
Symbols
+ (plus sign), 323
* (wildcard character)

Look For field, 165, 255, 287
Options: Exact Text option, 116

• A •
accepting

activity, 340–341
cases assigned to queue, 296–297
e-mail, 192–193

access levels, 64
accessing

Account: New window, 150
Cases window, 286
Leads window, 208
Microsoft CRM functions, 39–40
newsgroup, 367–368
personal settings, 51–52
Product Catalog window, 118–119
Quick Campaign Wizard, 258
reports, 133–135
Subjects window, 321

account
assigning account manager to, 91–95
assigning to territory, 77
assigning to user, 158–159
deactivating, 150, 158
deleting, 150, 158
description of, 10, 149, 213
linking e-mail with, 181, 194
sharing, 159–160

account manager, assigning to account,
91–95

Account: New window
accessing, 150
Administration tab, 152–154
Details tab, 151–152

General tab, 151
Notes tab, 154
Originating Lead field, 153
Owner field, 152
Territory field, 152

account record
Administration tab, 250
Advanced Find function and, 156–158
Find function and, 155–156
Notes tab, 241–242
subaccount, setting up, 154–155
Territory field, 73

accounting, integrating with, 11–12, 118
Accounts window, 23
ACT, 1, 9, 16
action, 102–103
Actions➪Activate Quote, 228
Actions➪Add a Note, 244
Actions➪Assign, 191, 339
Actions➪Attach a File, 244
Actions➪Copy Contract, 349
Actions➪Export Log, 100
Actions➪Manage Quotas, 173
Actions➪Reactivate, 300
Actions➪Resolve Case, 299
Actions➪Revert to Personal, 200
Actions➪Sharing, 69
activating

quote, 227–228
workflow rule, 95

Active Cases filter option, 287
active status (contract), 345, 346
Activities tab (Set Personal Options

window), 54–56, 183
Activities window

navigating, 27–29
personal e-mail and, 184
toolbar, 20, 21
viewing activities in, 164–165
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activity
accepting, 340–341
assigning to queue, 338–340
assigning to user, 168–169
completing, 170
description of, 333
marketing campaign, planning, 270–273
relating opportunity to, 218–219
relating subject to, 324–325
types of, 164–165
viewing, 164–165

activity management system, 161–162
Add Attachment dialog box, 189–190
Add Data Value dialog box, 199
adding

competitor to database, 239–240
contact, 160
contract line to new contract, 350–353
data field to template, 198–200
literature to Sales Literature area,

234–237
products to product catalog, 127–130
subject, 322–323

add-on products
Axonom’s Powertrak, 360–361
c360 productivity packs, 359–360
eBridge BizTalk Server Adapter, 361
overview of, 357–358
QuoteWerks, 362
Scribe Insight, 358–359

Addresses tab
Quotes window, 226, 227
user profile, 59

Administration tab
Account: New window, 152–154
account record, 250
Campaign: New window, 268
Contract Line: New window, 352
E-mail: New window, 195
Quotes window, 227

administrative reports, 132
administrator

adding product and, 127
role of, 3
workflow rules and, 91

Advanced Find button, 20, 21

Advanced Find dialog box, 34
Advanced Find feature

account records and, 156–158
Boolean operators, 157
cases and, 288
competitors, finding, 239
description of, 13
Detailed option, 54
E-mail Contains Data or Does Not Contain

Data options, 205
populating marketing list using, 256–257
sending direct e-mail using, 202–205
using, 33–36
viewing cases linked to subject, 326–327

Advanced Find window, 203
alert system

business process and, 84
managing territories and, 77–78
third-party, 91, 363

All Activities view, 165
All Cases filter option, 287
alphabet bar, 24
Amazon.com, feedback from, 12–13
analysis, 85–86
Analysis tab (Competitors window), 240
announcement

creating, 143–145
description of, 143
viewing, 145–146

Announcement: New window, 143, 144–145
Announcements window, 28–29, 143, 144
Anti-Spam Setting area (Campaign Activity:

New window), 273
application modules, 25
appointment

changing, 28
creating for other person, 167–168
creating for self, 166–167
scheduling in Service Calendar, 315
scheduling in workplace, 27–28

Appointment window
Appointment tab, 166–167
End Time field, 167
Event field, 167
Notes field, 167
Notes tab, 170
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Optional field, 167
Organizer field, 167
Required field, 167
Start Time field, 167

approving article, 112–114
article (knowledge base)

adding and removing, 108
approving, 112–114
creating, 108–111
description of, 105, 291
draft, submitting, 111–112
relating subject to, 327–330
searching for, 114–116
unpublishing and deleting, 114

Article: New window, 110, 328–329
Article Number search, 115
article template, creating, 106–108
Article Template Properties dialog box, 107
Article Templates window, 107
Assign entity action, 103
Assign event, 101
Assign icon, 159, 169, 294
Assign Opportunity dialog box, 217
Assigned folder (My Work queue), 334–335
assigning

account manager to account, 91–95
account to territory, 77, 152
account to user, 158–159
activity to queue, 338–340
activity to user, 168–169
case, 294–296
e-mail to queue, 191–192
opportunity, 216–217
permissions, 72, 218
promotion code, 264
records and tasks, 68
report to entity, 132
role to user, 67
team to business unit, 80–81
user to business unit, 68
user to team, 81–82

Assignment Information area (Case: New
window), 290

associating. See also linking; relating
e-mail to record, 42
new subject to parent subject, 322

quote with opportunity record, 228–229
time with case, 297

asterisk (*) wildcard character
Look For field, 165, 255, 287
Options: Exact Text option, 116

attachment
adding to e-mail, 188–190
creating, 244–245
deleting, 246
description of, 241

Attachments tab (E-mail: New 
window), 189

authors, e-mail address of, 5, 374
automatic campaign, 264
Axonom Powertrak, 360–361

• B •
Back to Query button, 35
BackOffice accounting system, 215
base unit, 121, 123
BCC (blind carbon copy), 187
Begins with operator, 94
blast, e-mail, 195
Boolean operators, 157
Bosworth, Michael T., Solution Selling:

Creating Buyers in Difficult Selling
Markets, 86

bounce, 195
brainstorming session

to create subject tree, 320
to develop processes, 88
to organize information for knowledge

base, 105–106
built-in help, 366–367
bulk e-mail, 57
Business Contact Manager (Microsoft), 

1, 16
business intelligence systems, 363–364
business processes

alerts and, 84
automating, 83
escalation, 84–85
feedback and analysis, 85–86
sales process, 86–88, 219
setting up, 12–14
workflow rules and, 89–90
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Business Recommended field, 77
Business Required field, 77
business unit

assigning team to, 80–81
description of, 68, 78
managing, 78–80

Business Unit: New window, 78, 79
Business Unit option, 59
Business Units window, 78, 79

• C •
calendar

description of, 161–162
Service Calendar window, 315–316
Service Scheduling, 162
viewing, 163–164

calendar view, default, specifying, 55, 56
Calendar window, 163
Call assembly action, 103
calling manual rule, 96–97
campaign. See also marketing campaign

comparing, 280–281
developing, 257–261
linking literature to, 273, 278–279
manual, 264
marketing list and, 251
relating, 280–281
sales, planning, 264–265

Campaign Activity: New window
Anti-Spam Setting area, 273
Campaign Activity tab, 270–271
Distribute Campaign Activity button,

273–275
Target Marketing Literature option, 273

Campaign Manager feature, 263
Campaign: New window, 266–268
Campaign Response: New window, 275–276
Campaigns window

Campaign Activities option, 270–275
Campaign Responses option, 275, 276
description of, 265–266
Planning Tasks area, 268–270
Related Campaigns option, 280–281
Sales Literature option, 278

Target Marketing Lists option, 279
Target Products area, 277

canceled activity, handling, 169
canceled status (contract), 345, 346, 353
carbon copy (CC), 187
case

assigning and accepting, 294–297
creating, 288–293
description of, 285, 333
linking to contract, 353–354
reactivating, 300
relating subject to, 325–327
resolving, 298–299
tending to, 297–298

case management path, 285–286
Case: New window

Assignment Information area, 290
Contract and Product Information area,

290, 354
Customer field, 290
General tab, 289–291, 354
Notes and Article tab, 291–293
overview of, 288–289

Cases window
description of, 285
working in, 286–288

categories of reports, 132
CC (carbon copy), 187
Change status action, 103
changing appointment, 28
Check Activities option, 102
Check Entity Condition dialog box, 94
Check Object Conditions option, 102
child record, 154
Clear button (Edit Details screen), 136, 138
client relationship management 

resources, 374
client-retention program, 15, 364
Close Opportunity window, 220–221
Closed Activities view, 165
closing opportunity, 220
CMS (Contact Management Systems), 9
column header, 23
column in Activities window, adjusting, 165
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Common Tasks pane
Add a Subject option, 322–323
assigning permissions and, 72
Edit Selected Subject option, 323–324
Insert Condition, 94
options, 321–322
Remove Selected Subject option, 324
Reset option, 72
Service: New window, 311–312
Toggle All Permissions of the Selected

Items option, 72
communication with customer, types 

of, 10–11
comparing campaigns, 280–281
competitor

adding and tracking, 239–240
finding, 239
relating literature to, 238–239

Competitors window
Analysis tab, 240
Tools➪Advanced Find, 239

completing activity, 170
condition, 101–102
Confirm Deletion dialog box, 245–246
Confirm Submittal dialog box, 112
contact

adding and editing, 160
description of, 10, 149, 213
Track in CRM option, 38

Contact Management Systems (CMS), 9
Contact Methods information, 

updating, 195
contact record, 26
Contains operator, 94
context sensitivity

of navigation pane, 21
of workplace screen, 19

contract
adding contract line to new, 350–353
copying, 349
creating, 346–350
description of, 343
linking case to, 353–354
moving from draft to invoiced status, 352

renewing, 353
status of, 345–346, 353

Contract and Product Information area
(Case: New window), 290, 354

contract line, adding to new contract,
350–353

Contract Line: New window, 350–352
Contract: New window, 346–347
Contract Template: New window, 344–345
contract templates, 343–345
Contracts window, 350
Convert Lead dialog box, 213
converting quote to order, 230–231
copying contract, 349
Create activity action, 102
Create Activity window, 98
Create event, 101
Create note action, 102
Create Order dialog box, 230
Create Quick Campaign button, 22
Create Workflow Rule dialog box, 92, 93
CRM (Customer Relationship Management)

systems, 9
CRM (Microsoft)

Community Web site, 63
limitations of, 162, 233
migrating to, 16

CRM➪Help, 43
CRM➪Local Data, 45
CRM➪Options, 43, 48
CRM➪Synchronization Progress, 44
CSR (customer service representative) role

accepting activity, 340–341
duties of, 288, 334

c360 productivity packs, 359–360
customer

communication with, types of, 10–11
description of, 10, 149, 213
targeting, important fields for, 250–251

Customer field (Case: New window), 290
Customer Relationship Management (CRM)

systems, 9
customer service representative (CSR) role

accepting activity, 340–341
duties of, 288, 334
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CustomerSource web portal, 373
customizing

accessing personal settings, 51–52
report, 138–139
Service Calendar window, 316
Set Personal Options window and, 52–57
user profile, 58–62

cycle, typical sales, 87

• D •
data

importing, 17
organizing existing, 17
storing, 10

data field, adding to template, 198–200
Data Field Values dialog box, 198–199
Data Group dialog box, 45–46
data group filter, setting, 44–47
database concepts, 2
deactivating account, 150, 158
dealer community, 369–370
default calendar view, specifying, 55, 56
Default Pane option, 52–53
default price list, 130
default start screen, setting, 53–54
defining

goals, 14–15
role in organization, 54, 65–66
subject tree structure, 320–321
success, 15
team, 68
territory, 74, 76

deleting
account, 150, 158
activity, 169
announcement, 145
article, 114
attachment from e-mail, 190
attachment from record, 246
lead, 212
note, 245–246
opportunity, 221

Description field (Sales Territories
window), 75

Description tab (Product: New 
window), 130

desktop client, 37
Details group of user profile, 58–62
Details tab

Account: New window, 151–152
Contract: New window, 348

developer community, 369–370
direct e-mail

adding data fields to template, 198–200
Advanced Find function and, 202–205
description of, 57, 181, 195–196
reverting to personal template, 200–201
sending, 201–202
template, creating, 196–198
unsubscribe request, managing, 206

disabling pop-up blocker, 24
discount list, creating, 119–121
Discount Lists window, 119, 120, 121
Discount section of Discount Lists window,

120–121
Display option (Report Viewer screen), 138
Display size option (Report Viewer

screen), 139
displaying calendar, 163
disqualifying lead, 211–212
Distribute Campaign Activity button

(Campaign Activity: New window),
273–275

document management system, 237
Document: New window, 236
documentation and e-mail, 181
Domain Logon Name option, 59
Done indicator, 22
Draft E-Mail folder, 188
Draft stage of article, 109, 111–112
draft status (contract), 345, 346, 352
drag-and-drop operation, 38
drilling down

into help topics, 367
into subject, 323
into summary report, 139

due date, 98
duplicate e-mail addresses, 193
Dynamics applications (Microsoft), 11, 118
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• E •
eBridge BizTalk Server Adapter, 361
Edit Details screen, Clear button, 136, 138
Edit Filter button

Report Viewer: Account Distribution
screen, 135–136

Report Viewer screen, 134, 135
editing. See also modifying; updating

contact, 160
subject, 323–324
user work hours, 61

Else if option, 102
e-mail. See also direct e-mail

accepting, 192–193
article, sending, 291
assigning, 191–192
attachment, adding, 188–190
documentation and, 181
duplicate addresses, 193
forwarding message, 191
linking with account, 183, 188, 194
opting out of, 57, 195, 206
options, setting, 182–183
outgoing, creating, 186–188
Outlook client and, 41–43
relating to record, 193–194
sending, 41–42, 188
token-based system for, 56
types of messages, 181
viewing in Activities window, 184–185
viewing in Queues window, 185–186
viewing sent, 190–191

e-mail address of authors, 5, 374
E-mail: New window, 186–187, 189
E-mail Template: New window, 196, 197
E-mail Templates tab (Set Personal Options

window), 56–57
E-Mail Templates window, 196, 197
End Time field (Appointment window), 167
Ends with operator, 94
entity

assigning report to, 132
viewing report from, 132, 135

Entity Type option, 91

error message when deleting subject, 324
escalation, 13, 84–85
event, 101
Event field (Appointment window), 167
Exact Text search, 116
Excel icon, 180
Excel (Microsoft), exporting to

forecast, 179–180
report, 140–142

expert, finding, 369–371
expiration date for announcement, 

setting, 145
expired status (contract), 345, 346, 353
Export Data to Excel dialog box, 141
exporting. See also importing

forecast to Excel, 179–180
reports to Excel, 140–142
reports to print, 139–140

Express Consulting (Microsoft), 373

• F •
Facilities/Equipment: New window, 302–303
Facilities/Equipment window, Monthly

View, 304
feedback

Amazon.com example of, 12–13
business process and, 85–86

Field Service Application (Fieldpoint),
363–364

file, attaching to note, 245
file types, 160
File➪New, 92
File➪Work Offline, 44
filtering

active cases, 287
records, 29–30, 44–47
reports, 135–138

Financials tab (Campaign: New window),
267–268

Find button, 22
Find function, 155–156
Find|Next option (Report Viewer 

screen), 139
fiscal year, setting, 171–173
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Fiscal Year Settings window, 172
Flat Fee product type, 130
forecast

entering, 174–177
exporting to Excel, 179–180
printing, 179
updating, 177–178

Form Assistant
Case: New window and, 290
collapsing and opening, 129
Contract: New window, 347–348
searching with, 33

forwarding e-mail message, 191
Full Text search, 115

• G •
General tab

Account: New window, 151
Case: New window, 289–291
Contract Line: New window, 350–352
Contract: New window, 347–348
Lead: New window, 209–210
Product: New window, 129–130
Quotes window, 224–226
Service: New window, 310–311
Set Personal Options window, 52–54

General Use article template, 106
generating invoice from order, 231
Go To menu, 25
Go To➪My Work➪Activities, 339
Go To➪Workplace➪Knowledge Base, 330
goals, defining, 14–15
GoldMine, 1, 9, 16
grammar checking, 243
Group AND option, 47
Group By option (Report Viewer 

screen), 138
Group OR option, 47
group, selecting record from, 32
grouping filter criteria, 44–47
grouping products, 128

• H •
Help icon, 366
help options

built-in help, 366–367
expert, finding, 369–371

Microsoft packaged service and support,
372–373

Outlook, 43
overview of, 365
training, 371

Hide in Simple Mode, 136, 137
History tab, 193
home page, 19. See also workplace
hosting company, 2, 361
hours, workday, specifying, 55
house-holding, 361

• I •
icons

Assign, 159, 169, 294
Excel, 180
Help, 366
magnifying-glass, 30–32, 125, 292–293
New E-mail, 186
Save, 151
Send Direct E-mail, 201

Implementation Guide (Microsoft), 15, 63
implementing

business processes, 12–14
Microsoft CRM, 17
pilot program, 15

Import Wizard, file types and, 160
importing. See also exporting

contact records, 160
data, 17

improvement, continuous, 17
In Progress folder (My Work queue),

334–335, 341
In subject field (Search pane), 116
Independent Software Vendor (ISV), 365
information for knowledge base,

organizing, 105–106
Information (user profile), 59
Insert Condition (Common Tasks pane), 94
instant messaging system, 168
integrating with accounting, 11–12, 118
internal security, 63
invoice, generating from order, 231
invoiced status (contract), 345, 346, 352
ISV (Independent Software Vendor), 365
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• K •
Keyword search, 115
kit, 128
knowledge base (KB)

adding or removing article, 108
approving article, 112–114
article template, creating, 106–108
creating article, 108–111
description of, 105, 291
draft article, submitting, 111–112
organizing information for, 105–106
relating subject to article, 327–330
searching, 114–116
unpublishing or deleting article, 114

Knowledge Base window, 109
KnowledgeSync 2000 (VineyardSoft), 77,

91, 363

• L •
laptop client, 37
last one in rule, 47–48
lead

creating, 209–210
definition of, 207
disqualifying, 211–212
entering into CRM, 208–209
modifying, 210–211
promoting into opportunity, 207, 212–213
resurrecting, 212

Lead: New window, 209–210
Leads window, 208–209
library, compiling, 240
Like Words search, 116
linking. See also associating; relating

article to case, 291
case to contract, 353–354
e-mail with account, 181, 183, 188, 194

literature. See also Sales Literature area
for campaign, 265
linking to campaign, 273, 278–279
relating subject to, 331–332

Local Data dialog box, 45

logging time, and associating with 
case, 297

Look For field
Activities window, 165
Cases window, 287
window, 22
workspace, 30

Look Up Articles dialog box, 292–293
Look Up feature, populating marketing list

using, 253–255
Look Up Records dialog box

assigning activity to queue and, 339–340
assigning cases and, 294–295
assigning user to team, 82
associating e-mail to record, 42
overview of, 30–32
populating marketing list and, 255
Potential Customer field and, 176
sharing records and, 70

Look Up window options, 125–127

• M •
magnifying-glass icon

Case: New window and, 292–293
Look Up window and, 125
overview of, 30–32

mail merge, 40–41
Manage Members dialog box, 254, 257
Manage Quotas dialog box, 173–174
Manager module (Workflow Management

System), 90
Manager option, 59
managing

business unit, 78–80
territory, 77–78
unsubscribe request, 206

manual campaign, 264
Manual event, 101
manual rule

calling, 96–97
creating, 97–99
testing, 99
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marketing campaign. See also marketing
list

activity, creating, 270–273
comparing with other campaign, 280–281
creating, 265–268
developing, 257–258
literature, linking with, 273, 278–279
planning, 264–265
recording responses to, 275–277
scheduling activity, 273–275
target marketing lists of, 279–280
target products of, 277–278
tasks, planning, 268–270

marketing, e-mail, 195
Marketing For Dummies, 2nd Edition, 264
marketing list

creating, 251–253
marketing campaign and, 265, 279–280
populating, 253–257
Quick Campaign Wizard, 258–261
as static, 256

Marketing List: New window, 252–253
Marketing List window, 251–252
marketing plan, tracking, 251
marketing reports, 132
measurement and business processes,

85–86
member of territory, 74
menu bar, 20
Microsoft. See also Excel, exporting to;

Microsoft CRM; Microsoft Word;
Outlook client; Outlook

Active Directory, 24
Business Contact Manager, 1, 16
CRM-Exchange Server Connector, 183
CustomerSource web portal, 373
Dynamics, 11, 118
Express Consulting, 373
Implementation Guide, 15, 63
packaged service and support, 372–373
Partners, 365
QuickPlan program, 372–373
QuickStart program, 372
Software Assurance, 373
Web site for registered products, 357

Microsoft CRM
Community Web site, 63
limitations of, 162, 233
migrating to, 16

Microsoft Word
printing and, 11
spell checking, grammar checking, 

and, 243
Track Changes feature, 237

Minions of Chaos, 96
Miscellaneous Charges product type, 130
modifying. See also editing; updating

lead, 210–211
literature in Sales Literature area, 237–238
opportunity record, 216

Monitor module (Workflow Management
System), 90, 99–101

monitoring workflow, 99–101
Monthly View (Facilities/Equipment

window), 304
More Actions button, 22
moving contract from draft to invoiced

status, 352
MVP (Most Valuable Professional), 

finding, 370
My Active Cases filter option, 287
My Activities view, 165
My Closed Activities view, 165
My Resolved Cases filter option, 287
My Work queue, 334–335, 341

• N •
naming

marketing list, 257
resource, 303

navigating
Activities window, 27–29
at application level, 25
at record level, 25–26

navigation pane
application modules and, 25
description of, 20, 21–22
Microsoft CRM section of, 39
Outlook client, 48
Workplace button, 22, 51
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needs analysis, 14, 17
.Net assembly, 90
.NET platform, 1, 9
networked mode, 1
New button, 22
New E-mail icon, 186
New Phone Calls dialog box, 274
New Record button, 20, 21
New Team window, 81
New➪Mail Message, 41
New➪New Activity➪E-mail, 186
newsgroups, 365, 367–369
note

creating, 241–243
deleting, 245–246
description of, 241

Note: New window, 244
Notes and Article tab (Case: New window),

291–293
Notes field (Appointment window), 167
Notes tab

Account: New window, 154
account record, 241–242
Appointment window, 170
Contract Line: New window, 352
Product: New window, 130
Task: New window, 270

notification system, 77–78
null operator, 94

• O •
object-based security, 64
offline mode, 1, 44
on hold status (contract), 345, 346, 353
Open Activities view, 165
Opportunities window, 174–175, 214
opportunity

assigning and sharing, 216–218
associating with quote, 228–229
closing, reopening, or deleting, 220–221
creating and modifying, 214–216
definition of, 207

promoting lead into, 212–213
relating to activity or record, 218–219
Relationship function and, 219–220

Opportunity: New window, 174, 175–176,
215–216

opportunity record
creating, 207
entering, 174–177
exporting to Excel, 179–180
marketing fields and, 250
printing, 179
requirements for, 213
sales process and, 86
updating, 177–178

opt-in mail, 57
Optional field (Appointment window), 167
Options field (Search pane), 116
opt-out option, 57, 195, 206
order, generating invoice from, 231
Organizer field (Appointment window), 167
organizing

existing data, 17
information for knowledge base, 105–106

Originating Lead field (Account: New
window), 153

outgoing e-mail
attachment, adding, 188–190
creating, 186–188
sending, 41–42, 188

Outlook client
accessing Microsoft CRM functions, 39–40
activating, 38–39
description of, 37
e-mail, 41–43
functionality issues, 38
mail merge, 40–41
workplace, setting up, 48

Outlook (Microsoft)
coordination with, 161
e-mail and, 11
Meeting Request, 162
overview of, 1
transition to Microsoft CRM and, 16

Owner field (Account: New window), 152

385Index

39_799459 bindex.qxp  4/18/06  6:14 PM  Page 385



• P •
Page navigation option (Report Viewer

screen), 139
parent record, 154
permissions, assigning

Common Tasks pane options and, 72
sharing opportunity and, 218

personal e-mail, viewing, 184–185
Personal Information Manager (PIM), 9
personal settings

accessing, 51–52
Set Personal Options window, 52–57
workplace screen and, 19

physical security, 63
pilot program, implementing, 15
PIM (Personal Information Manager), 9
pipeline report, 179
planning. See also brainstorming session

marketing campaign, 264–265
product catalog, 118

planning guide, 14
Planning Tasks window, 269
plus sign (+), 323
populating marketing list

Advanced Find feature, using, 256–257
Look Up feature, using, 253–255

pop-up blocker, disabling, 24
Post URL action, 103
Potential Customer field (Opportunity:

New window), 176
Powertrak (Axonom), 360–361
Pragmatech software, 362–363
previewing. See also viewing

announcement, 145
details about record, 23

price list
creating, 124–127
default, 130

Price List Item: New window, 125, 126
Price Lists window, 124, 125
pricing schedule, creating, 117–118
printing

Microsoft Word and, 11
quote, 229–230
reports, 139–140, 179

priority, choosing, 98
privileges, 64
Procedure article template, 106
processes

alerts and, 84
automating, 83
escalation, 84–85
feedback and analysis, 85–86
sales process, 86–88, 219
setting up, 12–14
workflow rules and, 89–90

processing, 333
product catalog

adding products to, 127–130
discount list, creating, 119–121
overview of, 117–118
price list, creating, 124–127
quotes and, 223
relating subject to, 330–331
unit group, creating, 121–124

Product Catalog window, 118–119
Product: New window options, 128–130
productivity software, 359–361
products. See also product catalog

queue for, 334
targeted, in campaign, 264

Products window, 128, 330–331
promoting lead into opportunity, 212–213
proposal, 224
proposal-generating software, 362–363
prospect, 207
Provide a Reason dialog box, 113
public queue, 334
Published stage of article, 109, 116
pull and push, workflow rules and, 333

• Q •
Query Refresh dialog box, 141–142
Question & Answer article template, 106
queue

accepting activity, 340–341
assigning activity to, 338–340
assigning e-mail to, 191–192
creating, 335–337
description of, 333

386 Microsoft CRM 3 For Dummies 

39_799459 bindex.qxp  4/18/06  6:14 PM  Page 386



My Work, 334–335
public, 334
setup for, 334
for sorting cases for action, 296

queue e-mail, viewing, 185–186
Queue: New window, 336–337
Queues window, 185–186, 296, 336
quick campaign, linking target list to,

258–261
Quick Campaign Wizard, 258–261
QuickPlan program (Microsoft), 372–373
QuickStart program (Microsoft), 372
quota

description of, 171
fiscal year settings and, 171–173
setting for user, 173–174

Quotas (user profile), 60
quote

activating, 227–228
associating opportunity with, 228–229
converting to order, 230–231
creating, 224–227
printing, 229–230
product catalog and, 223

Quotes window
Addresses tab, 226, 227
Administration tab, 227
General tab, 224–226
Shipping tab, 226

QuoteWerks, 362

• R •
Rapid Insight, Inc., 363–364
reactivating case, 300
recipient for e-mail, selecting, 186–187
record level, 25–26
recording response to marketing

campaign, 275–277
records. See also account record; Look Up

Records dialog box; opportunity
record

associating e-mail to, 42
changing sort order of, 23
child, 154

contact, 26
converting e-mail message to, 182
display of in window, 22–23
filtering, 29–30, 44–47
linking e-mail with, 183, 188
number appearing in list, changing, 53
parent, 154
refresh button and, 24
relating e-mail to, 193–194
relating note or attachment to, 246
relating opportunity to, 218–219
searching with Advanced Find feature,

33–36
searching with Form Assistant, 33
searching with magnifying glass icon,

30–32
selecting, 23, 32
sharing, 67–72
unsharing, 68, 71

refresh button, 24
Regarding field

Appointment window, 167
E-mail: New window, 193
Task: New window, 269

relating. See also associating; linking
campaigns, 280–281
individual product to substitute 

product, 128
literature to competitor, 238–239
note or attachment to record, 246
opportunity to activity or record, 218–219

relating subject
to case, 325–327
to knowledge base article, 327–330
overview of, 324–325
to product catalog, 330–331
to sales literature, 331–332

Relationship function, 219–220
removing subject, 324
renewing contract, 353
reopening opportunity, 221
Report option (Report Viewer screen), 139
Report Viewer: Account Distribution

window, 135, 136
Report Viewer screen, 134, 138–139
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reports
accessing, 133–135
assigning to entity, 132
categories of, 132
customizing, 138–139
exporting, 139–142
filtering, 135–138
overview of, 131–132
pipeline, 179
printing, 139–140, 179
Service Activity Volume, 316–318
viewing options, 132, 135, 138–139

Reports window, 133–134, 316, 317
Required field (Appointment window), 167
Required Resources tab (Service: New

window), 311–312
Reset option (Common Tasks pane), 72
Resolve Case dialog box, 299
Resolved Cases filter option, 287
resolving case, 298–299
resource

description of, 301
naming, 303
scheduling into Microsoft CRM, 302–305

resource group, creating, 306–308
Resource Group: New window, 307
response to marketing campaign,

recording, 275–277
resurrecting lead, 212
retaining customers, 15
reverting to personal e-mail template,

200–201
reviewing case, 294
RFP software, 362–363
Role Copy, 65
role in organization

administrator, 3, 91, 127
assigning to user, 67
CSR (customer service representative),

288, 334, 340–341
defining, 54, 65–66

role-based security, 64
Roles (user profile), 60
rounding policy, 126–127
Run Report button (Report Viewer:

Account Distribution screen), 136
Run subprocess action, 103

• S •
sales campaign, planning, 264–265
Sales Force Automation systems, 9
sales forecast

entering, 174–177
exporting to Excel, 179–180
printing, 179
updating, 177–178

Sales Inventory product type, 130
Sales Literature area

adding literature to, 234–237
description of, 233
modifying literature, 237–238
relating literature to competitor, 238–239

Sales Literature: New window, 234, 235
sales literature, relating subject to, 331–332
Sales Literature window, 234
Sales module, 208
Sales Performance International, 86
sales process

overview of, 86–88
workflow rules and, 219

sales reports, 132
Sales screen, 21
Sales Territories window, 74, 75
sales territory, setting up, 73–76
Salesforce.com, 361
SalesLogix, 1
salesperson, setting quota for, 173–174
Sant software, 362–363
Save and Close button, 340
Save icon, 151
saving

changes, 340
draft contract, 348
e-mail message, 188
filter, 138
search, 35

Scheduled Activities view, 165
scheduling. See also calendar; service

schedule
activity in marketing campaign, 273–275
resource into Microsoft CRM, 302–305
service activity, 313–316
user into service schedule, 306
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scheduling appointment
for other person, 167–168
for self, 166–167
workplace, using, 27–28

Scribe Insight, 358
scroll bar, 24
Search for field (Search Pane), 116
Search pane, 115–116
searching. See also Advanced Find feature

cases, 287
Find feature for, 155–156
Knowledge Base, 114–116

searching records
with Advanced Find feature, 33–36
filtering compared to, 29
with Form Assistant, 33
with magnifying glass icon, 30–32

security. See also role in organization;
sharing records

access levels, 64
internal, 63
object-based, 64
physical, 63
role-based, 64
user privileges, 64

security profile, reports and, 132, 133
Security Roles window, 65
Select a Template dialog box, 328
Select Behavior window, 92, 93, 95
Select Value dialog box, 95
Selected Records pane, 32
selecting

record from group, 32
record in window, 23

Send Direct E-mail dialog box, 201, 202
Send Direct E-mail icon, 201
Send e-mail action, 102
sending

article via e-mail, 291
direct e-mail, 201–205
e-mail, 41–42, 188

server synchronization, 44
service

creating, 310–312
queue for, 334

Service Activity: New window, 313–315
service activity, scheduling, 313–316

Service Activity Volume report, 316–318
Service Activity Volume window, 316, 317
Service Calendar window, 315–316
service manager, duties of, 334, 338
Service: New window

General tab, 310–311
Required Resources tab, 311–312

service reports, 132
service schedule

resource group, creating, 306–308
resources, entering into, 302–305
services, creating, 310–312
services, scheduling, 313–316
site, creating, 308–310
user, entering in to, 306

Service Scheduling calendar, 162
Services product type, 130
Set Personal Options window

Activities tab, 54–56, 183
e-mail and, 182–183
E-mail Templates tab, 56–57
General tab, 52–54
Workplace tab, 52, 54

settings module, 25
Settings window, View drop-down list, 302
sharing

accounts, 159–160
opportunity, 216, 217–218

sharing records
assigning permissions, 72
overview of, 67–68
security and, 68–69
steps for, 69–71

Sharing window, 217, 218
Shipping tab (Quotes window), 226
signing on, 24
sign-on screen, 25
site

adding resources to, 309–310
creating, 308–309

Sites window, 308, 309
Small Business Marketing For Dummies, 264
Software Assurance (Microsoft), 373
Solution Selling, 86
Solution Selling: Creating Buyers in Difficult

Selling Markets (Bosworth), 86
Solution to a Problem article template, 106
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sort order of records, changing, 23
sorting

activities, 165
cases, 287

spam, 57, 187, 195, 273
spell checking, 243
SQL Server 2000 Reporting Service, 140
Standard KB Article article template, 106
start screen, default, setting, 53–54
Start Time field (Appointment 

window), 167
Start➪Programs➪Microsoft

CRM➪Workflow Manager, 91
Start➪Programs➪Microsoft

CRM➪Workflow Monitor, 100
State change event, 101
status bar, 20, 22
status of contract, 345–346
Stop action, 103
subaccount

description of, 150
setting up, 154–155

subject
adding, 322–323
defining, 320–321
description of, 319
editing, 323–324
relating to activity, 324–332
removing, 324

Subject field
Appointment window, 167
e-mail, 187
magnifying glass icon and, 32

Subject Lookup dialog box, 322
subject tree

adding to or revising, 323
creating, 320–321
description of, 319

Subjects window, 321–324
submitting draft article, 111–112
success plan, 14–15
suspect, 207
synchronization settings

data group filters, setting, 44–47
last one in rule, 47–48
in Outlook, 43
Outlook client and server, 44

system administrator
adding product and, 127
role of, 3
workflow rules and, 91

• T •
Target Marketing Literature option

(Campaign Activity: New window), 273
Task: New window, 269–270
team

assigning user to, 81–82
creating, 80–81
defining, 68
description of, 80

Teams (user profile), 60
templates

article, creating, 106–108
contract, 344–345
description of, 105, 343–344
e-mail, adding data fields to, 198–200
e-mail, creating, 196–198
E-mail Templates tab, 56–57
reverting to personal e-mail, 200–201

territory
description of, 73
managing, 77–78
sales, setting up, 73–76

Territory field (Account: New window), 152
Territory option, 59
testing

manual rule, 99
workflow rule, 96

thread
e-mail, 183
newsgroup, 367

time, associating with case, 297
time increments and discounts, 121
Time Zone drop-down list, 54
Toggle All Permissions of the Selected

Items option (Common Tasks pane), 72
token-based system for e-mail, 56
toolbar, 20, 21
Tools➪Advanced Find, 34
Tools➪Options, 182
Tools➪Pop-up Blocker➪Turn off Pop-up

Blocker, 24
Total Time field (Resolve Case dialog 

box), 299
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Track in CRM option, 38
tracking

budget versus expenses, 264
competitor, 239–240
marketing plan, 251

training users, 17, 371

• U •
Unapproved stage of article, 109, 112
Unit Group: Books window, 123, 124
unit group, creating, 121–124
Unit Groups window, 122
unpublishing article, 114
unsharing record, 68, 71
unsubscribe request, managing, 206
Update entity action, 102
updating. See also editing; modifying

Contact Methods information, 195
marketing list, 256
sales forecast, 177–178

Use Saved View field, 35
user

assigning account to, 158–159
assigning activity to, 168–169
assigning case to, 294–296
assigning to team, 81–82
setting quota for, 173–174
setting up schedule for, 306

user privileges, 64
user profile

Information, 59
Quotas, 60
Roles, 60
setting, 58–59
Teams, 60
Work Hours, 60–61

• V •
vaporware, 358
vertical orientation, 360
View drop-down list (Settings window), 302
View field, 30
View menu

Activities window, 165
lead and, 210–211
workplace screen window and, 22

viewing. See also previewing
account information, 155–158
activities, 164–165
announcement, 145–146
calendar, 163–164
cases linked to subject, 326–327
contact, 160
e-mail, 184–186
queues and activities from workplace, 338
report from entity, 132, 135
reports, 138–139
saved searches, 35
sent e-mail, 190–191
user work hours, 61

VineyardSoft KnowledgeSync, 77, 91, 363

• W •
Wait for Conditions option, 102
Wait for Timer option, 102
web client

description of, 37
functionality issues, 38

web services, 9
Web sites

add-on products, 357
Axonom Powertrak, 360
client relationship management

resources, 374
client retention systems, 364
c360 productivity packs, 359
eBridge BizTalk Server Adapter, 361
experts, finding, 370, 371
Fieldpoint, 364
Microsoft CRM Community, 63
Microsoft CRM hosting partners, 361
Microsoft Inside Sales Department, 370
Microsoft packaged service and support,

372, 373
Microsoft training, 371
planning guide, 14
Pragmatech, 362
QuoteWerks, 362
Rapid Insight, Inc., 363
Sant, 362
Scribe Insight, 358
VineyardSoft KnowledgeSync, 363

Weekly Schedule: Edit screen, 305
whiteboard, 106
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wildcard character (*)
Look For field, 165, 255, 287
Options: Exact Text option, 116

window. See also specific windows
application level, 25
workplace screen and, 20, 22–24

Word (Microsoft)
printing and, 11
spell checking, grammar checking, and,

243
Track Changes feature, 237

Work Hours (user profile), 60–61
workflow, 251
Workflow Management System. See also

workflow rules
description of, 89
limitations of, 90–91
Manager module, 90
manual rule, creating, 96–99
Monitor module, 90, 99–101

Workflow Manager window, 91, 92
Workflow Monitor window, 100
workflow rules. See also Workflow

Management System
actions and, 102–103
activity management system and, 161
alert system and, 78
automating business rules with, 89

business processes and, 89–90
conditions and, 101–102
creating, 91–95
events and, 101
implementing, 12–14
pull, push, and, 333
reviewing case and, 294
sales forecast and, 180
sales process and, 219
territory and, 74
testing, 96

workplace
application modules, 25
description of, 19–20
Knowledge Base, 109
menu bar, 20
navigating Activities window, 27–29
navigation pane, 20, 21–22
Outlook client, 48
record level, 25–26
status bar, 20, 22
toolbar, 20, 21
viewing queues and activities from, 338
window, 20, 22–24

Workplace button (navigation pane), 22, 51
Workplace tab (Set Personal Options

window), 52, 54
worksheet, dynamic, 141
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