Calender Sync

CRM SETTINGS

CALENDAR SYNC

* Activity Calendar event now integrates with Microsoft Exchange /
CRM iCal calendar can be added to Microsoft Outlook.

* Ability to link Related Customers to a Case - in order to select
activity attendees from another client contact list.

* Ability to select Attendees on an Activity and whether to send
invites.

* Invites will be emailed to all Attendees, who can choose to

Accept or Reject the Calendar event.

Ribbon Access: Webpage > http://[servername]:[port-
no]/BPOCRM/User.aspx

CALENDER SYNC AND EVENT INVITE FLOW

* The Activity Calendar Event will automatically be created in the
Organizer's Calendar.

* All Attendees will need to either Accept or Reject the invite. If
Accepted, the Calendar Event will display in their calendar.

* The salesman can add attendees to the activity in CRM and decide

whether to email invites (this option is set to 'Yes' by default).
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MY SETTINGS - SYNC SETTINGS

* Click on the Settings button to the right of your UserName.
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CRM BPO2 Test Environment Judith Mudzengi ﬁ 0

@ Dashboard

Activities for Last 30 Days Performance Pipeline

Description Existing New
Custmrs Custmrs

Today | Recent | Calendar

‘ Schedule Date Status

No data to display

create cold call

* The session Options page will pop up.
* Click on Settings.

C®M BPO2 Test Environment Judith Mudzengi * .

El Dashboard

i d E
Activities for Last 30 Days Perfi | a 1& * e

Description Existing New ; 2 setfings
Custmrs Custmrs <

‘customer ranks config

Options

[M] show items for subordinates

[M] Exclude deleted customers in search on Cold Call screen
[M] Hide dashboard panel

[M] Hide dashboard panel on customer page

Calendar

Recent

‘ = y Schedule Date Status

No data to display

create cold call

5.1/3.5.5.1)

* The Settings screen will be displayed.
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1. The Rental Fees tab will be selected by default.
2. Click on My Sync Settings tab.

CRIM BPO2 Test Environment Judith Mudzengi ﬁ

Q Settings (-

> e
‘Select Rental Fees
Bank Rental O Inhouse Rental Loan
[ Evergreen Rental Insurance Service
1
Save

* A Settings screen will be displayed.
* You have the option to either;

1. sync with your Microsoft Exchange Account, or

2. link your CRM calendar as an iCal Calendar in Microsoft
Outlook.

CRM BPO2 Test Environment

ﬁ Settings

Server Url (optional) No

iCal Addresses Acivity Type iCalendar URL
Al activity types RSl
Phone call B
5 Email [ ica |
Meeting =
Site inspection TSl
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MICROSOFT EXCHANGE - SYNC CONFIGURATION

* |f you chose to use Microsoft Exchange,
1. select Enable Sync.
2. Type in your Microsoft Exchange email address.
3. Type in the password for your account.
4. Type in the Server Url: In this example, | have used the
Office365 server URL.

CRM BPO2 Test Environment Judith Mudzengi ¢

O Settings (-

Microsoft Exchange Enable Sync 4—0
* Email judith.mudzengi@co3technologies.onmicrosoft.com d—o

* Password eeseses

Server Url (optional) https:/foutlook.office365.com/EWS/Exchange.asmx q—o

iCal Addresses Acivity | iCalendar
Type URL

All

activity

types

Phone call m
Email m
Meeting 00
Site =1
inspection

¢ Click on either the;
1. Save button or
2. Saveicon.
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CRM BPO2 Test Environment Judith Mudzengi &

Q Settings (-

iCal Addresses

[o-.. Y

EXAMPLE OF MICROSOFT EXCHANGE - SYNC
CONFIGURATION

To show how the Microsoft Exchange Sync config works we will
create a new Activity in CRM and show how this activity will then

be displayed in the calendar.

1. First view your Microsoft calendar.
2. In this example, you will note that 7th October does not have any activ-

ities.

Help v2.5.1.4 - Pg 6 - Printed: 27/06/2024

CO3 Technologies (Pty) Ltd © Company Confidential



TECHMNOL OGTES Calender Sync

s b= 1 Calendar k
File Home Send / Receive Folder View Help Q Tell me what you want to do
ol ® |[=| D Eee | (@ (o[ =
= & BTl Address Book
Mew MNew e b New Skype Go Day Work Monfh Manage Share | Groups
Appointment Meeting Meeting Ta~ Week ESchedulaV\ew Calendars ~ & &
Mew Skype Meeting Arrange ] Find ~
“ October 2019 i s e
o Aes e S
SU MO TU WE TH FR SA 4 » October 2019 ogop qaep | Storch Calendar £
29 30 1 3 4 5
6 7 & 9 10 11 12 SUMNDAY MONDAY TUESDAY WEDNESDAY THURSDAY FRIDAY SATURDAY =
13 14 15 16 17 18 19 29 SED 10 1 Oct 3 4 5
20 21 22 23 24 25 26 SA 11:00am ABC 2:00pm
27 28 29 30 3 SHoe Co: Ne.., Project Count
Analysis
4:00pm i
Training; zz... Update ; Bia...
November 2019
SU MO TU WE TH FR SA 6 T 8 o] 10 11 12
1 2 2:00pm 2:00pm
Training; Project Count
3 4 S e B D rzBoardroom Analysis
10 11 12 13 14 15 16 X Update ; Bia...
17 18 19 20 21 2 23
24 25 26 27 28 29 30 14 15 16 17 18 10
¥ 2 5 4 5 8T 4:00pm 2:00pm
Training; Project Count
zzBoardroom Analysis
4[E] My Calendars Hptates Blay:
Calendar
20 21 22 23 24 25 26
[] United States holidays
4:00pm 2:00pm
1 Birthdays Training; Project Count
zzBoardroom Analysis
Update ; Bia...
[] Other Calendars
27 28 29 30 31 1 Nov 2
4[] Shared Calendars 200pm 2:00pm
Training; Project Count
D zSkype Room 2 zzBoardroom Analysis
- Update ; Bia...
£33 M T
-
[tems: 12 All folders are up to date.  Connected to: Microsoft Exchange EDisplaySetﬁngs I} B - -+ 1

Return to your CRM Dashboard.

Step 1: Create a new Activity. For the purpose of this manual, we
will do this from the Create Cold Call tile.

1. In the Dashboard (Home page),
2. Click on the Create Cold Call tile.
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Description

Phone call
Email

Meeting

On Site
inspection
Site inspection

CRM Ba@mple Company

7| e -—@

Activities for Last 30 Days 1 Month Performance

Existing New
Custmrs Custmrs

i}

0
0
a

Schedule Date

Abigail Milne 'n'

4 Month Pipeline

Status

Tel:
Email: jim@email.coza

Page 1 of 1 {1 items) 11

€2019 CO3 Technologies (Pty) Ltd { 3.5.6.0,f 3.5.6.0)

Phone call - ABC SHoe Co: New Product Range

When: 2 Oct 2019, 11:00-12:
Who: Jim Saunders, ABC SHoe Co

oo

Cell:
Bus:

Sy

1. The Create Cold Call page will open.

2. Follow the process to:

e create a cold call for a new customer

or to

e create a cold call for an existing customer, filling in the

frames in this page as applicable.
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CRM Example Company Abigail Milne ¥
. Create Cold Call L &=
* Custorner
* Rank Type
Reg. No WAT Mo
+ Salesmen
= Contact * Full name
* Teleghone Email
+ Address
= Case # Subject
Information
*Value 0
Case Type Source Type
+ Related Customers
= Next Activity * Salesman
* Type
* Subject
Comments
+ Activity Attendees
= Schedule When 2 Oct 2019 from 12:00 to 13:00
Reminder Email ] sMs[] 30 minutes before scheduled start
Show customer after save
e/ Save

In this example, you will note that,

The Customer, Contact and Case Subject details have been entered.
The Next Activity details have been entered.

The Schedule (time of the activity) details have been entered.

Click on Save.

> wbd e
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C®M Bwemple Company

R, Create Cold Call

# Customer Hope Works

VAT No

Abigail Milne 'n'

3=

*Rank Platinur
/ Reg. No 123

Email jwest@noemail.com

= Contact = Full name John West
* Telephone 321554987

= Case * Subject New product range
Information
*Value 0
Case Type New Deal

Source Type

+ Related Customers

~—0

= Next Activity * Salesman Abigail Milne
* Type Phone call
* Subject Discuss new product range
Comments

= Schedule When 7 Oct 2015 from 10:00 o 11:00 M e
Reminder Email¥l SMS[] 30 minutes before scheduled start

—

Submit Options Show customer after save

1. The Create Cold Call page will close and the Customer Dashboard

(Home page) will open.
2. Open Microsoft Outlook.
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C®M Ba@mple Company Abigail Milne ¥

M ® EXCY

Hope Works - HOPOO1

Trading Mame Hope Works
Registered Name Hope Works (Pty) Lts
Description
VAT No 987654321
Registration 123456739
Rank Platinum
Website http://vww. hopeworks.co.za
Phone 031 123 4567

= [A{a[o|8]x]

12 Months Sales History

30 I

@

¥ & _ﬁ@f“@ & m@‘:ﬁ‘}s\ﬁ g 10@&1@% & &
& ¢ &
‘2;? @f? FEa +F wiyﬁ'a ‘-“dipf Qé’bw &

[l contractincame [l Sales Revenus

1. Ensure that you are in the Calendar view.

2. You can now view the Activity that was created in CRM saved as an
Appointment in the calendar.
3. Double click on the Appointment.
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File Send / Receive Folder View Help Appointment @ Tell me what you want to do
5 @ﬂ N EE A private
m i pi EShmA; DEL‘SJ' b s | High Importance
Open Delete Fgrward Meeting Invite Q.Reminder' i _|Recurrence | Categorize ° 2 i
Notes Attendees : - - Low Importance
Meeting Notes | Attendees Options Tags ”~
‘ lober 2019 Wt i
‘ oaa e =
su MO Ju WE TH FR sa 4 » October 2019 ogep/74rp  |Search Calendar Pel
) iH: ¢+ s
& 9 10 11 12 SUNDAY MOMNDAY TUESDAY WEDNESDAY THURSDAY FRIDAY SATURDAY [=]
13 ¢ 15 16 17 18 19 295&[3 20 1 Oct 2 3 4 5
s S s 54 11:00am ABC 2:00pm Project
29 30 3 SHoe Co: Ne... Count
Analysis
4:00pm 3
Training; zzB... Update ; Bla..
November 2019
MO TU WE TH FR SA [ 7 { 8 9 10 11 12
12 10:00am Hope 4:00pm 2:00pm Project
Works: Training; Count
3 4 5 6 7 8 9 Discuss new zzBoardroom Analysis
0 11 12 13 14 15 16 product range Update ; Bia...
1718 19 20 21 22 23
24 25 26 27 28 2% 30 13 14 15 16 17 18 19
1 2 3 4 5 6 7 4:00pm 2:00pm Project
Training; Count
zzBoardroom Analysis
48 My Calendars Upntes Bia.:
[v/] Calendar
20 21 22 23 24 25 26
United States holidays
4:00pm 3:00pm ABI 2:00pm Project
Birthdays Training; Goods: Count
zzBoardroom Present 2019 Analysis

product range Update ; Bia...

27 28 29 30 31 1 Nov 2
4[] Shired Calendars 4:00pm 2:00pm Project
Training; Count
zzBoardroom Analysis
‘ 2 " Update ; Bia...
= & = e
el &
Items: 14 & Reminders: 1 All folders are up to date.  Connecdted to: Microsoft Exchange _'.'Display Settings I} BE - = +

1. The Appointment will open in full screen and you will be able to view all
the CRM Activity details.

2. You can use Microsoft calendar functionality to add or edit information
in this screen (e.g. Invite an Attendee or Create Meeting Notes), if
required.

3. Minimise or Close the screen when you are done.
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Hope Works: Discuss new product range - Appointment E-E

File Appointment Insert Format Text Review Help @ Tell me what you want to do

b4 | [EE]Appointment @ . Eﬂ I pi < . f L_,[:JJ | @ D

ﬁs:heduling Assistant

Actions Skype Meeting Invite Options | Tags Dictate | Insights View
= Meeting Motes Attendees i i = Templates
Show Skype Meeting | Meeting Motes | Attendees | Voice | My Templates ~
Subject :.Hépe;.;\-f.ork-s: IZ_)i-r;cuss new prodﬁct-range |
Location hd

Start time é.li.-'l.on 07-10-2-019 v |:| All day event

End time _.I\-'Ion 07-10-2019 -|
Contact Organizer
Contact: John West Abigail Milne
Customer: Hope Works
Mobile:
Telephone: 321654987 012 345 6789
Email: jwest@noemail.com a.milne@noemailcom
Phone call: Discuss new product range
Comments:
Schedule: 2019/10/07 10:00:00 AM - 2019/10/07 11:00:00 AM
Location:
Attendees: Abigail Milne
John West
Case New product range
Information:
This email is intended for the activity attendee and forwarding this invitation could allow a recipient to modify
your RSVP response.

ICAL ADDRESS - ADD TO MICROSOFT OFFICE
CALENDAR

e With iCall Calendar Address URL's , you can link your CRM cal-
endar to your Microsoft Outlook application.

* You can link all Activity Types in one calendar, or you have the
option to link separate calendars per activity type - this will give
you the option to set different colours for your different activity

types.
* Right click on the iCal link for the selected calendar and choose to

copy link address/shortcut.
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* In your calendar application, open a internet calendar.
* Paste the calendar address/location when prompted.
* Your calendar app will allow you to set the synchronisation inter-

val for getting calendar updates.
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CALENDAR SYNC CONFIGURATION AND
INTEGRATION OPTIONS

MICROSOFT EXCHANGE CALENDAR INTEGRATION

* View-Only Calendar Sync for the Activity Organiser’s Calendar
(Case Salesman).

* Microsoft Exchange server needs to have Exchange Web Services
(EWS) running.

* The EWS must be accessible from the BPO CRM server.

* You should be able to enter the EWS URL in a browser on the
BPO CRM server, which will pop up a prompt for Exchange login
details. The EWS URL is normally "https://<Server-
>/EWS/Exchange.asmx" where Server is the MS Exchange server
name.

* |deally EWS auto discover would be enabled on Exchange so that
the CRM integration would get the EWS URL by doing a lookup
using the Exchange log in details. However, if auto discover is not
enabled or does not work then enter the optional Exchange Web
Services (EWS) url.

* Ensure that the correct EWS Exchange version is configured in
BPOCRM: General Settings static data (CRMSyn-
cExchangeVersion). Valid entries are 2013_SP1/2013/2010_
SP2/2010_SP1/2010/2007_SP1

e Ensure that the correct Exchange Login Details and Server (EWS)
url are configured in BPOCRM Sync Settings.

* |t is recommended that you do not use Activity Invites as well as
iCal Calendar Integration, as it will cause duplicates in your cal-

endar application. Set ‘Send Invites to Attendees’ flag to
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‘unchecked’ (No) by default (BPO Static Data - CRM: General Set-
tings (CRMSendInvtDef).
* For Troubleshooting:

* |In addition to the standard EventLogs there are
detailed Exchange synchronization log files that can
help with troubleshooting Exchange integration prob-
lems. The naming format for these files is
ExchangeWSEventLog_yyyymmdd.txt.

* Refer to/ report on tbICRMActiv-
ityScheduleSyncltems to verify whether an activity has

been synced and/or whether there was a sync error.

MICROSOFT OFFICE 365/OUTLOOK.COM CALENDAR
INTEGRATION

* View-Only Calendar Sync for the Activity Organiser’s Calendar
(Case Salesman).

* This is an Exchange Service hosted by Microsoft, so no need to
configure Exchange Web Services.

* Use auto discover MS Office 365 / Outlook.com in BPOCRM Sync
Settings.

* Ensure that the correct MS Office 365 Login Details are con-
figured in BPOCRM Sync Settings.

* |t is recommended that you do not use Activity Invites as well as
Exchange Calendar Integration, as it will cause duplicates in your
calendar application. Set ‘Send Invites to Attendees’ flag to
‘unchecked’ (No) by default (BPO Static Data - CRM: General Set-
tings (CRMSendInvtDef).

For Troubleshooting:

* |n addition to the standard EventLogs there are

detailed Exchange synchronization log files that can
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help with troubleshooting Exchange integration prob-
lems. The naming format for these files is
ExchangeWSEventLog yyyymmdd.txt.

* Refer to / report on tbICRMActiv-
ityScheduleSyncltems to verify whether an activity has

been synced and/or whether there was a sync error.

ICAL CALENDAR INTEGRATION

View-Only Calendar Sync for the Activity Organiser’s Calendar
(Case Salesman).
Decide whether to view different internet calendars for each
Activity Type, or a single calendar containing all types. Separate
calendars allow users to colour code activities by type and to
choose which activity types they want to see in their calendar
application.
Use the relevant iCal URL from the CRM Calendar sync settings
page to create a new internet calendar in your calendar applic-
ation.
Updates will be synchronised with the calendar when the applic-
ation does a Send/Receive.
It is recommended that you do not use Activity Invites as well as
iCal Calendar Integration, as it will cause duplicates in your cal-
endar application. Set ‘Send Invites to Attendees’ flag to
‘unchecked’ (No) by default (BPO Static Data - CRM: General Set-
tings (CRMSendInvtDef)
For Troubleshooting:

* Ensure that you are connected to the internet. Review

the Send/Receive error message.
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ACTIVITY INVITES INTEGRATION

* The Case Salesman is referred to as the Activity Organiser.
Ensure that the salesman’s email address is configured correctly in
the BPO Employees module.

e This will allow users to send an invite for the activity to the activ-
ity attendees, who can then respond by Accepting or Rejecting the
meeting invite. This means that the Activity Organiser, Case
Contact and attendees who accept the activity invite (meeting
request) will see the event on their calendars (in their relevant cal-
endar applications - such as desktop Outlook, Exchange Account
or Google Account etc.).

* The email invite will be sent from the Activity Organiser and
replies will be sent back to the organiser.

* |t is not recommended to use Activity Invites as well as Sync / iCal
Calendar Integration, as it will create duplicates in your calendar
application.

* |tis recommended that you set ‘Send Invites to Attendees’ flag to
‘checked’ (Yes) by default (BPO Static Data - CRM: General Set-
tings (CRMSendInvtDef)).

CRM.003.004
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