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1. Course Introduction

We are very pleased that you have selected OrangeCRM as your continuity business software
solution! We are dedicated to training your CSRs (Customer Service Representative) and
improving your customer’s service experience. So, we have designed a truly amazing Customer
Resource Management (CRM) system that is easy to use, feature rich and most of all CSR
friendly!

However, to benefit the most from this software, your CSRs need to understand how to handle
the daily customer issues in OrangeCRM. (OCRM) So, we have prepared this training manual to
provide an overview of the most common tasks your CSRs will face in handling customer service
issues.

Additionally, if your company is using IssueBreeze, for escalating advanced customer service
issues please refer to our IssueBreeze CSR training documentation located at:
http://help.issuebreeze.com in the downloads area.

The better your CSRs understand OrangeCRM and its functionality, the more useful it will be to
them in providing excellent customer service to your customers.

Note: We regularly update our training manuals as the CRM is enhanced. However, if you are
looking for something and it is not listed anywhere in this document, you may contact us
directly by any of the options below for more training.

2. Additional Training and Support

To contact us, please use one of the following options:

Mailing Address: Aexxis LLC, P.O. Box 38 Griffin, Georgia 30224
Call us at: 770-227-0036, Main Office Phone Support

Fax us at: 770-783-8868

Email us at: support@orangecrm.com

Online help text: http://help.orangecrm.com

Click on the Contact Support for assistance in the program

Home || Customers | Leads

Online Help

Contact Support ‘

Help Desk - IssueBreeze™

Global Search

User Security
Role Security

Batch Job Schedule
Database Event Log



http://help.issuebreeze.com/
mailto:support@orangecrm.com
http://help.orangecrm.com/

3. Logging In and Out of OrangeCRM
Logging In

When you log into OrangeCRM, you will be logged in for as long as your browser remains open.
If you want to keep your browser open when leaving your workstation, please remember to
apply your local company information security policies such as password screen savers to
prevent unauthorized access to this or other applications. To log on to OrangeCRM:

Enter your User name and password:

1. The Corp. ID field will auto populate. You do not need to enter anything in the Corp. ID
field. It identifies which corporation you are signing into automatically.

2. Click on the Sign in Button to log into OrangeCRM. (Contact your system administrator if
you cannot log into OCRM)

Note: The software can be setup to log out all users automatically after a specific period of
time. For example, all users can be automatically logged out after each eight hour shift. Please
contact your system administrator to determine your current setting and to setup this feature.

range

Web User Authentication
Please identify yourself:

Username csrl
Password =~ sesssed] |

Ccrp I |sssssss

demo.orangecrm.com
Wed 07/25/2012 11:35 AM

24.98.231.162

Powered by the good guys at OrangeCRM.



If at any point you cannot sign into your CRM’s main URL, simply go to one of our backup
locations by adding a 2 or 3 to the URL. This will take you to a different datacenter that is
normally running only 10 minutes behind the main URL’s datacenter. (See Example)

https://mycompany.orangecrm.com
https://mycompany2.orangecrm.com
https://mycompany3.orangecrm.com

Logging Off

To log off completely, simply close all of your browsers to prevent any unauthorized access to
this program. Now, you are now completely signed out of the system.

To log off and quickly sign in as a different user, you can click on the line below that says:
"signed in". It will take you back to the log in page where you can enter a different user id and
password.

Note: The "sign in" does not sign you out completely from the system. It's just a quick way to
change the log in to a different user. If you click the back button, on the web browser, you will
notice that you are still logged in.) You MUST close all of browsers to log out completely.

r | I g CONTINUITY CLUB MANAGEMENT
crm
Cosmer 1) [ e |
Performance for | ALL PROGRAMS [=]
- -
Three Day Money Snapshot M Seven Day Cash Snapshot i
$3,811.95 REFUNDED Jun ?,Z]1I]
3,524,30 DECLINED ACCEPTED: 119,896 55
| 15,436 45 ACCEPTED
$207 30 REFUNDED Jun§, zm]
I $3,795.10 DECLINED:
. 515,635,565 ACCEPTED 7 E
55 10 REFLINDED: suns, 2010 REFUNDED - $22,105.8
4,082 45 DECLINED
I $17 261,90 ACCEPTED ERROR: $277
0 2000 4000 5000 000 10000 12000 14000 16000 1500 DECLINED - $27 584 7
ByDste | By Account | Deposits By Date Inqueus | ChargeBacks | Chargeback Analysis -
« T < m ] b
-
Totals for the Selected Program New Customer Snapshot (Per Day) b
Billable Customers 29,921 ‘ 609 Fnd
Canceled Customers 64,308 ‘
269
et Sales (Sales less refunds and Chargebacks) $32,721,345.09 ‘ " 125 .
Total Costs $15,433,661.52 ‘
Next Month Estimated Billing FRRRRARREREEERRAREEEEEES
I I I I I I BN — Y
T xR HEERBENSEEE2L2REEEEREES
Finance and Risk | Erofit and Loss | Estimated Income Activity Report | Attrition Rate | Fulfillment Summary L4
< T INCRN KR . ] b
Updates Programs About

© 1998-2010 Aexxis LLC —fp siognedin 2s Demo User


https://mycompany.orangecrm.com/
https://mycompany2.orangecrm.com/
https://mycompany3.orangecrm.com/

4. Menus and Definitions

Quick Find Drop down list

This is your main way for looking up Customers, Comments, Fulfillments, and Transactions in
OCRM. lIt’s your eye into the system. Think of it like Google where you always search to find
things. You can find information by the menus, but the quick find is much easier.

O rg n g @ MANAGEMENT PLATFORM

- CI'm

u
Quick Find Results o EXCEL EXPORT

The Action menu in the customer record, transaction record and other records are the main
menus you will be working with to action items in the CRM. Please notice them below and the
functions that they can perform.

Note: Views below are with Level One CSR access. Your menus maybe different depending on
your ACL role.

Customer Record Action Menu

[skip Trial - Bill Now
Grant Free Month...

Delay Billing...
Waive Trial Fees
Mew Payment Info




Skip Trial - Bill Now - This option allows you to immediately bill the customer by skipping the
trial period.

Grant Free Month - This option allows you to specific the number of free months.

Delay Billing - This option allows you to delay or extend the trial period by a specified number
of days.

Waive Trial Fees - If the customer status is Trial, this option allows you to waive the trial fee
and set the customer account to Active.

New Payment Info - This option allows the admin user to make changes to the bank route for
this customer.

Request New Fulfillment - This option will bring up a new window for the customer's
fulfillment. From this window, you can choose a new fulfillment for this customer.

Unlock Billing Plan - If you wish to manually change the billing plan that this customer is on, this
option will allow you to change it on the form from the drop down options. You cannot change
the billing plan without first unlocking it.

Unlock Category - If you wish to change the category information about this customer, this
option will allow you to change it on the form from the drop down options. You cannot change
the category without first unlocking it. Categories are a way of grouping customer products in
the CRM.

Mark New, Mark Trial, Mark Active, and Mark Suspended - These options allow you to change
the status of a customer.

Access and Revisions - This will show you the Access and Revisions tab of the customer form.
Archive Customer Account - Archives the customer. It is not recommended to archive
customers. It removes them from reports and allows them to rejoin as a new customer and get
free trials.

Add to High Risk - This option allows you to mark the customer as High Risk if they are in
Canceled or Archived status.

Open API Link - If a customer's status is Trial, you can use this feature to open the API Interface
window.

Cancel Customer Account - Cancels the customer’s account and ends billing cycles. Canceled
customers can be reactivated in the system by marking them active again.

Transaction Action menu —

Level One CSR view

actions || save | cemcer | HELP

Mew Payment Info

Convert Capture to Sale

Mark INQUEUE

Resubmit Transaction

Refund Transaction




New Payment Info — Allows new Payment number to be entered.

Convert Capture to Sale — Allows a manager to convert a captured transaction and run it as a
sale if PREAuth information was lost.

Mark INQUEUE - This will mark the transaction as Inqueue to be sent to the bank.

Resubmit Transaction - This will change the current transaction status to retried. It then creates
a new identical transaction and places that transaction INQUEUE to be sent to the bank. The
date issue is set to the current date, and the number of retries is incremented by one.
Refund Transaction — Allows partial or full refunds for customer’s transactions. If the
transaction is pending, the new status will be pending refund. If the transaction is in approval
state from the bank, the transaction will be refunded. If no approval from the bank has been
received, the transaction will be changed to declined, and no refund is issued. Only purchase
and captured transactions can be refunded.

Manager or Admin view

ACTIONS

MNew Payment Info

Convert Capture to Sale

Mark GN HOLD
Mark INQUEUE
Mark APPROVED
Mark DECLINED

Mark On Hold - This will mark the status of the transaction on hold.

Mark InQueue - This will mark the transaction as inqueue to be sent to the bank

Mark Approved - This will mark the status approved. Note: This does not update the customer
status, the date last processed, or the cycle count. This should only be done by administrators
that have a good understanding of how the CRM works.

Mark Declined - See above for status definitions. This will mark the status declined. Note: This
does not update the customer status, the date last processed, or the cycle count. This should
only be done by administrators that have a good understanding of how the CRM works.



Mark Error - See above for status definitions. This will put the status of the transaction as in
error. Note: This does not update the customer status, the date last processed, or the cycle
count. This should only be done by administrators that have a good understanding of how the
CRM works.

Mark Chargeback - See above for status definitions. This will mark the status of the transaction
as chargeback. Note: When a transaction is marked as a chargeback (either by a CSR or from a
bank update procedure), merchant banks will be set to auto refund for all subsequent
transactions (purchase transactions dated later than the CB). In addition, the customer is
canceled, the lead is updated to out-of-compliance and any chargeback fulfillments are issued.
Mark RFI - See above for status definitions. This will change the status to RFI. In addition, it
requires you to complete the RFI fields. Upon saving the transaction, RFI fulfillments will be
triggered.

Resubmit Transaction - This will change the current transaction status to retried. It then creates
a new identical transaction and places that transaction Inqueue to be sent to the bank. The
date issue is set to the current date, and the number of retries is incremented by one.

Refund Transaction - If the transaction is pending, the new status will be pending refund. If the
transaction is in approval state from the bank, the transaction will be refunded. If no approval
from the bank has been received, the transaction will be changed to declined, and no refund is
issued. Only purchase and captured transactions can be refunded.

UnDo Transaction - This will perform actions that will make it as if the transaction never
happened. The lead status will be reset, the transaction will be taken off, comments stating
what happened and when will be made on the transaction, and the customer cycle counter will
be reset. The fee schedule will be reset so that if need be the fee schedule will process again.
NOTE: Transactions that have been processed by a bank cannot be undone.

Open API Link - This action is only available to system administrators and allows you to open
the API link that made the transaction.

Ignore Customer Cancel — This allows for a customer to be canceled in the CRM and a
transaction that is still Inqueue or pending to be processed and billed to that customer.
However, no further billing or shipping will occur since the customer has been canceled in the
system. The product or item will be sent to the customer.

Ignore Billing Plan Change — This allows a customer that wants a billing plan change, who has a
transaction that is pending or Inqueue, to still receive that transaction processed under the
previous billing plan. Any future transactions will continue under the new billing plan.



Transaction Status Definitions:

It is important to know the definition of the following transaction status. This way when you are
talking with a customer you can explain clearly what that transaction status means.

10.

11.

12.

Approved - The status of the transaction will read approved. This is generally when
receiving an approval from the merchant bank. The customer information will be
updated with the approval, changing the last processed date to the current date.
Declined - The status of the transaction will read declined. A Transaction that has been
declined has been refused by the bank. The bank has declined to process the
transaction.

Error - The status of the transaction will read error. This status is the same as declined,
but due to an invalid format being sent to the bank. The bank refused to process the
transaction due to an invalid format or at times an unknown account number.

Retried - The status of the transaction will read retried. This is a declined transaction
that has created a new transaction to be tried at a later date according to a retry
schedule on the merchant bank.

Refunded - The status of the transaction will read refunded. This is a purchase or
capture transaction that has issued a refund transaction.

On Hold - The status of the transaction will read on hold. This is a transaction that will
never be sent to a bank until there is a change in status. By default all refund transaction
are created on hold. A setting in the acquisition centers under transactions can take on
hold transactions and automatically set them to in queue at a set time interval.

In Queue - The status of the transaction will read in queue. This is a transaction that is
waiting to be sent to a merchant bank.

RFI - The status of the transaction will read RFI. This is the status a transaction will be
placed in while a customer disputes the transaction. The bank has requested further
information (RFI) for its investigation for the transaction, while it decides whether or not
it’s a valid transaction.

Charged Back - The status of the transaction will read charged back. The bank has
forced a refund at the customer’s request.

CB Memo - The status of the transaction will read CB memo. This is a credit transaction
that is created by the system as a result of a charged back transaction.

Pending - The status of the transaction will read pending. This is a transaction that has
been sent to a merchant bank, but no answer has come back yet.

Pending refund - The status of the transaction will read pending refund. This is a refund
transaction that has been sent to the bank and no answer has been sent back. This type
of status is as a result of a CSR requesting a refund on a transaction.

10



5. Recommended User Security Roles

Protecting your company data is extremely important to both your company and to us! So we
recommend that you grant your ACL users, ONLY the level of access that their work function
requires. If you need more access or to add a new role in the system, contact you system
administrator.

_ Access & Revisions

Select the Roles for this User:

Roles:

< SELECT ONE > [
NoXLSExport - (CLASS) Disables the Quick Find export ability -

PC Demo - [(CLASS) Grants access to PC Demo Program

PerformTab - (CLASS) Grants Access to the Performance Tabs and Charts
ReadOnlyAccess - (CLASS) Pravents editing or updating any CRM data

Seeall - (CLASS) Grants access to all programs in the CRM S
CrmitEdit - (FUNCTION]) Grants edit (update) access to customer comments.
CreateProgram - (FUNCTION) Requirad to create a new program.
FulFillmentReqg - (FUNCTION) Grants the Request New Fulfillment action
TicketAccess - (FUNCTION) Grants the Service Request section of the cu
TransCCAccess - (FUNCTION) Grants full display of credit card and ACH
TransEdit - (FUNCTION) Grants edit access to transaction records.

ACLUser - (MENU) Grants create and adit access to User Security areas.
AdminAccess - (MENU) Allows access to all CRM functions and data
BankAccess - (MENU) Allows access to finance and banking data
MenuBank - (MENU) Enables the main BANK menu

MenuCustomer - (MEMU) Enables the main CUSTOMER menu

MenulLead - (MENU) Enables the main LEAD menu

MenulList - (MENW) Enables the main LIST menu

MenuTrans - (MENUW) Enables the main TRANSACTION menu i

Mgraccess - (MENU] Allow access to oversight and setup functions

m

|

Recommended Roles for various ACL Users:

These are the recommended roles for each ACL user level.

CRM Administrator —

1.

2

4.
. Fulfillment Requests (FUNCTION) - Gives access to request new fulfillments for

(92

O 00 N O

CmtEdit (CLASS) - Grants edit and update access to the customer comments area.

. CreateProgram (CLASS) - Grants access to create a new program in the CRM.
3.

PerformTab (CLASS) - Grants access to the Performance Tabs and charts in various
forms, excluding the Performance charts on the Home Page.
SeeAll (CLASS) - Grants access to all the programs and data in the CRM.

customers.

. Ticket Access (FUNCTION) - Grants access to Service request area of customer record
. TransCCAccess (FUNCTION) - Gives access to full display of CC and ACH information.

. TransEdit (FUNCTION) - Grants edit access to transaction records.

. ACLUser (MENU) - Grants create and edit access to User Security area

10.

AdminAccess (MENU) - Allows access to all CRM features and function

11



11.
12.
13.
14.
15.
16.
17.

BankAccess (MENU) - Allows access to the finance and banking data
MenuBank (MENU) - Enables the main BANK menu

MenuCustomer (MENU) - Enables the main CUSTOMER menu
Menulead (MENU) - Enables the main LEAD menu

MenulList (MENU) -Enables the main LIST menu

MenuTrans (MENU) - Enables the main TRANSACTION menu
MgrAccess (MENU) - Allows access to the oversight and setup functions

CRM Manager -

1.
2.

3.
4,

O 00 N o U»n

CmtEdit (CLASS) - Grants edit and update access to the customer comments area.
PerformTab (CLASS) - Grants access to the Performance Tabs and charts in various
forms, excluding the Performance charts on the Home Page.

SeeAll (CLASS) - Grants access to all the programs and data in the CRM.
Fulfillment Requests (FUNCTION) - Gives access to request new fulfillments for
customers.

. Ticket Access (FUNCTION) - Grants access to Service request area of customer record
. MenuBank (MENU) - Enables the main BANK menu

. MenuCustomer (MENU) - Enables the main CUSTOMER menu

. MenulLead (MENU) - Enables the main LEAD menu

. Menulist (MENU) - Enables the main LIST menu

10. MenuTrans (MENU) - Enables the main TRANSACTION menu
11. MgrAccess (MENU) - Allows access to the oversight and setup functions

Customer Service Manager -

1.
2.
3.

4.
5.
6.

CmtEdit (CLASS) - Grants edit and update access to the customer comments area.
SeeAll (CLASS) - Grants access to all the programs and data in the CRM. (Depending)
FulfillmentRequests (FUNCTION) - Gives access to request new fulfillments for
customers.

TicketAccess (FUNCTION) - Grants access to Service request area of customer record
MenuCustomer (MENU) - Enables the main CUSTOMER menu

MenuTrans (MENU) - Enables the main TRANSACTION menu

12



Customer Service Representative (CSR) -

1. SeeAll (CLASS) - Grants access to all the programs and data in the CRM. (Depending)

2. Fulfillment Requests (FUNCTION) - Gives access to request new fulfillments for
customers.

3. Ticket Access (FUNCTION) - Grants access to Service request area of customer record

4. MenuCustomer (MENU) - Enables the main CUSTOMER menu

5. MenuTrans (MENU) - Enables the main TRANSACTION menu

13



6. General Information
a. All edited data must be saved for the customer record to be updated. Closing the window
without saving it first will cause your edits to be lost.

& https://demo.orangecrm.com/aexdisdemo/crmcust.nsf/0/&FDE1 E30D22E508E35257007001 ES00870penDocument

Customer Record SAVE

Status BFDG61E300Z2ES08B85257007001E8008

& https://demo.orangecrm.com/aexxisdemo/crmthread.nsf/Thread?OpenFarm &PullData

'26-Jul-2012 02:38:28 BM |1 PreDefined | < SELECT ONE =

b. Click on the refresh button when you need to refresh changes to a display list. So, if you
make a change to a record and you do see it, just click on the refresh button to refresh the
list.

| Customers || Got
QUICK FIND |
<+« Previous Refresh Next == -
c. Choose Icon — Displays a context sensitive list of available items
d. Paper Icon - Displays the detail sensitive list of a selection

14



7. Searching
a. Searching for customers
1. Basic search instructions - Searching for information in Orange is like searching in
on the Internet. Use the Quick find. It’s the best way to find things.
a. The Quick find field allows you to search for customers by their phone number,
or by their first and last name.
Ask for the customer’s phone number FIRST and search of the customer record.
c. Thisis the recommended and best way to find a specific customer record. See
example:

Quick Find Results EXCEL EXPORT || CLOSE [[ HELP

Search Again Quick Find | Customers Izl 8458886423 mshawing 250/ rovs in ) a new @ this
window.

1 Records Returned

ACCOUNT NAME PHONE EMAIL STATUS PROGRAM
i Aexcxis Services
ROBERT MOONEY B458886423 RRMOONEY2000@YAHOO.COM CSR CANCELED Diract

d. If the record is not found, then you can search by the customer’s first and last
name.

e. Ask customer to verify his contact information — Address, or email account, and
so forth as a security check to prevent problems.

2. Searching for a specific customer with a common name — (Mr. Smith in the Cleaner Plan)

a. Enter the first and last name in the quick find.

b. You may get several people with the same or similar name.

c. Verify with the customer which program or offer they are calling in about before
opening or editing the record.

d. Make sure you only open the correct customer record by checking the status and
program or order they purchased.

e. It may be better to search by the customer’s phone number instead.

e I

EXCEL EXPORT

Quick Find Results CLOSE HELP

Search Again Quick Find | Customers El =mith mshawing 250/ rovs in U & new @

this window.

250 Records Returned

ACCOUNT NAME PHOMNE EMAIL STATUS PROGRAM
lJOHN SMITH 123.123.123.45 QA@HIREAWIZ.COM TRIAL HIRE A WIZ
JOHN SMITH 123.123.123.45 QA@HIREAWIZ.COM ARCHIVED HIRE A WIZ
3JOHN SMITH 456.123.234, QARHIREAWIZ.COM ARCHIVED HIRE A WIZ
JOHN SMITH 123.1232.122.45 QA@HIREAWIZ.COM Active Cleaner Plan
5JOHN SMITH 123.123.123.45 QA@HIREAWIZ.COM ARCHIVED HIRE A WIZ
JOHN SMITH 123.123.122.45 QA@HIREAWIZ.COM ARCHIVED HIRE A WIZ
7JOHN SMITH 122.122.122.45 QA@HIREAWIZ.COM . Cancelled HIRE A WIZ
S.‘IOHN SMITH 123.123.122.45 QA@HIREAWIZ.COM ARCHIVED HIRE A WIZ
BJOHN SMITH 123.123.122.45 QA@HIREAWIZ.COM ARCHIVED HIRE A WIZ

IUJOHN SMITH 123.123.122.45 QA@HIREAWIZ.COM ARCHIVED HIRE A WIZ

15



b. Searching for Transactions
1. If you want to find a transaction using the customer’s credit card information, you can

use the quick find field and drop down to search by Transactions. You should ask for the

last six digits of the credit card. Enter the Credit card information and click on Go.

a. The result will return with all data that contain those six digits including other
customer’s addresses with those numbers.
Look for the credit card number and the customer name and open that record.
See example.

Quick Find Results EXCEL EXPORT

Search Again Quick Find Transartiunslzl *0075 mshuwing 250/ rows in ) a new @
this window.

239 Records Returned

1 27-Apr-2005 Reva D Kingsland peclIneD PREAUTH W 4700...0075 o0s/o7 1 256  DECLINE
27-aApr-2005 [ Debi C Holland DECLINED PREAUTH W 4400...0039 05/05 1 256 DECLINE
3 27-Apr-2005 [ Stephanie Reese pECLINED PREAUTH M 5400...0075 10/06 1 256 HOLD CARD
27-Apr-2005 Macdaniel E Foster peclINED PREAUTH W 4000...0094 11/07 1 256  INVALID CARD
27-Apr-2005 Maira Jarquin PPROVED PREAUTH W 4300...0075 10/06 1 0o DETEEL

'’ Transaction Appro
27-Apr-2005 [ Andrea N Cannon AppROVED PREAUTH 4100...0075 s 02/08 1 0o LHEIEE

Transaction Appro

d. If no results appear, check with the customer to be sure that this was, in fact the
same Credit card they used for the transaction.
It may be best to search by the customer’s phone number instead.

f.  You may not have access to view full credit information depending on your role.

c. Searching for Comments
1. You can search for comments that you have made in the system to customer records.
a. This may be helpful when you need to go back to a customer record that you
worked on and need to find again, but you cannot remember their name.
b. To do this, enter your user id in comment quick find field. See example:

Comments El lewvel one csr Go!

EXCEL EXPORT

Quick Find Results

Search Again Quick Find | Comments El level ocne csr mshuwing 250 rovs in ) 3

m

new @ this window.
241 Records Returned

1 26-Jul-2012 Customer question f26-Jul-2012 - level one csr} El
~ Customer requested account ~ _ )
() 01-Mar-2012 e {01-Mar-2012 - level one csr}
3({) 31-Jan-2012 iﬁ;‘&"f CELNECES SEnE e e e e el
4 Status of CSR CANCELED was .
31-Jan-2012 changed to ACTIVE {31-1an-2012 - level one csr}

16



d. Advanced searches
1. You can use a wildcard * when searching for less than five characters (before or
after those characters)
2. Four characters or less will give you an error message that says the search
expression is too short.

rQ n g Q MANAGEMENT PLATFORM

Home | Customers | Transactions Quick Find  Customers |« |l 12347 | Got |

3. More advance search options:
a. Quick Find searches can be done on multiple fields and can be done with the
options of equal to (=), not equal to (Not =), greater than (=), or less than
=.
b. Using parentheses will execute the command within the parentheses
before the rest of the search is conducted.
c. Listed below are some examples:
i. [LastName]=Smith
ii. This search will return all records with the value of 'Smith" in
the Last Name field.
iii. [LastName]=Smith and [FirstName]=John
iv. This search will return all records with the value of 'Smith" in
the Last Name field and the value of '‘John' in the First Name
field.
v. [DateCreated]>12/31/2008 and [DateCreated]=<01/31/2009
vi. This search will return all records where the creation date is
greater than 12/31/2008 and equal or less than 01/31/2009.
vii. [CallCenter]=Alpha or [CallCenter]=Beta
viii. This search will return all records with the value of 'Alpha' OR
'‘Beta' in the Call Center field.
iX. [LastName]=Smith and [DateCreated]>07/31/2009
X. This search will return all records with the value of 'Smith" in
the Last Name field that were created after 07/31/2009.
Xi. Not [CallCenter]=Alpha
xii. This search will return all records where the value of 'Alpha’ is
NOT in the Call Center field.
xiii. (Not [CallCenter]=Alpha and Not [CallCenter]=Beta) and
[DateCreated]>07/31/2009
xiv. This search will return all records where the value of 'Alpha’ or
'‘Beta' is NOT in the Call Center field and the records were
created after 07/31/2009.

17



8. Handling Customer Issues

a. Understanding Customer records

1. Now let’s take a look at the layout of a customer record. The left hand side of the

record focuses on the customer’s status, contact information, and web site login info.

(If needed)

2. The Billing Plan and Category fields are grayed out by default. You MUST unlock them

using the tabs Unlock Billing plan or Unlock Category on the Action drop down menu.

a. If you need to verify the customer’s current billing plan or category, you
can reference them in these fields.

b. Categories are a way of grouping products or items. Some companies many not use

them.

Left hand side of customer record

Status ACTIVE

First Name CHRISTOPHER
Middle Name E

Last Mame MCDOONALD

Phone 916-392-1917
Email chris@tvu.com

IM Address

Web UserName ChrisMC

Web Password hne758

Web Status

Billing Plan tonthly Billing Plan
Category ledia Arts Campaign
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3. The right hand side of the customer record is focused on the customer’s order. There you
will find the customer’s program, acquisition center, when the order was placed, last
processed information, the estimated next billing date and amount. (CSR’s cannot change
the customer’s program or acquisition center)

a. Each customer is assigned a unique 32 digit GUID number. You may use the last six
digits of the customer record when if needed to find that customer record again.

b. Last process field — Shows the last time the customer was billed. The next two field’s
show the transaction cycle counters. The first one counts the billing cycles based on
the transaction being issued and second one counts the successfully paid transaction
cycles.

c. The Record / IP field is used to paste a link to a third party storage location of a phone
conversation with a customer. (Not all companies use this feature)

d. Afflilate Tracking information is stored in the customer record. This tells you which
Affiliate sent you that customer lead. Sub-affiliates are tracked in the second and third

fields.
Right hand side of customer record

GUID SFDG1E20022ES508B85257007001E8008
Lead GUID D13A0D57C47FFDOBES25T00E0055EE82 Bl
Program Aexwis Services Direct Bl
Acquisition 100 - Aswxis ]
Birth City
Ordered Rejuvenate 20

Date Ordered
Last Process
Estimated Bill
SOAP ID
Record / IP
Affiliate Track

12-Jan-2011 9

25-Jul-2012 1 o/ 1
12-Apr-2011 55.595
192.168.2.1

Mediz Arts Sub-id 4762 | wamw.rejuv:

. The bottom section of the customer record contains six important tabs. They are the:
Comments, Address, Account, Details, Fulfillments and IssueBreeze (Help Desk) tabs. Let’s

take a look at each of them.

a. Comments - Lists all previous CSR or system comments added to the customer record.
These comments will include the CSR user Id and the date the record was edited.
Encouraging your CSR’s to add comments to each customer record is a good practice.
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b. Address — This tab contains the customer’s shipping and billing addresses. It is re-
commended that you verify, with the customer, that you have all of his current address
information in these fields to insure that the customer is properly billed and will receive
his purchased items.

c. Account - This tab can be accessed by the Actions menu New Payment Information
button or at the bottom of the customer record. It is used to change the customer’s
credit card information. CSR do not have access to view customer’s credit
card information, but they can update that information. They cannot change the Bank
Routing information (Sticky route) CVV information is not stored in OrangeCRM.

d. Details — This tabs contains specific data about the customers. There are five
customizable fields that your company may use. CSR’s can add specific information in
those fields as required per your company.

e. Fulfillments — This tab will show all fulfillments that are linked to a customer. You can

select from the list of fulfillments available and send a manual or email fulfillment to the
customer.

f. IssueBreeze — This tab allows you to create a help desk ticket where an advanced
customer issue or concern can be forwarded to a second level support team. The new
ticket will auto populate with the customer information and a link to the original
OrangeCRM customer record and transaction.

Bottom portion of customer record

Address Account Details Fulfillments IssueBreeze™
[[1Hide Details
=< Previcus Refresh Mext == -
26-Jul-2012 Customer question {26-Jul-2012 - |level one csr} |_|
1 Customer called and asked a couple questions on any available discount or price changes. [
25-Jul-2012 Cancel was saved with free month {25-Jul-2012 - bruce read}
2 The customer called to cancel but accepted a free month to continue the service. I sent him the $10 gift card also.
25-Jul-2012 Billing Plan updated to Monthly Billing Plan from ... {25-Jul-2012 - bruce read}
A 25-Jul-2012 Status of ACTIVE was changed to ACTIVE {25-Jul-2012 - bruce read}
4 (4 il
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b. Skip Trial - Bill Now

1. When a customer wants to order an item immediately over the phone or requests to be
billed immediately, you can use the Skip Trial and bill now button on the Actions drop
down menu.

Grant Free Manth...

Delay Billing...
Waive Trial Fees

2. Confirm that you want to bill them immediately. Click Yes.

QUESTION - Mozilla Firefox

@ https://dem o.mangecrm.cun'm::lenmfcrmﬂst.rsffﬂumio Tﬁ',’

2]

3. Save the customer record. The change will be added below in the Comments tab
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c. Grant Free month

1. To grant a customer free month(s) of service, click on the Grant free month button on
the Action menu.

|Skip Trial - Bill Now |
Grant Free Month... ‘___

Crelay Billing...

Waive Trial Feez

Mew Payment Info

2. Select the number of free months.

1 FREE MONTH - Moazilla Firefo:

@ https//demo.orangecrm.com,aexxisderno/crmeust.nsf/DlgFree -

. Give HNext |« | Month(s) Free Service

[ save || canceL |

3. Click Save and then save Customer record. The change will be added below in the
Comments tab.
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d. Delay billing & Waive Trial Fees

1. The Delay billing button allows you to delay a scheduled bill by a up to 30 days. Click on
the Delay Billing button in the Action drop down menu.

|Skip Trial - Bill Now |
Grant Free Month...

Drelay Billing...
Waive Trial Fees

MNew Payment Info

2. Select the number of days you want to delay the scheduled bill.

@ DELAY BILLING - Mozilla Firefox

| B https://demo.crangecrm.com/aexxisdemo/ crmeust,nsf/DigExte

Delay Billing or Extend Trial by |7 [+]
Days. -

[ save || cancer |

3. Click save and then Save the customer record. The change will be added below in the
Comments tab.

Note: The Estimate bill date will not change immediately when you do this. A batch job will
run at a later time during the day and update these records. If the customer asks when the
account will be billed, simply do a manual calculation by adding the number of delayed days
to the Estimated bill date.

Date Ordered  12-Jam-zo011 [ H
\Last Process 25-Jul-2012 H 2/ 1

Estimated Bill 12-Apr-2011 55.95
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Waiving Trial fees

1. The waive trial fee button will waive the trial fee of a customer.

|Skip Trial - Bill Now |
Grant Free Month...
Delay Billing...

Waive Trial Fees

MNew Payment Info

2. The customer must be in Trial status for you to waive their trial fee. Otherwise, you will
receive the following message.

Only customer in TRIAL may have their activation fee waived.

3. Click on Waive trial fee and then Save the customer record. The change will be added
below in the Comments tab.

Trial fee waived, customer account has been set to ACTIVE. Click "Save” to
complete process
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e. New Payment Information

1. To change the customer’s payment information, click on the New Payment Info button
on the Action Menu.

Skip Trial - Bill Now

Grant Free Month...

Crelay Billing...

Waive Trial Fees

New Payment Info ‘ |

2. A window will appear where you can enter the new credit card number.

MEW CREDIT CARD - M

@ https://dermo.orangecrm.com/assisdemao/crmcust.nsf/DIgEditt

........... Mew Credit Card Number

[ save || cancer |

3. The Account tab below allows you to enter further credit card details such as the type of
credit card, the customer’s name, and expiration.

Bank Route Sticky Route 1 |62l
Payment Type [visa [=]
Name on Card |CHRISTOPHER E MCDONALD | CC Expire {mm/yy)

Credit Card XCCOOOC00GG(0005 | BIN

AVS |VERIFIED ||

Billing Tokens [

4. Be sure to Save the record so that this important change will take effect.
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f. Requesting New Fulfillment

1. When a customer needs a new or different fulfillment sent, click on the Fulfillments tab.
Select from the available list of fulfillments.

<« Previous Refresh Next ==

.~ REQUESTED  FULFILLMENTNAME  TRACKINGNUMBER ~  COMPLETED
1 02-Mar-2011 Litle ~ccount Updater

2@ 01-Sep-2010 Claim Form 1

3@ 24-Jun-2010 Aexxis.Cancelation.Master
4@ 24-Jun-2010 Aexxis.Cancelation.Fulfillment
5@ 08-Jan-2010 Welcome Email

2. When the selected fulfillment has opened, click on the Chooser Icon. From the list
provided there, send the customer a scheduled or manual fulfillment according to the
request and Save the record. The change will be added below in the Comments tab.

Customer ruitment | scriowe | swe | owen e

Fullfilment  |Litle Account Updater | GUID 6091BD67688597B5585257 8470061 D373
Number |S1ADE | \ Requested 02-Mar-2011 | 9

Batched [

I | PkgQuantity | o

[ | Pkg Weight

[ | Pkg Size [ |
| |

| |

Pkg Type I |

Pkg Amt —

3. You can resend the customer the same fulfillment by clicking on the Action menu —
Resend Fulfillment.

Resend Fulfilment W, |

Track Fulfillment
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g. Unlocking and Changing Billing Plan & Category
1. To change a customer’s billing plan or category follow the same steps. Click on the
Unlock Billing Plan or Category button on the Action Menu.

Skip Trial - Bill Now
Grant Free Month...
Delay Billing...
Waive Trial Fees

Mew Payment Info

=C i = o 1 T1ET

Unlock Billing Plan

2. Click Yes to confirm that you want to unlock the Billing Plan or Category.

"FIELD UNLOCK - Mozilla Fire XN

@ https://demo.orangecrm.com/aecisdemo/crmcust.nsf/DlgUnlock?Openl 7 7

Do you wish to enable edit mode for Billing

' Plan?
- [ves |[ o |

4. This give you access to the Billing Plan or Category field drop down list where you can
select a new billing plan or Category for the customer. You must save the customer
record for this to take effect. The change will be added below in the Comments tab.

Web Status

Billing Plan Meonthly Billing Blan E‘\
< SELECT ONE =

Category 10.95 Monthly

. Annual Billing
Handling Charge -
- Monthly Billing Plan
Multi Product
Mew Billing Plan Monthly D H
Nuevo Plan
One Time Sale Previous

se-Tul-?ois  _Receive order time cancel
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h. Changing the Customer Status

1. To change the status of a customer, find and open the customer record.

2. Click on the Action drop down menu. There you can click on the one you want to change
a customer status to. You will see the customer status in the record change, but you must
save the record for it to take effect. The change will be added below in the Comments
tab.

3. The Customer status includes: Mark New, Trial, Active or Suspended.

Skip Trial - Bill Now
Grant Free Month...
Delay Billing...
Waive Trial Fees
Mew Payment Info

Note: A customer in Suspended status remains in the system, but will not be billed. A
suspended customer can be marked Active again to be billed exactly where they left off in

their billing cycle.
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i. Making Partial & Full Refunds

1. Only transactions that are in Approved or Pending status can be refunded by the system.
Also, the transaction must be a Purchase or Captured transaction to be refunded.

2. To make a partial or full refund, first find the customer record using the Quick find search.
When you have the correct customer record, click on the Transaction menu and select

Show Transactions.

Customer Record

Status ACTIVE

First Name ALICE

Middle Name 1

Last Name BROWN

Phone B453546718

Email AJBROWN111@NETZERO.NET

GUID [Show Transactions S | baen
Lead GUID BRADRRE202E0DS5FRE25EFFODOT 34058
Program Aexcxis Services Direct
Acquisition 100 - Aescxis
Birth City

Ordered Aexxis Plan Inc

4. Ask the customer which transaction they want you to refund and verify it by the date.

& https://demo.orangecrm.com/aeisdemo//crmtran.nsf/TransForCust?OpenView&Restrict ToCategory=DF45230D A8 CA028585256FFO007464ED

<< Previous Refresh Next ==

I baE stATUS
1@ 27-Apr-2005 Alice 1 Brown APPROVED  PREAUTH
2@ 09-May-2005 Alice 1 Brown /REFUNDED PURCHASE
3@ 08-Jun-2005 Alice ] Brown ’ APPROVED  PURCHASE
4@ 23-Dec-2008 Alice J Brown INQUEUE PURCHASE
5@ 11-Nov-20039 Alice J Brown INQUEUE PURCHASE

6@ 25-Jul-2012  Alice J Brown ON HOLD REFUND

v 42...73
CASH nfa
v 42...73

v 42...73
v 42...73
CASH nfa

02/07 $1.00 00 007352 Transaction Appro
02/07 £24.77 00 006435 Transaction Appro
02/07 524.77 00 004761 Transaction Appro
0z2/07 $24.77
0z/07 £66.95
02/07 £24.77

5. Click on that transaction and open it. Then from the Transaction Actions menu select

Refund Transaction.

Transaction

GUID FOBESBE1BSFESBAGE525701A001FDESC
Master GUID
Type PURCHASE [+ |

Acct Code 01102 &8

Status

Customer GUID

Amount

Issue Date

Mew Payment Info
Convert Capture to Sale

Mark INQUEUE

Resubmit Transaction

Refund Transaction

_—_
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6. A pop up window like this will open. Enter a partial or full refund for the customer and
click Yes to Save the refund. The system will process the refund and update the
customer record.

&) COMFIRM REFUND - Mozilla Firefox

i@ https://demo.orangecrm.com,/aexxisdemc/crrmtran.nsf/DIigReFL 7 7

You are reguesting a refund to be issued
for this transaction in the amount of
24.77

Do you wish to proceed?

[ves |[wo |
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j- Changing a Transaction status

1. There are various types of status for transactions. Go to Topic Four for the definitions of
each transaction status.

2. When a customer’s credit card did not process correctly because of insufficient funds,
they may call in and request for the transaction to be resubmitted.

3. First find the correct customer and transaction. Then, you can click on the Resubmit
Transaction and Mark it InQueue for it to be sent to the bank with the next Batch job.
Save the record for it to take effect.

GUID BAGB7AD3B697D05985257 01FO0GFDLAA Status Mew Payment Info
Master GUID  |caeassrassesecasesasiolonircord Customer GUID SR I T
Type REFUND Amount Mark INQUEUE
Acct Code giioi &8 Issue Date Resubmit Transaction
Refund Transaction “
! Droreccinn Account Cantact Tnfa h=
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k. Cancelling Customers

1. When a customer requests to cancel his account, you can click on the Cancel customer

Account button on the Action menu.

Skip Trial - Bill Now
Grant Free Month...

Crelay Billing...
Waive Trial Fees

2. Click Yes to confirm that you want to cancel the account.

'QUESTION - Mozilla Firefox X

@ https://demo.orangecrm.com/aexisdernao/crmcust.nsf/Questio ",'ﬁf

B
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3. You will notice that the Customer Status has been changed to CSR canceled. Then Save
the customer record to make the change. The change will be added below in the
Comments tab.

Customer Record | acTions
Status CSR CANCELED "“--.

First Name TEST

Middle Name

Last Mame MCDONALD

4. Changing the status of a Canceled customer to Active, allows them to return back as an
Active customer exactly in the billing cycle where they canceled.

Note: Never Archive customers. You may suspend a customer’s account if they no longer
want to be billed, but would like to keep their account available to be used again later.

33



I. Making an RMA number (Return Merchandise Authorization)

1. When a customer requests an RMA number, give them the last six digits of their
customer GUID number. This unique number will allow you to search for their record
later when a shipped item is returned.

Cusamer s T R R
Status ACTIVE GUID BFD61E30D22E508E85257007001E8008

First Name |cHRISTORPHER | Lead GUID |bi3aoDs7Ce ‘u
Middle Name [e | Program |Aexxis Services Direct

2. Add the following information in a comment for that customer record.
“Customer requested RMA” — Paste in the LAST SIX digits of their GUID. Save the record.

30-1ul-2012 04:03:52 PM 1] PreDefined | = SELECT ONE >

|RMA for Custormer |
Customer requested RMA - Gave last six digits of GUID to customer for RMA - [LER00S
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m. Comments & Predefined Comments

1. Itisrecommended that you add comments to each customer record. This allows other
CSR’s to have some history to read about each customer interaction.
a. To add a comment to a customer record, click on the New Comment button under the
Comment drop down menu.

Customer Record

Status ACTIVE New Comment 85257007001E2008

First Name [CHRISTOPHER | A=l e

Middle Name E | MNew Ticket Lt
Refresh Tickets List

| ast Name [Menona n | 'm

2. A comment window will open. Type in your comments manually or add a predefined
comment by the Predefined drop down arrow.

Comment e e | s s

Date '30-Jul-2012 04:03:52 PM o -3‘ PreDefined | < SELECT ONE =
Subject RMA for Cust = SELECT OME > n
d | gr -ustemear | 1-Banker Call Transfer =

Comment Customer requested RMA - Gave last six digits of GUID to customer f| 1st Membership Refund Raguest
1st Membership Refund Request

2nd Membership Refund Regquest
2nd Time Save

Banker Call

Cancelad

Cancellation - Cant Afford
Cancellation - Don't want Benefits
Cancellation - Marketable
Cancellation - Refund Request L
CE Denied

CB Disputed

CE Owverturned
Claim Form 1

Claim Farm 2

Free Manth Save
Laft VM

New Fulfillment Sent

m

3. Add any attachment by clicking on the browse button. Select the file and click on Open.
Save the record to make the attachment.

e e

Attachment | Browse._ Attachment |

Attachment | Browse._ Attachment |

File Attachments_Shov et | |
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n. Tracking customer shipments

1. When customers call in to check on their shipping or tracking information, click on
the Fulfillment tab.

<< Previous Refresh MNext =>

1@ 02-Mar-2011 Litle Account Updater

2@ 08-Jan-2010 Welcome Email

3. Select the correct fulfillment by its name and the date of purchase. Click on it and the
following window will open. Click on the Delivery tab.

4. When a Fulfillment house has sent out their shipment, they update OrangeCRM with
shipping and tracking information. You can give the customer the tracking number and
shipping URL once it becomes available in the system.

Shipper Date Shipped |

Tracking Shipping Weight | |
Number

URL

5. When the Tracking information is provided you can track the fulfillment by the Action
menu option — Track Fulfillment.

Re=send Fulfillment |

Track Fulfillment h
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0. Creating Help Desk Tickets

1. To create a help desk ticket for a customer, find the customer record and click on the
bottom right hand tab called IssueBreeze. You will notice a list of any previous tickets that
have been created for this customer.

COMMENTS

New Comment
Refresh Comments List

| Customer Record

Mew Ticket
Refresh Tickets Li

[ reFresH |[ nEw TickET |

<< Previous Refresh MNewxt == -
-————AIE

31-Mar-09

03:16 BM Please issue a refund immediately NEW Immediate Customer Service
ﬁa—.ﬂpr—ﬂg L g s coo BlsEer EE e NEW Immediata Customer Service
a;—:;gp-s"g Call Mr. McDonald NEW Immediate Customer Service
32- Ej):::.‘t} Assist customer with refund NEW Immediate Customer Service
i‘;::—oct—ﬂ? LieE Threat CB NEW Immediate Customer Service i

2. When you click on the new ticket button, a new IssueBreeze window will open. The customer’s
contact information will automatically populate in the ticket. The external link paper icon links you
back to the customer record in OrangeCRM.

| actions || commenTts || save || HELP || cancEL

Priority / Escalation / [ Status lmew | 4BOOG-8FCF7

Problem Queues | | |&al Name |EHRISTOPHER MCDONALD |

Stage [ ==l Email |chris@tvu.com |

Time Opened 20-]ul-2012 02:06:45 PM o Phone

Time Resolved | | External Link | aexxis Services Direct
b Iuti il A& Tevis

Brief Description [ |

Details

LRL to Ticket |http:.-"..'derncl.urar1ge—crrn.curn,.’ae}cxisderncl.."servreq.nsﬂ'ﬁ«lIWebDa—r_f.ByIDr’i4A577ZCSEIA3A‘
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3. Enter the Priority, Queue, description and the details of the customer issue and save the
ticket.

Note: If your company is using IssueBreeze, for escalating advanced customer service issues
please refer to our IssueBreeze CSR training documentation located at:
http://help.issuebreeze.com in the downloads area.
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OrangeCRM Continuity Workflow Diagram

(Customer Management, Merchanting, Fulfillments, and Help Desk)
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How Payment Gateways Work

(This process may only take seconds)

Feedback sent:
Trans. error

Insufficient funds
Card billed
_u—“ﬂqn ._u» First sends
e
rEsponse
Gateway - . - codes to
Submits srrars e Merchant Bank
Online Jrder approval
L h via Shapping [ : Y
Cant . Web site Biowser | |

Yo e— Erveyples S50 138 ki

! 1 i d » Paymen
daka: Crecit care ar t a - o
Cantomer E customer information Gateway I
=n

Issuing Bank
veriies and

., : trnamitted to Gateway s5uing Bank for

Y Submits
Srder via
Fhione

Trans, Ok
—— Funds transferred
to Merchant Bank

Feedback sent:
Email or
Confirmation
number

A cardhalder/customer orders a produsct or service 2t an ¢-Commerce merchants mebsite by clicking the: Order or Send to Shopping Cart buttons,

The cardnolder is taken ta an sutomat cally generated order farm, where hefshe is asked to provide the credit card details and the shipping details.

After dicking the Subimit Form button at the bottom of the formi(s) all the data is encrypted (S50 128-bit) by the cardhelder's web-browser, 2 key is generated and passed on, along with the details, to the e-Commerce merchant’s payment gateway,
The payrient gateway (if funclion avallakle and switched on) decrypts seme of the infermation (anly for statistical usage, no credit card details are held), re-Enerypts it and forwands it to the e-Cammerce merchant's acguiring bank,

The acquiring bank forwards the data 1o the cred  card issuing dank ror vertication and guthonzation. )

The issuing bank sends a so-called rasporse code back to merchant bank, and the latter sends it te the payment gateway. This response code is used to um..zu_m any error that might have had ocourred curing the verification or transaction process.
If everything is in order the credit card is billed and, usualy, atthe end of the day the funds sre transferred to the merchant bank, where they are safely depesited until the payout day.

The e-Lommerce merchant’s weksite also generates feadback based on the response code received by the payment gateway. Some of the codes may be m_..!..m_u:nmm as: You card has been billed Ewar, Insufficient funds, and so on.
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Thanks for Joining Us!

Ve D,
. &

For any further training questions, contact us at:
770-227-0036, Main Office Phone Support

Email: support@orangecrm.com

You may also refer to our training videos at:

http://help.orangecrm.com
You will also find us on FaceBook and Twitter
http://www.facebook.com/pages/OrangeCRM/129411463737222

https://twitter.com/orangecrm
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