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Softtrends Mobile CRM+ application extends the usability of CRM Servers by making CRM
functionality available to mobile work force. Additionally, it empowers the mobile work force with the ability
to automatically record and upload CRM intelligence data to the CRM Server thus greatly improving the
Return on Investment (ROI) of a CRM implementation.

Softtrends Mobile CRM+ Version 1.40 provides the complete Sales force automation feature of the
Microsoft Dynamics CRM system and includes:

Lead Management
Contact Management
Activity Management
Account Management
Opportunity Management

Standard set of CRM features include:

Add / Edit / Delete Actions
View CRM Information
Assign CRM Entities

View Related entities
Convert one Entity to another

arwdpRE

Additional innovative Mobile extension features include:

Full Offline operation

Easy entry of CRM entities using text, voice and image.

recording and uploading of outgoing phone calls, either scheduled and pushed from the server
side or created on the device,

automatic recording and uploading of incoming phone calls from CRM leads and contacts
recording and uploading of meeting notes either scheduled and pushed from server side or
created on the device

DVR style memory buffers that makes recording before and after a point is made possible.
Trickle upload using user’s choice of network connection and many more such features.
Attaching multiple picture and audio annotations during editing of any CRM entity.

$*+ # 0 (

Mobile CRM+ for Microsoft Dynamics CRM servers is available in 3 different packaging formats:

1. Mobile CRM+ for MS Dynamics CRM On-premise Server
2. Mobile CRM+ for MS Dynamics CRM Online Server
3. Mobile CRM+ for MS Dynamics CRM Hosted Server

Although the functionality provided in these 3 versions are the same, the user authentication process as
well as the way these programs connect to the type of implementation they support are different.
Therefore, it is necessary for you to use the particular version of Mobile CRM+ depending upon your
server type.
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It is assumed that an in-premise server is hosted inside the intranet and has an IP address that is
not accessible from the internet. As a result, Mobile CRM+ cannot access the CRM server directly from
internet and has to accesses the CRM server through web service proxy which is required to be installed
on a server accessible from the internet.

This web service proxy will internally call the in-premise CRM server [which is on the same network] and

return the results back to Mobile CRM+. This proxy is nothing but a pass-through for Mobile CRM+ calls

to the CRM server. This proxy web service is available to Mobile CRM+ customers to install on their own
server.

$ * % (

Microsoft Dynamics CRM online requires user to use their “Windows Live” IDs to login to the CRM
server. Therefore, Mobile CRM+ for Microsoft Dynamics CRM online implements a MSCRM Online
specific login and authentication method. This requires Mobile CRM+ to first authenticate user with
Windows Live and then use that token to login the user to the CRM server.

Note: Since it is not possible for Mobile CRM+ to directly authenticate with Windows Live from mobile
device, the authentication with Windows Live is done through a secured web service hosted by
Softtrends. The purpose of this web service is only to authenticate one time during login. After that,
Mobile CRM+ connects directly to the MS Dynamics CRM Online server. This web service may also
be made available to customers if they wish to host it on their server.

$*- ) (

Microsoft Dynamics CRM Partner Hosted servers require different parameters for user to login.
Some servers also require additional authentication using NTLM and since the Partner Hosted servers
are exposed to internet, Mobile CRM+ can directly access the web services provided by Microsoft
Dynamics CRM server.

Note: User interface for all 3 different versions of Mobile CRM+ is essentially the same except the
Server Settings / Login screen which requires the user to enter different set of parameters for different
versions.

$-+ (

Following are the steps required to install Softtrends Mobile CRM+ on a Symbian Series 60 device. A
system administrator or expert Symbian Series 60 user may chose to skip some steps when installing the
Mobile CRM+ Client on the Series 60 device.

1. Unzip the downloaded file using Winzip. If you are able to read this file then you have probably
already unzipped the file.

Depending on which package you have downloaded, you will have one of the following sets of
files after you unzip.

MobileCRM_MSONLINE_S60_3rd _140.MSI
MobileCRM_MS_S60_3rd_RELEASENOTE_140.txt

OR
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MobileCRM_MS_S60_3rd _MANUAL,_140.pdf

MobileCRM_MS_S60_3rd _INSTALLGUIDE_140.pdf

MobileCRM_MS_S60_3rd_RELEASENOTE_140.txt

MobileCRM_CLIENT_LICENSE.rf

If you have hosted version or On-Premise version, the MSONLINE will be replaced with
MSHOST or MSONPREMISE respectively

2. If you have the first set of files, double click on the .MSl file

l. This will install the Mobile CRM+ documents and shortcuts on your Desktop and if PC
Suite is installed on your PC and PC Suite is able to detect your phone, Mobile CRM+
application will also be installed on your phone.

. If the device is not connected then installation on device will fail but when you connect

the device you can use “Install on Device” start menu option to install the program on the
phone.

1. If the device is not connected, or If you are unable to install the application to device then
you can correct the problem and try the second method described below. You will find the
.SIS file in the folder when the MSI installed the application.

3. If you have downloaded the second set of files then

l. Copy the .SIS file to the phone.
. Select the .SIS file on the Phone and Mobile CRM+ will install itself on the phone.

Please review the Installation guide if you need further information on installation.
$ ' (

Once the installation is complete, you can start Mobile CRM+ by selecting the Mobile CRM+ icon
in the start menu. Mobile CRM+ is represented by the icon highlighted in the screen below:

¥+ Applications i, |

Nig = s
w o
W ol

&pp. mgr. Lamera Media
;‘lﬁ‘) E| Ead %
Dffice airtel Live!  Share online
[ .
d & W
4

Myhokia Hot Sites LivePyR

$./" (

When Mobile CRM+ starts, login screen is the first screen that appears. Login screen is different
depending upon the type of installation [in-premise, Online and Hosted].
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C(RM User Name:
crruser

Password:

Atttk

C(RM User Name:

satya.crmmobileplus@hotrail.com

Organization Name: Password:

Softtrends

btttk

Server URL:

Rttpydfsterm.crmmobileplus.comy

Domain:

Organization Name;

stusa

CRM On-premise & Hosted CRM Online

If you are entering Mobile CRM+ for the first time, the entries on the screen will be blank otherwise they
will have the entries previously entered by you.

Successful login is required (a) for Mobile CRM+ program to be able to connect to the CRM server to
exchange information (b) protect your offline encrypted data from unauthorized access by someone
who gets access to your mobile . You cannot get past this screen without a successful login.

CRM User name / CRM Online ID — This is your user name for the CRM server. For in-premise and
Partner hosted version this is the name given to you by your CRM administrator which could also be your
domain login name. For CRM Online version, this is your Windows Live ID.

Organization name - This is the organization in CRM server that you belong to. Usually you will belong
to a single organization configured on the CRM server. However, this parameter becomes important if
you belong to multiple organizations on the same CRM server.

Server URL — This is the URL of your CRM server.

For CRM Online, this parameter is not required as it is fixed and built into the program.

For Partner Hosted, this parameter is the URL using which you access the CRM server.

For in-premise, this URL is the URL of the proxy server through which you access your CRM
server. The Proxy server address is usually different than the CRM server URL. If you are not
sure, you will need to ask your CRM administrator for this URL.

Domain — For in-premise and partner hosted servers, you will need to provide the Domain name of the
domain where your CRM User name is configured.

$0 (
Once all settings are entered properly and login is successful, the Mobile CRM+ Home screen is
displayed like shown below.
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This screen allows you to navigate to the various functional areas of the application.

x0h  '# (
You will need to setup options in Mobile CRM+ to use it effectively. Setting up the options is easy.
Select “Settings” from the “Mobile CRM+ Main Screen” and the following screen appears:

;i_;’ Mobile (RM+

- Settings

= antll

-
-
-
-
-
E
=
—

@ (RM Server Settings

{3 Phone Call Settings

&% Meeting Settings

%. Upload Settings

There are 4 settings options in this screen.

CRM Server Settings — This allows you to provide the parameters required for Mobile CRM+ to
be able to access your CRM account on the CRM server.

Phone Call Settings — These settings will tell the program how to record the Phone calls to your
CRM contacts and leads.

Meeting Settings — These settings will tell the program how to record meeting notes when you
start meetings with your CRM contacts and leads.
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Upload Settings — Here you setup the parameters for background upload.

* g 1 (
This option is the same as “Login” except that you invoke this option once you are already inside the
Mobile CRM+ application. Therefore you will use this option when:

You have changed the password on the CRM server and want to re-login without Exiting Mobile
CRM+.

You want to switch to a different user in case you have multiple CRM server accounts on the
same server or a different server.

You want to switch to a different organization if case you are a user in multiple organizations in
the same CRM server.

Unlike “Login” screen, in this screen a “Back” option is available if you do not need to login with the
new parameters you entered, you can go back using the Back option. The program will continue with
the previous credentials.

* % '1 ' (

Recording in-coming and outgoing phone calls and uploading them to server as activities is one
of the key Mobile extensions to CRM server that Mobile CRM+ provides. This settings screen allows you
to control when to record that calls.

(¥}

" Moblle (RM+ %
"'..ﬂ' Phone Call Settings O

Auto Record Calls
Mo Auto Record

I,m“"l
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Mobile (RM+ %
1]

f ;‘i,.

Auto Record Calls

O All Calls
O HNext Call Only

@ No Auto Record

i ’ Lt

Here, you select the option by checking the box before the option. “Checked” will mean the option is
enabled:

All Calls — Records all calls for CRM Contact/Lead automatically. You have the option to
stop/start it on the screen when the actual recording happens.

Next Call Only — Automatically Records the next call for a CRM Contact/Lead and then do not
record anymore calls till you set this again.

No Auto Record — Does not record any calls. The call screen will come up and you can manually
control recording calls.
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Meeting recording and uploading them to server as activities is another key Mobile extension to
CRM server that Mobile CRM+ provides. This settings screen allows you to control when to record that

calls.
Mobile RM+ % Mobile RM+ %

Meeting Settings o o

meee
{lmeee

Auto Record Meetings Auto Record Meetings

No Auto Record

O All Meetings
O Next Meeting Only

@® No Auto Record

All Meetings — Records all the meeting started from the Mobile CRM+ application automatically.
You can manually control the recording process on the screen.

Next Meeting Only - Records the next meeting started from the Mobile CRM+ application
automatically.

No Auto Record — Does not record any meeting started from the application automatically. You
have to click Start Capture menu explicitly if recording is needed.

o (
Mobile CRM+ offers full off-line access. When you create any records/files using Mobile CRM+,
they are stored locally on the device and uploaded in the background. You can control when these

uploads will happen using these settings.
Mobile (RM+ _ﬁ 'Mobile (RM+ -ﬁ
2123 0

Upload Settings 1]
Auto Time Interval(in mi... Auto Time Interval(in mi...

Tmeeteg

fmeer

Auto Time Interval (in mins): E nter the time interval at which program to attempt auto upload.

12|Page Softtrends Mobile CRM+ for Windows Mobile User Manual



“<2 = 'TRENDS

MOBILIZMNG YOUR BLUSINESS & LIFESTYLE

Clicking on “Done” will save the information and starts the uploading process if Auto upload is set.
Clicking on cancel will make no changes.
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The Lead management features in Mobile CRM is accessible by selecting “Leads” from the
“Mobile CRM+ main screen”.

Lead Management allows you to do the following:

1. Create and upload new leads

2. Assign Lead

3. Take pictures in Mobile Phone Camera and attach to lead records

4. Record audio using the Mobile Phone and attach to lead records

5. View a list of Leads [using the various lead view filters]

6. Search for Leads on server

7. View Lead details

8. Edit and Delete Leads

9. View Notes and attachments of a lead

10. Make and Record an outgoing call and upload as an activity for the lead

11. Automatically Record in-coming phone calls from a lead [if enabled] and upload as an
activity for the lead

12. Record meetings with lead and upload as an activity for the lead

13. View Activities for a lead

-$/ ‘ (

When “Leads” is selected from the Mobile CRM+ main screen, a list of Leads that are available in
the local device database for the default filter will be displayed. If Lead management is used for the first
time the Default Filter will be “New Leads” which lists the lead captured on the device not yet uploaded to
the server. Otherwise the default filter will be the last filter user in Leads Management.

The screen will look like the following:

You will find the menu options listed below in this screen.

New Lead — to capture a new lead using text, camera, image
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Quick Capture — quickly capturing a new lead using audio or camera

View Leads — Viewing leads in different views

View Details — View all the fields of a lead

Refresh — refreshing the list on the screen

Delete — Delete a new captured lead that you do not want uploaded to server

Sx 123

The menu option “New Lead” will allows you to create a New Lead as shown below.

This screen has 4 icons along with the lead name. Each of them represents one of the 4 types of
information the new lead can take. If you have missed any type, you may select the lead and complete
that part e.g. If an audio introduction is not done when the lead was captured, it can be done later from
this screen.

Once data entry is completed, use “Done” to save the lead or “Cancel” to discard the lead. After that the
program will go back to the view screen where the New Lead was selected.

All leads created in Mobile CRM+ and not yet uploaded to the CRM Server are listed under the
View option “New leads” screen.

-*$) 13 (

“Add Details” menu allows you to enter text details for a lead. Please note that this does not cover
all the fields that you can enter using the CRM server itself, rather it allows you to enter the key text fields
in a CRM Server lead. “Done” will save the details entered and “Cancel” will discard them.
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Entering Company Name: When entering the details, note the menu option “Select Account”. When
you are entering Company Name, you can use this menu option to select a Company to which the
lead belongs to. If you do not select from the list and enter a new Company Name, a new Account
with that Company Name will be automatically created on the CRM Server.

Entering Other Field data: enter data in the other fields as you would normally do while creating a
new lead on the CRM Server.

Done: will save the lead details entered.
Cancel: will cancel the Lead details entered.

It is not necessary that you have to enter data for all options. However, data needs to be entered
for at least the required fields. Therefore, if you do not provide data for the required fields,
program will automatically fill them with default values before uploading to server.

-FxY) 111237 (

When “Assign lead” is selected, the first screen shown below is displayed where you select the
assigned to field or select “Assign” from the menu to display the list of users in the second screen. You
will then select a user from the second screen to assign the lead to and select “Done”.
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These are the users in the organization to whom you can assign the activity. Select a user from the list
and the activity will be assigned to that user.

ERETE A 1' 1 3 (

“Capture image” is useful when you have to take a picture of anything related to the Lead and
attach it as a Note. For example, you can attach image of the business card of a lead either to enter the
details later, or for archival purpose. You may also choose to attach a picture of the lead the same way.

Capturing an image for a lead is done through the common user interface described in Section
8.2 Taking a picture and adding as image and attachment.

-* ") 1" 1 3 (

“Record Audio” here will be typically used when you do not have time to write down the details
about a lead so either you, or the lead records the details using the phone’s microphone so that it can be
transcribed later. This is also a good way of recording an introduction to the lead and storing on CRM
server.

Recording Audio and adding as an attachment is described in Section 8.3 recording audio and
adding as audio attachment.

--4#5 ) ' 23/ (
Using “Quick Capture —>With Camera” or “Quick Capture->With Voice” menu options in any of
the lead view screens you can capture leads quickly and let the details be entered on the server later.

--$4# 5 3 #

This option may be used in cases where you do not have time to enter a lead detail and just want
to take a picture of the business card, or picture of a lead detail printed on a magazine, and push it to the
server to be entered later. After a successful capture of the image here, a lead is automatically added
here in the list with the name unknown.

The screen flow here is the same as capture image as discussed in Section 8.2 Taking a picture
and adding as image and attachment. .
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This option may be used in cases where you do not have time to enter a lead detail and just want
to quickly record the lead details and push the audio file to the server to be entered later. Effectively a
new lead is recorded in the “New Leads” list with only the Audio property filled. This can be uploaded as
an untitled lead to the CRM server and the details filled later, or you can edit it in the device to enter the
other details before it is uploaded to the CRM server

The screen flow here is the same as capture image as discussed in Section 8.3 recording audio
and adding as audio attachment.

- 63" / (
Mobile CRM+ Leads main screen lists the Leads available on the server. This list is based on the
current selected filter as shown at the top of the screen e.g. “All Open Leads”.

In order to display the list based on a different filter, select the “View Leads” menu option and
select any of the sub-menus as shown below:

Currently the following filters are supported by Mobile CRM+:

New Leads: All new leads that are created on the Mobile CRM+ and not yet uploaded to the
CRM Server.

Leads Opened this week : Leads opened this week which you have access to

Leads Opened Last Week : Leads opened last week which you have access to

All Open Leads : All open leads on server that you have access to

My Open Leads : Open leads on server assigned to you

Search: Search leads on server

These filters are configured by default. These filters can be customized for your implementation if
required.

Mobile CRM+ displays the list of leads from Mobile Device cache and does not access the server when
the filter is changed. Therefore, if you are accessing a particular filter for the first time, there will be no
data available in the device cache so the following screen may be displayed:
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You will need to answer “Yes” if you want Mobile CRM+ to access the CRM server and download the
data for the filter, cache it and display it for you.

Please note that from time to time, you may need to refresh the cache to get the latest lead list from the
server. At the bottom of the screen, you will note the time that the lead list was updated by Mobile CRM+
from the server. If you feel that the Lead list may be updated after that time and you need the latest data,
please use the “Refresh” menu option to connect to the server and update the list.

-1 (
This option allows you to search for leads on the server. The search option will allow you to
search all leads on the server and display the search result like shown below:
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When a particular lead is selected on any of the view screens, or you select the “View Details”

menu option in the any of the view screen, the lead details page will be displayed which shows detail
information about that lead that is selected. The details screen is displayed as shown below:

The fields displayed are not editable. You will need to get into edit mode by selecting “Edit Details”
and then you will be able to edit the text field data.

All menu options available in the Lead details screen to perform various actions on the lead are listed
below.

Edit Details: will allow you to edit lead details.

Assign: will allow you to change the assignment of the lead.

Call Lead: Make a call to one of the leads numbers, record and upload as activity for the lead
Meet Lead: Start a meeting with the lead, record and upload as activity for the lead

Notes: will allow you to view the annotations and add/delete annotation if desired.
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Related Activities: Will list the activities related to the lead.
Disqualify: Disqualify the lead.

-78 '/ (
Editing Lead details follows the same flow as creating new lead and the process is outlined above
in Add details under “New Lead".

_ 9 1 1 1 / ) 1 (
This will allow you to change assignment for a Lead. Changing assignment follows the same flow
as assigning new lead and the process is outlined in Section “Assign Lead” under “New lead”.

-:63' 8 '2 ) 1 (

This option allows you to view “Notes” and “Attachments” stored for a lead in CRM Server. The
files you record for a lead are uploaded to the CRM Server for the lead and you can refer to them later
using this menu option. Lead view screen has a menu option “View Notes” as shown below which you
select and you get the list of notes.

The process to Add/View/Edit attachments are described in section 8.1 Adding, Viewing and
Editing Attachments

-1 9% Y1 (
Delete will delete the attachment from the Lead record permanently. It will take immediate effect
on the mobile device and will delete the attachment from the server in the next upload event.

-:1*) '236 2 (

Record Audio here will be typically used when you do not have time to write down the details
about a lead so either you, or the lead records the details using the phone’s microphone so that it can be
transcribed later. This is also a good way of recording an introduction to the lead and storing on CRM
server.

Recording Audio and adding as an attachment is described in Section 8.3 recording audio and
adding as audio attachment.

-i-) 23+ " (

Capture image is useful when you have to take a picture of anything related to the Lead and
attach it as an annotation. For example, you can attach image of the business card of a lead either to
enter the details later, or for archival purpose. You may also choose to attach a picture of the lead the
same way.

Capturing an image for a lead is done through the common user interface described in Section
8.2 Taking a picture and adding as image and attachment.

-$% # ' (

This option will allow you to disqualify a lead same way as you would do on the server.
_ $$ ] # 1 1 (

In All lead view screens, you will find a menu option “Call” followed by the available phone
numbers for the Lead. The Numbers shown are for lead highlighted on the screen.
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When you select a number in menu, an outgoing call will be made to the lead and the call will be recorded
as described in Section 8.4 recording an outgoing call.

Once you hang up the call, a new Phone call activity is entered for the lead and the audio clips recorded
are attached to the activity.

Use this option when you want to make a call to a lead and record it which is not scheduled.
Scheduled calls will be available on the Scheduled Activities screen from where you can select
and start them.

- $* T ' / (
When an incoming call is detected, and Mobile CRM+ identifies the call to be from a CRM lead, it

will prompt you whether you want to record it or not. In you select Yes, then the call will be recorded and
a new Phone call activity for the lead will be created in the CRM Server.
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Each lead view screen has a menu option “Meet” followed by the name of the person as shown
below. The name shown is the name of the lead highlighted on the screen.

When you select this option, a Mobile CRM+ meeting with the lead is started and the screens described
in Section 8.6 Recording a Meeting is shown. Once the meeting is stopped, the description of the meeting
and all the different audio clips recorded for the meeting are automatically added as an activity related to
the lead.

Use this option when you want to have a meeting with the lead which is not scheduled, and
record it. Scheduled meetings will be available on the Scheduled Activities screen from where
you can select and start them.

-$63'/ ) (

Each lead view screen has a menu option “View Activities”. Once you select that option, all
activities related to the highlighted lead is fetched from the CRM server and displayed. The activities
displayed on the screen include all open and closed activities.

23|Page Softtrends Mobile CRM+ for Windows Mobile User Manual



-$. |

You can use this option to delete the highlighted Lead. Deleting a lead will delete the lead and all
its associated notes and attachments from the CRM Server. When you select this option, a warning
message will be displayed for you to confirm delete since it will be deleted from the CRM server and as
well as Mobile CRM+ views of all other users.

-$0 1 <'# 31 (

Leads and their related activities are automatically uploaded once a new Lead is saved. If the
upload fails due to any reason, “Auto Upload” automatically retries and uploads the lead based on the
parameters set by you in the Setting screen. If auto upload is disabled, then Mobile CRM+ does not
attempt to upload the leads when they are created. Once you enabled “Auto upload”, the uploading starts.
This way, you can control when you want the program to upload e.g. when you are using Wi-Fi, or when
you are using GPRS connection to access the network.
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To work with Contacts, you will need to select the “Contacts” option in Mobile CRM+ main screen.
Contact Management allows you to do the following:

Create and upload new contacts
Assign contact
Take pictures in Mobile Phone Camera and attach to contact record
Record audio using the Mobile Phone and attach to contact record
View a list of contacts [using the various contact view filters]
Search for contacts on server
View contact details
Edit and Delete contact
View Notes and attachments of a contact
. Make and Record an outgoing call and upload as an activity for the contact
. Automatically Record in-coming phone calls from a contact [if enabled] and upload as an
activity for the contact
. Record meetings with contact and upload as an activity for the contact
. View activities for the contact

$ ‘ (

When “Contacts” is selected from the Mobile CRM+ main screen, a list of Contacts that are
available in the local device database for the default filter will be displayed. If Contact management is
used for the first time the Default Filter will be “New Contacts” which will display the Contacts entered on
the device not yet uploaded to the server. Otherwise the default filter will be the last filter user in Contact
Management.
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The screen and the menu options will look like the following:

From here you can navigate to the other Contact management screens by selecting the appropriate menu
options.

Following are the menu options available in this screen:
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New Contact —to create a new contact

View Contacts — Viewing contacts in different ways
View Details — View details of a contact

Refresh — refreshing the list on the screen

Delete — Delete a contact

123
To create a new contact, select “New Contact” menu option in any of the contact list screens. The
following screen will appear:

Each of the option in the “New Contact” screen will allow you to enter data for the new contact. How to
enter data using the different options are described below. Once data entry is completed, use “Done” to
save the contact or “Cancel” to discard it.

All contacts created in Mobile CRM+ and not yet uploaded to the CRM Server are listed under the
View option “New contacts” screen.

*$) 3
In Add details screen you will enter the contact details. Please note that this does not cover all the fields

that you can enter using the CRM server itself, rather it allows you to enter the key text fields in a CRM
Server contact.
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Parent Customer: When entering the details, not the menu option “Select Account”. When you are
entering Parent customer, you can use this menu option to select an Account to which the contact
belongs to. If you do not select from the list and enter a new Parent Customer Name, a new Account
with that Name will be automatically created on the CRM Server. If the parent is a contact, use
“Select Regarding name” to bring up a list of contacts.

Entering Other Field data: enter data in the other fields as you would normally do while creating a
new contact on the CRM Server.

Note: It is not necessary that you have to enter data for all fields shown. However, data needs to
be entered for at least the required fields. Therefore, if you do not provide data for the required
fields, program will automatically fill them with default values before uploading to server.

* * ) L (
When “Assign contact” is selected, the first screen shown below is displayed where you select the
assigned to field or select “Assign” from the menu to display the list of users in the second screen. You
will then select a user from the second screen to assign the contact to and select “Done”.
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“Capture image” is useful when you have to take a picture of anything related to the contact and
attach it as a Note. For example, you can attach image of the business card of a contact either to enter
the details later, or for archival purpose. You may also choose to attach a picture of the contact the same
way.

Capturing an image for a contact is done through the common user interface described in Section
8.2 Taking a picture and adding as image and attachment.

$ ")# 1" 1 3 (

“Record Audio” here will be typically used when you do not have time to write down the details
about a contact so either you, or the contact records the details using the phone’s microphone so that it
can be transcribed later. This is also a good way of recording an introduction to the contact and storing on
CRM server.

Recording Audio and adding as an attachment is described in Section 8.3 recording audio and
adding as audio attachment.

-6 3" (
Mobile CRM+ Contacts main screen lists the Contacts available on the server. This list is based
on the current selected filter as shown at the top of the screen e.g. “My Active Contacts”.

In order to display the list based on a different filter, select the “View Contacts” menu option and
select any of the sub-menus as shown below:

Currently the following filters are supported by Mobile CRM+:

New Contacts: All new contacts that are created on the Mobile CRM+ and not yet uploaded
to the CRM Server.

My Active Contacts : Contacts on server assigned to you

Active Contacts : All active contacts on server that you have access to

Search: Search contacts on server

These filters are configured by default. These filters can be customized for your implementation if
required.
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Mobile CRM+ displays the list of contacts from Mobile Device cache and does not access the server
when the filter is changed. Therefore, if you are accessing a particular filter for the first time, there will be
no data available in the device cache so the following screen may be displayed:

You will need to answer “Yes” if you want Mobile CRM+ to access the CRM server and download the
data for the filter, cache it and display it for you.

Please note that from time to time, you may need to refresh the cache to get the latest contact list from
the server. At the bottom of the screen, you will note the time that the contact list was updated by Mobile
CRM+ from the server. If you feel that the contact list may be updated after that time and you need the
latest data, please use the “Refresh” menu option to connect to the server and update the list.

1 (
This option allows you to search for contact on the CRM server which may not necessarily be
Active contacts or My Active contacts. The search option will allow you to search all contacts on the
server and display the search result like shown below:
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When a particular contact is selected on any of the view screens, or you select the “View Details”
menu option in the any of the view screen, the lead details page will be displayed which shows detail
information about that contact that is selected. The details screen is displayed as shown below:

Following menu options are available in the Contact details screen.

Edit Details: will allow you to edit contact details.

Assign: will allow you to change the assignment of the contact.

Call Contact: Call to one of contacts numbers, record and upload as activity
Meet Contact: initiate a meeting with the contact, record and upload as activity
Notes: will allow you to view the annotations and add/delete annotation if desired.
Related Activities: Will list the activities related to the contact.

Deactivate: Will mark the contact as inactive in the CRM server.

08 (
Editing contact details follows the same steps as entering new contact details and the process is
outlined under “Add details” in New Contact section.
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This will allow you to change assignment for a contact. Changing assignment follows the same
flow as assigning new contact and the process is outlined in Section “Assign contact” under new contact.

963' 8 '2 ) 1 (

This option allows you to view “Notes” and “Attachments” stored for a contact in CRM Server. The
files you record for a contact are uploaded to the CRM Server for the contact and you can refer to them
later using this menu option. Each contact view screen has a menu option “View Notes” as shown below
which you select.

The process to Add/View/Edit attachments are described in section 8.1 Adding, Viewing and
Editing Attachments

9% Y1 (
Delete will delete the attachment from the contact record permanently. It will take immediate
effect on the mobile device and will delete the attachment from the server in the next upload event.
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Record Audio here will be typically used when you do not have time to write down the details
about a contact so either you, or the contact records the details using the phone’s microphone so that it
can be transcribed later. This is also a good way of recording an introduction to the contact and storing on
CRM server.

Recording Audio and adding as an attachment is described in Section 8.3 recording audio and
adding as audio attachment.

9-) '23+ "' (

Capture image is useful when you have to take a picture of anything related to the contact and
attach it as an annotation. For example, you can attach image of the business card of a contact either to
enter the details later, or for archival purpose. You may also choose to attach a picture of the contact the
same way.

Capturing an image for a contact is done through the common user interface described in Section
8.2 Taking a picture and adding as image and attachment.

This will mark the contact inactive and it will not appear in any of the active contact screens.
However, if you use search option, the contact may be included in search result if is satisfies the search

query.
$% 0 o# (

In All Contact view screens, you will find a menu option “Call” followed by available phone
numbers. The Number shown is for contact highlighted on the screen.
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When you select a number in menu, an outgoing call will be made to the contact and the call will be
recorded as described in Section 8.4 recording an outgoing call.

Once you hang up the call, a new Phone call activity is entered for the contact and the audio clips
recorded are attached to the activity.

Note: Use this option when you want to make a call to a contact and record it which is not

scheduled. Scheduled calls will be available on the Scheduled Activities screen from where you
can select and start them.

$$ 1 ] (
When an incoming call is detected, and Mobile CRM+ identifies the call to be from a CRM

contact, it will prompt you whether you want to record it or not. In you select Yes, then the call will be
recorded and a new Phone call activity for the contact will be created in the CRM Server.

' '31

Each Contact view screen has a menu option “Meet” followed by the name of the person as
shown below. The name shown is the name of the contact highlighted on the screen.
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When you select this option, a Mobile CRM+ meeting with the contact is started and the screens
described in Section 8.6 Recording a Meeting is shown. Once the meeting is stopped, the description of
the meeting and all the different audio clips recorded for the meeting are automatically added as an
activity related to the contact.

Note: Use this option when you want to have a meeting with the contact which is not scheduled,
and record it. Scheduled meetings will be available on the Scheduled Activities screen from
where you can select and start them.

$-6 3 ) (
Contact view screen has a menu option “View Activities”. Once you select that option, all activities
related to the highlighted contact is fetched from the CRM server and displayed. The activities displayed
on the screen include all open and closed activities.

$ ' (
This option is available on all contact list view screens. Selecting this option will delete the
highlighted contact. Deleting a contact will delete the contact and all its associated notes and attachments

from the CRM Server. When you select this option, a warning message will be displayed for you to
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confirm delete since it will be deleted from the CRM server and as well as Mobile CRM+ views of all other
users.

$. 1 <'1'31 (

New Contacts and their related activities are automatically uploaded once a new Contact is
saved. If the upload fails due to any reason, “Auto Upload” automatically retries and uploads the contact
based on the parameters set by you in the Setting screen. If auto upload is disabled, then Mobile CRM+
does not attempt to upload the contacts when they are created. Once you enabled “Auto upload”, the
uploading starts. This way, you can control when you want the program to upload e.g. when you are
using WiFi, or when you are using GPRS connection etc.
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Activities in Mobile CRM could be activities that are created by you in the mobile device or
activities that are entered on the CRM Server. It could also be an activity scheduled for you in the CRM
server and pushed to your device.

Activity Management allows you to do the following:

1. Create and upload new activities

2. Assign activity

3. Take pictures in Mobile Phone Camera and attach to activity records

4. Record audio using the Mobile Phone and attach to activity records

5. View a list of activities [using the various activity view filters]

6. Search for activities on server

7. View activity details

8. Edit and delete activity

9. View Notes and attachments of a activity

10. Make and Record an outgoing call and upload as an activity for the lead or contact
11. Automatically Record in-coming phone calls from a lead or contact [if enabled] and

upload as an activity for the lead
12. Record meetings with lead or contact and upload as an activity for the lead
13. Intercept and View activities pushed from CRM server to the device
14. Trigger and start recording for scheduled phone call and meeting activities
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When “Activities” is selected from the Mobile CRM+ main screen, a list of Activities that are
available in the local device database for the default filter will be displayed. If Activity management is
used for the first time the Default Filter is as set in the Mobile CRM+ configuration file. Otherwise the
default filter will be the last filter user in Activity Management.

The screen will look like the following:

Following menu options are available on the various activity management screens.
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New Activity : Create a new Phone call or meeting notes activity

View Activities: View the recorded activities and activities on CRM Server
View Details: View activity details.

Refresh: Refresh the list of activities

Delete: Delete activity

1 23)

There are multiple ways you can create activities:

1. By selecting “New Activity” and the activity type in menu option
2. By selecting Call or Meet option from menu option in Lead management
3. By selecting Call or Meet option from menu option in Contact management

This section describes how to create activity using the “New Activity” menu. Creating activities through
other entity menus are described in the respective sections.

“New Activity” currently allows creating the following types of activities:

1. Phone call activity
2. Appointment activity

Once you select the type of New Activity, the following screen will appear:

Once data entry is completed, use “Done” to save the activity or “Cancel” to discard the activity. After that
the program will go back to the view screen where the New Activity was selected.

Note: All activity create in Mobile CRM+ and not yet uploaded to the CRM Server are available
under the View option “New activities” screen when the newly created activity will be listed.

This screen has 4 icons along with the activity name. Each of them represents one of the 4 types of
information the new activity can take. If you have missed any type, you may select the activity and
complete that part e.g. If an audio introduction is not done when the activity was captured, it can be done
later from this screen.
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This screen allows you to enter text details for an activity. Please note that this does not cover all
the fields that you can enter using the CRM server itself, rather it allows you to enter the key text fields in

a CRM Server activity.

Regarding field: is provided where you enter whether the activity is related to a Lead or
Contact. For selecting the Contact/Lead the activity is related to, you will have to select
the menu option “Lead” or “Contact” If you select “Lead” or “Contact”, a list of Leads and
Contacts will be displayed for you to pick from. If the Regarding is related to an Account,
then use the “Select Account” menu option to select the account the same way.

Other Fields: Enter data to the other fields as you would do while creating an activity on
the CRM server.

Done: Will save the activity record and a new activity will be created on the server.
Cancel: Will discard the data entered and no new Activity will be created

Note: It is not necessary that you have to enter data for all options. However, data needs to be
entered for at least the required fields. Therefore, if you do not provide data for the required fields,
program will automatically fill them with default values before uploading to server.

) )
Activities are by default assigned to the user that created it. To change it, select the assignment
row or select “Assign” from the menu and a list of users that you can assign it to will be displayed as

shown:
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These are the users in the organization to whom you can assign the activity. Select a user from the list
and the activity will be assigned to that user.
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Capturing image is useful when you have to take pictures of anything related to the activity and
attach it as an annotation. For example, you can attach image of a drawing or checklist for reference.

Capturing an image for an activity is done through the common user interface described in
Section 8.2 Taking a picture and adding as image and attachment.
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Record Audio here will be typically used when you do not have time to write down the details
about an activity. You can record the details using the phone’s microphone so that it can be transcribed
later. This is also a good way of recording any instructions related to the activity.

Recording Audio and adding as an attachment is described in Section 8.3 recording audio and
adding as audio attachment.
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Mobile CRM+ activities main screen lists the activities available on the server. This list is based
on the current selected filter as shown at the top of the screen e.g. “My Activities”.

In order to display the list based on a different filter, select the “View Activities” menu option and
select any of the sub-menus as shown below:
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Currently the following filters are supported by Mobile CRM+:

New Activities: All new activities that are created on the Mobile CRM+ and not yet uploaded
to the CRM Server.

My Activities : All open activities on server that you have access to

Scheduled Activities : Open activities on server assigned to you

Open Activities : Activities opened this week which you have access to

Search: Search activities on server

These filters are configured by default. These filters can be customized for your implementation if
required.

Mobile CRM+ displays the list of activities from Mobile Device cache and does not access the server
when the filter is changed. Therefore, if you are accessing a particular filter for the first time, there will be
no data available in the device cache so the following screen may be displayed:

You will need to answer “Yes” if you want Mobile CRM+ to access the CRM server and download the
data for the filter, cache it and display it for you.
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Please note that from time to time, you may need to refresh the cache to get the latest activity list from
the server. At the bottom of the screen, you will note the time that the activity list was updated by Mobile
CRM+ from the server. If you feel that the activity list may be updated after that time and you need the
latest data, please use the “Refresh” menu option to connect to the server and update the list.

') (

One of the view options is search where you can enter search string in the subject field and
Mobile CRM+ will search the server and find all open/completed/cancelled activities on the search result
screen as shown below:

Menu options in the search result screen are same as available in other Activity view screens.
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When a particular activity is clicked activity details page will be displayed which shows detail information
about the activity. Details can also be viewed by selecting “View Details” menu in the various activity view
screens. In both cases, activity details are displayed like shown below.
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Edit Details: will allow you to edit activity details.

Assign: will allow you to change the assignment of the activity.

Extend Activity: Extend phone call or appointment activities to add new recorded files
Notes: will allow you to view the annotations and add/delete annotation if desired
Close: will allow you to change the status of the activity.
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Editing Activities details follows the same flow as creating new activity and the process is outlined
above in Add details under New Activity.
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This will allow you to change assignment for an activity. Changing assignment follows the same
flow as assigning new activity and the process is outlined in the section Assign Activity under New
Activity.
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Extend phone call will dial the number in the activity, go through the phone call recording process and
attach the recorded file to the same activity on CRM server. It will not create a new phone call activity.

Extend meeting will start the same meeting again, record clips and upload them all as attachment
to the same appointment activity on CRM server. It will not create a new appointment activity.
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This option allows you to view “Notes” and “Attachments” stored for an activity in CRM Server.
The files you record for a activity are uploaded to the CRM Server for the activity and you can refer to
them later using this menu option. Each activity view screen has a menu option “View Notes” as shown
below which you select.

The process to Add/View/Edit attachments are described in section 8.1 Adding, Viewing and
Editing Attachments
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Delete will delete the attachment from the activity record permanently. It will take immediate effect
on the mobile device and will delete the attachment from the server in the next upload event.
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Recording Audio here will be typically done when you do not have time to write down the details
about an activity so either you record the details using the phone’s microphone so that it can be
transcribed later.

Recording Audio and adding as an attachment is described in Section 8.3 recording audio and
adding as audio attachment.
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Capture image is useful when you have to take a picture of anything related to the activity and
attach it.

Capturing an image for a activity is done through the common user interface described in Section
8.2 Taking a picture and adding as image and attachment.
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Activities in CRM server have 2 states, “Completed” or “Cancelled”. The “Mark Closed” option will

allow you to mark an activity as closed by setting it as Completed or Cancelled. Just select one of these
options and the Activity will be marked in server as closed.
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Mobile CRM allows you to extend open activities with additional notes and attachments with
additional voice recordings. At the moment only meetings and phone call activities are extended with
meeting recording or phone call recording.

To extend a phone call recording or meeting recording, select the appropriate menu option as
shown below:
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If the Activity is a Phone call activity, the menu will be Extend Phone Call, if the activity
highlighted is a Meeting, the menu will be Extend Meeting.
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This option is only available in the menu when the currently highlighted activity in the list is a
Phone call activity which is still open. When you select “Extend Phone call” you are allowed to make a call
to the contact/lead/number that is stored in the activity.

Note: Extending a phone call does not create a new activity. It adds new recorded files as
annotations to the same activity which was highlighted when this menu options is selected.

Extending a Phone call activity follows the same screen flow as described in Section 8.4 recording an
outgoing call.
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When you select “Extend Meeting” you are allowed to start a meeting and record the meeting and
upload to the same activity as note and additional attachment.

Note: Extending a meeting does not create a new activity. It adds new recorded files as
annotations to the same activity which was highlighted when this menu options is selected.

S
This option is available in all Mobile CRM+ Activity view screens. You can use this to delete the

activity from the server. When you select delete, the highlighted activity and its associated
annotations/files will be deleted from the server. A warning message is displayed asking you to confirm.

- I
New Activities and their related files are automatically uploaded once a new Activity or a file
related to it is saved. If the upload fails due to any reason, “Auto Upload” automatically retries and
uploads the activity based on the parameters set by you in the Setting screen. If auto upload is disabled,
then Mobile CRM+ does not attempt to upload the activities or files when they are created. Once you
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enable “Auto upload”, the uploading starts. This way, you can control when you want the program to
upload e.g. when you are using Wi-Fi, or when you are using GPRS connection etc.
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This section describes the CRM Account Management functions available in Mobile CRM+.
Following are the list of features available in Mobile CRM+:

Create and upload new accounts

View Accounts [using the various account view filters]

View Account details

Edit Accounts

Take pictures in Mobile Phone Camera and attach to account records
Record audio using the Mobile Phone and attach to account records

A e
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When “Accounts” is selected from the Mobile CRM+ main screen, a list of Accounts that are
available in the local device database for the default filter will be displayed. If Account management is
used for the first time the Default Filter is as set in the Mobile CRM+ configuration file. Otherwise the
default filter will be the last filter user in Account Management.

The screen will look like the following:

This screen will have the following menu options:

New Account: to allow user to create new accounts.

View Accounts: View account list using different filters

View Details: Display details of the currently highlighted Account
Refresh: Download account list from the server again

0* ' 23) #(

To create a new account, select the “New Account” menu option as shown below:

45|Page Softtrends Mobile CRM+ for Windows Mobile User Manual



When you select “New Account” from the menu, the “New Account” screen is displayed with 4 buttons.
Each of these buttons allows you to enter different information for the new account.

Add Details: This option allows you to enter the information for the various Account fields.
Assign Account:  This option will allow you the assign the account to Self or to another user.
Capture Image: This option may be used to capture an image using the Mobile camera which
will be uploaded as an attachment to the account. Multiple images can be attached. Examples of
images could be picture of the main contact person for the account, logo of the account company,
image of products of the company etc.

Record Audio: This option may be used to record audio which will be uploaded as attachment to
the account. Example could be introduction to the company, their general requirement etc.

A new account can also be created entering some minimal information. For example, if you do not
have enough time to enter full details about the account, you may chose just to record audio providing full
details of the account and the record will still be created with some default field values for the details.
Later on you can listen to the audio and enter the account details using Mobile CRM+ or the server user
interface.
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To add details for the New Account, select “Add Details” option in the “New Account” screen.

Using this option you can enter details for the various fields of an account record in the MS
Dynamics CRM server. In order to make it Mobile friendly, not all fields available in the server for an
account record is available for entry in Mobile CRM+. Only a sub-set of the server supported fields are
available in Mobile CRM+.

Please note that the fields shown by Mobile CRM+ are provided as part of the configuration file.
Therefore, if your implementation requires hiding some of these fields or adding some additional
necessary fields, you may contact us to customize the program for your implementation.
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Following menu options are available in this screen:

Done: Will save the details for the new account

Cancel: Will cancel out discarding all information you have entered for the New Account

Select Parent Account:  Will allow you to select an Account already available on the CRM server
as parent account of the new Account. This option will be enabled only when you have selected
the Parent Account field for entering data and the list of account available on the server will be
displayed for you to select as shown below.

Use the Refresh option to refresh the list by downloading the Account List from the server again.
“Done” option will select the highlighted Account and “Cancel” will return without selecting an
account.

Select Primary Contact: Will allow you to select a Contact already available on the CRM server
as primary contact for the new account. This option will be enabled only when you have selected
the Primary Contact field for entering data and the list of Contacts [that do not belong to any
Account] available on the server will be displayed for you to select as shown below.
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Use the Refresh option to refresh the list by downloading the Contact List from the server again.
“Done” option will select the highlighted Contact and “Cancel” will return without selecting a
Contact.

Select Currency: Will allow you to select the default currency for the new account from the
Currencies available on the CRM Server. A list shown below will be displayed for you to select:

“Done” option will select the highlighted Currency and “Cancel” will return without selecting a
Currency.

0**) ' "1 3 #(

To assign an account to a user, select “Assign Account” from the “New Account” main screen and
the following screen will appear:
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Done: will accept the currently selected user in “Assigned To” fields as the user the record will be
assigned to.
Cancel : will ignore the selection.

If you do not use this option to assign the Account, it will assign to you [Self] since you have created
the new account.

0*- # '+ 1 3 #(

Capture image is useful when you have to take a picture of anything related to the account and
attach it to the account record. For example, you can attach image of the business card of a contact here
to enter the details later, or for archival purpose.

The process to take a picture and add the image as an attachment is described in 6.2 Taking a
picture and adding as image and attachment.

0* '6 1 3 #(

Recording Voice note and attaching as audio attachment is useful when you do not have time or
available fields to enter all information about an account. These voice notes can be referenced later on
the server or on mobile device.

The process to record Audio and add as an attachment is described under Section “6.3 recording
and adding an audio attachment”.
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Mobile CRM+ Accounts main screen lists the accounts available on the server. This list is based
on the current selected filter as shown at the top of the screen e.g. “Active Accounts”.

In order to display the list based on a different filter, select the “View Accounts” menu option and
select any of the sub-menus as shown below:
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Currently the following filters are supported by Mobile CRM+:

New Accounts: All new accounts that are created on the Mobile CRM+ and not yet uploaded
to the CRM Server.

Active Accounts: All active accounts assigned to all users that you are authorized to view.
My Active Accounts : All active accounts assigned to you only.

These filters are configured by default. These filters can be customized for your implementation if
required.

Mobile CRM+ displays the list of accounts from Mobile Device cache and does not access the
server when the filter is changed. Therefore, if you are accessing a particular filter for the first
time, there will be no data available in the device cache so the following screen may be
displayed:

You will need to answer “Yes” if you want Mobile CRM+ to access the CRM server and download
the data for the filter, cache it and display it for you.
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Please note that from time to time, you may need to refresh the cache to get the latest account
list from the server. At the bottom of the screen, you will note the time that the account list was
updated by Mobile CRM+ from the server. If you feel that the Account list may be updated after
that time and you need the latest data, please use the “Refresh” menu option to connect to the
server and update the list.
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In order to view account details, either select one of the accounts from the list using the select
button of the Mobile device or select “View Details” from the menu. The following screen will appear:

The accounts details shown are not editable. Following menu options are available on this
screen:

Edit Details: select this to edit any of the details for the account.

Assign: select this if you need to assign the record to some other user.

Notes: use this to view all notes and attachments such as recorded audio files, recorded
meetings, recorder phone calls, images etc.
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To edit an account details, select “Edit Details” from the “View Account” screen. The “Edit
Account” screen as shown below is displayed:

Edit account details follows the same process and has the same menu options as described in
“Adding Details for New Account”.

Cancel: if you do not want the edited information to take effect, use the Cancel menu option to
cancel the edits.

Done: Done option will save the changed information on the local device cache till the information
is uploaded to the server during the next upload event.
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This may be used change the current assignment and assign the account to account to a user.
This works the same way as described in “Assigning new account to a user”.
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Notes may be attached to an Account during creation or from the “View Account” screen.

Selecting Notes option from the menu will display the notes screen that will list the notes and the
attachments already attached to the account.

The process to Add/View/Edit attachments are described in section 8.1 Adding, Viewing and
Editing Attachments
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Delete will delete the attachment from the Account record permanently. It will take immediate
effect on the mobile device and will delete the attachment from the server in the next upload event.
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Recording Voice note and attaching as audio attachment is useful when you do not have time or
available fields to enter all information about an account. These voice notes can be referenced later on
the server or on mobile device.
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The process to record Audio and add as an attachment is described under Section “6.3 recording
and adding an audio attachment”.
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Capture image is useful when you have to take a picture of anything related to the account and
attach it to the account record. For example, you can attach image of the business card of a contact here
to enter the details later, or for archival purpose.

The process to take a picture and add the image as an attachment is described in 6.2 Taking a
picture and adding as image and attachment.
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New Accounts and their related attachments are automatically uploaded once a new Account is
saved. If the upload fails due to any reason, “Auto Upload” automatically retries and uploads the Account
based on the parameters set by you in the Setting screen. If auto upload is disabled, then Mobile CRM+
does not attempt to upload the accounts when they are created. Once you enabled “Auto upload”, the
uploading starts. This way, you can control when you want the program to upload e.g. when you are
using WiFi, or when you are using GPRS connection etc.
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This section describes the CRM Opportunity Management functions available in Mobile CRM+.
Following are the list of features available in Mobile CRM+:

Create and upload new Opportunity

View List of Opportunities [using the various opportunity view filters]

View Opportunity details

Edit Opportunity

Take pictures in Mobile Phone Camera and attach to Opportunity records
Record audio using the Mobile Phone and attach to Opportunity records
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When “Opportunity” is selected from the Mobile CRM+ main screen, a list of Opportunities that
are available in the local device database for the default filter will be displayed. If Opportunity
management is used for the first time the Default Filter is as set in the Mobile CRM+ configuration file.
Otherwise the default filter will be the last filter user in Opportunity Management.

The screen will look like the following:
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This screen will have the following menu options:

New Opportunity: to allow user to create new Opportunity.

View Opportunities:  View Opportunity list using different filters
View Details: Display details of the currently highlighted Opportunity
Refresh: Download Opportunity list from the server again

Delete: Delete the highlighted opportunity
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To create a new Opportunity, select the “New Opportunity” menu option as shown below:

When you select “New Opportunity” from the menu, the “New Opportunity” screen is displayed with 4
buttons. Each of these buttons allows you to enter different information for the new Opportunity.

Add Details: This option allows you to enter the information for the various Opportunity fields.
Assign Account:  This option will allow you the assign the Opportunity to Self or to another user.
Capture Image: This option may be used to capture an image using the Mobile camera which
will be uploaded as an attachment to the Opportunity. Multiple images can be attached. Examples
of images could be picture of a RFQ related document, proposed price list etc.
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Record Audio: This option may be used to record audio which will be uploaded as attachment to
the Opportunity.

A new Opportunity can also be created entering some minimal information. For example, if you do not
have enough time to enter full details about the Opportunity, you may chose just to record audio providing
full details of the Opportunity and the record will still be created with some default field values for the
details. Later on you can listen to the audio and enter the Opportunity details using Mobile CRM+ or the
server user interface.
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To add details for the New Opportunity, select “Add Details” option in the “New Opportunity”
screen.

Using this option you can enter details for the various fields of an Opportunity record in the MS
Dynamics CRM server. In order to make it Mobile friendly, not all fields available in the server for an
Opportunity record is available for entry in Mobile CRM+. Only a sub-set of the server supported fields are
available in Mobile CRM+.

The fields shown by Mobile CRM+ are provided as part of the configuration file. Therefore, if your
implementation requires hiding some of these fields or adding some additional necessary fields, you may
contact us to customize the program for your implementation.

Following menu options are available in this screen:

Done: Will save the details for the new opportunity

Cancel: Will cancel out discarding all information you have entered for the New Opportunity
Select Potential Customer:  Will allow you to select an Account already available on the CRM
server as potential customer of the opportunity. This option will be enabled only when you have
selected the Select Potential Customer field for entering data and the list of account available on
the server will be displayed for you to select as shown below.
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Use the Refresh option to refresh the list by downloading the Account List from the server again.
“Done” option will select the highlighted Account and “Cancel” will return without selecting an
account.

Select Originating Lead: Will allow you to select a Lead already available on the CRM server as
originating lead for the opportunity. This option will be enabled only when you have selected the
Originating Lead field for entering data and the list of Leads available on the server will be
displayed for you to select as shown below.

Use the Refresh option to refresh the list by downloading the Lead List from the server again.
“Done” option will select the highlighted Contact and “Cancel” will return without selecting a
Contact.

Select Currency: Will allow you to select the default currency for the new opportunity from the
Currencies available on the CRM Server. A list shown below will be displayed for you to select:
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“Done” option will select the highlighted Currency and “Cancel” will return without selecting a
Currency.
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To assign an opportunity to a user, select “Assign Opportunity” from the “New Opportunity” main
screen and the following screen will appear:

Done: will accept the currently selected user in “Assigned To” fields as the user the record will be
assigned to.
Cancel : will ignore the selection.

If you do not use this option to assign the opportunity, it will assign to you [Self] since you have
created the new Opportunity.
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Capture image is useful when you have to take a picture of anything related to the Opportunity
and attach it to the opportunity record. For example, you can attach image of the business card of the
lead here to enter the details later, or for archival purpose.
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The process to take a picture and add the image as an attachment is described in 6.2 Taking a
picture and adding as image and attachment.
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Recording Voice note and attaching as audio attachment is useful when you do not have time or
available fields to enter all information about an Opportunity. These voice notes can be referenced later
on the server or on mobile device.

The process to record Audio and add as an attachment is described under Section “6.3 recording
and adding an audio attachment”.
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Mobile CRM+ Opportunities main screen lists the Opportunities available on the server. This list
is based on the current selected filter as shown at the top of the screen e.g. “Active Opportunities”.

In order to display the list based on a different filter, select the “View Opportunities” menu option
and select any of the sub-menus as shown below:

Currently the following filters are supported by Mobile CRM+:

New Opportunities: All new opportunities that are created on the Mobile CRM+ and not yet
uploaded to the CRM Server.

Opened This Week: Open opportunities entered this week.

Opened Last Week: Open opportunities entered last week.

Open Opportunities:  all open opportunities you have access to.

My Open Opportunities : All open opportunities assigned to you only.

Closing Next Month: all opportunities closing during next 30 days.

These filters are configured by default. These filters can be customized for your implementation if
required.

Mobile CRM+ displays the list of opportunities from Mobile Device cache and does not access the
server when the filter is changed. Therefore, if you are accessing a particular filter for the first
time, there will be no data available in the device cache so the following screen may be
displayed:
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You will need to answer “Yes” if you want Mobile CRM+ to access the CRM server and download
the data for the filter, cache it and display it for you.

Please note that from time to time, you may need to refresh the cache to get the latest
opportunity list from the server. At the bottom of the screen, you will note the time that the
opportunity list was updated by Mobile CRM+ from the server. If you feel that the opportunity list
may be updated after that time and you need the latest data, please use the “Refresh” menu
option to connect to the server and update the list.
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In order to view opportunity details, select one of the opportunities from the list using the select
button of the Mobile device or select “View Details” from the menu. The following screen will appear:
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The opportunity details shown are not editable. Following menu options are available on this
screen:

Edit Details: select this to edit any of the details for the opportunity.

Assign: select this if you need to assign the record to some other user.

Notes: use this to view all notes and attachments such as recorded audio files, recorded
meetings, recorder phone calls, images etc.
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To edit an opportunity details, select “Edit Details” from the “View Opportunity” screen. The “Edit
Opportunity” screen as shown below is displayed:

Edit opportunity details follows the same process and has the same menu options as described in
“Adding Details for New Opportunity”.

Cancel: if you do not want the edited information to take effect, use the Cancel menu option to
cancel the edits.
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Done: Done option will save the changed information on the local device cache till the information
is uploaded to the server during the next upload event.
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This may be used change the current assignment and assign the opportunity to a user. This
works the same way as described in “Assigning new opportunity to a user”.
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Notes may be attached to an opportunity during creation or from the “View opportunity” screen.
Selecting Notes option from the menu will display the notes screen that will list the notes and the
attachments already attached to the opportunity.

The process to Add/View/Edit attachments are described in section 8.1 Adding, Viewing and
Editing Attachments
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Delete will delete the attachment from the opportunity record permanently. It will take immediate
effect on the mobile device and will delete the attachment from the server in the next upload event.
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Recording Voice note and attaching as audio attachment is useful when you do not have time or
available fields to enter all information about an opportunity. These voice notes can be referenced later
on the server or on mobile device.

The process to record Audio and add as an attachment is described under Section “8.3
recording and adding an audio attachment”.
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Capture image is useful when you have to take a picture of anything related to the opportunity
and attach it to the opportunity record. For example, you can attach image of the business card of the
lead contact here to enter the details later, or for archival purpose.

The process to take a picture and add the image as an attachment is described in 8.2 Taking
a picture and adding as image and attachment.

79" '23 8 # (

New opportunities and their related attachments are automatically uploaded once a new
opportunity is saved. If the upload fails due to any reason, “Auto Upload” automatically retries and
uploads the opportunity based on the parameters set by you in the Setting screen. If auto upload is
disabled, then Mobile CRM+ does not attempt to upload the opportunities when they are created. Once
you enabled “Auto upload”, the uploading starts. This way, you can control when you want the program to
upload e.g. when you are using WiFi, or when you are using GPRS connection etc.
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This section describes the user interfaces that are similar or common to all the different CRM
functionality that are available in Mobile CRM+.
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Mobile CRM+ allows you to view and add/delete notes to leads, contacts, and activities. Annotations
are comments and files attached to the entity. You view them by selecting “View Annotations” or “Edit
Annotations” wherever available. In this screen you can:

Play any supported audio file that is attached as annotation
View any supported image that is attached as annotation
Delete any annotation

When you select “Add New” and “Image” it will follow the common user interface that allows you
to take a picture using the camera and add as image wherever it is available as an option.
When you select “Add New” and “Audio” it will follow the common user interface that allows you
to record add an audio file wherever it is available as an option.

In this case, the image or audio file is attached as an annotation to the entity (lead, activity, contact) for
which you chose to view annotation.

9*=5" # ' ' 1 (

Mobile CRM+ allows you to take a picture and add as image attachments as annotations to
leads, contacts, and activities either during the creation or later on. Picture taking and attaching is done
through the following set of user interface screens.
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Done: The picture as displayed will be added to attachment list and control will return to previous
screen.
Cancel: The picture will be discarded and control will return to previous screen.
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Mobile CRM+ allows you to add audio attachments as annotations to leads, contacts, activities,
accounts and opportunities either during the creation or later on. Recording audio and attaching is done
through the following set of user interface screens.
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You can Pause and Resume recording. When you stop recording, the last screen is displayed where you
have the option of selecting the following menu options:

Done: The recorded audio will be added to attachment list and control will return to previous
screen.

Cancel: The recorded audio will be discarded and control will return to previous screen.
Record: Previous recording will be discarded and a new recording will start.
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When you select the “Call” option in any of the screens where “Call” option is provided, an
outgoing call is made to the selected number and the following screens accomplish calling and recording
the call.

Record Option — The record option will either be highlighted or disabled depending on the settings you
are using for “Phone call settings”. If the setting is set to “record all calls” the recording will be automatic
and the “Record” option will be disabled, otherwise, you will have to select the “Record” button anytime
during the call to start recording.
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Stop Recording — will be active only when “Record” option is active. This is to stop the current recording.

Hang Up — This will end the call. If the call was recording, it will automatically stop recording and store the
file and return the file to the screen that initiated the call recording.
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Recording incoming calls happens automatically and there is no menu option is any of the

screens to make this happen. When an incoming call comes in, a confirmation is displayed to the user
before the call is recorded and the call is recorded based on the response.
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When you select the “Meet” option in any of the screens where “Meet” option is provided, a
meeting is started and the following screens accomplish recording meeting notes.

Enter a subject for the meeting then either select “Start meeting” to start it or “Cancel” to cancel the
meeting. If you select “Start Meeting” the next screen will be displayed.
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Start Capture — This will start capturing and the menu will change to “Stop Capture”. Capturing
will end when you select stop capture.

Timed capture: Timed capture will start capturing from 45 secs before you press timed capture
(buffered by the program) and continue recording till 45 secs after and stop automatically.

Stop Rolling Buffer — This will Stops the rolling buffer so when capturing is selected, no
recording data will be available before the time the capture option was selected.

Stop Meeting - Stops the recording process if in progress and take you to the caller screen.
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Since Mobile CRM+ mobilizes CRM process, it needs server backend for data storage and
communication with users. Therefore it is integrated with the following servers:

CRM Server (Always)
Microsoft Exchange Server (Optional)
Mobile CRM+ Media server (Optional)

Depending on the version of Mobile CRM+, integration with one or more optional servers may not be
available.
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This integration is always available as CRM server is the backend data store for Mobile CRM+
and the main function of Mobile CRM+ is to mobilize CRM. When proper connection with the CRM Server
is available, the data recorded by Mobile CRM on the device is automatically uploaded to the CRM
Server. You can then view this data by logging into the CRM server. Any changes you make to existing
CRM Server records or any delete you perform on the Mobile CRM+ will also be reflected on the CRM
Server.

When you login to the CRM Server, the information created/edited/deleted on the Mobile CRM+ will be
available in the CRM server:
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It is possible that due to connection problem with the mobile device and the CRM Server, some
data could not be uploaded to the CRM Server. In the unlikely event of this happening, no data will be
lost. The recorded files and the images will all be available under separate sub-directories of the Mobile
CRM Program folder on the device. They can be copied to the desktop and attached to the CRM Server
manually.
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Since Mobile CRM+ accesses the data from the CRM Server, data uploading and downloading
from CRM Server is implemented in a way to optimize the mobile data access.

All screen that display data from the CRM Server [e.g. My Active Contacts, Leads Opened this
week etc.] display data from the device cache and show when the data was fetched at the bottom
of the screen.

Refresh option is provided in each screen for user to refresh data by making a fresh connection to
the CRM Server to download data.

Automatic and manual Uploading method is provided. When uploading is automatic, user can
provide program the option to make the connection for upload at a specified interval. The
program makes a connection to upload only if there is data to upload.
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Mobile CRM+ client application logs errors throughout the program and provides user the option
to view these logs and take action to recover from error. Errors are logged under 2 categories:

Server error
Network connection error
From the home page select Menu and click on View Log menu.

This will display a page as shown below with the server related errors that are logged by Mobile CRM+.

If these errors are occurred during Upload, the entries will still be available in the device and they can be
viewed from the respective View menu under “New” sub-menu. You will need to make sure the network
connection works properly either through wireless or PC connection. Once the connection is available,
those entries will be uploaded automatically.

68|Page Softtrends Mobile CRM+ for Windows Mobile User Manual



