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Overview


This document outlines the configuration of Microsoft CRM and associated add-on products and integrations.
Revenue Streams
The revenue streams supported by this system are:
· List revenue streams here
Processes
The CRM system supports the following processes:
· List process here

Technology


Overview

This section outlines the technology components of the CRM implementation.
System Components

The CRM is built upon the following technology components:

· Windows 2000 Server Operating System

· Microsoft SQL 2000 Database System

· Microsoft Internet Application Server web platform

· Microsoft Customer Relationship Management

· Microsoft Exchange 2000 E-mail server

· Microsoft Outlook e-mail application

Logins

	Login ID
	Application
	Comments

	
	Microsoft CRM
	Has all roles in Microsoft CRM


Servers

	Server Name
	Application
	Comments

	
	Microsoft CRM
	Installed as default web site (default Microsoft CRM configuration)

	
	Microsoft SQL Server
	

	
	Microsoft Exchange
	


Services

	Service
	Server
	Logon Type
	Logon On As
	Comments

	Microsoft CRM Bulk E-mail 
	
	Automatic
	localhost
	

	Microsoft CRM Deletion
	
	Disabled
	Localhost
	Precautionary measure to avoid accidental or malicious data loss

	Microsoft CRM Security
	
	Automatic
	Localhost
	

	Microsoft CRM Workflow
	
	Automatic
	Localhost
	

	Microsoft CRM Exchange Queue 
	
	Automatic
	
	


Folders

This table lists any custom folders that have been created in the Microsoft CRM web site.
	Folder
	Comments

	Wwwroot\Custom
	Location for all custom applications.  Currently contains 


Applications, Versions, Service Packs and Patches Applied

This table lists the versions/upgrades and patches or service packs applied.

	Date
	Application/Version
	Comments

	
	Microsoft CRM v1.0
	

	
	c360 SearchPac v1.1
	

	
	c360 Activity Summary v1.0
	

	
	c360 Forecast Manager v1.1
	


Objects and Properties


Overview
This section outlines the main objects (record types) and the properties (data fields) that will be tracked against them in the CRM system.  The main objects used in the system are:
Lead Object Properties

	[Tab] Section Field
	Const.
	Type
	Field Values
	Field Name/Notes

	[General]
	
	
	
	

	Basic Information
	
	
	
	

	Topic
	Req.
	String(50)
	n/a
	Subject

	
	
	
	
	

	First Name
	Rec.
	String(50)
	n/a
	Firstname

	Last Name
	Req.
	String(50)
	n/a
	Lastname

	Company Name
	Req.
	String(100)
	n/a
	Companyname

	Salutation
	None
	String(100)
	n/a
	Salutation

	Job Title
	None
	String(100)
	n/a
	Jobtitle

	Rating
	None
	Picklist
	Hot

Warm (default)
Cold
	leadqualitycode

	Contact Information
	
	
	
	

	Business Phone
	None
	String(50)
	n/a
	Telephone1

	Home Phone
	None
	String(50)
	n/a
	Telephone2

	Other Phone
	None
	String(50)
	n/a
	Telephone3

	Mobile Phone
	None
	String(20)
	n/a
	Mobilephone

	Fax
	None
	String(50)
	n/a
	Fax

	Pager
	None
	String(20)
	n/a
	Pager

	E-mail
	None
	String(100)
	n/a
	Emailaddress1

	Web Site
	None
	String(200)
	n/a
	Websiteurl

	Description
	
	
	
	

	No Caption
	None
	Memo
	n/a
	description

	[Details]
	
	
	
	

	Address
	
	
	
	

	Street 1
	None
	String(50)
	n/a
	Address1_line1

	Street 2
	None
	String(50)
	n/a
	Address1_line2

	Street 3
	None
	String(50)
	n/a
	Address1_line3

	City
	None
	String(50)
	n/a
	Address1_city

	State/Province
	None
	String(50)
	n/a
	Address1_stateorprovince

	ZIP/Postal Code
	None
	String(20)
	n/a
	Address1_postalcode

	Country/Region
	None
	String(50)
	n/a
	Address1_country

	Company Information
	
	
	
	

	Annual Revenue
	None
	Currency
	n/a
	Revenue

Min – 0.00

Max - 100,000,000,000.00

	No. of Employees
	None
	Integer
	n/a
	Numberofemployees

Min – 0

Max – 1,000,000

	SIC Code
	None
	String(20)
	
	sic

	Industry
	None
	Picklist
	Accounting

Agriculture and Non-petrol Natural Resource Extraction
Broadcasting Printing and Publishing
Brokers

Building Supply Retail
Business Services

Consulting

Consumer Services

Design, Direction and Creative Management
Distributors, Dispatchers and Processors
Doctor's Offices and Clinics
Durable Manufacturing
Eating and Drinking Places
Entertainment Retail
Equipment Rental and Leasing
Financial

Food and Tobacco Processing
Inbound Capital Intensive Processing
Inbound Repair and Services
Insurance

Legal Services
Non-Durable Merchandise Retail
Outbound Consumer Service
Petrochemical Extraction and Distribution
Service Retail

SIG Affiliations

Social Services

Special Outbound Trade Contractors
Specialty Realty
Transportation

Utility Creation and Distribution
Vehicle Retail

Wholesale
	Industrycode

Default – NULL VALUE

	Lead Information
	
	
	
	

	Lead Source
	None
	Picklist
	Advertisement

Employee Referral

External Referral

Partner

Public Relations

Seminar

Trade Show

Web

Word of Mouth

Other
	Leadsourcecode

Default – NULL VALUE

	Created On
	Sys.
	Date
	Read Only
	System generated

	[Administration]
	
	
	
	

	Internal Information
	
	
	
	

	Owner
	Req.
	Owner
	List of system users
	Ownerid

	Status Reason
	None
	Status
	Disqualified – Cancelled

Disqualified – Cannot Contact

Disqualified – Lost (default)
Disqualified – No Longer Interested

Open – Contacted

Open – New (default)
Qualified – Qualified (default)
	Statecode + Statuscode

	Contact Methods
	
	
	
	

	Preferred
	None
	Picklist
	Any (default)
E-mail

Phone

Fax

Mail
	Preferredcontactmethodcode

	E-mail
	None
	Boolean
	Allow (default)
Do Not Allow
	Donotemail

	Phone
	None
	Boolean
	Allow (default)
Do Not Allow
	Nonotphone

	Fax
	None
	Boolean
	Allow (default)
Do Not Allow
	Donotfax

	Mail
	None
	Boolean
	Allow (default)
Do Not Allow
	Donotpostalmail


Contact Object Properties
	[Tab] Section Field
	Const.
	Type
	Field Values
	Field Name/Notes

	[General]
	
	
	
	

	Name
	
	
	
	

	Salutation
	Req.
	String(50)
	n/a
	Salutation

	First Name
	Rec.
	String(50)
	n/a
	Firstname

	Middle Name
	None
	String(50)
	n/a
	Middlename

	Last Name
	Req.
	String(50)
	n/a
	Lastname

	Job Title
	None
	String(100)
	n/a
	Jobtitle

	Parent Account
	None
	Lookup
	n/a
	accountid

	Business Phone
	None
	String(50)
	n/a
	Telephone1

	Home Phone
	None
	String(50)
	n/a
	Telephone2

	Mobile Phone
	None
	String(50)
	n/a
	Mobilephone

	Fax
	None
	String(50)
	n/a
	Fax

	Pager
	None
	String(50)
	n/a
	Pager

	E-mail
	None
	String(100)
	n/a
	Emailaddress1

	Address
	
	
	
	

	Address Name
	None
	String(200)
	n/a
	Address1_name

	Street 1
	None
	String(50)
	n/a
	Address1_line1

	Street 2
	None
	String(50)
	n/a
	Address1_line2

	Street 3
	None
	String(50)
	n/a
	Address1_line3

	City
	None
	String(50)
	n/a
	Address1_city

	State/Province
	None
	String(50)
	n/a
	Address1_stateorprovince

	ZIP/Postal Code
	None
	String(20)
	n/a
	Address1_postalcode

	Country/Region
	None
	String(50)
	n/a
	Address1_country

	Phone
	None
	String(50)
	n/a
	Address1_telephone1

	Address Type
	None
	Picklist
	Bill To
Ship To

Primary

Other
	Address1_addresstypecode
Default = NULL VALUE

	Shipping Method
	None
	Picklist
	Airborne
DHL

FedEx

UPS

Postal Mail

Full Load

Will Call
	Address1_shippingmethodcode

Default = NULL VALUE

	Freight Terms
	None
	Picklist
	FOB

No charge
	Address1_freighttermscode

Default = NULL VALUE

	[Details]
	
	
	
	

	Professional Information
	
	
	
	

	Department
	None
	String(100)
	n/a
	Department

	Role
	None
	String(50)
	Decision Maker
Employee

Influencer
	Accountrolecode

Default = NULL VALUE

	Manager
	None
	String(100)
	n/a
	Managername

	Manager Phone
	None
	String(50)
	n/a
	Managerphone

	Assistant
	None
	String(100)
	n/a
	Assistantname

	Assistant Phone
	None
	String(50)
	n/a
	Assistantphone

	Personal Information
	
	
	
	

	Gender
	None
	Picklist
	Male

Female
	gendercode

Default = NULL VALUE

	Marital Status
	None
	Picklist
	Single

Married

Divorced

Widowed
	Familystatuscode

Default = NULL VALUE

	Spouse Name
	None
	String(100)
	n/a
	Spousesname

	Birthday
	None
	Date
	n/a
	birthdate

	Anniversary
	None
	Date
	n/a
	Anniversary

	Description
	
	
	
	

	No Caption
	None
	Memo
	n/a
	description

	[Administration]
	
	
	
	

	Internal Information
	
	
	
	Caption not visible on form

	Owner
	Sys.
	Owner
	
	Ownerid

	Originating Lead
	None
	Lookup
	Lead lookup
	Originatingleadid

	Billing Information
	
	
	
	

	Credit Limit
	None
	Currency
	n/a
	Creditlimit
Min – 0.00

Max – 1,000,000,000,000.00

	Credit Hold
	None
	Boolean
	Yes (default)
No
	Creditonhold

	Payment Terms
	None
	Picklist
	Net 30

2% 10, Net 30

Net 45

Net 60
	Paymenttermscode

Default = NULL VALUE

	Price List
	None
	Lookup
	Price List Lookup
	Defaultpricelevelid

	Contact Methods
	
	
	
	

	Preferred
	None
	Picklist
	Any (default)
E-mail

Phone

Fax

Mail
	Preferredcontactmethodcode

	E-mail
	None
	Boolean
	Allow (default)
Do Not Allow
	Donotemail

	Phone
	None
	Boolean
	Allow (default)
Do Not Allow
	Nonotphone

	Fax
	None
	Boolean
	Allow (default)
Do Not Allow
	Donotfax

	Mail
	None
	Boolean
	Allow (default)
Do Not Allow
	Donotpostalmail


Account Object Properties

	[Tab] Section Field
	Const.
	Type
	Field Values
	Field Name/Notes

	[General]
	
	
	
	

	Account Information
	
	
	
	

	Account Name
	Req.
	String(160)
	n/a
	Name

	Account Number
	None
	String(20)
	n/a
	Accountnumber

	Parent Account
	None
	Lookup
	n/a
	Parentaccountid

	Primary Contact
	None
	Lookup
	n/a
	Primarycontactid

	Relationship Type
	None
	
	Competitor
Consultant

Customer

Investor

Partner

Influencer

Press

Prospect

Reseller

Supplier

Vendor

Other
	Customertypecode

	Main Phone
	None
	String(50)
	n/a
	Telephone1

	Other Phone
	None
	String(50)
	n/a
	Telephone2

	Fax
	None
	String(50)
	n/a
	Fax

	Web Site
	None
	String(200)
	n/a
	Websiteurl

	E-mail
	None
	String(100)
	n/a
	Emailaddress1

	Address
	
	
	
	

	Address Name
	None
	String(200)
	n/a
	Address1_name

	Street 1
	None
	String(50)
	n/a
	Address1_line1

	Street 2
	None
	String(50)
	n/a
	Address1_line2

	Street 3
	None
	String(50)
	n/a
	Address1_line3

	City
	None
	String(50)
	n/a
	Address1_city

	State/Province
	None
	String(50)
	n/a
	Address1_stateorprovnice

	ZIP/Postal Code
	None
	String(20)
	n/a
	Address1_postalcode

	Country/Region
	None
	String(50)
	n/a
	Address1_country

	Phone
	None
	String(50)
	n/a
	Address1_telephone1

	Address Type
	None
	Picklist
	Bill To
Ship To

Primary

Other
	Address1_addresstypecode

	Shipping Method
	None
	Picklist
	Airborne

DHL

FedEx

UPS

Postal Mail

Full Load

Will Call
	Address1_shippingmethodcode

	Freight Terms
	None
	Picklist
	FOB
No Charge
	Address1_freighttermscode

	[Details]
	
	
	n/a
	

	Business Information
	
	
	
	

	Territory
	None
	Lookup
	
	Territoryid

	Category
	None
	Picklist
	Preferred Customer
Standard Customer
	Accountcategorycode

	Company Information
	
	
	
	

	Industry
	None
	Picklist
	Accounting

Agriculture and Non-petrol Natural Resource Extraction
Broadcasting Printing and Publishing
Brokers

Building Supply Retail
Business Services

Consulting

Consumer Services

Design, Direction and Creative Management
Distributors, Dispatchers and Processors
Doctor's Offices and Clinics
Durable Manufacturing
Eating and Drinking Places
Entertainment Retail
Equipment Rental and Leasing
Financial

Food and Tobacco Processing
Inbound Capital Intensive Processing
Inbound Repair and Services
Insurance

Legal Services
Non-Durable Merchandise Retail
Outbound Consumer Service
Petrochemical Extraction and Distribution
Service Retail

SIG Affiliations

Social Services

Special Outbound Trade Contractors
Specialty Realty
Transportation

Utility Creation and Distribution
Vehicle Retail

Wholesale
	Industrycode

	Annual Revenue
	None
	Currency
	Minimum 0.00
Maximum 100,000,000,000.00
	Revenue

	No. of Employees
	None
	Integer
	Minimum 0

Maximum 100,000,000,000
	Numberofemployees

	SIC Code
	None
	String(20)
	n/a
	Sic

	Ownership
	None
	Picklist
	Public
Private

Subsidiary

Other
	Ownershipcode

	Ticker Symbol
	None
	String(10)
	n/a
	Tickersymbol

	Description
	
	
	
	

	No Caption
	None
	Memo
	n/a
	Description

	[Administration]
	
	
	
	

	Internal Information
	
	
	
	

	Owner
	None
	Owner
	n/a
	Ownerid

	Originating Lead
	None
	Lookup
	n/a
	Originatingleadid

	Billing Information
	
	
	
	

	Credit Limit
	None
	Currency
	Minimum 0.00

Maximum 100,000,000,000.00
	Creditlimit

	Credit Hold
	None
	Boolean
	Yes (default)
No
	Creditonhold

	Payment Terms
	None
	Picklist
	Net 30
2% 10, Net 30

Net 45

Net 60
	Paymenttermscode

	Price List
	None
	Lookup
	
	Defaultpricelevelid

	Contact Methods
	
	
	
	

	Preferred
	None
	Picklist
	Any (default)
E-mail

Phone

Fax

Mail
	Preferredcontactmethodcode

	E-mail
	None
	Boolean
	Allow
Do Not Allow
	Donotemail

	Phone
	None
	Boolean
	Allow

Do Not Allow
	Donotphone

	Fax
	None
	Boolean
	Allow

Do Not Allow
	Donotfax

	Mail
	None
	Boolean
	Allow

Do Not Allow
	Donotpostalmail


Opportunity Object Properties

	[Tab] Section Field
	Const.
	Type
	Field Values
	Field Name/Notes

	[General]
	
	
	
	

	Opportunity Information
	
	
	
	Caption not visible on form

	Topic
	Req.
	String(300)
	n/a
	Name

	Potential Customer
	Sys.
	Customer
	Account and Contact Lookup
	Customerid

	Price List
	None
	Lookup
	Price List Lookup
	pricelevelid

	Estimated Revenue
	
	
	
	

	Revenue
	None
	Boolean
	System Calculated (default)
User Provided
	Isrevenuesystemcalculated

	Est. Revenue
	None
	Currency
	n/a
	Creditlimit

Min – 0.00

Max – 1,000,000,000,000.00

	Est. Close Date
	None
	Date
	n/a
	Estimatedclosedate

	Probability
	None
	Integer
	n/a
	Closeprobability
Min – 0

Max – 100

	Rating
	None
	Picklist
	Hot
Warm

Cold
	Opportunityratingcode

	Description
	
	
	
	

	No Caption
	None
	Memo
	n/a
	Description

	[Administration]
	
	
	
	

	Internal Information
	
	
	
	

	Owner
	Sys.
	Owner
	
	Ownerid

	Status Reason
	None
	Picklist
	Lost – Cancelled
Lost – Out-Sold

Open – In Progress

Open – On-Hold

Won – Won
	Statuscode

	Originating Lead
	None
	Lookup
	Lead Lookup
	Originatingleadid


Case Object Properties

	[Tab] Section Field
	Const.
	Type
	Field Values or Description
	Field Name/Notes

	Case No.
	Sys.
	ID
	Auto-generated and displayed in the record header
	ticketnumber

	[General]
	
	
	
	

	Assignment Information
	
	
	
	

	Owner
	Sys.
	Owner
	
	Ownerid

	Status Reason
	None
	Picklist
	Active – In Progress

Active – On Hold

Active – Waiting for Details

Active – Researching

Resolved – Problem Solved
Canceled – Canceled
	Statuscode

	Customer Information
	
	
	
	

	Customer
	Sys.
	Customer
	Account and Contact Lookup
	Customerid

	Overview
	
	
	
	

	Title
	Req.
	String(200)
	n/a
	Title

	Subject
	Req.
	Lookup
	
	Subjectid

	Description
	None
	Memo
	n/a
	Description

	[Details]
	
	
	
	

	Contract Information
	
	
	
	

	Contract
	None
	Lookup
	
	Contracted

	Contract Line
	None
	Lookup
	
	Contractdetailid

	General
	
	
	
	Caption does not appear on form

	Product Information
	
	
	
	

	Product
	Req.
	Lookup
	
	Productid

	Serial Number
	None
	String(100)
	
	Productserialnumber

	Other
	
	
	
	

	Follow Up By
	None
	Date
	
	Followupby

	Service Level
	None
	Picklist
	Gold

Silver

Bronze
	Contractservicelevelcode

	Case Origin
	None
	Picklist
	Phone

E-mail

Web
	Caseorigincode

	Priority
	None
	Picklist
	High

Normal

Low
	Prioritycode

	Satisfaction
	None
	Picklist
	Very Satisfied

Satisfied

Neutral

Dissatisfied

Very Dissatisfied
	Customersatisfactioncode

	Case Type
	None
	Picklist
	Question

Problem

Request
	Casetypecode


Order Product Object Properties

	[Tab] Section Field
	Const.
	Type
	Field Values
	Field Name/Notes

	[General]
	
	
	
	

	Sales Order Detail Information
	
	
	
	

	Select Product
	None
	
	
	

	Product Description
	None
	
	
	

	Product
	None
	
	
	

	Unit
	None
	
	
	

	Pricing
	None
	
	
	

	Pricing
	None
	
	
	

	Price Per Unit
	None
	
	
	

	Volume Discount
	None
	
	
	

	Quantity
	Req.
	
	
	

	Amount
	None
	
	
	

	Manual Discount
	None
	
	
	

	Tax
	None
	
	
	

	Extended Amount
	None
	
	
	

	[Delivery]
	None
	
	
	

	Delivery Information
	None
	
	
	Caption not visible on form

	Requested Date
	None
	
	
	

	Salesperson
	None
	
	
	

	Fulfillment
	None
	
	
	

	Shipped
	None
	
	
	

	Back Ordered
	None
	
	
	

	Cancelled
	None
	
	
	

	[Address]
	None
	
	
	

	Ship To Address
	None
	
	
	

	Ship To
	None
	
	
	

	Name
	None
	
	
	

	Street 1
	None
	
	
	

	Street 2
	None
	
	
	

	Street 3
	None
	
	
	

	City
	None
	
	
	

	State/Province
	None
	
	
	

	ZIP/Postal Code
	None
	
	
	

	Country/Region
	None
	
	
	

	Phone
	None
	
	
	

	Fax
	None
	
	
	

	Freight Terms
	None
	
	
	


Object Mappings


Overview

This section contains the non-standard object mappings for this CRM deployment.

Lead ( Contact

	Source
	Target

	
	


Lead ( Account

	Source
	Target

	
	


Lead ( Opportunity

	Source
	Target

	
	


Account ( Contact

	Source
	Target

	
	


Account ( Opportunity

	Source
	Target

	
	


Account ( Case

	Source
	Target

	
	


Object Views and Previews


Overview

This section contains the column displays for the object views and previews.

Lead Views

	Seq.
	Field
	Width

	1
	Name
	n/a

	2
	Topic
	200

	3
	Status Reason
	100

	4
	Created On
	125


Lead Preview (fields ordered left to right, top to bottom)

	Seq.
	Field
	Columns

	1
	Street 1
	1

	2
	City
	1

	3
	State/Province
	1

	4
	Zip/Postal Code
	1

	5
	Company Name
	1

	6
	Mobile Phone
	1

	7
	Pager
	1

	8
	Fax
	1

	9
	Business Phone
	1


Contact Views

	Seq.
	Field
	Width

	1
	Full Name
	n/a

	2
	Parent Account
	150

	3
	Business Phone
	125


Contact Preview (fields ordered left to right, top to bottom)

	Seq.
	Field
	Columns

	1
	Street 1
	1

	2
	Street 2
	1

	3
	City
	1

	4
	State/Province
	1

	5
	Zip/Postal Code
	1

	6
	E-mail
	1

	7
	Home Phone
	1

	8
	Mobile Phone
	1

	9
	Fax
	1


Account Views

	Seq.
	Field
	Width

	1
	Account Name
	n/a

	2
	Primary Contact
	150

	3
	Main Phone
	100

	4
	City
	100


Account Preview (fields ordered left to right, top to bottom)

	Seq.
	Field
	Columns

	1
	Street 1
	1

	2
	Street 2
	1

	3
	City
	1

	4
	Zip/Postal Code
	1

	5
	Other Phone
	1

	6
	Fax
	1

	7
	State/Province
	1


Opportunity Views

	Seq.
	Field
	Width

	1
	Topic
	n/a

	2
	Potential Customer
	150

	3
	Est. Revenue
	100

	4
	Est. Close Date
	125


Closed Opportunity View

	Seq.
	Field
	Width

	1
	Topic
	n/a

	2
	Potential Customer
	150

	3
	Status
	50

	4
	Actual Revenue
	100

	5
	Actual Close Date
	125


Opportunity Preview (fields ordered left to right, top to bottom)

	Seq.
	Field
	Columns

	1
	Rating
	1

	2
	Probability
	1

	3
	Status Reason
	1


Case Views

	Seq.
	Field
	Width

	
	
	


Case Preview (fields ordered left to right, top to bottom)

	Seq.
	Field
	Columns

	
	
	


Sales Processes


Overview

The Sales Processes implemented in CRM are outlined in this section.

Standard Sales Process

	Stage
	Action
	Probability

	Lead
	Conversion by marketing or telesales
	n/a

	0 – Marketing Qualified
	Task: Advance to Stage 1
	0

	1 – stage name
	Task: Advance to Stage 2
	0

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	n - Close
	Change Status to ‘Won’
	100


Queues


Overview

This section lists the queues implemented and their uses.

Queues

	Queue
	CRMEmailEnabled
	Description

	Support
	Yes/No – alias@domain.com
	Queue for receipt of initial inbound support e-mails


Subjects


Overview

This section outlines the structure of the Subject tree in Microsoft CRM.  Subjects are used to categorize Products, Service Cases, Knowledgebase articles and Sales Literature items.

Top Level
· First Level
· Second Level
Business Units


Overview

This section lists structure of Business Units at InfoMentis.  Business Units appear in bold type.

Organization Name (Organization)

· Member

· Level 1
· Member

Security Roles


Overview

This section lists structure of Business Units at InfoMentis.  Business Units appear in bold type.

	Role
	General Access Description

	Administrator
	All access

	Management
	All access except administrative

	
	


Workflow Business Rules



Overview

This section contains the workflow rules and processes as well as the object mappings in CRM.
Workflow Rules Tables

	Object
	Rule Name
	Event
	Called From
	Overview and Actions

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


Customizations


Overview

This section contains the customizations installed in the CRM.
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