E e f: Simmons . ?
“ Save Cancel ‘E.b o v@ = I\EI

' Scoring step - Edit an item
Walue in percent 30
Notification color #fff100 -

Fig. 195. Scoring step - edit an item page




The Value in percent field indicates the match level (expressed in a numerical value) of a
contractor and the Lead being created. If the specified match level is reached, you will see a
notification.

Notification color - color of the notification. You can also use the @ icon to select a color.

In the Display Settings section (Fig. 196), you can configure the columns for the Leads and
Contractors that should be displayed when creating scoring table items.

Display Settings
Configure the columns to be displayed when comparing a Lead with possible duplicates of Leads or Contractors

Caonfigure columns for Leads

Configure columns for Contractors

Fig. 196. Display settings unit

Click on one of the links to configure the Table display settings (Fig. 197).

Configure table display settings X
You can addiremaove columns to display in the table by double-clicking them, or by dragging and dropping them between the “Available
Fields™ and "Selected Fields" areas.
To select multiple items press and hold Ctrl or Shift key.
Available Fields Selected Fields
X
Access permissions (Lead) ~ MName (Lead)
X
Address (Lead) Mext Relationship (Lead)
Author (Lead) Responsible (Lead) "
X
Campaign Content (utm_content) (Lead) Source (Lead)
X
Campaign Medium (utm_medium) (Lead) Date created (Lead)
X
Campaign Name (utm_campaign) (Lead) Status (Lead)
Campaign Source (utm_source) (Lead)
Campaign Term (utm_term) (Lead)
Categories (Lead)
Cammeant (Minlicate) 7 eadl &
Sort list by column - Without sorting -
= Ascending
Descending
Number of items displayed in the table: 15
Save as default seftings v ol
(width of columns will be saved as well): s o
Save Cancel

Fig. 197. Table display settings dialog box

Read this Help article to find out more about configuring the way tables are displayed.



https://kb.elma-bpm.com/help/EN/Platform/content/User_Table_settings_index.html

When creating a new lead whose parameters are the same as the parameters of objects
already existing in ELMA (Contractor, Lead, Deal), the system will notify the user about a

possible duplicate of the object (Fig. 198)

7 J | B 2
i -+ [+ ]
Create Task Attach Actions Call Contact

Document

3 Lead - Totoes

~T70% The probability that this is a duplicate is 70%. [ore... ). Not a duplicate

Found 1 matches: Similar companies — 1, Leads —0

Contractors: Quantity: | 15 Entries found: 1 Pages: 5
Match rate  Name Type Industry Region Group Responsible

Regular .
T0% Totoes Footwear Southeast Simmaons J.

Customer

Fig. 198. Notification that a lead might have a duplicate in the system

If the newly created lead is really a duplicate, click the Bind button. A warning window will open
(Fig. ). If you click Yes in it, the duplicate of the existing lead will be created. On this lead page,

you will see the Duplicate status.

Warning X

Do you want to link the lead to the object Totoes?

O

Yeg Mo

Fig. 199. Warning

If you click the Not a duplicate button, another warning window will open (Fig. 199). Click Yes

in it to add a new lead in the system.

Warning X

Are you sure that this lead is not a duplicate of one of the objects?

=

Yes Mo

Fig. 199. Warning




5.2.  Access Permissions

A CRM system, among other things, aims at differentiating access to various system objects. In
long-cycle sales, you often need to give access to the information stored on a Contractor or Deal
page only to a limited list of users. For this purpose, ELMA CRM+ has different access settings
that can be grouped in the following way:

e General access to the CRM section (view, create and edit CRM objects);

e Access to the fields and properties of CRM objects (view and edit specific object
properties);

e Access to certain Contractor categories (categorize your contractors and configure
access to these groups).

You can configure all of these access settings in Administration - CRM Settings.

In the company described at the beginning of this chapter, apart from sales representatives,
there are other employees who take part in making deals go through: technical specialists,
logisticians and management members. They all need granular (but nor full) access to
contractor and deal pages. Let's take a look at how to use Categories to differentiate access to
customers from different regions.

As an example, let’s create the following groups: Managers, Technical Specialists, Sales New
York, Sales Northeast, Sales Southeast, Sales Southwest, Sales Midwest, Sales West. To
do so, go to Administration - Users - Groups.

Now that you have created the necessary access groups, add your users and org chart
elements to them. Read Section 3.5.1 that describes the basic principle of creating user groups.
For more information, read this Help page.

Fig. 200 shows the list of created user groups.



https://kb.elma-bpm.com/help/EN/Platform/content/Admin_Groups_index.html

\ 22 ﬁ Simmons ). ?
Add G ‘e —
\ roup 4 99=
1 Groups
Search Q Search
Quantity: 25 Entries found: 33 Pages: 1 @ L o
Mame Date created

Managers Q/25/2019 9:10 AM _I 4
Technical Specialists QI25/2019 9:11 AM _I »
Sales New York 9/25/2019 9:11 AM _I »
3 | Sales MNortheast 9/25/2019 9:11 AM _I »
Sales Southeast Q/25/2019 9:12 AM ! b4
Sales Southwest 9/25/2019 9:12 AM _I »
Sales Midwest 9/25/2019 9:12 AM _I »
Sales West 9/25/2019 9:12 AM _I »

Fig. 200. Administration - Users - Groups

5.2.1. Configuring CRM Access Permissions

The system administrator can configure general access permissions to various CRM sections in
Administration - CRM Settings - Access Permissions (Fig. 201).

This section allows configuring access permissions at a granular level to the CRM app and its
subsections. By default, users in the All Users group have almost full access to the CRM
section. But if necessary, you can restrict it: for example, give permissions only to the sales
department and managers.
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Administration P B

t Access Settlngs CRM

® Main Page

= Users
d.b System v CRM

| Basic Applications w Access to Sales Funnels

o Administrators
= Portal Settings X

»® AllUsers
Document Management Add Group
\.\ﬁ e F T ¢ » Access to the CRM module
" » Access to the Deals section

4b CRM Settings

w Full Access
=| Projects+

% Administrators
\7 KPI ¥ Al Users

— Add Grou
=| Calendars P

y o » Full access to the Marketing section
|m SMS statistics
» Import contractors, contacts, and leads
» Mark Lead Duplicates

» View deal dynamics

» Wiew dynamics report for all deals

Fig. 201. Administration - CRM Settings - Access Permissions

Now let's configure the general access permissions:

e All Users - Access to the CRM module;

e Managers - Full Access;

e Technical Specialists - Access to the Deals section and Create Contact;

e All Sales Department groups - Access to Sales Funnels, Access to the Payments
section, Access to the Deals section, View deal dynamics, Create Lead, Create
Contact, Create Deal, Create ‘Individual’, and Create ‘Company’.




5.2.2. Access to Contractor, Lead and Deal Pages

In ELMA, you can not only configure access to various CRM subsections, but also grant
permissions to specific contractor, lead or deal pages. While working with these CRM objects,
access permissions can change.

These objects have a separate Access tab in them (Fig. 202). It features the following
permissions:

e Permissions inherited from categories:
o Leads and Contractors inherit permissions from Categories (See Section
5.2.3);
o Deals inherit permission from Contractors;
e Extra Permissions - each instance gets these default permissions.

Lead - Cappuccino!

Aboutthe Lead Contacts Relationships 0 Tasks 0O Documents 0O Arccess

+ Inherit permissions from categories
Permissions inherited from categories
View Lead Addltems EditLead Manage Permissions Full Access

& Author

Extra Permissions

View Lead Addltems EditLead Manage Permissions Full Access

» g Author + + + + f

add [ save

Fig. 202. Access tab on a lead page

There are several permission levels:

e View - permissions to view CRM object pages, editing is restricted.

e Add Items - permissions to add a CRM child object;

e Edit Lead - permissions to change data on a page;

e Manage Permissions - giving permissions to a CRM object page to another user;
e Full Access - all permissions listed above.




Only users with access level Manage Permissions and/or Full Access can change permissions to
the Leads, Contractors and Deals objects. Note that these users can't give permissions of a
higher level than they have.

5.2.3.  Configuring Categories

You can create categories (Fig. 203) for CRM objects and set up granular access permissions to
them. For instance, you can add contractors and leads in different categories based on the
geographical criteria, company activity, type, size and other criteria (Fig. 203).

v Categories

Categories | Q

Midwest
» Description New York
» Addresses Mortheast

Southeast
» Attnbutes Southwest

West

+ Bank Accounts

Fig. 203. Creating a company with configured categories

ELMA can automatically assign categories according to set rules. This makes things much easier
when you need to create a contractor or lead.

You can configure lead and contractor categories in the following order:

1. Create categories, configure privileges for contractors and leads, and set up access
permissions in Administration - CRM Settings - Categories (Fig. 204).

2. Recalculate privileges for existing categories to apply new access permissions.

3. Configure rules for automatic category assignment (optional).

When creating or editing a Lead and Contractor, users should specify the category if it is not
automatically determined. Once the category is saved, only users with the corresponding
permissions can access a contractor page. Contractors and leads can get additional access
permissions other than the permissions inherited from the category (Fig. 202). A Contractor
and Lead can belong to several categories. If so, inherited permissions are added up.




By default, the list of categories displays only one category - No category (Fig. 204). When you
create a Contractor or Lead without specifying a category, they will inherit all the permissions

from No category.
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| q - J
Create Recalculate  Access Settings ‘E'EP e p—
privileges \8 w e
Category List
Cuantity: 15 Entries found: 4 Pages:
MName
Mo category

o
S

Fig. 204. Category list page

Now let's configure categories depending on the customer regions. As mentioned above, each
sales department employee specializes in a particular region. In Administration - CRM
Settings - Categories, click Create at the top to add a category (Fig. 205).
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) Simmons J.
? wy - J
Create Recalculate  Access Settings ‘E{, o —
privileges | hd o=
Category List
Quantity: | 15 Enfries found: 4  Pages:

Mame

Mo category

i

Fig. 205. Create category button

On the creation page, write the category Name and select privileges. Then click Save at the top.
Fig. 206 shows an example of the ‘Midwest' category.

As you can see, only users from the Managers group have full access to contractors and leads.
Sales department users who are in the Sales Midwest group will be able to View and add child
contractor and lead objects. Technical specialists can view contractor pages and edit leads.
Accounting department employees have only ‘View' privileges.
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Fig. 206. Creating categories

In the same way, create four more categories for other regions: Southwest, Northeast,
Southeast, and West. In Fig. 207 you can see the page with these categories.

Click Recalculate privileges in the top toolbar to apply the access settings (Fig. 207). The
confirmation window will open where you need to Apply accumulated permissions. This
process might take some time and the action confirmation may be required. If you want to

make changes to categories and your contract base is large, it's better to recalculate privileges
in non-working hours.
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Fig. 207. Category list

Once the categories are configured, the Contractor or Lead pages where the category is
specified will have inherited access permissions (Fig. 2089).

v v B 2 E

\ Create Task Attach Actions Call Contact Call
Document

3 Lead - Paintzilla
Aboutthe Lead Contacts Relationships 1 Tasks 0 Documents 0 Access

+ Inherit permissions from categories

Permissions inherited from categories

View Lead Addltems EditLead Manage Permissions  Full Access

By Author

&3 sales Midwest
&2 Technical Specialists
> | & Managers
Extra Permissions
View Lead Addltems EditLead Manage Permissions  Full Access
Mo data to display

add B save

Fig. 2089. Access tab on a lead page with permissions inherited from categories

Now let’s find out how to automatically categorize contractors and leads. To do that, you need
to create category assignment rules. Rules are created by the System Administrator in
Administration - CRM Settings - Category Assignment Rules (Fig. 209).
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Fig. 209. Administration - CRM Settings - Category Assignment Rules

Create a rule for the automatic category assignment based on the contractor’s geographical
region. To do this, add items to the Region Group object that will represent the geographical
division in the company.

Use the information in Fig. 210 to fill out the Region group object. For more details on filling in
objects, read Section 3.2.3.

Reagion

Mew York 4 %
Mortheast 4 %
Southeast 4 %
Southwest 4 %
Midwest 4 %
West 4 %
Other Regions 4 %

Fig. 210. Filled out ‘Region Group’ object

First, under the Contractor and Lead Rules panels, click Add Rule (Fig. 209). Then specify the
Rule Name, choose Categories, and select the property values that affect category
assignment. After that, create a simple rule to put contractors into the Midwest category:




Regular Customer Type and Midwest Region Group. In Fig. 211, you can see the rule creation
page. Last, click Save in the top toolbar.
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Fig. 211. Create Rule page. Rule for automatic contractor category assignment

For eastern regions, create a rule with the EQL Search. Read Section 3.4.1.1 to get the basic
idea of how to work with it. The East category will be assigned to customers from Northeast
and Southeast Region Groups. To do this, on the rule creation page (Fig. 212), enter the Rule
Name, select the category to which the contractor will belong, set the Object Type (Contractor)




and Type (Regular Customer), and set up region groups using EQL. For region groups, in the

EQL search box, enter ‘Region in (2, 3). 2" and ‘3’ are Ids of the Northeast and Southeast items
in the Region Group object.

‘\EIQ

Save Cancel

t Create Rule

w Rule Parameters
Rule Name * East
Categories Q

w Category Assignment Rule

EQL Search EQL HE'FO

Region in (2, 3
» a (

| southeast[3]

Object Type Contractor

Phone

E-Mail

MName

Type Regular Customer x Q

Fig. 212. Rule creation page. EQL Search

Please note IDs on your ELMA server may differ. To find the IDs in the web application, go to

the Region Group object, select an item and find the ID in the address bar. In Fig. 213, you can
see the identifier of the Northeast item.

Fig. 213. Region group identifier in the URL bar




Now that we have configured the necessary settings, categories will be automatically assigned
to contractors and leads according to the set rules. Once you click Save, you will see the
following notification (Fig. 214):

‘\ ) ) E by 9 ngog. ?
Create Task Artach Actions Cal Contact ‘D.. R, LT @

Document i

3 Lead - Liquito

The lead "Liquito™ is successfully saved
The following categories are added automatically: Midwest

About the Lead Contacts Relationships 0 Tasks 0 Documents 0 Access

Source Mot selected Website
Status Mew E-Mail
Mame Liquita Phone
>
Type of Business Not selected Address
Organization HEeEEE
Responsible Simmons J.
Region Group Midwest \
Categories Midwest
Industry Mot selected
Date created 9/25/2019 3:51 PM
Type Mot selected

Processing start date
Aboutthe Lead

Work participants
Marketing Event Mot selected

Informed
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Fig. 214. Saving a contractor page with a category assigned by a rule

When a category is assigned automatically, the access permissions to the Contractor and Lead
page are also inherited.

Next, we'll be considering how to restrict access permissions to properties within a CRM object.

5.2.4.  Configuring Access Permissions to Fields and Properties of CRM Objects

You can manage access to important information inside a CRM object by configuring
permissions to the object fields and properties. These permissions can be configured by the




admin in Administration - CRM Settings - Access permissions to fields and properties (Fig.
215).
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Fig. 215. Administration - CRM Settings - Access permissions to fields and properties

You can restrict access to both system and custom fields and properties of CRM objects. You
cannot hide the fields that are the name of an object.

As an example, let's restrict access to the Sales Volume property in the Deal object. First, select
Deal in the list of objects on the access settings page. This will open the page Access

permissions to fields and properties of the “Deal” object. Click Add property, select the
Sales Volume property (Fig. 216) and Add it.

E g f® simmons). ?
Save Cancel f{"' ve ]|

Access permissions to fields and properties of the
"Deal" object

Access permissions to properties

Name of field/property UsersiRoles

Add property Add property X

\ Sales Volume

* -required object field
-is a name, will not be hidden

Cancel

Fig. 216. Access permissions to fields and properties of the “Deal” object. Adding property




By default, all the fields of the Deal object can be viewed and/or edited by the user who has
the view/edit object permissions. However, you can configure the fields of the object. Note that
access permissions are granted personally to a user, group of users, org chart elements and/or
property (if we take the Deal object as an example, the properties are Author and
Responsible).

E 9 m Simmons ). ?
Save Cancel ‘e}’.‘ ve L-—. @

Access permissions to fields and properties of the
"Deal" object

ACCess permissions to properties

Mame of field/property UsersiRoles
» Sales Volume Hone of the users have access to this property
Add
Add property

Fig. 217. Adding users/roles to configure permissions to the object property

For the Sales Volume property, set the access permissions as in Fig. . Remember to Save the
changes.
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Fig. 219. Configuring access permissions, to the Sales Volume of the Deal object

Once you've configured the access, only the user who takes the Chief Financial Officer position
and the user who is responsible for the deal can edit the Sales Volume property. Besides, the




users included into the Managers group can view the property. Other users who have access
to the deal will not see the property.

In Fig. 218 you can see two examples of deal pages with and without the access to the Sales
Volume field.

Deal - Rigid Boxes Deal - Rigid Boxes

Aboutthe Deal  Tasks 0 Other Aftributes Aboutthe Deal Tasks 0O Other Attributes
Contractor Totoes Contractor Totoes
Mame Rigid Boxes Mame Rigid Boxes
Sales Volume 300.00 Responsible Simmons J.
Responsible Simmaons J. Deal Stage E-IQF-IFEG P
Deal Stage s-u;:gc omtract Status Active
Status Active Start Date 91212019
Start Date aM2i2018 Closing Date
Closing Date

Fig. 218. Deal object with and without access permissions to the sales volume property

You will also be unable to add for display fields and properties with restricted access to the
Data Table columns. You can restrict access to various properties of the object with unique
access permissions.




5.3. Active Sales Funnel

The main tool for organizing long-cycle sales in CRM is the Active Sales Funnel. This is a sales
funnel in which, when moving from one stage of a deal to another, a business process starts.
While a process is being executed, certain conditions can be checked and/or some action might

be performed necessary to move to the next stage of the deal.

The active sales funnel feature is available only if you activate your ELMA CRM+ application.
Such an active sales funnel will work properly only if your business processes have and execute

a deal change activity.

Let's take the company described at the beginning of this chapter as an example of an active

sales funnel and the following actions:

1. Create a sales funnel and deal stages.
2. Model business processes for deal stages.
3. Link business processes to transitions between deal stages.

Section 3.3.3 describes in detail how to create a sales funnel. Now let's create a new one (Fig.

219) that will have the following stages:

1. Initial contact.
2. Sales proposal.
3. Signing contract.
4. Equipment shipment and installation.
5. Closing deal.
‘ E 8 C‘\ simmons . ?
| € Save Cancel <& @ = ©
Sales Funnel - Edit an item
d Name * Main sales funnel
s/@ Deal Stages * Id MName Color Funnel Narrowing (%) Process
m 12 Initial contact #005824 I X%
: 13 Sales proposal 4%
: 14 Signing contract _ 7 x
A o St z
> 16 Closing deal #a4d49d 7 x

Add Stage

Fig. 219. Sales funnel




Now let's create two deal types - Supply and installation of equipment and Supply of
equipment. This will help us to distinguish between the ‘supply’ deals and the ‘supply and
install’ deals. Remember to link both deal types with the created sales funnel (Fig. 220).

Deal Type - Edit an item

Hame * Supply and installation of equipment
Sales Funnel Main sales funnel . CL
Processes

Available for |

Starting

Fig. 220. Linking deal type with sales funnel

The next step is to model business processes that will start when a deal goes to the next stage.
Note that it's not necessary to create business processes for all transitions between deal stages.

Active sales funnel processes are modeled in the ELMA Designer as regular processes.
However, you should take these aspects into consideration:

e There must be an output variable of the Deal type;

e At different stages of a business process, you will need to use the Change Deal
Properties activity or a script in order to configure changing deal stages;

e There must be two input variables of the Deal stage type, so that initial and new
stages of a deal can be stored in a process;

e The user who configures the change of deal stages in business processes must have
permissions to start these processes.

Now let's create the business process ‘Sales Proposal Approval’ that will start when the Initial
Contact stage will change to Sales Proposal. For more details on business process creation,
see Section 4.2.1, ELMA Help, and User Manual on ELMA BPM Platform.

This section describes the key features of developing a business process for an active sales
funnel. To model the processes, use the previously set up org chart (Fig. 182). Remember to
publish the chart so that you can work with it in the web application.

Let's assume that the company works with sales proposals in the following way (Fig. 221):

1. The sales representative finds out about a potential customer’'s needs and makes a
proposal;
2. The Sales Head approves it;
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3. The Chief Engineer approves it (checks the contents of the proposal and if the
equipment being offered complies with the customer’s request);

4. The Head of the logistics department approves the delivery dates;

5. If the sales proposal is more than 10000$, it is additionally approved by the CFO.

Salss Department

Change Deal
Stage (Initial
contact)

Change Deal
Stage (Closing
deal - failure)

Send proposal to

)flf_;:\i\ \v Sales proposal
! Defer task e/ Sent to custarner approved

Make sales customer

proposal

Accepted by customer
‘Reason for
Send for approval closing the deal
{failure)
Change Deal
Stage (Sales
Proposal Stage)
Make changesto | Cancel
proposal Changes required
—
Rejected < OMOK Approved
Send for add\tmnalapp‘nva\
Dep Head: Sales D | Chiéf Engineer Department Head: Logistics Department Chief Financial Officer
Rejected
1 Rejected ‘
Approve sales ] J Approve sales Rejected i"‘"'“‘:edfl’i'f:w Approve sales

proposal Anproved K proposal Approved (ks 510k proposal

Fig. 221. Business process map. Sales proposal approval

Below you will find out how to configure the main elements of the process (Fig. 222).

= Process List | ¥ Business Proposal * € | q b

& Graphic Model qt Context qg Responsibility katrix P—l' Metrics and KPIs | [f0 Forms £ Scripts ﬂ Settings Sy Wersi 4 b

Displayed Mame Property Mame Type Search | Input Cutput
» Base Properties
Deal Deal Deal (Object) |
Initial stage InitialStage Deal Stage (Object) [l 1
New stage NewStage Deal Stage (Object) | O
Deal type DealType Deal Type (Object) |:| D D
Contractor Contractor Contractor (Object) O O O
Deal stage DealStage Deal Stage (Object) O O O
Sales Department SalesDepartment User [Object) |:| D D
Business Proposal BusinessProposal File O O 0o -

Fig. 222. Context variables for sales funnel process

One of the activities used in the process is Change Deal Properties. You can find this activity
in the sidebar in Plug-Ins - Custom Activities - CRM Expert. For more details, check out
Section 4.2.5.2.




You can use this custom activity and set various deal stages depending on how a process is
executed. In this process, there are three activities that are used to change deal properties:

1. Change Deal Stage (Sales Proposal Stage) (Fig. 223). When the process goes
through this activity, the deal stage changes to ‘Sales Proposal'. Note that the stage
will change only when you send the proposal for approval (i.e. if you click ‘Cancel,
the stage will remain unchanged).

2. Change Deal Stage (Closing deal - failure) (Fig. 224). When the process passes
through this activity, the deal stage changes to ‘Closing deal - failure'.

3. Change Deal Stage (Initial contact) (Fig. 225). When the process passes through
this activity, it returns to the ‘Initial contact’ stage and the proposal is canceled.

Please note that the Process Context data in the Deal Stage parameter are filled in with the
help of an identifier (ID) that is automatically assigned to Deal Stages when configuring the
sales funnel (see Fig. 219). Besides, keep in mind that identifiers might vary in different

configurations.

0O

*

Caormirian

Parameters
Deal

Deal 5tatus
Deal Stage

Change Deal Properties - Change Deal Stage (Sales Proposal Stage)

InputfOutput Atributes

Input Variables Output Variables

Type Process Context 4 Parameters Type
Deal [Object) Deal

Deal Status (Enumer... Acdtive

Deal Stage (Ohject) 13: Sales proposal

oK

q B

Process Context

€3 Cancel

Fig. 223. Change Deal Properties - Commercial Offer stage
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Common

Parameters
Deal

Deal Status
Deal Stage

Change Deal Properties - Change Deal Stage (Closing deal - failure)

InputfOutput Atributes

Input Variables Output Variables
Type Process Context

Deal (Object) Deal

4 Parameters Type

Deal Status (Enumer... Active

Deal Stage (Object) 16: Clasing deal 4

q

Process Context

£3 Cancel

Fig. 224. Change Deal Properties - Closed (Failure)




'\‘ Change Deal Properties - Change Deal Stage (Initial contact) - [ x
Common | Input/Output Attributes 4k
Input Variables Output Variables
Parameters Type Process Context 4 Parameters Tipe Process Context
Deal Deal (Object) Deal E
Deal Status Deal Status (Enumer... Active
Deal Stage Deal Stage (Object) 12: Initial contact 1
O oK €3 Cancel

Fig. 225. Change Deal Properties - Initial Contact stage

In Fig. 226, you can see an example of configuring the Make Sales Proposal task. The task
executor (a sales rep) will have to attach a commercial offer file and leave a comment if
necessary.

'\‘ User Task - Make sales proposal - [0 =%
Cammon Form {Context) Form Settings Execution Time Transitions Advanced Paolicies 4 b
Form Type: ®)5imple Form Foarm Builder
Add Move =P Up Dawin £ edit * Delet
All Properties Displayed Properties
Deal Property Mame on Form Required Read only  Scri
Initial stage 2| | peal Deal 0
MNew stage - Contractor Contractor |
Deal type = q Deal Type Deal Type O
Contractor = 5 Deal Stage Deal Stage O
Deal stage - i|| start Date Start Date O
Sales Department _> * || Proposal Proposal D
Business Proposal _> J AMount 5 D
AMount Responsible's comment Responsible's comment O O
Responsible’s comment
Proposal
Script when loading the form
Not selected Add Script
& oK €3 Cancel

Fig. 226. Configuring Create Commercial Offer task

Now let's configure the process instance naming method - Sales Proposal Approval for
{$Context.Contractor.Name} {$Context.Deal.Name}. See Section 4.2.4 to find out how
instances are named. Before going any further, publish the created business process.

For active sales funnel processes, Document Management activities are often used. For
example, you can approve different types of documents using the ELMA ECM+ app. To find
out more, refer to ELMA ECM+ Help and ECM+ Application Quick Start.

Now that we are almost done with configuring the active sales funnel, let's link the business
process to the changing stages of the deal. To do so, go to the web application and open
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Administration - CRM Settings - Sales Funnel, and click # next to the required sales funnel
(Fig. 219)

On this page you can link your business process to changing the deal stages. To do so, edit the
Sales Proposal stage by clicking # next to it and enter the following data in the window that
opens (Fig. 227):

e Process - business process that will start once the deal has moved to the Sales
Proposal stage. In this case, it is the Sales Proposal Approval process;

e Context Variable of Deal Initial Stage and Context Variable of Deal New Stage -
if there are input variables for the deal stages in the process, they must be specified
in the properties;

e Instance Name - used if the name of the business process instance is different from
the one configured in the ELMA Designer during the process modeling.

Edit a stage X
Name * Sales proposal
Color #007236 -
Funnel Marrowing (%) Empty
Process Sales Proposal Approval X

When the deal reaches this stage, the specified process will be started

Context Variable of Deal Initial stage
Initial Stage

The process's context variable to which the deal initial stage will be passed
Context Variable of Deal New | New stage
Stage

The process context variable to which the deal new stage will be passed
Instance Mame

The instance name that will be selected, when the process is started

Cancel

Fig. 227. Edit a stage of the sales funnel

When you have entered all the necessary information, click OK in the Edit a stage window (Fig.
227) and then Save on the edit sales funnel page. The name of the process linked to the
transition between stages is displayed in the Process column (Fig. 228).
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Fig. 228. Sales funnel with a linked process

Now that the changes are applied, the business process ‘Sales proposal approval’ will start
automatically every time the Sales Proposal stage is set for the deal types Supply of
equipment and Supply and installation of equipment. The initiator of the process will be
the user who changed the stage. The Initial Contact stage will change to Sales proposal only
when the Change Deal Stage (Sales Proposal Stage) activity has been completed.

Only one process instance tied to the deal stage can be started for each deal. When you retry
to move to any stage of a deal, a warning will appear about a previously started process. In this
warning, you can select one of the actions (Fig. 229):

e Interrupt - previously started process will be interrupted;
e Continue - previously started process will remain running;
e Cancel - cancel stage change.

Deal Process X
P A stage transition process is started for this deal. Interrupt this process when the stage is
h changed?
Interrupt Continue Cancel

Fig. 229. Warning about a running process when a deal stage changes

You can create another simple business process that will be started when you move to the
Closing Deal stage. In this process, the Sales Department Head must approve closing the deal,
and the accounting department must confirm that the payment has been made and the

required documents have been signed and received. In Fig. 230, you can see the map of such
a process.
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Fig. 230. Closing a deal business process map

There are 3 swimlanes in this process:

Sales department. A sales rep or the Sales Department Head initiates the Closing
Deal process;

Head of the Sales Department checks if there is enough information about the deal
and approves its closing;

Accounting Department Employee checks if there are any deal debts and makes
sure all the necessary documents are at hand.

The ‘Closing Deal’ business process has two activities that are used to change the deal
properties. They are filled in in the same way as the fields in Fig. 223 - Fig. 225:

1.

Change deal properties. Closing deal stage - when a process passes through this
activity, the deal stage changes to Closing Deal.

Changing deal properties. Closed (Success) status - when a process passes
through this activity, the deal stage changes to Closed (success). The deal is sealed.
Changing deal properties. Shipment and Installation of Equipment - if, for one
reason or another, a deal was not closed and was rejected by the sales department
management or the accounting department, the deal stage changes to the previous




stage (Shipment and Installation of Equipment) when the process passes through
this activity.

In the same fashion, you can use CRM Expert plug-ins to create and configure business
processes for each deal stage depending on the requirements for CRM set out by a specific
company.




5.4. Configuring Reports
ELMA CRM+ has built-in tools for sales department performance analysis.

An integral part of any system, including CRM, is the analytics section. You can configure it so
that users a holistic overview of the sales performance information. ELMA CRM+ offers the
following reports: Sales Funnel, Deal Dynamics, Payments.

In addition, managers can find summary data on the performance of each sales rep in the
Reports section. For more information on monitoring schedule compliance, read Chapter 5 of
User Manual on the Web Portal.

Now let's take a closer look at each of these reports.

5.4.1. Sales Funnel Report

The Sales Funnel report is a classic tool for analyzing a sales funnel. It allows you to analyze
the conversion when a deal moves from stage to stage. This report is available in CRM - Sales
Funnels (Fig. 231). You can use several sales funnels simultaneously, and for each one the
report will be available.

‘ h Simmons ). ?
¢ & 998= ¢

3 Sales Funnel

Sales Funnel Main sales funnel Start Date 3| to

Responsible 1 Categories Q

Show Funnel

Advanced Search by Deals

Deal Stage Quantity ~ Fact Plan

 Initial contact T ———— 4 100.0%  100%
Sales proposal ... 3 750%  20%
Signing contract ! ; ' 3 750%  50%

Equipment shipment
and installation

Closing deal 0 0.0% 40%

0 0.0% 40%

Fig. 231. CRM - Sales Funnels
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To be able to view the reports, configure general access permissions first in Administration -
CRM Settings - Access Permissions - Access to Sales Funnels (Fig. 201).

The reportis displayed as a chart showing the number of deals at each stage of the funnel. The
chart features plan and fact values. The columns with solid fill represent the fact value, whereas
cross-hatched columns show the plan value.

In Fig. 231 you can see a Sales Funnel report without additional parameters, i.e. filters. The
main filters are:

e Responsible - report displays only those deals for which the specified users are
responsible;

e Start Date - report displays only those deals that start during the specified range;

e Categories - report displays only the deals with the contractors of specified
categories.

Sales Funnel

Sales Funnel Main sales funnel Start Date

Responsible 1 Categories Q

2 Violet W.
B saies reps

x

Show Funnel

EQL Search EQL Help @

Closed Yes No Currency Q

Products Q Sales i
till
Volume Empty
Mame
Priarity
Deal Stage Q
Industry

o)

Short Status
Marketing

jo)

Contractor

Q Deal Q
Type :

Status Supply of equipment x

) Date —
Region o
Group ( 2 created

Delivery
Type

Show Funnel

Hide Search Fields

Fig. 232. Advanced search by deals in the Sales Funnel report




You can also use the advanced search that allows you to filter sales funnels based on various

parameters. For example, in Fig. 232 the following filters are applied: the Supply of Equipment
deal type and Violet Wyatt as a responsible.

The Sales Funnel report gives you a holistic view of all deals, which allows you to analyze the
situation and see at which stage the customer service is poor. Thus, you can react timely and
make every effort to enhance your interaction with a customer.

5.4.2. Deal Dynamics Report

The Deals Dynamics report allows you to obtain information about the current state of deals
for a selected sales funnel. This report displays the necessary information about the number
of deals at each stage, and the number of deals for a selected period that moved to another
stage or succeeded/failed.

You can find this report in CRM - Deal Dynamics (Fig. 233).
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Fig. 233. Deal dynamics report

To be able to view the report, first, configure general access permissions in Administration -
CRM Settings - Access Permissions - View deal dynamics (Fig. 201).




Deal Dynamics is displayed as a table. Its rows and columns contain deal stage names for a
selected sales funnel. The colors of the stage names correspond to the colors defined in the
sales funnel.

The yellow squares show deals whose stage has not changed during a specified period of time.

Above the diagonal line, there are light green squares. They represent the number of deals
with positive dynamics, i.e. the deals that have moved to the next stage within a given period
of time. Each square is at the intersection of two lines: a row and a column. The previous stage
is indicated in the row name, whereas the current stage - in the column name.

Below the diagonal line, there are light pink squares. They represent the number of deals with
negative dynamics, i.e. the deals that have move to the previous stage within a given period of
time. The previous stage is indicated in the row name, whereas the current stage - in the
column name.

In the last column, the green squares show the number of successfully closed deals.
In the bottom row, the pink squares show the number of failed deals.

In the lower right square, the light green rectangle shows the total number of deals with
positive dynamics, while the light pink rectangle displays the total number of deals with
negative dynamics.

Clicking on one of the numbers in this report will open a window with a table. In this table, you
will see the list of deals that make up this number (Fig. 234).

Progressing Deals X

Total Sales: 11,500.00 Quantity: | 15 Entries found: 6 Pages: Lj‘q
MName Contractor Sales Violume Responsible Date created Source Stage Target Stage
Cardboard Boxes PaperBush Simmons J. Q272019 10:26 AM Sales proposal
Folding Carton SNACKZY 200.00 Simmons J. Q2712019 10:25 AM Signing contract
Folding Carton PaperBush 5,000.00 Simmons J. 9122018 3:41 PM Initial contact
Cardboard Boxes SMNACKZY 500000 Simmons J. 9M12/2018 3:.44 PM Signing contract
Rigid Boxes Totoes 300.00 Simmons J. 9M12/2018 3:42 PM Signing contract
Cardboard Boxes HANDCRAFTD 1,000.00 Simmons J. 9/12/2019 3.37 PM Signing contract

Fig. 234. Pop-up window with a list of deals in the deal dynamics report

You can generate reports not only for the whole company, but also for specific groups of sales
reps. Before clicking ‘Generate’, select the following parameters:

e Sales funnel;
e Employee or several employees (you can leave this field empty, then the report will
be displayed for all responsible);




e Period for which it is necessary to generate a report (by default, current month).

You can create filters in Deal Dynamics report to quickly access a report with certain
parameters. For example, a filter for each funnel, a report for the last month, quarter, year

compared to the current; reports for specific employees, etc. Filters can be either personal or
shared.

Let's create a filter for the Last Month Deal Dynamics report for the Main Sales Funnel.

To do this, enter the necessary parameters (set the period Previous month, select a sales
funnel) and click on the Save as Filter button (Fig. 235).
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Fig. 235. Creating a filter for a deal dynamics report

Then, in the pop-up window, enter the name of the filter and click Save (Fig. 236).
Save Filter X

Filter Name * Last Month
Expand advanced search when opening the filter
Filter Fields

You can add/remave columns to display in the table by double-clicking them, or by dragging and dropping them between the b4
"Available Fields™ and "Selected Fields" areas

To select multiple items press and hold Ctrl or Shift buttons
Selectthe fields to display in the filter
Available Elements Selected Elements
Period
Funnel
Responsible

Hide Postponed Deals

Save Cancel

Fig. 236. Saving a filter for a deal dynamics report




The saved filter will be displayed in the My filters folder of the filter tree in the sidebar, and
will be available only to the person who created it. By clicking on the filter, the user will see the

filtered data of the Deal Dynamics report (Fig. 237). For more information on filters, see
Section 3.4 of this manual.
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Fig. 237. Last month filter in the deal dynamics report

5.4.3. Payments
Another tool for managing customer relations in ELMA CRM+ is Payments.

Each sales rep create a payments forecast. Together all forecasts make up the financial plan of
the company. The Head of the Sales Department is responsible for the financial plan of the




entire group and receives all the information on the planned and received payments in the
system.

You can work with payments on deals’ pages and in the CRM - Payments section. This section
features all the necessary information about payments: the amount, planned date, and
statuses. Only users with special access permissions can view and make changes in this CRM
section. These access permissions are granted by the system administrator in Administration
- CRM Settings - Access Permissions - Access to the Payments section (Fig. 201).

Let's take a closer look at how a sales rep works with payments. First, the representative must
create a payment on a deal page. To do so, click Add Payment, fill in the fields in the pop-up
and click Add (Fig. 238).
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Fig. 238. Creating a payment on a deal page

If a deal has expected payments, the Sales volume of this deal will be replaced by the sum of
the expected payments. When creating the first payment, the sales rep will see a notification
about the change in sales volume (Fig. 239).




Confirming the start of planning X

\‘i) The sales volume of this deal will be replaced with the sum of the expected payments. Continue?
-

Fig. 239. Confirm that you changed the sales volume of a deal

There can be many payments within a deal - all of them will be displayed in a special area of
the deal page (Fig. 240). The deal sales volume will always be equal to the sum of all planned
payments.

Quantity: | 15 Entries found: 2 Pages: @

Mame Planned Date Amount  Invoice lssued Status Description
_[ ¥ Prepayment 9/28/2019 500.00 Yes Planned
2 x 101512019 1,000.00 Yes Planned

payment
= Add Payment

Planned (with date). 1,500.00

Flanned (no date): 0.00
Flanned (total): 1,500.00
Received: 0.00
Total: 1,500.00

Fig. 241. Payments section of a deal page

After that, the sales rep can make changes to the payments. For example, after issuing an
invoice, they can set the Invoice issued parameter (Fig. 242); after receiving money, set the
Received status (Fig. 243); and if a payment was canceled, set the Canceled status and leave a
comment.
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Invoice

@ Invaice billed?

Fig. 242. Setting the Invoice Issued parameter

Change Status

Status | Received | v |

Actual date 09/27/2019

Comment [ Payment received. Equipment sent.l A

P

Fig. 243. Changing a payment status

You can also edit other information about a payment: Amount, Name, Description. To do so,
click the # next to a payment's name (Fig. 244).
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Quantity: | 15 Entries found: 3 Pages: @
Mame Planned Date Amount Invoice Issued Status Description
Main
P 10/5/2019 1,000.00 Yes Planned
. payment
._I ¥ Prepayment 9/28/2019 500.00 Yes Received
y Hain 10M2/2019  1,500.00 Set Planned
. Se anne
£ X Payment 2 '

= Add Payment

Planned (with date): 2 500.00

Flanned (no date): 0.00
Planned (total): 2500.00
Received: 500.00
Total: 3,000.00

Fig. 244. Payments with different statuses

Click on a payment’s name to open its page (Fig. 245).

@ @ V4 _'u]]]] Simmons J. ?
) e !
Add Comment  Ask Question Change Status Edit Delete foe @ o @
W B

3 Payment - Prepayment

About the Payment

MName Prepayment Status changed on 9/27/2019 1:47 PN
Deal Rigid Boxes Status Change Comment ::ﬁ:nent received. Equipment
Contractor Totoes Date created 9/27/2019 1:37 PM
Planned Date 912812019 Author Simmons J
| Adualdate 912712019 Respansible Simmons J
Amount 500.00 Description
Invaice Issued Yes
Status Received
[=l comments | (@ Questions | £ Actions Latest at the bottom

Fig. 245. Payment page

You can use the buttons in the top toolbar to:

e Add comments;

e Ask questions;

e Change the payment's status;

e Edit the payment (Only if you have access permissions. By default, only the Author,
Responsible, and users with the full access to CRM can edit payments);
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e Delete the payment (Only if you have permissions configured in Administration -
CRM Settings - Access Permissions) (Fig. 201).

You can also manage payments in the Payments section (Fig. 246).

Simmons J. ?
2 Y Sep 27 E: ) !
‘ Friday Add ‘-}\"‘" o v@ =
o M Payments
Contractors
Contacts
Advanced Search
ws Leads
~ Earlier
£\ Deals
¥ Overdue Flanned + Received + Canceled Quantity: | 15 Entries found: 2 Pages =)
Payments
Y Name Status Planned Date Actual date  Amount Invoice Issued Contractor Deal Responsible Author
Al
Sale o 8 0
= Fit InWest Sale of Simmons J. mmons
< payment equipment
Second 31192019 12:00 - Sale of Simmons
= Planned 100,000.00 Yes InWest Simmans J.
payment AM equipment J
Planned:  100,000.00 Received: 0.00 Total: 100,000.00
» This Month (Before)
~ This Week
v Overdue ¥ Planned + Received + Canceled Cuantity: | 15 Entries found: 2 Pages <)
Name Status Planned Date ~ Actual date Amount Invoice Issued Contractor Deal  Responsible Author
" 9/27/2019 12:00 Folding Simmons
Edit E+] Payment Planned 500.00 Yes PaperBush Simmans J.
Al Carton J
—
=" Sales Funnels 95712019 1200 92712018 2 N
1271 1271 igid Simmons
=+ Prepayment Received Ii ‘ “ 14[”; " 1,000.00 Yes Totoes a - Simmons J. 3
AN 2:00 AM oxe
‘: Deal Dynamics - < o ores
Planned: 50000 Received: 100000 Total: 1,500.00
@ Marketing
> This Month (After)

Fig. 246. Payments section

Here you can create payments by clicking the Add button in the top toolbar (Fig. 246). The Add
a payment window will pop up; it's the same as in Fig. 238 except that it has an additional
required field - Deal. To edit or add comments to a payment, go to the payment page by
clicking on its name or the context menu.

The Payments section features information on planned payments under all deals. Only users
with special access permissions can view and edit this section (these permissions are
configured in Administration - CRM Settings - Access Permissions). The section is useful both
for managers to control sales and for sales reps to perform everyday tasks.

To make financial data analysis more convenient, payments in the Payments section are
grouped by certain periods. You can find them under the following panels:

e Earlier - list of payments made in previous months;

e This Month (Before) - list of payments whose planned dates fall on the previous
weeks of the current month;

e This Week - list of payments whose planned dates fall on the current week;
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e This Month (After) - list of payments whose planned dates fall on the following
weeks of the current month;
e Next - list of payments whose planned dates fall on next months.

You can configure lists of payments under each panel by checking required status boxes (Fig.
247). There are the following payment statuses in ELMA:

e Overdue - payment was not made by the planned date;
e Planned - planned payments;

e Received - received payments;

e Canceled - canceled payments.

I + Overdue Flanned ¥ Received ¥ Canceled I

Fig. 247. Payment statuses

In this section, you can also configure filters to quickly access payments according to specified
parameters. Filters are created in the same way as in other ELMA sections (see Section 3.4.1).

Payments can also be displayed in the Payments portlet. Refer to Section 3.5.2 to learn how
to add a portlet. Here you can see an example of this portlet:

Cuantity: | 15 Entries found: 6 FPages: E&.
Flanned Date Mame Amaount Contractor Responsible

142019 12:00 AN First payment 100,000.00 InWest

AM92019 12:00 AM Second payment 100,000.00 InWest Simmaons J.
QET201912:00 AM Prepayment 1,000.00 Totoes Simmons J.
QETIZ201912:00 AM Payment 500.00 PaperBush Simmaons J.
QZR2019 12:00 AM Prepayment 500.00 Totoes Simmaons J.
10/4/2019 12:00 AM Main payment 2,000.00 Totoes Simmons J.

Planned {with date}: 103,000.00 Received: 1,000.00
Planned (no date): 0.00 Total: 104,000.00

Fig. 248. Payments portlet
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The Payments portlet has the following settings (Fig. 249):

o Filter to display - you can create a filter in the Payments section and the portlet
will display the filtered payments;

e Show only mine - set this parameter to Yes if you want to display only those
payments for which the current user is responsible. No - all users,

e Show by periods - defines how payments will be displayed. Yes - they will be
grouped by periods (as in the Payments section); No - they will be shown as a list
(Fig. 248).

Portlet Settings X

Filter to display Q
Show only mine * | Yes Mo

Show by periods Yes = No

» Advanced

Save Save and continue Cancel

Fig. 249. Payments portlet settings

It is also possible to create deal payments within business processes using scripts written in C#
or context variables of the Payment (Object) type.

5.4.4. Filters

ELMA filters allow you to quickly find objects according to specified parameters. Earlier we
considered how to create filters for contractors (see Section 3.4.1). You can create filters in any
section of CRM except for Sales Funnel. Note that you can create filters using advanced or
EQL-search (see Section 3.4.1.1), which allows you to make filters with complex logic. For
example, select contractors from multiple regions for one responsible person, select all
undistributed potential customers, etc.

Why to use filters:

e quick objects search in different system sections;

e display of portlets on the main page with up-to-date information that requires
processing;

e exporting to Excel lists of system objects with certain parameters;

e analysis and control of user performance, etc.

For more details on working with filters, see Section 3.4.1 of this manual.




Using filters, you can organize a convenient display of data for users. Let's configure several

filters:

e Unallocated leads - this filter can be used by the head of the sales department to
distribute leads among the sales department employees;

e My new leads - this filter displays new prosper customers assigned to an employee;

e Deals in work of the Delivery and Installation type - this filter will display all
current deals of the Delivery and Installation type;

e Unsuccessful deals (for the last 3 months) - this filter is for the deals that fell
through. Manager will analyze this data

Configure all the filters under the Administrator account since the Administrator has
permissions to create shared filters. Let's create a few filter using the parameters in Table 4:

Table 4. Data for creating filters

Filter Name

EQL-query/advanced search parameters

Unallocated leads

«Status = 'New' AND Responsible is NULL»

My new leads

«Status = 'New' AND Responsible =
CurrentUser()»

Deals in work with the Delivery and Installation
type

Status - Active

Deal type - Equipment Delivery and Installation

Unsuccessful deals (for the last 3 months)

«SaleStatus = 'NegativeClosed' AND EndDate in
RelativeDateTime('-3m', 'OM")»

You can configure the data display table, if necessary. Read this Help article to find out more.

Move all the created filters to the Shared Filters folder (see Section 3.4.3). Once you've done it,
you will see the in the filter tree in the sidebar (Fig. 250):



https://kb.elma-bpm.com/help/EN/Platform/content/User_Table_settings_index.html
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a CRM

% Contractors

a Contacts

a Leads

----- W This week

""" 7 Previous Week

- This Month

""" Y Previous Month

_—}" Shared Filters

a CEM

% Contractors

a Contacts

a Leads

""" Y Unallocated leads
""" Y My new leads

E5A Deals
Y Al
_—]r- Shared Filters
v Deals in work
Y Unsuccessful deals (for the last 3 months)
_:_] [ Current Deals
.:]r- Finished Deals
? Successfully closed deals
Y Canceled deals

Fig. 250. Custom filters in the Leads and Deals sections

In Section 5.5, we will consider how to use these filters.
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5.5. Use Cases

Before using the set up sales funnel, let's configure a few more settings.

First, create users and assign them to these positions: sales department employee (2 users),
head of the sales department, accountant, chief technology officer, head of the Logistics
department, CCO (Fig. 251).

Account User Job Positions
Ly herbie Herbie Dana Department Employee: Accounting Department
L4 sonny Sanny Glen Chief Technology Officer
& laci Laci Ginnie Department Head: Logistics Department
L4 Mathan Cortney Cortney Mathan Chief Commercial Officer
& admin Simmons Jack CEC
pei Wyatt Yiolet Wyatt Department Employee: 3ales Department
i bernetta Bernetta Johnnie Department Employee: Sales Department
£ brody Brody Gabe Department Head: Sales Department

Fig. 251. Creating a list of users

Then add Johnnie Bernetta to the ‘Sales Southeast’ group and Violet Wyatt to the ‘Sales

Southwest’ group. Add the heads of sales and logistics departments, the CEO and CCO, and the
CTO to the ‘Managers' group.

After that create several leads without Responsible, but specify the Region Group - Southeast
and Southwest. Refer to Section 5.1 to find out how to do that.

Now log in to the system under the head of the sales department account to distribute leads
between sales reps. Go to CRM - Leads, select the filter Unallocated leads. Check the lead with
the ‘Southeast’ region group, click on the Selected button in the top toolbar, choose Assign the
responsible for the selected leads (Fig. 252). In the window that appears, select Johnnie Bernetta
and click Set.




B
\ ” .
Add Selected Edit Filter Import from ¢
Excel

Assign me to the selected leads

w &M Leads

I Azsign the responsible for the selected leads I

Contractors Add calls for the selected leads

Contacts Add meetings for the selected leads
Add mail to the selected leads
wp Leads .
Advanced S . . I
. activatz  Specify the Responsible X
Change 15 2

Bemetta Johnnie (DepartmentE % &

. This Week K

o Previous Week Selecta
Name d Status Website Region Group

This Menth Delete th
o o ; 103 )
Previous Month tPIKE o srtpe ﬂ Carezl New Southwest

My Filters <

" 9/27/2019 4:01
I Unallocated leads I | 1 Pillowly o New Southeast

Fig. 252. Assign users who are responsible for leads

In the same fashion, assign the lead with the ‘Southwest' region group to Violet Wyatt.

Next, log into the system under Violet Wyatt. In CRM - Leads (Fig. 183), select a lead with the New
status. Let's assume that the work with the lead is done. Now convert it to a Contractor and create
a Deal. To do this, click Actions in the top toolbar of the lead page and select Convert Lead (Fig.
185).

This will start the conversion wizard, which consists of four steps: Conversion Parameters,
About the Contractor, Contacts, and Deal. Switch between steps by clicking the 1, 2, 3, 4
buttons in the top toolbar. Let's take a closer look at each step.

Step 1. The Conversion Parameters page has 3 sections (Fig. 253):

Type of New Contractor - choose a contractor type by selecting one of the parameters:
Company or Individual.

Type of the Object to Create - choose an object type by selecting one of the
parameters: Deal, Meeting, Mail, Call or Do not create. If you select the Do not create option,
step 4 will be hidden and no object will be created apart from a contractor and contact.

Comment - leave a comment in relation to your conversion parameters.
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Conversion Parameters o . . .

Conversion About the
Parameters Contractor

v Type of Mew Contractor

* | Company
Individual

v Type of the Object to Create

*| Deal
Meeting
Mail
Call
Do not create

v Comment

Fig. 253. Step 1. Conversion parameters

Step 2. The About the Contractor page (Fig. 254) is the same as the Create New Contractor
page. By default, the fields on the page are pre-filled with the values from the lead page. If
necessary, you can fill in the empty fields, too.

About the Contractor . e . .

Conversion About the Contacts Mail
Parameters Contractor

~ About the Company
Name * Cappucdino! Partner + Q v
Type of Business Company Day
Organization + Q v

Website cappuccinosite.io
Type + Qv

E-Mail cappucino@info.com xX
Region Group + Q v

+
Industry + v
Q Phone Number =+

Annual Revenue Empty

Fax
Staff

Empty Marketing Event Q v

Responsible * Simmons Jack x & v
Work participants ‘ v
Informed ‘ v

Fig. 254. Step 2. About the Contractor

Step 3. The Contacts page (Fig. 255) has information about the contacts from the lead page.
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Contacts . . e .

Conversion About the Contacts Deal
Parameters Contractor

Full Name Nick Olofsson

Deparment

Job Positions

Type Not selected

Priority * Regular

Website

E-Mail nick_olofsson@amail.com
Ica

Skype nick_olofsson

Phone Mumber

Birth Date

Fig. 255. Step 3. Contacts

Step 4. Depending on the relationship selected in Step 1, the system will offer to create a call,
meeting, mail or a deal. In this example, let's create a deal (Fig. 256).

< H

Previous Step Save

Conversion About the Contacts Deal
Parameters Contractor

~ About the Deal

Name * Rigid Boxes

Deal Type * Supply of equipment x| == Q v
Contractor Pillowly

Sales Volume 10,000.00

Responsible * Simmons Jack (CEQ) x 1 v

Aboutthe Deal

Fig. 256. Step 4. Deal

Click Save in the top toolbar of the conversion wizard in order to finish the conversion (Fig.
256).
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Now let's go through the deal stages. To change a deal stage, click Change Stage in the top
toolbar of the deal page (Fig. 257).

\‘ Q v, f 5.} [ v E

Start Process Create Task Change Status | JChange Stage Actions Cal

b Deal - Rigid Boxes

Aboutthe Deal Tasks 0 Other Aftributes

Contractor Pillowly Change Deal Stage X
MName Rigid Boxes New Stage:

Initial contact
Sales Volume 10,000.00

Comment:
Responsible Simmons J.

Pricing requested|
Deal Stage

>
. Short Status:

Status Active
Start Date 9/30/2019
Closing Date Set Cancel
Payments Mot selected

Fig. 257. Changing a deal stage

In the pop-up, select the Initial Contact stage and add a comment. You can track the history
of changes in the history section (Fig. 258).

=] Comments | | (@) Questions “| Actions Latest at the bottom

- Stage changed (Violet W 93002019 10:09:29 AM)

Pricing requested

Deal Stage —

Initial contact

Fig. 258. Deal history

Next, change the stage to Sales Proposal. Once you move to this stage, the ‘Sales Proposal
Approval’ process will automatically start and the responsible user will be assigned the first
task - Make sales proposal (Fig. 259).




0 o v =7 f Violet W.
Completed Inwgk Actions Process Map Imprave o e f—
O O=©

~

‘®  Make sales proposal

» Process Information

Main Page History

Deal Rigid Boxes
Contractor Pillowly
Deal Type Supply of equipment
Stac [
> Deal Stage Initial contact
Start Date 9/30/2019
Proposal Sales Proposal Pillowly.docx 112KB X —
You can load a file by dragging it to this area . ‘}

$ 10,000.00

Responsible's comment

Cancel
Send for approval

Fig. 259. Make sales proposal task

On the task page, click Cancel if you don't want to change the deal stage and the business
process will be finished.

Attach the Sales Proposal and click Send for Approval to complete the task. The deal will
automatically move to the new stage.

You can track the business process status in the Process Monitor (for more details, read this
Help page) or on the Task tab of the deal page (Fig. 260).



https://kb.elma-bpm.com/help/EN/Platform/content/User_process_monitor_index.html
https://kb.elma-bpm.com/help/EN/Platform/content/User_process_monitor_index.html

v EA A v E Violet W. ?
O Q s D C) o
Start Process Create Task Change Status =~ Change Stage Actions Call o vo —. @
3 Deal - Rigid Boxes
Aboutthe Deal Tasks 1 Other Aftributes
Quantity: | 15 Entries found: 1~ Pages: =N -
Type Priority Task Instance Process Status Diate created Due Date Executor
Sales Proposal
Approve sales soproval fsr Riaid Sales Proposal New 9/30/2019 10:24 Brody G
< * proposal .E;pp g Approval o AM e
oxes

~ Active Process Instances

>
Quantity: | 15 Entries found: 1 Pages 5}
Instance Name Process Name Start Date Responsible Map
Sales Proposal Approval for Rigid Boxes Sales Proposal Approval 9/30/2019 10:14 AM Violet W. Wap

» Inactive Process Instances

Fig. 260. Task tab on the deal page

The next business process task is to Approve sales proposal. Open the task as the Head of
the Sales Department (Fig. 261). He or she can either approve or reject the proposal. Click on
the attached file to download or view it in the browser (Fig. 261).

‘ 0 v 7 g 1+ Brody G.
\ Completed In Waork Actions Process Map Improve ' ve —. \i;:l

®  Approve sales proposal

» Process Information

Main Page  History

Sales Proposal Pillowly.docx X

Deal Rigid Boxes|

Contractor Pillowly & Download File

Responsible Violet W. "

QGpen in Browser
> Start Date 9/30/2019

Proposal c&Sales Proposal %le-,-.dac( (9/30/2019 10:40 AM Violet W.)
$ 10,000.00

Rejected

Fig. 261. Approve sales proposal task

Logged as the Head of the Sales Department, complete the ‘CO Approval task by clicking
Reject.

The rest of the tasks in this business process are the same - only the executors’ comments will
change.




Once the Sales Department Head has rejected the proposal, the process returns to the initiator
who is assigned the ‘Make changes to proposal’ task (Fig. 262). You can attach the corrected file
to the task form taking into account the approvers’ comments. Besides, you can add some
comments yourself, too.

\‘ 0 W, v DE f Violet W.

Completed In'Work Actions Process Map Improve o e p— I"\_-r\‘l
o e V)

‘® Make changes to proposal

» Process Information

Main Page History

Deal Rigid Boxes
Contractor Pillowly
Responsible Wiolet W.
Start Date 9/30/2019

Proposal * ;
P Updated Sales Propo.. Pillowly.docx

12KB X

Responsible’s comment

Send for additional approval
Close the deal

Cancel

Fig. 262. Commercial Offer Correction

Click Send for Additional Approval on the task page. The task will be sent to the sales
department head again.

Now log into the system as the Sales Department Head and complete the new task by clicking
Approve. Then, log into the system under the accounts of all the process participants and
approve the sales proposal.

After all the approval tasks are completed, the initiator will be assigned to the ‘Sales Proposal
Approved' task (Fig. 263) where all the approvers’ comments will be displayed. Now it's time to
send the approved sales proposal to the customer. Complete the task by clicking Sent.

If you change the Date of control property by setting the date greater than the current one,
the next task in the process will be assigned to the executor on the specified date. The process
uses a timer that pauses the execution until the date specified in the Date of control property.




‘ 0 v v o f Violet W.
(i leted In Wark Actions P = M. | p—
‘ Omplete n o] coon: roCes: ap mprove o vo =

©  Sales proposal approved

» Process Information

Main Page  History

Deal Rigid Boxes
Contractor Pillowly
Responsible Violet W.

5 Start Date 9/30/2019
Deal type Supply of equipment

5 10,000.00

Responsible’s comment

Head's comment Use the new template. Discount approved.
Engineer's comment Approved

Logistician's comment Dates approved.

Date of control * 09/30/2019 &) 13:30

Fig. 263. Sales proposal approved task

The next task that the initiator gets is ‘Send proposal to customer’ (Fig. 264). You can complete

the task

by clicking on one of the five transition buttons:

Accepted - click to finish business process since the proposal is agreed on both
sides. Sales reps continue working on the deal;

Cancel - process finishes and the deal returns to the Initial Contact stage.

Cancel and close the deal (Failure) - enter a comment on closing the deal, then
the process will finish and the deal will be assigned the Closed (Failure) status;
Changes Required - after discussing the details of the deal with the customer, it
may be necessary to make another change to the proposal, the process will again
return to the Make changes to proposal task which is in the initiator's swimlane.
Defer task - this option sets a timer and the task will be postponed until the time
specified in the Control Date field;

Let's complete the task by clicking Accepted so that we can continue working with the deal.




‘ \ 0 W v Eed f Violet W.

Cnm\p/leted In Work Actions Process Map Imprave o vo l—_ @
% Send proposal to customer
¥ Process Information
Main Page History
Deal Rigid Boxes
Contractor Pillowly
Responsible Violet W.
5 Dealtype Supply of equipment
Proposal fUpdated Sales Proposal Pillowly.docx ( 9/30/2019 2:40 PM Vialet W.)
Date of control * 09/30/2019 & 1545

Accepted
Cancel
==

Defer task

Fig. 264. Send proposal to customer task

Once the proposal is accepted and business process finishes, the deal will go to the Sales
Proposal stage. After that, you can change the stage to Signing the Contact without starting
a business process.

At this stage, let's add payments to the deal (Fig. 238). Divide the payments into 2 parts.

Quantity: 15 Entries found: 2 Pages: @

MName Planned Date Amount  Invoice Issued Status Description

_I ¥ Prepayment 9/28/2019 50000 Yes Planned

Mai
2% 10/5/2019 1,000.00 Yes Planned
payment

Add Payment

1,500.00
0.00
1,500.00
0.00
1,500.00

Fig. 265. Deal payments

Let's assume that the contract is signed, now we can change the deal stage to Equipment
shipment and installation and note that the payment has been received. Set the received
status in the Payments section (Fig. 243).




Log into the system under the Head of the Sales Department. In CRM - Payments, he can see
planned and received payments on this deal (Fig. 266), as well as payments on other deals.

Ev] Main payment Planned 10/11/2019 12:00 AM 1,500.00 Yes Pillowly Rigid Boxes Simmons J Simmons J.

=+ Prepayment Planned 10/5/2019 12:00 AWM 500.00 Yes Pillowly Rigid Boxes Violet W, Violet W,

Fig. 266. Payments on the deal in the Payments section

If the Sales Head clicks on a payment, the deal page opens where all the information about the
deal is stored: dates, comments, stage transitions, active and inactive tasks, etc. Besides, here
he can ask questions or create tasks connected to this deal.

As a rule, closing a deal requires starting a process in which specific documents will confirm
that the deal is closed and responsible will approve it. This process is modeled in the same way
as the process described in Section 5.3. Note that we will change the stage manually.

Log into the system as Violet Wyatt, go to the deal page and change the stage to Closing the
deal.

N Q v [ 55 L7 v El Violet W. ?
\

Start Process Create Task Change Status | |Change Stage Actions Call 9 o =]
b gl

«b Deal - Rigid Boxes

Aboutthe Deal — Tasks 1 Other Aftributes

Contractor Totoes Change Deal Stage x
Name Rigid Boxes New Stage:

Closing deal
Responsible Simmons J

Comment
Deal Stage R

ST Equipment shipped. Payment received.
Status Active Short Status
>
Start Date 91212019
Closing Date
Set Cancel

Payments Mot selected

Fig. 267. Closing the deal stage




All the information about the deal history, comments, questions, payments, and tasks are on
one deal page.

[=] Comments | | @ Questions Z] Actions Latest atthe bottom
H Stage changed (Violet W, 9/30/2019 3:39:26 PM)
Deal Stage L [ | |
Signing the contract
—
[ [ |
Egquipment shipment and installation

E Stage changed (Violet V. 9/3002019 3:45:53 PM)

Equipment shipped. Payment received.

Deal Stage [ |
Equipment shipment and installation
—
| | |
Closing deal
Status Active — Closed (Success)
Closing Date — 913002019

Fig. 268. Deal history

You can go to a deal page from a contractor page on the Deals tab (Fig. 269). The deal will also
be displayed in Sales Funnels reports (Fig. 231) and Deal dynamics (Fig. 233).

o, V) - E Violet W. ?
( ) | £ L+ : Eﬂ « 00
Create Task Attach Actions Call Contact Call A, —. @

Document

a Company - Pillowly

Aboutthe Company Delivery ~ Aftributes Activity Contacts Relationships 0 Deals 7 Tasks 0O Attachments 0 Access

Quantity: | 5 Entries found: 7 Pages 2 @ ﬁ
Name
Rigid Boxes
Rigid Boxes
Rigid Boxes
Rigid Boxes
3| | Rigid Boxes

Fig. 269. Deals tab on a contractor page




Chapter 6. Integration with IP telephony

IP-telephony is a communication tool that utilizes the Internet for data transmission, namely,
IP protocols. The idea behind IP-telephony is to convert analog voice signals into digital data.
When this data reaches the addressee, it's converted back to voice signals.

IP-telephony is convenient for businesses: it allows you to reduce communication costs, in
particular, long-distance and international calls.

You can integrate ELMA CRM+ with IP-telephony systems, which allows you to automate routine
user operations like adding data about calls.

ELMA CRM+ can be integrated with three IP telephony providers: Asterisk, Oktell and Infratel.
There are 3 use cases how to use ELMA integrated with IP telephony:

e outgoing calls;
e incoming calls;
e customer service center.

Below you will find out how to use Asterisk, ELMA Agent and the X-Lite softphone (freeware
voice-over-IP) in ELMA.

Visit this Help page for more details on how to integrate ELMA CRM+ with IP telephony.



https://www.counterpath.com/x-lite-download/
https://kb.elma-bpm.com/help/EN/CRM/content/Designer_IP-tel_index.html

6.1.  Outgoing Calls

First of all, make sure that the telephony module is configured correctly (there is a connection
with the provider), the X-Lite softphone and ELMA Agent are running.

You can make an outgoing call from Contractor (Fig. 270), Lead or Contact pages.

=

Call

Phone Mumber +44 32423423 +44 85942086

Fig. 270. Making an outgoing call from a contractor’s page

If there are several phone numbers specified for a Contractor, Lead or Contact, the system
will offer to select one of them as soon as you click Call.

Once you've clicked Call and chosen the desired phone number on a Contractor, Lead or
Contact page, the Outgoing Call window will open (Fig. 271).

Outgoing Call X
+4432423423
Waiting
Subject * Outgoing Call
Description
Comment
Further Actions
= Add Call Execute the relationship and create a new call
a5 Add Meeting Execute the relationship and create a new meeting
Add Mail Execute the relationship and schedule mail
%% addDeal  Execute the relationship and create a deal
Close Close Relationship

Fig. 271. Outgoing call dialog box




When you click on the Call button, a call will be made using the installed application for Internet
telephony (in our case, X-Lite). During the call, the Outgoing Call dialog box (Fig. 271) remains
active. After/during the conversation, fill in the required fields in this window.

If you want to save information about a call, click one of the buttons in the Further Actions
section. You can not only Close Relationship, but also plan new activities.

Closed relationships are displayed on a Contractor, Lead or Contact page (depending on
where you called from) on the Relationships tab (Fig. 272.).

‘ v v E - f'.‘t Simmons J. ?
‘ Create Task Attach Actions Cal Contact ‘E‘\?’ o v@ L—.

Document

1}

Py Lead - Carousel Gadget

Aboutthe Lead  Contacts  Relationships 1 Tasks 0 Documents 0 Access

Quantity: | 15 Entries found: 1~ Pages: =g .
Subject Start Date Due Date Date created Author Priority Private Place
Hoskag Simmensl. e
“ =it J=iT] =171 Ragular

Fig. 272. Relationships tab on a contractor page

When ELMA is integrated with one of the IP telephony systems, in the lower right corner, you
can find the telephony panel (Fig. 273). It allows you to make outgoing calls and view call history.
Besides, the panel displays the latest calls and a field for searching by name, company or
number. In addition, you can quickly access different objects right from this panel.

MName, Company or Number
ht 79225010506
g g Simons J.
1
4 14:5
Simons J. Fens 20
\i‘ g " 14:53
14 3_“_
Pause

Fig. 2734. Telephony panel




6.2. Incoming Calls

In the following subsection we will take a look at how to receive and process a call. When the
system settings are correct, the user receives calls right in the Internet telephony application.

In our example, the X-Lite softphone will display a notification about an incoming call and the
caller's number. Click Answer here (Fig. 274).

Incoming call from:

Ast 13

Answer Decline

Fig. 274. Incoming call notification

Once you've taken the phone, ELMA will automatically open a new browser window (Fig. 275).
It contains two sections: Call Information and Object Page.

H 9 2 Q simons J.

|
Save Cancel Select J o —_—
Customer - =

Incoming Call: +352(2)0301140

» Call Information

Subject *
Description
y
Comment
e
About the Company Contacts Relationships 1 Tasks 0 Documents
Name Newland Type Not selected

Type of Business
Organization

Nort celardard Partner
noi selecied
Company's Day
Regicnal Group Not selected
Website
Industry Not selected

E-Mail
Annual Revenue

Fig. 275. Incoming call creation form in web

Click Save in the top toolbar and the system will offer to choose one of the following actions
(Fig. 276):




Further Actions
B> Add Call Execute the relationship and create a new call

a0 Add Meeting Execute the relationship and create a new meeting
Add Mail Execute the relationship and schedule mail
5 add Deal  Execute the relationship and create a deal

Close Close Relationship

Fig. 276. Save call dialog box

Let's choose Close Relationship. The following page will display the notification: ‘The call is
successfully registered’ (Fig. 277).

\ v ) E b E r‘\ simmons . ?
-
\ Create Task Attach Actions Call Contact Call ‘e o G —
Document ‘\'b b o

a Company - HANDCRAFTD

[i] The callis successfully registered

About the Company Delivery  Aftributes  Activity =~ Contacts Relationships 0 Deals 3 Tasks 0 Attachments 0 Access

Mame HANDCRAFTD Type Regular Customer
Type of Business . Partner
Organization Limited Liability Company

Company Day 9/4/2005
Region Group New York

5 Website www.handcraftd.io

Industry Stationery

E-Mail handcraftdstat@mail. me
Annual Revenue 200,000.00

Phone Number (277) 239-1805
Staff 600

Fax (619) 950-0332
Responsible simmans J.

Categories Not selected
Description
Marketing Event Not selected
Work participants Flowers B
Informed Dunn M.

Fig. 277. Contractor page. ‘The call is successfully registered’ notification

If in the system there is no object with a caller's phone number, the Incoming call <Phone
number> (<created object>) form will open (Fig. 278). Note that the type of the object being
created depends on the settings configured in Administration - System - System Settings -
Telephony. By default, Leads are created (Fig. 278).




IEI 8 ‘:. ﬁ simmo

Incoming Call: +352(2)0301140 (Lead)

¥ Call Information
Subject *

Description

Comment

v About the Lead

Source Q Type of Business

Qrganization
Name *

Website
Regional Group Q £l

-Mail

Industry Q
Responsible Simons Jacob (HR specialis) X & Phone + 352 (2) 030 1140

Save Cancel Select ‘E —
Customer “.’b o v@ (FEE @

ns ). ?

Fig. 278. Incoming call creation form. The lead object being c

You can also assign an incoming call and a number to an existing

reated

ELMA object. To do so, click

the Select Customer button in the top toolbar. A dialog box will pop up (Fig. 279) where you
can select a Customer Type and choose a customer from the drop-down list. Click Q to search
for a customer, and ™ to add a new one. If necessary, you can Save Phone Number by

checking the corresponding box.

Select Customer

Customer Type
Contractor

Customer *

Save Phone Number

Edit Cancel

X

Fig. 279. Select customer dialog box

Once you've filled in all fields, click Save at the top. The incoming
Lead will be added to the system.

call is registered and a new




6.3. ELMA-based Customer Service Center

A multi-channel contact center is a tool for automating and streamlining customer service.
Multichannel implies the possibility of interacting with customers through several
communication channels: call center, email, Internet chat, mobile applications, social networks,
etc.

In recent years, non-voice channels have grown a lot. Despite this trend, voice communication
channels, IP telephony in particular, still occupy the largest share of this niche.

This is because IP telephony does not need complex infrastructure: call center employees can
be in different regions, and telephony can be integrated with CRM systems.

ELMA CRM+ can serve as a basis for a full-fledged call center. First of all, ELMA does not require
any additional equipment. To make it work correctly, you just need to integrate it with a
telephony provider (e.g. Asterisk, Oktell or Infratel), and run ELMA Agent and softphone. In the
examples described above, we used X-Lite, a freeware app for making phone calls.

Secondly, in ELMA you can implement call queuing, which allows distributing incoming calls
among operators as they become available. The first employee to become available receives
the next call.

Another advantage is that ELMA CRM+ automatically opens customers’ pages when somebody
makes an incoming call (see Section 6.2). Thanks to this visualization, an operator can gain a
fuller understanding of who is calling. A customer’s page can display detailed information
about the caller, for instance, about the services that the customer already uses. This lets
operators avoid unnecessary questions, speed up interaction, which will result in increased
customer loyalty. If there is a new customer calling, an operator can enter information about
them on an automatically opened form selecting any object type.

Most importantly, ELMA CRM+ can start business processes when receiving an incoming call.
Picture a call center of an Internet provider. An operator receives a phone call. The client is
experiencing an issue with their Internet connection. During this conversation, the call center
employee can start the ‘Emergency Request/Trouble ticket’ business process during which the
technical specialist will go to the subscriber and check the equipment.

To sum up, integrating ELMA CRM+ with IP telephony can help you cut communication costs.
Moreover, with ELMA you can create an alternative to traditional telephony and a platform for
a modern call center.



https://www.counterpath.com/x-lite-download/

Chapter 7. Tracking Marketing Activities

The Marketing section contains information on a company’s marketing activities aimed at
attracting new customers and increasing sales, for example: promotional videos on television
and radio, online ads, advertising on LED screens and banners, presentations, exhibitions,
sales, etc.

This brings up the question though: how can we evaluate the effectiveness of a marketing
campaign? It shouldn't come as a surprise that after some time we need to calculate how much
money one or another campaign has brought to the company. At the same time, it might be
rather time-consuming to do it manually. The Marketing subsection allows you to maintain a
register of marketing activities and evaluate their effectiveness.

This subsection contains information about a company’s Marketing objects, as well as tools
for creating and working with them. When you open this subsection, the Lead Dynamics page
of the Calendar opens automatically (Fig. 280).

(G i @= == i ?
! octor @ @ /e T = simmons J. :
\ Tuesday Add Group Add Activity Add Event Period Show Show Archive ° G f—
= Statistics v L
() Lead Dynamics —
b y & [ September 2019 - February 2020 =
% LG September,  October, 2019 Hovember, December,  .January,2020 February, 2020
2019 25131 2019 2019 27142 27142
Contacts 1/3 18/26 35746
=@ New Product
b Leads - _’A v 113
=@ Online ad
EFA Deals :
i Pre-roll on
Payments YouTube
- & Banner on
p—
=" Sales Funnels the website
(@ LED Screen Ad
'f: Deal Dynamics
-(@ TV commercial
&l i
(C__y Marketing @ Radio
o Commercial
-/ calendar =@ Outdoor
5 statistics advertising
1| Shared Fitters i/ Billooard on
¢ Church Walk
T Archive .
/ Bus interior
/ Bus exterior

Fig. 280. Lead dynamics

In this section, you can evaluate the ratio of new leads to their conversion over a certain period
of time. Fig. 282 shows that, for example, in October there were 31 new leads (the number
after the slash sign), and 25 of them (the number before the slash) were converted from a lead
to a customer.




September, 2019 October, 2019 November, 2019 December, 2019 January, 2020 February, 2020
1/3 25/ 31 18/26 35146 27142 27142

Fig. 281. ‘Month’ view of the lead dynamics page

Click on one of the numbers to open the Leads page. If you click on a number before the slash
sign, it will show you the list of leads converted to contractors over the selected period. If you
want to see the list of all created leads over this period, click on the number after the slash
sign.

Below in this section, we will consider how to work with marketing campaigns and events, view
statistics, and use UTM parameters.




7.1, Marketing Objects

There are three main Marketing Objects: Marketing Event, Marketing Activity, Marketing
Activity Group. Read this section for more details.

Marketing Activity Group (Fig. 282) is the first level of the marketing activity tree. It includes
Marketing Activities each of which, in turn, contains a certain set of Marketing Events.
=@} Mew Product
3@ Online ad
/ Pre-rall on YouTube
A Banner on the website
@ LED Screen Ad
- (@& TV commercial
@ Radio Commercial
=@ Outdoor advertising
/* Billboard on Church Walk

/" Businterior

/ Bus exterior

Fig. 282. Structure of marketing activity tree

To create a Marketing Activity Group, go to CRM - Marketing - Calendar and click Add
Group in the top toolbar (Fig. 283).

(‘@‘A

Add Group

Fig. 2834. Adding a marketing activity group

On the page that opens (Fig. 284), fill in the required fields: Name, Description, Responsible,
Budget Type, Group Type, and Labels (for more details on UTM-labels, refer to Sections 7.3
and 7.4).

Note that you can enter an activity group budget manually or it can be automatically generated
from the group’s nested objects.

If you select the Enter the budget manually option from the Budget Type drop-down list, all
costs of activities and activity groups will have to be specified manually (the cost of the nested
objects will not be taken into account).

When you select the option Budget is calculated according to the nested objects, the costs
of activities and activity groups will be automatically formed from nested activities and events.
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E - Simmons J. ?
Save Cgl ‘ © 6 — @
T W i

Create - Group of Marketing Activities

MName * Mew product]

Description

Responsible * Simmons Jack x X
Budget Type The budget is calculated according to the n_..
Group Type -|- Q

Labels (corresponds to
utm_source)

Fig. 284. Creating a marketing activity group

When filling in the Budget Type field, the system will automatically calculate ROI (return of
investment). On the group of marketing activities page (Fig. 285), users will be able to see how
much it cost to lure one lead, and, therefore, evaluate the effectiveness of the advertising
campaign.

> Budget 1,500.00

Leads

All

MNew

In work
Qualified

Unqualified

o o 4 4 oW

Duplicate
Budget Type The budget is calculated according to the
nested objects
Deals
Total 0
Success 0
Failure 0

Fig. 285. Group of marketing activities page. Automatic budgeting

ELMA CRM+ application 198



Marketing Activities (Fig. 286), which are part of Groups of Marketing Events, are a set of
marketing events aimed at luring new customers and promoting new products of the company.
You can find the Marketing Activities page in CRM - Marketing - Shared Filters - Activities.

@ st Simmons J.
N\ octor G (@ pr 4 ) )
sdav Add Grou Add Activi Add Event Edit Filter ' —
Tuesday P o \e‘,g, K. = (v)
" ; = o
- ™ Marketing Activities
Contractors
1 Contacts
) Object

ws Leads Tipe Marketing Activity Status  Active

EZA Deals
Advanced Search
Payments

——d Qi y. 15 es found qes: i) 3

e e —— uantity Entries found: 3~ Pages T | {oh %)

- Typr Name Responsible | Date created All Leads| Created Deals

@ ® Deal Dynamics <

@ TVcommercial SimmonsJ.  10/1/2019 10:13 AM 0 0
=)

@ Warketing @ LEDScreenAd Simmons ). 10/1/2019 10:12 AM 0 0
A @ Online ad Simmons J. 10/1/2019 10:10 AM 0 0
?r_./. Calendar
E Statistics
- Shared Filters

T Event Groups

: Y Events
T Archive

Edit

Fig. 286. Marketing activities subsection

Click Add Activity at the top to create a new Marketing Activity. A pop-up window will open.
Note that in the Create Marketing Activity window, there are the required fields - Start Date

and Due Date. Use these fields to specify the duration of an advertising campaign (discounts,
marketing exercises, etc.) (Fig. 287).
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m Simmons ). ?
o @ cq ‘%:» 0=

3 Create - Marketing Activity

Name * Outdoor advertising

Description Billboards, bus benches, interiors and exteriors of buses,
taxis and business vehicles, etc.

Group of Activities Mew Product X Q

Responsible * Simmons Jack (CEQ) x X

Budget Type The budget is calculated according to the n__.
> StartDate * 10/08/2019 [&  00:00

Due Date * 12/03/2019 [& 00:00

Activity Type +Q

Labels (corresponds to
utm_medium)

Fig. 287. Creating a marketing activity

Marketing events (Fig. 289) are objects that will affect the target audience just once. They are
part of Marketing Activities and Marketing Activity Groups.

m simmons J. ?
o @ ce. "%;, 09=- o

3 Create - Marketing Event

Hame * Bilboard on Church Walk
Description Bilboard near the shopping mall
Marketing Activity * Cutdoor advertising x Q
Responsible * Simmons Jack (CED) ¥ 3
Start Date * 10/05/201% (& 12:00

» DueDate ~ 11/30/2019 & 12:00
Event Type +Q

Labels (corresponds to
utm_campaign) +

Fig. 288. Creating a marketing event

Now that Marketing Objects are added to the system, users can see, while creating a Lead,
why exactly a potential customer approached the company: if it was due to an activity group,
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activity or a specific event, e.g. outdoor advertising, TV commercial, an exhibition booth,
conference, etc.

Please note that after a lead is converted to a contractor, the contractor will inherit the specified
marketing activity.




/.2. Statistics

It is important to identify which marketing event were successful and attracted potential
customers: this information is reflected in the Statistics subsection (Fig. 289). To open it, go to
CRM - Marketing - Statistics.

‘ (6= m simmons J. ?
k Period ‘é“? o v@ .._' {:\:/:I
@  Statistics & @ October 2019 - March 2020 =>
October, 2019 November, 2019 December, 2019
1.500.00
Total 9/166.67
MNew 21750.00
In work 21750.00
Closed 4/375.00
Qualified (deals) 3/500.00
’ Success 1/1,500.00
Active 1/1,500.00
Failure 1/1,500.00
Unqualified 1/1,500.00
Duplicate 1/1,500.00
Deleted 1/1,500.00

Fig. 2890. Statistics subsection

This subsection allows you to evaluate the cost of Leads and Deals over various time periods.
However, this is only possible if users add payments to marketing objects aligning Leads and
Deals with them.

The top toolbar features the Period button (Fig. 290) which allows you to view monthly, weekly
and daily statistics.

(]

'-";F-'

Period
Manth

Week

Day

Fig. 290. Period button




On the Statistics page, you can see a data table (Fig. 289). Rows of the table represent lead
statuses, whereas columns display periods. At the intersection of rows and columns, numbers
are displayed with the /" sign.

The first number shows how many Leads have one status or another (indicated in the row
name) for a specific period. Clicking on this number opens a page with a list of these Leads.

The second number shows the cost of one Lead for a selected period. The cost is expressed in
the currency specified in the system settings. The cost is calculated by the following formula: a
marketing object budget in the current period divided by the number of leads created for this
period. For example, if the monthly budget of a Marketing Object was $100 and during this
time 10 new leads were generated, the cost of one lead is $10.

You can also view statistics on the cost of leads and deals on a marketing object page (Fig. 285).

This is how you can analyze which Leads were converted into Deals and whether the deals
were closed or failed. This will help you understand what marketing object is the most or least
effective, and which one is worth investing to.




7.3.  Working with UTM parameters

ELMA allows you to work with UTM parameters. They are simply tags that you add to a URL of
a site or a page to track traffic sources. In marketing, UTM parameters are used to track the
results of advertising campaigns, sales, and any content on the site.

Let's assume that your company places online ads on Google using UTM parameters. An ad
link leads to a specific page of your organization’s website, where potential customers leave
their data. Advertising campaigns are marked with the same tags by which ELMA CRM+ begins
to ‘recognize’ the advertising campaign. Due to these tags, it is clear which marketing event
(form on the site, landing page, etc.) transmitted data about a lead to the system. In ELMA, this
is reflected on lead (Fig. 298) and contractor pages, as well as on marketing activity group pages
(Fig. 295).

This tool helps you quickly understand which sections of your advertising campaign bring the
least profit, timely respond to changes on the site, and reallocate your advertising budget.

Each UTM tag must contain a parameter and its value that has to be tracked. They have names
that allow analytics systems to read them correctly. There are three required labels; in the
example below, they are highlighted in red:

www://example.com/?utm_source=google&utm_medium=cpc&utm_campaign=
windows_search

utm_source - advertising space name. This parameter indicates the name of a traffic source
(e.g. Google, Facebook, etc.).

utm_medium - advertising type. This parameter is filled according to templates. For example,
‘CPC" (stands for ‘cost per click’) is contextual advertising, whereas ‘display’ is banner
advertising, which is paid per impression.

utm_campaign - advertising campaign name. This parameter allows you to distinguish
between campaigns in a web analytics system. You can assign any value to this parameter, e.g.
windows_search.

In ELMA CRM+, you must specify UTM parameters manually while creating or editing a
Marketing Object (Fig. 291).
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Marketing Event "Banner on the website"
Name * Banner an the website

Description

Marketing Activity * Online ad

Responsible * simmons Jack (CEO) x v
Start Date * i0/01/2019 [&] 11:21 v

Due Date * 10/01/2019 [&) 11:21 v

Event Type + Qv
Labels (corresponds to

utm_campaign) windows_search x | ==

Fig. 291. Adding a tag (label) while creating a marketing event

In the future, when taking out online ads, these tags, as described above, must be embedded
in a URL. For more detail on how to work with UTM parameters, read Section 7.4.

ELMA CRM+ application 205



7.4, Use Case

In this use case, you will see how to use the Marketing subsection, namely, launch an
advertising campaign for the sale of plastic windows with premium installation. The sales
promotion campaign will last for 3 months. We will also set a specific budget, create UTM
parameters, embed them in the site form and track new leads. Note that in this subsection,
you will only find out how to work with UTM parameters and collect leads. In Chapter 9, we will
take a closer look at how Leads get into ELMA and go through the life cycle from a potential
client to a Contractor or Deal.

First, create a Marketing Activity Group as we did in Section 7.1 of this manual. The
advertising campaign will be launched in Google Ads. Second, name the activity group
according to the platform where the advertisement will be placed. Then set the Responsible
for the Activity Group, choose the Budget and Group Types (Base Type), and specify the
Label - googleads- this is what it will later look like in the address bar (Fig. 292). Finally, save
the group.

E 8 (® simmons). ?
Save Cancel ‘E'I'-'ﬁ‘ o v@ fomm

Create - Group of Marketing Activities

Hame * Google Ads

Description

Responsible * Simmaons Jack (CED) x x
Budget Type The budget is calculated according to the n...
Group Type Base Type ¢ Q

Labels (corresponds to
utm_source) googleads x

Fig. 2923. Creating a marketing activity group

In the same way, create child objects: Marketing Activity (Fig. 293) and Marketing Event (Fig.
294). On the form for creating a Marketing Activity, the group will be set automatically. You
don't have to set the Budget manually - the system will offer to form it automatically from
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nested objects. Specify labels with the following values: utm_medium=38341967 and
utm_campaign=windows_search.

A simmons. ?
E ? " 0.0
» EE O

Marketing Activity "Plastic Windows (10/01/2019)"

Name * | Plastic Windows (10/01/2019) |
Description

Group of Activities Google Ads

Responsible * Simmons Jack (CEQ) x 1 v

Budget Type The budget is calculated according tothe n...

Start Date * 10/01/2019 & 10:00 v

Due Date * 11jo1/2019 & 10:00 v

Activity Type Base Type x4 Qv

utm_source: | googleads
Labels (corresponds to
utrn_medium) 38341967 X || windows_search x | ==

Fig. 293. Creating a marketing activity

" simmons). ?
= ?l . 0.0
f BFE ©

Create - Marketing Event

Name * Google Search (10/01/2019)

Description

Marketing Activity * Plastic Windows (10/01/2019) x Q| v
Responsible * Simmons Jack (CEQ) x 3. v
Start Date * 10/01/2019 [&] 10:00 v

Due Date * 11/01/2019 [&] 10:00 v

Event Type Base Type x4 Qv

utm_source: | googleads | utm_medium:
38341967

windows_search
Labels (corresponds to
utm_campaian) +

Fig. 294. Creating a marketing event
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Once you've created activities and events, the Marketing Activity Group page looks as follows

(Fig. 295):

‘ @A @ J 55 v P\ Simmons J. ?
. ions & —~
\ Add Activity Add Contractor Add Lead Add Deal Actions “.:\3 o v@ : ':f’,:'
3 -
Y (@ Google Ads
About the Marketing Activity Group Contractors 0 Leads O Deals 0 Statistics
Name Google Ads » Budget 3,000.00
Description
Leads
Responsible Simmons J
All 0
Group Type Base Type Mew 0
In work 0
Labels googleads Qualified 0
Unqualified 0
Status Active :
Duplicate 0
Budget Type The hudggt is calculated according to the
nested objects
Deals
Total 0
Success 0
Failure 0
Quantity: 15 Entries found: 1 Pages: ':3‘1
Type MName Responsible Created Leads Deals
=l @  PlasticWindows (10/01/2019)  Simmons J. 10i1/2019 451 FM 0 0
Type Mame Responsible Created Leads Deals
Va Google Search (10/01/2019 Simmons J 10/1/2019 459 FM 0 0
=| Comments | {g) Questions ] Actions Latest atthe bottom

Fig. 295. Marketing activity group page

Now let's create UTM parameters using the Google Ads service. Fill in the fields as done in Fig.
296. Insert the link into the address bar (in the blue frame). You can use this URL as an example:
example.com/?utm_source=googleleads&utm_medium=38341967&utm_campaign=wind
ows_search.

On the right side of the page, you can see a preview of the ad being created.
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0 Your business & audience e Your ad o Budget and review o Set up billing

Let's write your ad

Highlight the products and services you offer, and what makes your business unique

Ad #1

Headline 1

window Installation Service Your ad preview

e Window Installation Service | Plastic windows |
Headine 2 Located in United States
Plastic windows example.com/?utm_source=googleleads&utm_medium=3.. ~
15/30 Need to Install a Window in Your Home or Business? Count on
Headline 3 Us to Help You. We Offer Fast and Reliable Window Installation
Services at Affordable Prices. Contact Us!
Located in United States
24/30 Q, SEEMORE AD LAYOUTS

Description 1

Need to Install a Window in Your Home or Business? Count on Us to Help®
75/90

Description 2

We Offer Fast and Reliable Window Installation Services at Affordable Pric

89/90

WRITE ANOTHER AD

Clicks on your ad goto (3

example.com/?utm_source=googleleads&utm_medium=383419678utm_cam... =

A

Fig. 296. Activity group creation form in Google Ads

This is how the created ad will be displayed in search results (Fig. ):

Go gle Windows and Doors a

Window Installation Service | Plastic
windows | Located in United States
example.com

Need to Install a Window in Your Home or
Business? Count on Us to Help You. We Offer Fast...

Fig. 298. Created ad displayed in search results
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Clicking on the ad will bring a potential customer to the company website where they can enter
their data on a special form (Fig. ). Note how the UTM parameters are used in the address bar
(in the blue frame).

<« e Q example.com;’lutm_sourcel:googleleads38341SIbTSlutm_campaignlt-,'.-'indo-,'.-'s_search »

Premivm Qualiyy Wincdeows &t &

Callback form x

Provide us with your pnone number
Alex . ')
(522) 699-0759

Timetocall 10:00 « Today A

I'm not a robot

Fig. 299. Fill-out form on the company website

Information that a potential customer enters on the form goes to the content management
system of the Bitrix website. The data is arranged in columns (Fig. 297) that correspond to the
previously configured UTM parameters.

utm_campaign referer_url referer_domen referer_key

Bawe nmna ‘ Tenedon Topog ‘ utm_source ‘ utm_medium ‘ utm_term ‘ utm_content

Alex (522) 699-0759 googleleads 383419678 windows_search

Fig. 297. Display of data entered on the site form in Bitrix

After that, data from the Bitrix integrates with ELMA and new Leads are added to the system.

Leads uploaded to the system look as in Fig. 298. On a lead page, you can see what source the
customer came from and due to which Marketing event.
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o
3

%

Create Task
Document

Lead - Alex

Aboutthe Lead

Relationships 0

=3

Actions call
v

Tasks 0

5

Contact Call

Documents 0 ACcess

Simmons J.

0®= o

Source Website (download)
Status MNew

Name Alex |
-L;yr:ear?gtuisgness Mot selected
Region Group Mot selected
Industry Mot selected

Type Website form

Aboutthe Lead

Marketing Event

(@ Google Ads

@) Plastic Windows (1001
12019)

# Google Search (10/01
12019)

Website

E-Mail

Fhone (522) 699-0759
Address

Responsible Simmaons 1.
Categories Mot selected

Date created

Processing start date

Work participants

Informed

10/2/2018 9:17 AM

Fig. 298. Page of a lead who left their data on the site form

ELMA CRM+ application

211



Chapter 8. Roles and Interfaces

To make each employee work more effectively, you can configure custom user interfaces for
them. Thus, your employees will be able to quickly access necessary features, documents and
business processes. Read Section 3.5 of this manual to gain the basic understanding of how to
configure interfaces. You can also refer to the Interfaces section of the User Manual on the
Web Portal. If you want to find out more about configuring portlets, read this Help page.

Below are the interfaces for the three main roles involved in the CRM module: sales rep,
marketer and commercial officer. Note that in an actual configuration, pages may have
different content, and portlets, filters and buttons can be called in another way.

First, let's customize the sidebar - it will be the same for all the above-mentioned roles. By
default, the side menu features the elements that are unnecessary while working with CRM.
Keep only these sections: Messages, CRM, Tasks, Calendar, Documents.

GMessages

! CRM
e

v’aTESkS
—!- Compan
L pany aMessag&s
o/| Calendar Y CRM
an

" D ——

| Processes v’aTESks
u Objects ()| Calendar

Documents Documents

| Reports

¢ Administration

&) KPI

Projects

Fig. 299. Default sidebar sections -> Customized set of sections
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Roles and Interfaces

3.1.

Asalesrep is responsible for selling goods and services, increasing the number of Contractors
and Deals, as well as maintaining their level of loyalty. However, most of their time sales
specialists spend negotiating with customers.

Sales Representative

Let's configure an interface that will help sales reps do their tasks. In Fig. 300 and Fig. 301 you
can see what the main pages will look like.

E‘,‘I @ E\H Eﬁ Violet W. ?
( TaSk’ Send Mgsage Create Event Crege Sales Pm°posal New Customer o o
“ Contract Approval l‘il "‘E] @ {{)}

o

Main CRM

S@ Welcome to ELMA!

Welcome to ELMA!

Dolged o)

Quantity: | 5 v Entries found: 10 Pages: 1 a @ Quantity: | 5 v R

Planned Date ~. Name Amount Contractor Responsible Name Deal Stage + ‘Contractor Responsible
10/M/2019 12:00 AM  Prepayment 5,000.00 Totoes Vinlet W. Cappucino Cappuccina! Simmons J.
10/5/2019 12:00 AM  Prepayment 500.00 Pillowly Vialet W. Rigid Boxes Pillowly Simmons J.
10/11/2019 12:00 AM  Main payment 5,000.00 Totoes Simmons J. Incoming letters InWest Simmons J.
11/9/201912.00 AM  Main payment  5,000.00 Pillowly Violet W. Sale of equipment InWest Simmons J.

g Main payment 1,000.00 Pillowly Violet W. Cardboard Box HANDCRAFTD Simmons J.
Planned (with date): 116,500.00 Received: 1,000.00
Planned (no date) 1,000.00 Total 118,500.00

W Leads &> Quantity 15 |~  Entries found 2 F‘agesn 55
Quantity | 5 v Entries found: 20 Pages: 1 Zaﬂ @ Name Type Industry Region Group  Responsible
. . Regular ) )

Name Status Responsible Next Relationship HANDCRAFTD Customer Stationery  New York Violet W.
Pink Bulb New Vialet W,

Tot Regular Southeast  VioletW.
Pillowly Qualified Bernatta J bloes Customer | Coiwear outheas! olet W.
Liquito New Simmons J.
Totoes Duplicate Simmons J
Paintrax New Violet W.

a Tasks ~ @ E3 Calendar @
o
E Sales 11:30 Discussing Sales Proposal Violet W.
Make Sales Al 1230
Proposal .
O  sales Proposal — . PM
| Approval for A |
proposa (Violet W) pproval Q 330 Discussing deal details
PM - 3:40
r/\_ Sales P
Proposal
Make A ' Sales
> O sales R;.}p.:jova or Proposal —
igi
proposal Boxes Approval
(Violet W)
Tasks from Me: Overdue: 0; Task Monitoring: 0; Completion
Check: 0
Fig. 300. Main ELMA page
E}'I @ o [ Violet W. ?
Ta? Send Mgsage Create Event Cmge SalestopUsal New Customer (5 J - ]
" Contract Approval [;, ’El @ {’é}

Main CRM

o

Entries found: 22 F’ages:nz 345 |G

Regular Customers

Fig. 301. CRM ELMA page
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Users have two main pages. The first displays general information, and the second shows all
data related to CRM.

The first Main page, by default, features portlets with tasks assigned to the current user and a
calendar that displays data on the relationships that will happen soon (calls, meetings, etc.)

The second contains the following portlets: Payments, Deals, Leads and Filter (with
Contractors). Remember to select the Show only mine parameter in the portlets’ settings.
This way a sales rep will see only information related to their payments, deals and leads, and
therefore will not waste time searching for necessary data.

Now let's pay closer attention to the top toolbar (Fig. 302).

[
v i . ) L
MNew Customer
Task Send Message — Create Event Create Sales Proposal

Contract Approval

Fig. 302. Buttons on the top toolbar in the sales reps’interface

It includes an extended set of buttons providing quick access to various system functions. For
instance, right from the toolbar you can create a task or event, send a message, start frequently
used business processes (in our case, the processes ‘Create Contract’ and ‘Sales Proposal
Approval’), add a new contractor.

The main pages configured in such a fashion allow sales reps to quickly navigate through the
system sections so that they can find required information and perform various actions as
swiftly as possible.




Roles and Interfaces

3.2.

Marketer

Marketers monitor the situation on the market and predict its development; make
recommendations for improving product awareness and pricing; coordinate marketing
campaigns during which the main goal is to attract more potential customers for less money.

Marketers will be able to do all these actions in a quicker and more convenient way if you
configure a special ‘Marketer Interface’. In Fig. 303, you can see the main page of this

configuration.

ﬁo_léuglo

>

o =+

Send Message = Create Event

Welcome to ELMA!

)
Invoice
payment

)3

Activity Budget

Approval

Trish A. ?
> 9 9= 0 »
o

Main

& 11:00
AM-11:30
AM

= 400
PM - 5:00
P

Video conference with
partners

Discussing details on the
marketing campaign

Trish
A

Trish
A

Lead Dynamics

Statistics

Type Task Instance Process Due Date  Priority

s 3

Write an article for the

10/16/2019
| magazine L]

Name
Task (Simmons J.)

Alex
Tasks from Me: Overdue: 0; Task Monitoring: 0;

Completion Check: 0 Fal
Fortzilla
BuxCat

Taers

Activilies

Quantity: | 5

Status
Mew
Qualified
Qualified
Duplicate

Mew

Activity Groups

Events

Mew Event

Enfries found: 20
Responsible

Simmons J.

Simmons J

Simmons J.

Simmons J.

Simmons J.

Pages 2 3

Mext Relationship

Fig. 303. Marketers’ interface main page

On the main page of the marketers'’ interface, there are the standard portlets Calendar and

Tasks.

Apart from that, the main page contains the Marketing portlet. There is no special portlet for
this subsection, but you can create an HTML portlet that will allow you to go to a specific section
of the system or to perform an action by just clicking specific buttons. As an example, let's
create the following buttons: Lead Dynamics, Statistics, Activity Groups, Activities, Events,
New Event. For more details on the HTML portlet and HTML-editor, refer to this Help page.

You can also use the Filter portlet and add the Activity Groups filter to it as shown in Fig. 304.
This will help marketers quickly evaluate effectiveness of marketing activities.
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@ Activity Groups & ®
CQuantity: | 19 Entries found: 2 FPages: EE_‘;,
Mame Responsible Date created All Leads Created Deals Date archived

) 10M/2019 9:34

@@ MNewProduct  Trish A 3 1
AM

) 10112019 4:39

e} Google Ads Trish A .y 1 0

Fig. 304. Activity groups portlet

Besides the Filter portlet, the Leads portlet (with the New Leads filter) is also necessary for a
marketer to evaluate the effectiveness of marketing activities. In some companies, it is the
marketer, not the sales rep, who evaluates the potential of leads and moderates them. One of
common examples is that random contacts with non-existent phone numbers and fictitious
names land on the list of new leads. There is no point in wasting time on such leads, so
marketers can immediately delete them.

In Fig. 305 you can see the top toolbar configured for this interface:

I
vl
] ® = % %
Task Send Message — Create Event Invaoice Activity Budget
iy payment Approval

Fig. 305. Buttons on the top toolbar in the marketers’ interface

Right from the top toolbar you can create a task, send a message, add an event, and start
frequently used business processes (e.g. Invoice Payment and Activity Budget Approval)

Depending on the business scope and the responsibilities of a marketing department
employee, the set of portlets and buttons may vary.
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Roles and Interfaces

3.3.

Chief Commercial Officer

The responsibilities of the CCO include: developing the company's commercial strategy,
tracking deal dynamics and payments, keeping operational control of sales managers, as well
as coordinating marketing activities and working with key customers.

Let's configure an appropriate interface for the CCO. As in the sales rep's interface, there are
two home pages that help group and categorize information. This is why in addition to the main

page, the ‘Sales and Marketing’ page has been created.

In Fig. 306 and Fig. 307, you can see the two main pages of this configuration.

Tasks from Me: Active: 2; Overdue: 0

E;& ) @ E\B E\:l, :%, Cortney N. ?

Task Send Message ~ Create Event Create 5ales Proposal New Customer o o

v Contract Approval % [:, @ @ {é}
@ Welcome to ELMA! o Main  Sales and Marketing

E3 Calendar @

Task (Simmons J.) —

Tasks from Me: Overdue: 0; Task Monitoring: 0; Completion Check: 0

&= 12:30 Send Sales Proposal Cortney M.
Negotiati ith Mr Smith p - 100
- egotiations wi rsm ) =
Violet W.
M Task
—_ Submit report on the department effectiveness & Document List j‘ @
> M Tack Brody G.
Quantity: | 15 | + Entries found: 2 F'ages:n 1E - 3
Mame Authar Date created
v IERES S
) 106212018 12:21
yir Favorites Cortney M. .,
Type Task Instance Process Due Date Priority
) 10/2/2019 12:30
@ Submit monthly report 1003112019 & [ Invoice ToToes.doox  Coriney N. ol
L]
~ Task (Simmons J.) -
. Plan budget for the sales department  10/9/2019
[+]

Fig. 306. CCO's main ELMA page

ELMA CRM+ application

217



Roles and Interfaces

The first page features the Tasks, Tasks from me/Under my control and Calendar portlets.

O

=)
v
o

v

Task Send Message  Create Event
v

Welcome to ELMA!

[s)

. Payments ’ @ Quantity: | 5 v Entries found: 8 Pages 2 &5
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Al payment 100.000.00 InWest Simmons.J Cardboard Boxes  Signing contract  SNACKZY Simmons J.
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A Payment 500.00 PaperBush SimmonsJ
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Prepayment 1,000.00 Totoes Simmeons J.
A Filter Unallocated leads
10/1/2018 12:00 i - -
i Prepayment 500.00 Totoes Simmons J. Quantity: | 5 v Entries found: 20 Pages 224 5
N: Stat R bl Nexi Relati hi
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Planned (no date): 1,000.00 Total: 118,500.00 Alex New Simmons J
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BuxCat Duplicate Simmons J.
Taers Mew Simmons J.

o ) 1))
Create
Contract

C‘D l?e
Sales Proposal New Customer
Approval

o

Lead Dynamics

Filter: Deals in work

Cort

0950 o

Main Sales and Marketing

Marketing Activity Group

Marketing Activity

ney N. ?

Fig. 3070. CCO’s sales and marketing ELMA page

Calendar displays the events that the user scheduled in his/her calendar.

The second page contains the following portlets:

Bar Chart - this portlet displays different metrics/KPIs. It also displays the KPI
dynamics for the selected periods. In the portlet's personal settings, you can choose
a KPI and periods and configure the the bar chart. Please note that if you want to
select metrics/indicators to be displayed on the portlet, they must be initially
configured in the ELMA Designer.

Payments - this portlet allows the CCO to quickly track payments on all deals. In our
case, filter is not applied.
Deals - this portlet displays current deals (in our case we applied the ‘Deals In Work’
filter).
Leads - this portlet displays leads with the ‘Unallocated leads’ filter. When the CCO
sees this information, he/she will assign Responsible users (sales reps) who will
later on work with these leads.
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e Process Monitor - this portlet helps monitor started process instances. It also
displays process KPIs, responsible users and current process tasks.

Moreover, the CCO must have access to the Marketing sub-section. In our example, an HTML
portlet has been created that contains the main pages of the Marketing subsection: Lead
Dynamics, Marketing Activity Group and Marketing Activity. This Help page describes in
detail how to configure HTML portlets.

The set of buttons on the top toolbar in this interface is the same as in the sales reps’ interface
because the CCO can also start some business processes when working with key customers.

In this chapter, as an example, we have configured three different interfaces. A real company
might have other positions and a more complex structure of the commercial department. It is
important to understand that for the convenience of each employee, it is necessary to provide
a competently configured workspace in the system.
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Chapter 9. ELMA CRM+ in IT Infrastructure

ELMA CRM+ can be used with other applications. In this chapter, you will find out how.

Companies with sources of leads on the Internet (feedback forms on websites, landing pages,
etc.) can use ELMA to automatically upload leads. There are two ways:

e Importing leads from Excel;
e Business process for gathering leads from external systems.

Before importing, make sure that the user has permissions to this operation. The system
Administrator can give permissions to user groups in Administration - Application Access
Settings - CRM - Import contractors, contacts, and leads. If a user has required access
permissions, he/she will see the Import from Excel button in the CRM - Leads section (Fig.
308).

]

h @
Add Selectad Import from
Excel

Fig. 308. Import from Excel button

Clicking on this button will start the import procedure consisting of two steps: Select File (Fig.
311)and Import (Fig. 312). At the firstimport step, at the bottom of the form, you can download
(Fig. 309) templates for filling in data about potential customers. ELMA can recognize only such
templates while importing.

[Download the Leads Import template |

Fig. 309. List of import templates

For example, fill in the Name, Date created, Status and Region Group (Fig. 310) fields. Please
note that the Name and Date created fields are required.

A B F H
Name Date created Status Region Group
Laen 10-02-19 MNew MNew York

Inugasser 10-02-19 Mew Mew York

Fig. 310. An example of a filled excel template




In the web application on the Select File page (Fig. 311), fill in the required fields.

File to Import:

Leads xlsx 65KB X

Contractor Type:
Lead

Key Field:

Mame
Options:
Replace existing contractors Yes = No

Add missing values to the

obiects * Yes Mo

View first 100 items only Yes + No

Fig. 311. Fields and options on the select file page

The File to Import field is required. Attach the filled out Excel template to it.

In the Contractor Type field, in the drop-down list select one of the contractor types: Company,
Individual or Lead (in our case Lead). No matter what type you choose, the import procedure
will be the same.

Key Field - a field that determines the uniqueness of a row in a table. When importing an Excel
file, the program checks if there are any values that match the value in this filed. For example,
a potential customer’s email is used as a key field. In this case, imported Leads with the same
E-mail, but with different names, will be considered the same Lead.

There are three more options to configure on the form:

e Replace existing contractors - if you set this parameter to Yes, the system will
replace existing contractors with the imported ones;

e Add missing values to the objects - if this parameter is set to Yes, the fields from
the import file will be automatically added to the missing values of ELMA objects;

e View first 100 items only - if you set this parameter to Yes, the number of items
displayed on the Import page (2" import step) will be limited to 100.

Once you've filled in all the fields, click Next Step on the top toolbar. If the import was
successful, the Import page will be displayed with all the data imported from the Excel file (Fig.
312).




ELMA CRM+ in IT Infrastructure

&« E P Simmons ). ?
Previous Step Save f‘ i_o @.@ ®

Select File Import

Customer Type: Lead
Key Field: Mame

Customers (Lead)

Status Mo, MName Date created Status  Region Group
3 ﬂ 1 Laen 202019 12:.00 AW New Mew Yark
ﬂ 2 Inugasser 2M10/2019 12:00 AM Mew Mew York

DDER g e 0

Fig. 312. Results of the successful import

If the file template for import was not filled out correctly or the required fields were not filled
in, the Import page will be displayed with the corresponding error message in the Import log
section (Fig. 313).

(_ - Simmeons J. ?
Previous Step ?‘. @ &36[\@ @

Select File Import

Customer Type: Lead

Key Field: MName
Import Log
Type Message
E Warning String 3. "Laen” will be skipped (already exists).
j E Warning String 4. "Inugasser” will be skipped (already exists).

DhEpHg e 0

Fig. 313. Results of the unsuccessful import
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To re-import afile, go back to the Select File page (Fig. 311), make necessary corrections to the
template and repeat all import steps.

When the file is successfully imported (Fig. 312), click the Save button. After that, the Leads
section will open where you will see the imported objects of the Lead type (Fig. 314).

] "’\ Simmons |. ?

‘ v @ iy o
‘ Add Selected Import from “eb 9 @ — If_‘l
1t v C= \,\_’;

Excel

J Leads

E 2 customer(s) successfully imported.

Search  Show only mine Show by status

Advanced Search

Quantity: 15 Entries found: 22 Pages: 1 T

> MName Responsible Date created Status  Region Group
! Laen 2102019 12:00 AM MNew  MewYork
! Inugasser 21002019 12:00 AM MNew Mew York

Fig. 314. Imported leads

In addition, the business process ‘Lead Upload’ can be implemented into the system. It can be
started either manually or automatically, for example, by timer. The business process can
address the lead storage system (CMS-system, e-mail, etc.), import leads to ELMA with specified
frequency. Note that there is no one solution - they all entirely depend on the system used to
collect leads.




9.1.  Using ELMA CRM+ in Other System Applications

ELMA CRM+ objects are used not only in this application, but also in other sections of the ELMA
system, and relate not only to sales.

Consider as an example the Contractor object. This is a default ELMA BPM object, however
with the ELMA CRM+ module installed, you can do much more both with this object type and
with the CRM section, on the whole.

A company and a contractor build up bilateral contractual relationships. All documents,
contracts, sent and received letters require registration. ELMA ECM+ provides convenient tools
for this. Once a document is registered, all the information is logged into the system (Fig. 315).
A contractor’s page, in turn, can display signed documents. Depending on the document type
and the current configuration, the set of page attributes of various documents and their
appearance may vary. To learn more about the ELMA ECM+ application, see the ELMA ECM+
Application Quick Start or the ELMA Help.

Document "Contract with Pillowly No. 10632 dated 10/2/2019"

General Information Versions 0 Links 0M Access Tasks 0 History  Acquaintance 0 Approval 0 Contract Stages 0

~ Document Attributes No current versions

Contractor Pillowly

Mo 10832

Contract Date 10/2/2019

Contract Term 412412020

Contract Subject Equipment supply and installation
Contract Closed No

Stages Closed Yes

No

A contract is expired if at least one stage is expired

Expired

Fig. 315. Example of document page with the contractor field

You can also use the Contractor object in the Projects+ app. This app helps to control project
completion, manage resources and establish communication between project participants.
The Contractor object may represent a customer, that is, a company or an individual
interested in achieving project goals. In other words, the customer is the future owner of the
project results. He/she defines the basic project requirements and funds the project.

In Fig. 316 you can see an example of a project creation page. In another configuration, there
might be other fields and they might look differently. You can learn more about the ELMA
Projects+ features in this User Manual and in ELMA Help.
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\ ‘ E\_@. SaEnd tgl a v@ __

impaort

Create a project: House construction

v Project Settings

Name * Building a house ({$Customer.Namel})

.5-'0_-6:3:‘ narme is generated by termplate
Start Date * 10/03/2019 &)
Due Date * 11/30/2019 [&]
Manager * Simmons John (Chief Executive X ‘
?  Customer * Smith Jack . Q

v Calendar

Calendar * s Global | Common | Personal

Fig. 316. Example of a project creation page

Besides, an object of the Contractor type can be used in the ELMA KPI app. Imagine a company
selling cars via a dealer network. In each dealership, there are plan KPIs for managers: to sell
15 cars per month (margin is not taken into account). Therefore, if a sales rep hits the target,
the company gets at least 15 new customers who will not only buy a new car, but also use
warranty and other services, which will bring in extra profit. For more details on ELMA KPI,
read ELMA KPI User Manual and Help.

ELMA BPM Platform cannot go unmentioned either, since it is the basis for all other
applications. To find out more, read ELMA BPM Platform User Manual, Web Portal User Manual
and the Help section. ELMA BPM Platform helps automate business processes that you start
before and after sale. This might be business processes of presale or after-sales services:
newsletters about new products and services, phone calls during which they ask you to
evaluate the company’s service, launching a loyalty program. Take the car dealer example: this
might be a trade-in program, an invitation to a test drive, selling accessories to regular
customers at a big discount. All these actions can be implemented as business processes.

Moreover, to provide exceptional customer service and deliver beyond customer’s
expectations, you should involve the whole company in the sales process. Not only sales
people, but also all company's department should run like a clockwork. Business processes
help establish cross-departmental communications. The level of customer loyalty directly
depends on the level of business process maturity in your company.

To sum up, ELMA CRMH+ is an integral part of a full-fledged business management solution
since any commercial company is primarily customer-oriented.
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Chapter 10.  Useful Resources

In addition to the current ELMA CRM+ user manual, you can read similar editions that describe
the main features of other ELMA applications:

e ELMA BPM Platform User Manual
e Web Portal User Manual

e ECM+ Application Quick Start

e ELMA Projects+ User Manual

e ELMA KPI User Manual

These manuals will introduce the readers to the key features of the system. If you want a
detailed and comprehensive description of the ELMA functionality, refer to the Help Center,
which is freely available via the link.

Help materials for each application are divided into three categories: User Guide,
Implementation Guide, and Administrator Guide. This helps you quickly find necessary
information.

You can find the general description and purchase conditions for our applications on the ELMA
website. If you have any questions, feel free to ask us. Click the Ask a question button on the
right-hand side of the page.

The Online Demo http://demo.elma-bpm.com demonstrates the main functions and utilization
of the applications. If you want to learn more about any of the applications, download a demo
with the same settings as in the online version using the same link.

We continuously develop ELMA and new platform-based components for coping with more
specific tasks. You can find these ready-to-use components and their purchase conditions in
ELMA Store.

If you want to develop your own solutions, the ELMA Knowledge Base materials might come in
handy.

If technical issues arise while working in the system, you can refer to the ELMA technical
support website.

If you are seeking advice on the system or have questions about partnership with ELMA, please
contact us:

e Luxemburg: +(353)20-30-11-40
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