Know how to get started with your CRM.
All you need to know about configuring your system.

Setting up Admin account
Creating and managing users
Email settings

Setting up Mail box



ActionCOACH CRM

What is a CRM?

Every organization has a customer list, assigns opportunities to sales representatives, or handles customer
support cases, they are undertaking CRM-related activities. CRM applications standardize, automate, and
share these activities across organizations to improve how companies interact with their customers.

Why ActionCOACH CRM?

Benefits you can derive from the ActionCoach CRM:

. Isolate the prospects and present them with compelling marketing offers by running
Campaigns

. Review detailed results to assess the success of a campaign

. Track each prospect through the system with Customized Workflows

. Effectively manage the Leads, through automated workflows

. Ensure better communication within the team or organization by managing Activities and
sharing Calendar

. Have your own built in Email module

. Easy to use features

. Dashlets on home page provide you a Quick view to you daily schedule and can be
customized

. Customize the look of your CRM

. All the modules are well linked, changes in a module is reflected in the other

. Reports Module allows you to customize reports to get desired information

ActionCOACH CRM is designed to help you manage customer accounts through each step of their lifecycle,
starting with generating and qualifying leads to customer support and resolving reported bugs. Because
many of these steps are interrelated, each module displays related information.



Let us get you started...

Welcome to

ActionCOACH

business cooching

Flease enteryour user narme and password:

Llzer . .
Hlare: admin {acmin]
Fassword:  eess (cemao)
¥ Options
Laogin

A view of how you’re CRM looks like and some features:

AC‘I']'OI"]COACH Welcome, Jerry [Logout ] My Account | Employees | Admin | Suppor | Training | ActionMembers | About
bUrneee coorning Module Tabs \
\ System Tabs Sitermap—| &+

Active Workflows — Dashboard Calendar  Activities  Emails = Leads ==

Last Viewed: Jerry Skers a&tele marketing | () Testing By Akk | (0 Welly Dyer & hr. Sankalp attendee @ Test Campaign [ﬂ testlist | Testing

View last actions

‘| shortcuts Dashlets Add Dashlets | ?Help
5 Creste Contact / Shortcuts Panel

y 3
] Erter Business Card My Assigned Active Workflows ST My Meetings gl 4
B5) Create Accourt (-50f 113 b |9 (-50f175) [ b || W
5 Create Lead Workflow Hame = Process Status = Close Subject = Duration Start Date = Accept?
5 Create Cpportunity Akers Step2 Pl = Complete e 1071412008 YE@ 25
i) Scheduls Mesting Bob Jones Step3 =] the sale 1449
Scheduls Call Crystal Graham Step1 )= ] ﬁn ShO0m 10342312008 Accepted @&
Create Task .Juhr.1 Smith Step1 [Ed)=] 915 (a0
= Compose Email marisa gardon Step3 = > meeting Oh1sm  Lo0g Accepted ¢

test )

Mew Contact s lunchwith oo 100272008 L s

My Open Cases Stlax Jog oooo



System Tabs: The System tabs above allow you to configure system settings for your account.

. My Account
. Employees
. Admin

. Support

. Training

Module Tabs: The Module tabs give you access to individual modules and their functions.

. Home

. Active Workflows
. Dashboard

. Calendar

. Activities

. Emails

. Leads

Last viewed: You can view the last action performed.
Shortcuts: The left panel is found in all the modules allowing easy access to most functions.

Dashlets: They are a quick way to access your current assignments and pending work.

Configuration

1.1 My Account

Make changes to your account. Every user has access to their account settings through this tab.

User Settings:
. assign rights; whether group or portal user
. determine whether a notification mail is to be sent
. select the delimiter char to be used in case of data transfer



User Settings

Adrministrator Grants administrator privileges to this user
Actas agroup user. This user cannat login through the Sugar weh
Group Lser interface. This useris only used for assigning items to a group via
Inbound Email functionality.
Actas aportal user. This user cannat login through the Sugar wehb
FPortal Only User interface. This useris only used for portal web services. Mormal users
cannot be used for portal web services.
Maotify on Assignment Feceive an email notification when a record is assigned to you.
Show gridlines |l Cantrols gridlines on detail views
Display reminder? O Issue a reminder of an upcoming call or meeting
Mail Merge F Enahle Mail Merge (Mail Merge must also he enabled by the system
administrator in Configure Settings)
Expart Delirmiter Specifi the character(s) used to delimit expaorted data.
ImpariExport Choose the character set used inyour locale. This property will be
Character Set UTF-4 w used for data impnrts,_ outbhound emails, .csv exports, PDF generation,
and farvCard generation.
Show Full Mame F Display a User's full name instead of their login name
Locale Settings:
. choose your date and time format
b choose your time zone and currency
. select how names need to appear
Locale Settings
Crate farmat 127232008 » Setthe display format for date stamps
Time Farmat 2300 Setthe display format for time stamps
Time zZane ArmericalMew ork{GMT-5) (+DET) el Setthe current tirme zone

Tirne Zane prompt
Currency

Currency
Significant Digits:

Exarmpie;
10005 separatar
Decimal symbol

Mame Display
Farmat:

Exarpia:

O

US Dallars - § %

2

zfl

W

Checkto prompt user for time zone confirmation an login.

Selectthe default currency

Character used to separate thousands

Character used to separate decimal portion

Set how names will be displayed.
"s" Sailtation
' First Warme
M Last Warme



User information:

. choose the below settings for the user
. enter contact details
User Information All contact details
Employee Status | Active v Search option H
Title Administrator S/ Office Phone
Department ”.f Maohile
Repors to Select Other Phone
Fax
Home Phione
W Type —MNane— % IW Marme
Notes
Layout Options:
. customize tabs that you want to hide or remove

. customize the number of tabs and subtabs



Layout Options

Dispaly or Hide tabs

Edit Tabs ff____d--" Choose which tabs are displayed

Display Tabs Hide Tahs Admin Remove Tahs
L) Horme a4 ¥ |Dashboard 1P
¥ Active Warkflows

Calendar

Activities

Ermails

Workflow bManager

Documents

Contacts

Clients w
Humber of tabs 10 Mumber oftabs shown at the top ofthe page hefore an overflow menu appears.
Hlurnber ot 10 Murmber of subtabs shown per tab befare an averflow menu appears.
suhtabs
Subpanel Tabs In Detail Views, group Subpanels into tabs and display one tab at a time.
Suhpanel Links FI In Detail Yiews, display a row of Subpanel shortcut links.
LastViewed on [ Display the Last Yiewed har an the side if checked. Otherwise it goes on top. Oniy affects themes
side that suppnor his aption,

Dizplay the Shortcuts bar on top if checked. Otherwise it goes on the side. Only affects themes that

ShEEE Ty O supaart this option.

YWiew rmodules grouped under tab categories or view modules by distincttabs far each module.

T PMadules ¥ lonly affects theres that support this option.

Email Options:

. enter email address and set it as primary; primary address will be picked as default

Email Options
Primary  Reply-to
supponti@actioncoacherm.com| B (&) [ )

+ Add Address

Email client: Svztem Default bail Client

NOTE: if you are importing the contacts from a data source and the email is not selected as primary them it
will not be picked by the system as a primary email. For you to make the email primary delete the email, add
it again and save it. In a campaign emails will be sent out to the primary email address only.



1.2 ADMIN:

The Admin tab is accessible to any user with Admin rights to make system level changes. An admin
can create new Users, assign them roles and determine their settings.

Sugar Network ‘_// Support Links

Within the Support Portal, acceszthe SugarCRM forum s and Sugar Wikl | search FAG = (Frequently Ased Guedions), download the lated Sugar version, buy network

subscriptions, file and ressarch reported bugsand request new features

&% Sugar Support Fortal Aecessynnpersonakzed porakiariechnical &3 Online Docurrentation Get end-user and adrrinistrator docurmentation
support and rore

%) Sugar Lpdates Check for latest v ersion

Sugar Network: provides you links to access the documentation, sugar guides, support portal from within
the CRM and other support features.

System - System wide settings

Configure the sydem-wide settings sccording to the specifications of your organi zation. Users can override some of the default local e ssttingswithin their My Accounts page.

&7 By stem Settings Corfigure sy sterrwide settings [F2 Schedular Setup scheduled everts
D Currencies Setup currencies and currency rates £ Loc ale Settings Set default localz ation settings for v our sy stem
% Tracker Settings EnableDisable trac king ¥ Sugar Feed Settings E;g:{g;’aer Feed and select modules to post
@CDnnectur Settings Manage connectar settings
Create and manage users
-
Users
Creste, edit, adivate and deactivate usersin Sugar. Create and manageteams
33 User Managerment Manage user accounts and pasaw ards Q- Role Managerment Manage role rerrbership and properties
Configure e-mail settings for inbound and outbound e-mails
Email ﬁ
Manage outhound and inbound emailz. The email settingz mud be configured in orderto enable uzerzto =2nd out email and newdetter campaians
@ Ermail Settings Configure errail settings @& Manage Brail Gueue Manage the outhound errail queue
) Set up rmail accounts to e monitored for . . . ) ) .
& nbound B bund el [ Carmaign Errail Setitings

Create and edit modules and manage Tabs

Developer Tools

Create and edit modul es and module layouts, manage standard and cudom fields and configure tabs.

Studio E:ES;DMDW”S' CustomFields, Lay outs and Portal Add tabs which can display any web site
[] Corfigure Tabs Choosew hich tahs are displaved systermwide | [2] Configure Group Tabs Create and edit groupings of tabs
(ab] Renarne Tahs Changethe lahel of the tabs

* The New Developer Tool allows you to easily customize the layout of you CRM.



1.2.1 System Settings:

Allows the user to configure system-wide settings, that apply to all users in your organization. Users can

override some default settings, such as the date time format, on their My Accounts page.

. Choose items to be displayed per page in Listview and Subpanel.
. Choose maximum number of Dashlets on Home page
. Customize name of the system
. Customize your own logo and other system settings
Save Restare Cancel
___—— Customize your Interface
User Interface A
Listviews iterms per page: 20 Subpanel iterms per page: 10
Display server response times: Display tabs an login screen: F
Prevent user customizahle Homepage lavout. [ ::;;Tnvftm Uizl 6 Ustisimiel sz sLizge el F
Maximurm number of Dashlets on Homepadge: |20 Show Full Marme {not Login: F
System Mame: Action COACH CRM -
Logos
Current logo: SUGARCRM.

COMMERCIAL DPEN BOURCE

Replace with your company lago /- Upload your own IOQO
Lpload new loga: a

| |[ Browse.. ]

LDAP Authentication Support
Enable LD&P ¥l

Proxy Settings

Use proxy server?  [] Configure proxy server address and authentication seftings

1.2.2 User Management

The system allows 3 or more users under a particular account depending on the type of account.



Account Type Number of users allowed

Coach 3
ML 10
Firm 10
. Take a quick view of all the users
o Create New Users
. Use Search options to look for existing users
. Click on column header to sort list
. Export selected users to a .csv file
Home = Active Workflows  Dashboard Calendar Activities  Emails = Workflow Manager Documents | Leads ==

Last Viewed: Jerry Skers tele marketin Testing By Akk ) Helly Dyer hir. Sankalp sttendee Test Campaign test list | Testin
¥ i} o By Iy Loy P L] i}

Shortcuts Basic Search | Advanced Search
& Creste New User
First Mame Last Wame Department Status | —hone— ¥
55 Users
‘\ Search Clear | | Saved Searches —Mone— w
Click on users Users .~ Click on coloumn header to sort —_
Select | Expart Selected:x/” _h_h""h-—-_______i {(1-80f8)
|:| Hame User Hame Department Email Phone Status Administrator
[ Jdery Akers Monica matinaob@shaw.ca Active &
[ Administrator dermo Active &
[ Lisaveqs Lisaveda B78-205-7925 Active &
71 Pankai kumar nankai@msn.com Active c*
Click on an existing user to review their settings
. Make changes to existing user account by clicking Edit
. Click Return to list to move back to list of users
. Click Change Password to change the User password, an Admin has these rights.

. Assign Roles to a User



Users: Nate Smith (nathansmith) = Print ‘P Helo

Edit Change Pazsword Duplicate Resetto Default: | |zer Preferences Homepage Cazhboard

"‘--\..__
T

~  Edit any information or change password | et to List o A (S or) [0 o

Full Mame:  Mate Smith izer Nam?“h‘aﬂqgnsmith

) Return to list of users
Status:  Active

User Settings

Administratar; Grants administratar privileges to this user

Graup User: Actas a group user. This user cannot login through the Sugar web
interface. This useris only used far assigning items to a group wia
Inbiound Email functionality.

Fartal Only User: Actas aportal user. Thizs user cannot login through the Sugarweb
interface. This user is only used for portal weh services. Mormal users
cannot be used for portal web services.

Mlotify on Receive an email notification when a record is assigned to you.
Assignment:
Show dridlines: Controls aridlines on detail views

A Roles — Select from a predefined list of Roles

Select a “-10f1)

Hame 5 Description
lirmited access limited access  oedit  =lre
S : : > 4
~ Role defined for the selected user Edit or remove the Role

1.2.3 Role Management
The Roles can be accessed from Role Management under Admin

Roles

set of permissions to perform actions such as viewing, editing and deleting records
allow control over user actions

can be assigned to multiple users and vide versa

System Administrator has rights that can not be restricted through role management

* ¥ ¥ ¥

List of Roles:



Search

Search for a Role

—
Marme \ Search
Role
Select= | Delete Click on Role to view information (1-6 016
|:| Hame o Description
[0 Administrator
[ toach
[ limited access limited access
[0 Offic ophed:istant
Roleinwm——s—s——“” Edit Role to change name or description = Prict P Helo
Edit Cuplicate Delete
Mame: limited access
Description:  limited access
Double click on a cellto change value. Double click on a cell to ¢change value
Save Cancel r/
Access Delete / Eilit Export Import List View
Clients Mot Set Mot Set Mot Set Mot Set Mot Set mlot Set Mot Set
Bug Tracker Mot Set Mot Set Mot Set Mot Set Mot Set Mot Set Mot Set
Calls Mot Set Mot Set Mot Set Mot Set Mot Set Mot Set Mot Set

Double click on any cell to select from Enabled or Disabled. Default is Not Set.

Click Save after making the changes.

1.2.4 E-mail Settings

Use this option to set the default settings for outbound and inbound emails.

. specify From name and address for notification e-mails (your own)
. specify when a notification needs to be sent
. set defaults for Mail transfer agent and defaults for email

. choose to filter emails based on tags



Save || Cancel Name and address for notification emails *Inicates recuired fighd

Email Notification Options ‘/_/

"Frorm" Mame: * wizitest Motifications on?

[] Sends notification emails when recards
ate assighed.

Send notifications by

From" Address: wizitest@actioncoachorm.c default for new users?

Send notification from
assigning user's e-mail F]
address? . .
Automated notification can be set

Save Outhound Raw
Emails * O ves @ pp

A/ If SMTP is chosen then relevant details need to be filled

Mail Transfer Agent: zendmail %

User Email Defaults You can leave the settings as default
Compose email messages in this format: HTRAL Ermail b A/ or change them from the drup e
Compose email using this client: SugarCR Mail Client (% I/ /

Compose email messages in this character set: BIG-5 (Taiwan and Hong Kong)

Delete related Motes & attachiment files with deleted Emails: F

Email Security Settings

Check the following that should MOT be allowed invia InboundEmail or displayed in the Emails module.

F Frezene rawy email source, including potentially harmful content. This aption will only presere raw messages in the database; it
will nat let unfiltered cantent through the SugarCRM LI
This may lead to a compromise of your system.

Check this option to strip inbound e-mails of all listed tags
Toggle Al Options «— P P g

O

F Select Qutlook default minimum security precautions (errors on the side of correct display).
=applet= Applettag <hase= Basetaq
=embed=Embed tag =form=  Formtag
“frarme= Frame tag Individually selecttag*s H <frameset=Frameset tag
=iframes= iFrame tag you want to strip =impaort=  Importtag

1 =layer= Lavertag 2links Link tag
=ohiect> Ohjecttang [ =stele=  Styletag

If SMTP settings are chosen:

bl ail Transfar &gert: ShTP % | Predll Gmail Defadlis Fill in the SMTP server .
e Auto filled
SMTF Server, * rmail.actio ncoach.com SMTP Fort: * 25
Ilze SMTP M Enatle SMTF over ]
Authentication? - =1=1 ’

Clicking the SMTP Authentication option will auto fill the fields with the SMTP username and Password.



You can also choose to use gmail settings once it is selected the fields auto fill.

Mail Transfer Agent: | SMTP ¥ Prefll Gmail Defaults 44—  Click to select gmail as mail account
SMTF Sener * z mp.amail. com SMTP Port: * AR5
| lze Sr_u1TF_' V] Enable SMTP ower ¥

Authentication? ’ S5L ’
SMTF Lzemame: * admin SMTP Password: * (YT T

1.2.5 Inbound E-mail Settings:

You can set up the mail account to be handled for inbound e-mails. You will get the information of the e-mail
Accounts already configured. Set up this mail account to be monitored for inbound mails.

Inbound Email; Home &) Prirt 9 Help
Save
Case Macro:  [0ASE:%1] Setthe macro which will be parsed and used to link imported email o a Case.
Setthis fo any value, bt presenve the “2: 1",
Save Raw Source: () vas & pp Select ™ es" ifyou would like to presere the raw source for each imported email.

Large aftachiments can calse failfures with consenvativaly or Incarractly configurad
databases.

Number of Auto-responses: | Set the maximum number of auto-responses to send to a unigue email address

during a period of 24 hours.

Inbound Email

Select | Delete - Mail Accounts already configured (i) = 2 07 2]

-
D Hame: / R LI'n:'I;lﬁlL.iccoth Mail Server: Status:
0 wisl Fersonal Create [Any]  mailactioncoach.com  Active o4
] wsitest Group Einaizlciig mail.actioncoach.com  Active Fed
Select = | Delete i-2of2)

Click on the Mail account to view its settings.

. Enter the name of the Mail Account and the address of server
. Enter user name and password for the account
. Choose possible action for your mail box*

. You can choose an e-mail template for an automated reply from your account



. Enter the return name and address for bounced emails

*Possible Actions: Optionally, you can select an action that the team is permitted to perform. If you assigned
a Group folder, you can select Create Case. You can select Bounce Handling to use the mail account for
handling bounced emails from campaigns.

Inbound Email Setup: WSl

2 Help
Save Cancel Test Settings * Indicates required figld
R ‘/,/ Enter user name or an alt. name
Mame: * 5| Status: Aetive ¥
mail Server Addrecs: mail.actioncoach.com UserMame: * wrgite st
) =
Wail Server Protocol® |POP3 M Password: * et
~  Address of external mail server
Wail Server Part: * 110
usessL QO
) R __—— Choose an action based on functionality of Inbox’
Email Handling Options 4___-——-
Possible Actions: Create [Any] w "From" Marme: Wl Test Default weitast
"From" Address: wiitesti@actioncoach. Default: - Enter name and e_'mml
wsitest@actioncoachorm.com A forbounced e-mails
"Reph-to" Mame:
Auto-Reply Ternplate: —Maone— i Create "Reph-to" Address:
-
Mo auto-reply to daomain: Q T

~  Select or create an auto reply mail

*If you run campaigns and want to create an inbox to route bounced campaign emails, select Bounce
Handling. You can create a bounce-handling inbox separately for each campaign or you can create one that
is common to all campaigns

1.3 Email Module Settings

The email module allows you to manage your emails within the CRM provided the settings are
chosen correctly.

1) Click on settings.



[ Check Mail | [& Compose Email | [g Settings
[ Folders &

(=) Folders () Search Address Book
3wl Email settings
= i Corren

[ABorradores(1}
[ Emails Enviadas
[ Te=t

[} Delete Falder

[ Archive

2) Click on Mail Account to manage the active account.

Settings

General | Mail Accounts | Folders

Mail Account Management Manage your Mail Accounts
Active Mail Edit Mail Account: —Mone— +
Accounts:

_~ Active Mail Accounts

—hlone— Fill in your account details
Marme: * Jerry Akers

e
From Marme: Jerry Bkers e
From Address: * rmarinaob@actioncoach.com ///
User Marme: * jerrvakers ‘”
Ctri-Click to FPassword: * [ IIIYTITITIT)
select multinies Wail Server Address: * mail.actiohcoach.com
(Mac vaors use
CMD-Click) Mail Server Protocaol: * POP3 v
Mail Server Port ™ 110
Use 551 D/« Test your settings before you Save the settings
Cutgaing kail Semer | "wizi Test- mail. actioncoach commwsitest % | Edit | Add

,“/

Clear Farm Test Settings Save

Close



) SugarCRM - Commercial Open Source CRM - Mo... |Z||E|r5__<|

| |j http: / frae, actioncoachcrm, comjfdemo_w2findesx. php Wi
Test Settings
Your POP3 test connection was successful.
| Cloge Window |

Done O |« | W] |G| 04 %

The above settings should have your account configured and you ready to explore the CRM and its
modules.



