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1 System Requirements

Common requirements

Supported operating systems for the desktop or laptop computer are Windows 2000and Windows XP.
Win95, Win98 and Win ME are not supported.

Legrand CRM requires Microsoft Office (Word and Excel) for reporting and mail-merge. If you do not
have Word and Excel on your computer you will not be able to produce reports or letters.

Legrand CRM requires Internet Explorer 5.5 or higher to be installed in order to use HTML email
function

Legrand’s CRM databases (Microsoft Visual FoxPro and Microsoft SQL2000) are fully ODBC compliant.
You can use any ODBC-compliant report writer (e.g. Crystal Reports, Microsoft Access, Visual Basic) to
develop your own customised report

Specifications for STD and PRO editions

The database is based on Microsoft Foxpro tables. Sharing a database is simply a matter of locating
the CRM data folder as a shared folder on the file server.

If sharing the database with 5 Users or more the shared folder must reside on a file server running
Windows 2000 server or Windows 2003 server, with at least 256MB memory.

If you do not have a file-server and only 5 users or less need to access the Legrand CRM database
concurrently, then you can use a workstation running Windows 2000 Professional or Windows XP
Professional as the de-facto file-server.

Linux is not supported, nor is peer-to-peer file sharing.

Specifications for CORP edition

The CORP edition is a Client/Server application that uses Microsoft SQL server for its database.
The Microsoft SQL databases that are supported are SQL2000 and MSDE.

The SQL server licenses are not included with Legrand CRM.
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2 Legrand CRM product configurations

Companies/Account management

Contact management

Keyword Information Tags for mailing lists & groups

Marketing Events & Campaigns

Sales Opportunities

Group Calendar

Microsoft Word mailmerge

HTML email & email templates

Direct access to Outlook folders & bi-directional transfer

XXX | XX |X|X|[X]|X

Optional modules available

Personalised email (i.e. email mail-merge)

Duplicate Checking (V4)

Multi-value database Quicksearch (V4)

TAPI support for incoming phone calls (V4)

'‘Lapsed Customer" reporting

User Rights - control the functions a User can access

X IX|X[IX|X|X|X|[X|X|[X[X|X]|X|X]|X|X

Client/Server application

SQL Server scalability & performance

Data Synchronization

X IX|XIX|XIX|X|[X|X[X|X|X[|X|X|X|X]|X|X

Users can receive all the data from the master database or
only updates to their own records.

Laptop Users can perform a LAN syncrhonisation between X X
their local database and the master database.

Restricted Synchronization
Control who can synchronise data and control whether laptop X

SQL Synchronization
Uses Microsoft SQL Server's native 'Publish & Subscribe"
functionality to control User's ability to deliver high
performance synchronization over LAN, WAN, VPN.

Customer Service Module $175 $175

Item Tracking module $175 $175

Bundle: Customer Service + Item Tracking modules $250 $250

Accounting interface $100 $100
FoxPro FoxPro

Database (DBF) (DBF) SQL

Price per computer license

US$| $ 225.00 | $ 350.00 | $ 450.00
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3 Reviews: Editor’'s Choice Award!

Managing Relationships: 6 CRM packages tested
Technology & Business magazine, January 2004.

Legrand CRM wins Editor’s Choice award, small-to-medium CRM market.

“Legrand should definitely be on the evaluation list for any company looking at
deploying or changing their CRM application.”

“For an out-of-the-box solution, Legrand would be very hard to go past.”

Affordable CRM — Australian Personal Computer magazine, December 2002.
“Legrand CRM is the Sales Champ”

“There’s no use having reams of rich data on your customers if you can't get to it quickly and easily. Ideally,
you need to know which individuals work for the same company; who said or wrote what to whom and when —
and for this single 360 degree view to be a single click away.

ACT! falls short here, because it's more centred on the individual, so there’s no organizational view of your
contact records...”

“Legrand stands out in management aspects....putting all of the customer data together in a single
super-informative view.”

4 Customer Testimonials

With the development of our sales team it has become important to install a good CRM. | have used a number
of products including, Maximizer, Goldmine but have found the Legrand product to be the most ideal for
tracking a group of sales people. It' s simple integration with Microsoft Office is a fantastic feature.

Rohan Brown, City Software, Melbourne, Australia

We have been very pleased with the performance of Legrand. The product has excellent functionality for
tracking all of our activity. | particularly like your implementation of assigning keywords to companies and
contacts.

This has improved our productivity dramatically over using Outlook. We have made great use of the sales
pipeline and are now able to manage our sales process quite effectively. We had used Goldmine previously
and training was a real issue. With Legrand we were able to train ourselves with an average of 30-45 minutes
per user; talk about a productivity increase. The integration with Outlook has allowed us to move contacts and
email records without having to go through a separate conversion process. All users are able to import Outlook
information with out requiring any IT involvement. | have not found other products that gave us this level of
functionality for the value offered by Legrand.

Jeff Gusdorf, St Louis, MO, USA

After evaluating many CRM software packages, | felt that the Legrand software best suited my client
management database needs. It is very straightforward and easy to use, with a friendly user interface.

James Bramley, Fox Studios, Australia

Just to let you know that | am very happy with your software. It suits our needs like a glove. The installation is
so easy that even | (wow) managed to install it on all computers and have the Database shared.!

N.Silva, Portugal
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5 Distinctive Features — what sets Legrand CRM apart

5.1 Business-to-Business View

The Company view provides a quick
. . Company Information
summary of all the key information
about a Customer: address details, list Company [ABC Games Type [ Suppier ] [ood | ESCHRSTELE
. COD Account
of Contacts at that Customer, list of Street | 4108 Frutiand Ave. =l naustry [omoiesaer [ |srou
recent Activities, Appointments and RS || phone [azasaaor
Tasks related to any of the Contacts at _
City |Los angeles Fax [323-581-1099
that Company, as well as any centrally et = Vo —
&
stored documents.
Ip IEIEIEISS Acct Mar Zmith, John VI LI
Please note that any labels that are Country  |usa Wizl LURL o
hlg,h“ghted In w perform an Contacts | Comment | A dditiorsl Informstion | Accourting | Documents
action when you click on them.
LaskMamne FirstMame Piosition Fhone Cell Ernail I
For instance, C|iCking on the Street Cravison Scotk Director of Sales  [323-581-1091 sdavison@abrgames, com
| b | ” | b . Meurnann Peter CEO
abel will toggle _etween Street Morris Kirst Corporate Buyer Drill-Down
Address and Mail Address. lopencer Danielle Personal Assistant Add Appaintment pencer@abcganmes, com
. . . . fidd Actiy
Right-Mouse click on any list section dd ask
to bring up a pop-up menu of available
R Add Cust, Service Issue
commands or double-click on any
. . . : Add Contact
item to drill-down into it. Appointments Activity Notes T:  Delete Contact Customer Service
Note that the Company record has a ID‘;tE By — - T‘-"p”e M8 il Merge -
. - FI05/2003  |Smith, John Phone Cal Neul y ng nexk weel
Documents section Wh.ere fl|eS. can be S/0S/2003 |Smith, John Phone Call Sper Send E-mai inkrment, Daniele said ...
stored and an Accountlng section 17/04/2003 |Simpsor, Bart Oppartunit: Print Detail tunity: Server replace...
where financial summaries can be 17/04/2003 |Simpson, Bart Phone Call Davi O — b enguiry; made appoi...
imported using the optional 16/04/2003 |Smith, John Web Enguir Davi " tion request Form at o...
Rk . . Cancel Action
AccountingLink interface. i
Please note that the screen can be

personalised: all of the field labels can be renamed. Simply go to the main menu at the top of the screen

and select “Administration > System Administration > Screen Labels”.
names; e.g. some people prefer to use “Account” instead of “Company”.

Legrand CRM enables you to
link an activity note to Sales

Activity Mote

Opportunities, Marketing

You can also redefine the module

i Company |FinancePIus Softvare Created By |User, Demao

Campaign and to attach any
document type (eg doc, txt with Select |[Muolio, Ancrew Dete crested |11/03/2002 025053 M
pdf, ppt, xls, etc...) to the Date [1omzizonz =] Time [rzo0am Last modiified | 024 0£2002 033815 AM
aCtIVIty note. Type | Email Ot jJ
When |In|(|ng a document to a Summary |Reques1 infarmation an next SYY uporace
Compan'y's main record or to Document |V2 features_summary. doc J Wiews | Clear
an Activity record, Legrand oy | — =

el Ear
CRM does not merely record a RRarHnTY [EEE] [
link to the file on the disk but Marketing | Select| _Clear
takes a copy _of_the document Mates Dear Andraw | =
and stores this in a sub-folder
of the database folder could you please send me a list of all the enhancements and festures of the next

’ software upgrade?
This ensures that W_henever Thanks and regards,
the CRM database is backed
up that all document Peter
attachments are also backed
up.
| _ Exit
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5.2 Keyword Information Tags for managing lists & groups

Whenever you have a Contacts database there will be a need to group, classify and generally organise these
contacts into various lists. This is one area where Legrand CRM truly shines, thanks to its Keyword facility.

A Keyword is an information tag that can be assigned to either a contact or a company. There is no limit to the
number of Keywords that can be created, nor is there a limit to how many Keywords can be assigned to a
Contact.

The use of keywords is best explained with an example. For instance, say that some Contacts in the database
receive a Xmas card while others might be invited to a Xmas luncheon. We'll use two keywords — “Xmas card”
and “Xmas luncheon” — to tag the contacts that belong to either group.

Note that you do not have to assign the Keyword to each contact one at a time. Legrand CRM enables you to
select a number of Contacts and assign the same Keyword to all the selected Contacts.

Lisk by Keyword =] _Contact Information
List by Type LI Salutation  Firstname Lasktname
Al Contacts 73 records IMS' it Alvarez
8 Contact | Company Advantage Solutions IE
Adam, Brian AOAM Computi... 4100 Position I.ﬁ.ccount Manager Fax
| Adamsan, Charles Phone el

Select Al
Add Conkact I

kalvarez@advantagesaln.com

Baird, Stave ’ Mail Merge Selecked
gl

1 | Infa2 | Infa3 | Comment
Baker, Chris Ennail 3
Ealak, Mike nier Marne Isandra

Remove Keywords for Selected

Barley, Renee

Bhatia, R Assign Keywords ed

Bristol, Sonya wirk List r #ssign Selected to Marketing Campaign
Browm, il ) Assign Yalues to Selected

Burney, Tony Print »

Chung, Helen Bt L Creake Activity Mote For Selected

Simply select any number of contacts from the Contact list window by using the standard Windows SHIFT-Left-
Mouse click and CTRL-Right-mouse click commands. Then, with your mouse cursor over one of the
highlighted contact names perform a right-mouse click and select the command “Assign > Assign Keywords
to Selected”.

Retrieving all contacts that have a certain keyword assigned to
them is a one-click operation: simply select the appropriate (
keyword from the “List by Keyword” dropdown list.

List by Keywaord

In this case when you select “X-mas Luncheon” you are
immediately presented with all the Contacts that are tagged with 12 Contact

that keyword. Adam, Brian ADAM Comput, .,
Alvarez, Kristina Advantage So... 206-528-

From there you can then perform any of the many commands Anyone, John g:;ah?aﬁ':';r I
available: perform a mail-merge, send an email, print labels, or AHaSJ’RDmiB MeCorkell & A,
simply export the list to Excel for use by an external mailing Bhatia, Rajiv Tlusion Toys Inc. 949-433-

house.
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5.3 User Rights enhance data integrity

There is a particular issue that we believe is important to any company seeking to implement a contact
management system of more than five users — that is to control what a user can do.

All contact management systems include a login account and password to provide basic control over who can
access the data.

Pretty much all contact management systems also include an “Administrator” class of user who is authorised to
create User accounts and perform major system configuration.

However, hardly any contact management system under $500/user delivers the ability to control what a user
can do. In most contact management systems, once you have Edit/Create access to a record you can perform
all editing functions to all types of records. This can create problems.

Data integrity is very important in any contact management system — by this we mean ensuring that data is
correct and meaningful, and protecting the data from accidental mistakes. For instance, what if someone
accidentally performs a global replacement of a certain field value, or someone new and with little knowledge of
the existing customers overwrites existing data with inappropriate information.

The only way to minimise the likelihood of such accidents happening is to control who can do what on a module
per module basis.

For instance, a new receptionist or a temp staff person may initially only be given rights to create activity notes
(eg to record an incoming message) and to create calendar appointments, but may not have the rights to
change anything in Company and Contact records and may definitely not be allowed to modify the sales
opportunity records.

There is nothing more frustrating for a Sales Manager to find that the field values he has used to classify his
customer and prospect lists have been modified by another staff member. Well documented policies and
procedures can help, but the CRM software can help too by providing control over what actions a User can
perform. Legrand CRM is the only system in its price bracket to deliver such functionality.

User Rights {Bart)

Campanies Conkacks Sales Opportunities Marketing

v .ﬁ.dd v Delete v add v Delete v Add v Delete v add v Delete
[+ Edit [ Export [+ Edit [ Export [+ Edit [ Export [+ Edit [ Export
v &ssign/Rernove Keywords v &ssigniRemove Keywords [v Progress/Regress v Close OFf

v &ssign Yalues v &ssign Yalues v Close OFF

[v Can modify &ccounk Mar in Company fContack/Sales Opportunity

Ackivity Mokes Calendar Events Tasks Customer Service

v Add I+ Delete v &dd [+ Delete v &dd I+ Delete v &dd I+ Delete
v Edit [v Export [v Edit [v Expart [v Edit [v Expart v Edit v Export
v Assign ko Other v Assign ko Other [v Assign ko Other [v Close OFffRe-activate
Syskem Bdrinistration Ttems Sold

v Create/Edit/Delete Keywords Iv Configuration Options v &dd [v Delete
v Create/Edit/Delete List Values Iv User Accounts [v Edit v Export
[v Run &ccounting Irmport [v Screen Labels

[v Transfer toffrom Cutlook Iv Define Sales Stages

[v Import Companies & Conkacks v Cleanup & Reindex

v fnalyse Sales Opportunities Iv Redefine Database

[v Manage ‘Word Templakes

[v Can Change Own Password Save Cancel
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5.4 Seamless integration with Outlook

Legrand CRM does not seek to replace Outlook but rather works seamlessly with it. Your Outlook data is

directly accessible from within Legrand CRM from the main toolbar.

/\
” Exit # = | Companies  Conkacks  Campaigns  Opportunities Calendar( MS Oublook,  Cusk.Service  Tkems Sold  Producks

[ Display Public Folders

Outlook Synchronisation Menul

First Name

[ 12 Last Name

|Eumpan1_.r

=l-Personal Folders

£

Calendar
- Contacts
CRM Staries
- W8 Deleted Ikems
-8 Drafts
Inbo
H-%ea Media
online Sales

Oukbox
-4 Personal
A Dlorcinzra

Erian

Jay
R.ajiv
Skasiar
Michelle
Scotk
Luc
Jeffrey
Ewve
Fred
Ken

Adam

Atlas
Bhatia
Zarl
Zhung
Davison
Hanssens
Harrelson
Jones
kKhio
Kozak

Transfer Selected From Outlook to LegrandCRM

Display

Adarn Computing

Get Update From Outlook For Selected
Send Update ko Qutlook For Selected

Send Future Calendar Events ko Outlook

Get Calendar Events Update From Outlook.

Select All

Cancel Action

Zonsulking

=5 ==
Tows Inc., ==
nge Solutions o
Software
porakion
==
Software Inc, L
ompuking
hinology
= 5|
=

You can access all your Outlook information from within Legrand CRM. Simply double-click on an item to bring
up the Outlook detail window for that item. A right-mouse click brings up a menu of available actions. You can
transfer Contacts, Appointments and Tasks back and forth between Outlook and Legrand CRM.

Once an item has been transferred in either direction a link has been created for that item between

Legrand CRM and Outlook. This is visually indicated by the presence of a link icon.

When an Outlook item — be it a Contact, Appointment or Task — has been linked to Legrand CRM
you can make a change in either system and keep the two in sync by performing the ‘Send Update’
or ‘Get Update’ actions.

Note: Outlook security feature

The new security features in Outlook 2003 and Outlook 2002 are designed to prevent other programs from
sending bulk emails. This enhanced security in Outlook causes a warning message to pop-up any time you
access Outlook data from Legrand CRM. To avoid these Outlook warning messages you will need to select
“Administration > User Options” from the main menu, then click on “Outlook Security” and specify “Extended
MAPI” as the interface mechanism.

Should all incoming emails automatically transfer into the CRM database? No!

Most people receive a lot of email messages every day. There is usually little point in recording every incoming
email in the company’s central CRM database. Typically only a small fraction of each day’s incoming emails is
significant enough that it warrants being stored as a record in the CRM database.

Legrand CRM enables you to selectively transfer important emails from Outlook into Legrand CRM. Simply
view your Outlook Inbox from within Legrand CRM and right-mouse click on any email you wish to transfer to

the CRM database.

Legrand CRM will scan its Contacts database, searching for a matching email address. If a match is found the
email message is automatically copied into the CRM database. If no match is found Legrand CRM will ask you
whether to attach the email to an existing Contact or whether you wish to create a new Contact record on-the-

fly.

Legrand CRM: Features & Highlights

Page 8



5.5 Quicksearch —finding records quickly

The QuickSearch function in Legrand CRM enables you to perform a quick search on any of the Company or
Contact fields. The QuickSearch facility is accessed with a simple right-mouse click in the field you want to
perform the search on.

- Ch
Company. |Logicsl Models Type | Supplier = HE“‘"TWS angjl
sma -
Street  |130 Ricder Park Drive Al | noustry |1 =i
Address
| | Phone | 1-800-630-1234
City ISan Jose Fax I ¥ cut
u

State |<:A Lz | e

Postcode |951 Y AoctMyr  |User, @28 pocre d|

Country IUS'E" vl Ll Select Al 0

Contacts | Comment | LUzerfields | Uzerfieldz2 || Cocumernts

Lastname |Firstname |F‘|:|5il:i|:|n | P |F‘hl:une il
L I L — [ JRP (R T I L. oo o=l i

The QuickSearch facility enables you to select from a selection of search criteria, such as “Starts with”,
“contains”, etc... The search criteria will of course vary according to the type of data; for instance, when
searching on a date field the available search criteria are After, Before, Between, In Month or Anniversary within
nn days.

Email1 Birthilate
" contains = After
7 does NOT cortain " Betore
(¥ starts with johni] (" Between
" is Empty " In Month -
~ ) "
(™ is NOT Empty Month+Day Anniversary within days
[ AND Contact has Keywward ﬂ [ AND Cortact has Keyward ﬂ
Cancel Search Cancel Search

When performing a Quicksearch on a field in the Contacts table you can also combine this search with a

Keyword criterion.

For instance, you could do a QuickSearch on Contacts where email “Is Empty” and where Keyword is “e-
Newsletter” to quickly identify the Contacts in the e-Newsletter mailing list that do not have an email address.

To bring up a window that enables you to perform a more complex search on any combination of data fields,
simply click on the ‘Search Criteria’ in the toolbar column on the left of the screen.
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5.6 HTML emails & email templates

Legrand CRM includes the ability to send HTML (graphical email). HTML emails can be composed on-the-fly
using the built-in editor or can be composed externally using a HTML editor like FrontPage or Word HTML

editor.

To send an email to one or multiple contacts, simply right-mouse click on the selected contact and select the

appropriate command.

E Conkack |Cu:um|:uan\,f

|Phunen

#dam, Brian ADAM Computi, ..
adamson, Charles

inlvarez, Kriskina
anyone, Jobn
akkins, Peter

Select Al
Add Contact

41n;|

Phone I

Aklas, Ronnie

Baird, Sreve Mail Merge Selectad
£

One of the interesting features of the built-in editor is that it allows you to edit either in Graphical mode or in text
mode (where you can edit the HTML tags). This will be of interest to HTML experts who like the ability to better

Balak, Mike
Barley, Renee Remove Keywords for Selected
Bhatia, Raijiv Assign

Company | Advantage Salutions | 206-525-569
Position I.ﬁ.ccu:uunt Manager Fax I
Cell |

kalvarezi@advantagesaoln, com

Imdm I Imm 2 I et I

Send Text email ko Selected

N Al e

Send HTML email to Selected

Send Personalised email bo Selected

control the appearance of the HTML message by directly working with the HTML tags. (It really is only for

HTML experts!)

M E-Mail to Kristina Alvarez (HTML Text)

File Edit Wiew Insert Format Templates

=101

JITime&Neanman j IE j

B| 7| 0| & ===

;

To Ikalvarez@advantagesaln.cam

Ce.. ||

W

Bce ... | I EEE:?;. Subject + Content
Subject: I I
Attach Filel =]

Remaove | LI

[

Dear Existina,

Yours sincerely,

Legrand
el

With the HTML capability in Legrand CEM we can send you much mcer messages!

Cancel

_send |
Cancel|

Note that you can select whether the system will create an Activity Note record that contains the entire email or

whether simply to record the Subject of the email.
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Note: Configuring outgoing email

There are several important email configuration options that must be specified in order for outgoing email to
operate correctly. For instance, are you sending out the email via SMTP, via Outlook or using CDO? Some of
this will impact how embedded pictures are treated.

From the menu at the top of the screen select “Administration > User Options” and then click on “Email
System” to review the available configuration options for outgoing email.

It is important to be aware of the practical limitations of creating a HTML email using the built-in editor (or even
using Microsoft Word). The built-in editor is only intended for creating messages with simple effects (bolding,
highlighting, logos, etc...).

It is very difficult to obtain exact positioning of graphics and/or achieve fancy effects using anything but a
specialised HTML editor. For anything more complex we therefore recommend that a specialised package be
used (e.g. FrontPage or Dreamweaver) and that the resulting HTML file be stored as an eTemplate.

Please note that Internet Explorer 5.5 (or higher) must be installed on your computer in order to use the
HTML email function.

The eTemplates are stored on the fileserver in a sub-directory of the CRM data folder. You can access the
eTemplates from the main menu by selecting “Administration > eTemplates”.

5.7 Personalized Email (in PRO and CORP editions)

Using the same mail-merge tags as are used by Legrand CRM in Word document mail-merge, you can easily
create personalised email messages.

The “Email mail merge” wizard enables you to select the appropriate eTemplate, to preview the personalised
email for the currently selected contact, to decide what attachments are to be included with the email, et
cetera...

Conkacts 4 records
H —Select eTemplate wou would like to merge to:
18 Contact Carnpany
Adam, Brian ADAM Computin...  brian, adam@adamcomputin.., IPramD.htm | ViEWl Previewl

Alvarez, Kristing  Advantage Soluti... kalvarez@advantagesoln.com
Atkins, Peter Bright Star Mark... peter@brightstarmkkg.com
Bristol, Sonvya Bristol, Sonya sonyabi@samplenarne, com —Subject:

IChristmas Promation|

—httachments:

Attach Filel -]
Remove | LI

riCreate Ackivity Moke:———— Impartance:

Subject Only j Marmal

=
Send Moy |
_Concel |

Cancel
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5.8 ‘Lapsed Customer’ reporting (in PRO and CORP editions)

Keeping track of lapsed customers is vital to any business. An early warning that there’s been no interaction
with a customer provides the opportunity to re-establish contact and build relationships.

The "No Transaction" report, often called the "Lapsed Customer" report by marketing people, enables you to
report on customers where there has been no interaction in a specified period.

Mo Transaction report

Activity Note conditions Caonkacks 5 records
Date Range Fram |01-Mov-2003 « Action 18 Contact |C0mpan\;
hderu C ker Magazine Inc
Ta ’—_| B} Flannery, Jenny ormpu la} .
15-hov-2003 IS Isaacs, John Sakisfaction Media LLC.
[ Type | J Jones, Eve ADAM Camputing Inc.
Leqgros, Brian Haomes Firsk
Company conditions Stasiar, Carl Advantage Solutions
[ Type | J
I REC | |
[ Keywordl | J
[ Keywordz | J
[~ State contains |
[ Country conkains |

Execute
Contact conditions Query

[W Is Primary Contact at Cormparny

[ Position conkains |

[ Keywordl | J

[ Eeywordz | J

[ State contains |

[ Country contains |

W iHas Active Opporkunity

[ Has Open Setvice [ssue Exit £ >

It means you can find out which contacts amongst your current sales opportunities have not been contacted
recently, or find out which existing customers have not been contacted, say, in the last six months.

You can also specify whether to report on all types of activities, i.e. there's been no interaction with these
contacts at all, or whether to report on specific types of activities, e.g. there's been no interaction of type
‘Customer Service' with these contacts.

Simply transfer the resulting list of contacts to the ‘Worklist’ in order to perform an action such as a mail-merge,
a personalised email, or simply tagging the contacts for follow-up by the marketing department.

5.9 Activity Reporting — Who did What, When and with Whom

After the ‘No Transaction’ report the next most frequently used report is one that answers the question “What’s
been happening lately?”. Typically this is the question a Sales Manager or General Manager might ask when
he/she returns to the office after an absence of a few days.

Legrand CRM provides a quick and easy answer to this! Simply access the main menu at the top of the screen
and select “Report > Activity Notes”.

This will bring up a reporting criteria window that enables you to specify the date range and any other reporting
criteria.

For instance, you may want to see all the activity notes that have been recorded against Customers in the last
month.
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Another example is where you may have defined an activity type called ‘Billable Time’ to record the chargeable
hours spent by a team of consultants. You can then use the Activity Reporting to quickly and easily report on all
Billable Time activities for specific staff members or specific customers.

The possibilities are endless.

List Criteria for Activities

Main conditions

Date Range From |01-Mov-2003 | To |15-Mov-2003 |
Entered By: |,ﬁ.|| ﬂ
W Type [Eilabie Time

[ Summary conkains |

Company conditions

[ Company | J#

OR

[ Type |

[ Industry |

Ll L Lo

[ Keywordl |

[ State contains |

Execute | Cancel

The resulting list can then be printed out or even exported to Excel with a simple right-mouse click. Or, you can
double-click to drill-down into the activity note and find out the full details about the recorded activity.

ACTIVITY List Criteria |
Date |T1_.rpe |'||'||'ith |er|:|m|Ja|n1_.r |5ummarr
11/13)2003 Opportunity Flannery, Jenmy Cornputer Magazine Inc, Opened new opportunity: new sale opp. ..,
11/13/2003 Cusk,Service Huang, Adam Logic IT Inc, Opened new service issue no, 1004
11/12/2003 Opportunity Mulligan, Sarah Satisfaction Media LLC,  Opened new opportunity: new sales opp...
11/12/2003 Email In Baird, Skeve Brown Systerns User login For downloads

Eillable Tirme Martinez, Julia ADAM Camputing SEELsS e al

11/12/2003  &Appoinkrment Martinez, Julia ADAM Computing Prink Detail \ar Evenlt 'On-site co...
111212003 Phone Call Martinez, Julia ADAM Cornpuking Prink Detail Repork nd out & consulkant £,
11/12)2003 Eillable Time Evans, Peter #¥Z Manufackurin ._

. ) Prink Lisk .
11/12)2003 Appoinkment Edmonds, Jessica  Take 2 Business S - ar Event 'To present...
11/12/2003  Appoinkment Balak, Mike Balak, Mike ST ar Event 'To discuss. .
11/12/2003 Email In Baker, Chris Baker, Chris Cancel Action gnage Clarification
11/7/2003  Email In Baird, Skeve Brown Systems
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5.10 Marketing Campaigns & Events

Legrand CRM’s Marketing function enables you to create and implement marketing campaigns, and monitor the
result of the campaign. With Legrand CRM’s marketing module you can:-

Define your own types of marketing campaigns.
Record the Start/End dates of the campaign, budgeted cost and estimated revenue.

Use the two reconfigurable fields (‘Type’ and ‘Category’) to classify/segment the marketing activity.

Manage the implementation of a campaign by linking Tasks and Appointments to the campaign and record
notes.

Targets — if the campaign is a direct marketing campaign whereby you target a specific list of contacts with
a promotional offer — e.g. an upgrade offer to past customers — you can very easily assign the list of
targeted contacts to the marketing campaign.

Respondents — once the campaign is underway Legrand CRM easily allows you to record every person
that responds to the campaign; at all times you know exactly how many people have responded.

Link a Sales Opportunity to the marketing campaign that created it

Campaign

Campaign Mame |Gl:n:|gle el campaign Cloze Off
Type | Irternet ~|..] Date Created | 4/6:2003 &:48:22 PM
Category | Product2 =1 Last Modified |4/ 6/2003 5:36:01 PM
Est. Cost | 19,999.00 StartDate | 4/1 /2003 -]
Est. Reverue | 100,000.00 EndDate | 5./31/2003 |

Objective l Targets/Respondents Tasks)Activity Motes l Sales Opportunities

Ohbjective of Marketing Activity

sponzored sd on Google com to drive more traffic to our e web ste.
Wie zeek a 20% increase in web sessions.

Over time this detailed information about every marketing campaign becomes a very powerful source of
information to measure the effectiveness of these campaigns.

One can go back over a period of, say, 12 months and compare the results of every print advertisement during
that period. This enables the company to identify which marketing campaigns consistently deliver good results.

Objective  i_Targets/Respondents | Tasks/Activity Motes ] Sales Opportunities
Targets & Respondents 3
Contact 18 |Eumpany Contact i | Company

Carrier. Philip Advantage Solutions Carrier, Philip Advantage Solutions
Feany, Kevin FinancePlus Software Halliday. Stefanie  The Matar Campary
Hallday, Stefanie The Matar Company R Jones, Jay .-’-'-.BE%G ames

Jones, Jay ABC Games

b uillo, Andrew FinancePlus Software

Srapth, Sally James Cameron Phy..,
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5.11 Worklist —a ‘scratchpad’ to which you can add/remove Contact names to build a

new list

The Worklist acts like a notepad to which you can add or remove contact names.

The Worklist enables you to compose a new list of contacts that is the result of multiple

queries to the database, with each query being either added or subtracted to the Worklist.

This is best explained with an example.

For instance, let’s create a list of Contacts who have a last name that starts with a letter

between ‘A’ and ‘L’ and who are not a Primary Contact at a Company where the City contains

the letter “b”. These are the steps:-

1. Perform a ‘Search Criteria’ and retrieve all the Contacts where the Lastname starts

with ‘A’ to ‘L’

With the resulting list execute ‘Select All’ (right-mouse click, then select all) and then

execute ‘Worklist > Add to Worklist’

2. Next perform a new search and retrieve all Contacts that are a ‘Primary Contact’ and

where the organization has the letter “b” in its City name.

With the resulting list execute ‘Select All’ (right-mouse click, then select all) and then

execute ‘Worklist > Remove from Worklist’

That's it!  The worklist contains the list of names that match your criteria.

It may look like a strange query but that is exactly the point of this example! Sometimes
it is not straightforward to create a single database query to retrieve the list of Contacts you

need. This is where the Worklist comes to the rescue.

It is like a notepad of paper to which you Add and Remove list of names obtained from multiple

search queries.

Please note that the Worklist is automatically cleared when you log out of Legrand CRM.

Search Crikeria 39 records

| I Henee IUEII

18 Contact

Select All

Add Contact

Company |Barley, Renee

Pasition | F

Phone C

ey

renee@samplename. com

2|

Ermail

Mail Merge Selected

1 | Info2 | Infos | Camm

Assign

Remove Eeywords For Selected

b trier Marmne I

—

Add to Work Lisk

r label

L]

Print
Export Lisk

» Remove From Work Lisk
Clear Entire YWaork List

Yo |

5.12 Audit trail

Legrand CRM keeps track of the Creator and
creation date of a record, as well as who last
modified a record and when. The Search
function can be applied to Creator, Creation
Date, Modifier and Last Modified Date; this
enables you to quickly find which records have
been recently changed and identify who
performed the change.

Infiod l Info2 l Info3 l Comment
Created by | Smith, Jahin
Date Crested | 21162003 53206 PM

Last Changed by |EerWI‘I. Sue

Last Changed on | 10/B/2003 1:28:55 P

Address

M Legrand CR

Fil=  Edit

Adm

| Ext

&add Conkack

Audit
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5.13 Synchronization

As a company with many laptop users who travel frequently,
synchronization has always been an extremely important
matter at Legrand Software.

wr Legrand CAM -- Sales & Contact Management -- [}
File Edit Administration Help

Mew panies  Cortacts  Opportu
The synchronization function in Legrand CRM enables you Uz Ld e
to synchronize a Master database with any number of Print Sehu

. . . P Customet ~
laptop or remote users. The synchronization feature in
Legrand CRM is ideal for telecommute workers with a VPN Synchronisation Configure
connection to the main office or for travelling sales people S —
who wish to synchronize their local data upon return to the gt Stz et
office. Esit g Servi. NSwW Goroka
A nzulting... VIC Kilmore

. Magemen... GLD Wwioollo
Legrand offers two types of synchronization, full and = R =

restricted. Legrand CRM Standard Edition offers only full
synchronization; the Pro Edition offers both full and restricted synchronization.

e Synchronization is a single-step process and is initiated by the User of the remote database.

e During synchronization any changes made since the last synchronization time to either the Master
database or the Remote database are exchanged.

e Synchronization occurs at the record level. If a record has been modified multiple times or has been
modified in both the Master and Remote database, the most recent change will prevail.

e Synchronization covers all records of the CRM database, and also includes Letter Templates and
document attachments.

o If remote users routinely attach document files (eg Excel, Word, Powerpoint, PDFs) to Activity records in
their CRM database then the volume of data being exchanged increases correspondingly.

e Synchronization is best done via a broadband VPN connection or a LAN connection (i.e. when the
remote user is back in the head office and is connected to the office network). We strongly recommend
against using a dial-up modem connection for synchronization.

e The Standard (STD) edition of Legrand CRM provides unrestricted synchronization: i.e. the remote user
receives a complete copy of all records in the master database.

e The Professional (PRO) edition of Legrand CRM enables you to also create Remote User Accounts that
only have restricted synchronization rights. With restricted synchronization a remote user only receives
updates to his/her own records, not the full master database. This is particularly useful in situations where
an organization has multiple sales people (each maintaining a CRM datafile on their laptop) and it is a
security requirement that a salesperson not be able to access/view information about the customers of the
other sales people.

A common problem with synchronization

Data synchronization works very well when all Users synchronise regularly, but it can create a problem when a
User hasn't synchronised for a while.

Imagine the situation where User A last performed a sync operation 3 months ago. The Master database has
continued to evolve over the last 3 months, with many records added and several changes made. For instance,
the current record in the master database for ABC Corporation is the result of several small changes made
during the last 3 months.

When User A performs a sync operation, all records that have been modified in the Master and Local database
since the last sync operation will be compared. If the same record in both the Master and Local database has
changed, the one with the most recent change wins.

So, if User A did not modify the record for ABC Corporation he/she will simply get the latest data for ABC from
the server; this data is the result of the cumulative changes of the last 3 months. This is good.
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If, however, User A recently made a small change to his record for ABC Corporation this has the potential to
wipe out the changes of the last 3 months at the server.

Because User A last performed a sync operation 3 months ago his/her information about ABC is clearly 3
months old. If he/she then makes a small change today (e.g. simply makes a change to one of the user fields)
and then synchronises... what then happens is that, if User’s A minor change is the most recent change
then User A’s record of ABC corporation will prevail and will overwrite the record at the server. The
result: all the changes of the last 3 months to ABC Corporation are lost because User’s A record for ABC
Corporation consists of 3 months old data, plus the minor change he/she just made.

This is a common situation in record-level synchronization, though one that most people are not aware of.

Synchronization between Outlook and a Palm or PocketPC works like that too: the record with the latest change
overwrites the other, unless you have specified that one side always wins.

Whenever someone says that synchronization has caused their data to be ‘lost’, you can be almost certain that
it is due to one user overwriting the server with old data as per the scenario above.

A Solution to the problem

Legrand Software delivers a solution to this problem in the form of a synchronization configuration setting in the
Master database which enables the Administrator to exert control over this aspect of the sync process.

This configuration setting enables the Administrator to define the “Time Period allowed for updates to the
master database”. This will determine what happens in the situation where both the Master and Local record
have changed since the last sync operation.

This is how it works:-
e Say that the “Period allowed for updates to the master data” is 15 days.
o If the last sync operation was less than 15 days ago there is no impact; all changes are compared and
the usual rules apply; i.e. the most recent change wins.

e However, if the last sync operation was more than 15 days ago then the following rules apply:
o All new additions (new records) in the Local data are uploaded to the Master. (as before)
o All new additions in the Master data are downloaded to the Local. (as before)
o All changes in the Master database to records that have not changed in the Local database are

downloaded to the local database. (as before)

0 Any changes in the Local database to existing records will only be uploaded to the Master
database if the Master record itself has not changed since the last sync operation.

o If both records at Master and Local have changed since the last sync operation, then
even if the Local database is the one with the most recent change it will still be the
Master record that prevails. This avoids the problem outlined before.

Synchronization with Legrand CORP edition

Unlike the STD and PRO editions which are desktop applications that use a file-sharing database (Microsoft
Foxpro), the CORP edition is a true client/server application that uses Microsoft SQL Server as its database.

Synchronization in the CORP edition is totally different than the process that has been described so far for the
STD and PRO editions.

The CORP edition uses SQL Server’s native Replication functionality to perform sync operations.

On the plus side this delivers a lot of control to the SQL Database Administrator (DBA), enabling him/her to use
the full power of SQL Server to set up very detailed rules that govern Publication and Subscription to the entire
SQL database or selected segments of the database.

Synchronization in the CORP Edition is also much faster than with Legrand STD or PRO editions. This is
because SQL Server only sends the actual changes down the network connection. Legrand STD and PRO
editions are desktop applications that use a file-sharing database (Foxpro), therefore they need to download the
database from the fileserver to perform the record comparisons at the local desktop.

The down side of synchronization in Legrand CORP edition is that you do need a very experienced SQL
Database Administrator to setup and manage the synchronization process.
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6 Customer Service Module
The saying is that you can’t have a business without having customers; but it is just as true to say that you can't
keep a business if you can't keep customers happy.

Customer Service — many use the word, but few businesses have in place a system to manage and monitor
how well they perform in the area of customer service. Why? Because such systems have traditionally been
quite expensive to purchase and implement.

Legrand Software is the first CRM vendor to deliver a practical and inexpensive Customer Service module.
The Customer Service module is available as an optional module to the PRO and CORP editions.

The Customer Service module enables you to track customer service issues, from initial contact all the way
through to resolution.

Legrand CRM automatically creates an activity record when a Customer Service issue is opened, closed, re-
opened or re-assigned to another member of staff. Re-assigning a service issue to another staff member
automatically triggers an email to that staff member to alert them that a service issue has been assigned to
them. Tasks and Activity Notes are easily linked to a Customer Service issue.

What this means is that a detailed audit trail is created of how a particular issue is dealt with.

In the company view you have an immediate overview of all the Customer Service issues that have been
lodged by a particular customer and what the status of every issue is.

Your sales people will no longer run into surprise confrontations when making a sales call to a customer, only to
find out that this customer has unresolved complaints.

With Legrand CRM’s Customer Service module you can easily track all customer complaints and pro-actively
manage these issues to ensure maximum satisfaction of your existing customers.

wr | eprand CRM PRO -- Datafile (a PROV3) C:\CRM_DATAM DEMODATA_PROX
File Edit Administration Report Help

” Exit # [ Companies  Contacks  Campaigns  Opportunities  Calendar M3 Outlook | CuskSepvice Items Sold  Products |

CUst. Service )| 5 Open service issuss ¢ Clased service issues || CHSCOMER Seryice Ssue e |
n ™ Type ,—_I Subrnitbed by |WinsonJ Scatt Change Action
[~ Assigned to Company |P-C—Te-:hnc-logy
4 Open service issues
= Ticket Mo, 1000
Tvpe Priority | Company 18 |Contact:
= Fhone Support 2 AC-Technol... Win M| Summary |Sc0tt wanted ko know if he can run the application on Apple Mac
Phone Support 1 Advantage.,. Best, Philip
Enhancement 1 Business Me... Fines, Rod Type | Phone Support ﬂJ User-1 ﬂJ
Enhancement 1 ModelLogic  MoQueen, Jim
! Module: |Suppnrt jJ User-2 ﬂJ
Status | ﬂJ Priority z =~
@ Recorded by | | Date created |3i11/2003 5:27:09 PM
Assigned ko |BrnwnJ Sue j
Description l Response Activity Hotes I Calendar Everts l Tasks
Date By Type With Summary
E3/11/2003  |[Ken Ernail Ok ‘Winson, Scokk emailed App Mote on how k...
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7 Item Tracking Option

This optional module delivers the ability to maintain a Products table and keep track of items that have been
sold to Customers, including warranty dates, contract expiry dates, etc...

In the products table you can record the Part No, Part Name, Product Category and up to 6 prices. You can
also store the accounting system’s unique ID for that part, and the tax code and tax percentage that apply.

| Product

Mew I

Partno
Partrame

Category

I F1 replica car

|F1-n03548

|Tuys

T

Pricel

Price2

Price3

Priced

Prices

Prices

T
T
T
[ so
T
T

Accourting Part ID IIEIEIEI1 7

Taxcode GET
Tax % I 10.00

Once Parts have been defined in the Products table you can create entries in the ItemsSold table to record
detailed information about Items that have been sold to Customers.

You can record a Serial Number, purchase date, purchase price, warranty expiry date. You then also have
a further eight User fields to record additional information, plus some fields to record Service information such
as Service Contract Type, contract price and contract expiry.

You can also link any Customer Service Issue to a specific item, thereby enabling you to track the service

history.

Item Tracking Details Mewy |
Conkack |F‘ricn3J John Change More Info ‘ Motes l Company Info l Audit
Comparry: |Murph\,f Enterprises Inc. Change |\ 11 W LisetS | ﬂJ
Serial Na | 1234567 U2 [ e | =[]
Part Ma. |PRO uelect Lser3 I— Server 1D | ﬂJ
Part [Mams |Legrand PRO editions Userd l— number | 000
Date Purchased | 3 /09/2004 j Is Inactive [

Purchase Price | 1.00

Warranty Exgiry | 3 109,200 j Conkract Type | Priority Suppark ﬂJ

3rd Party Link |F'.D.0.M Computing Inc.

Change Cantract Price 000 Contract Expiry | 3 /092004 -

The Item Tracking option is only available to the PRO and CORP editions of Legrand CRM.
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