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This document has been prepared as a User Guide for EComms 4.

All information contained in this document is to be treated as confidential information provided for the
purpose of using Green 4 Solutions modules.
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The following points outline the updates that have been implemented with Version 4.

Communication Audiences —the communication audience can now comprise of any entity in the system, not just
the recipients of the communication i.e. contact, lead or account. For example, you can now create an audience
comprising of bookings made that include a certain product. On the communication form, if a Communication
Audience is selected, there is a drop down box to select a field that defines the relationship between the entity and
the audience. In this booking example, the drop down would show a list of any fields on the booking e.g. the
Purchaser could be selected and the communication could be sent to all contacts who made the purchase.

Communication Files and Templates - the mechanism for attaching Communication templates and Communication
files has changed. This enables you to store templates and files as notes in CRM and access them in the future
should amendments be required.

Communications - the HTML editor used when creating a communication has been updated.

Communications — the facility to add a Regarding field through the HTML editor has been included. This enables you
to easily add fields relating to the communications content e.g. adding the Booking Reference to a Booking
Confirmation email.

Microsoft Dynamics CRM is a business software application that allows companies of all sizes to track, manage and report on

their customer interactions.

A powerful addition made by Green 4 Solutions is the ability to communicate with clients through email, directly from the

system itself.

The email marketing functionality in Green 4 Ecommunications can be utilised in a number of ways to distribute different

email formats. Some examples of the type of email communications that can be sent from the system include:

These types of engagement emails can be sent periodically (usually bi weekly or
monthly) and can provide customers with updates about your business.

An example of this may be a ticketing email for a football club, sent during the week
before a fixture. This email may contain an offer for the game.

These emails can be triggered automatically from the system through Workflows
once a booking is made. They will include booking reference details and event
information.

The content viewed by the audience members can be personalised using information extracted from the Microsoft CRM

database. The strength of Green 4 Ecommunications is the ability to target communications to audience members, ensuring

only relevant materials are issued and that these materials are personalised for the recipient.
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During the running of an Ecommunication the pages visited by audience members are recorded using click stream analysis.
This analysis can be used to audit the success or failure of the communication campaign. In addition the audit information
collected can be used to build a profile of each user’s interests. Through profiling the outcome of previous Ecommunication
campaigns, you can further refine your audience member selections ensuring improved targeting of future Ecommunications.

Finally, Ecommunications can give audience members the opportunity to update the information you hold. By using
communications in this way you can ensure the accuracy of your data.

1.3. THE PROCESS

To create an email to send out to your customers, the diagram below offers a step by step process to achieve this. Each step
is explored in further detail throughout this document.

Communication Communication Communication

Audience // Files // Template //Gmm""ica“a" // Results /

Communication Audience Created either using Communication Audiences or Marketing Lists. These are the
contacts that will be receiving the electronic material.

Communication Files Can be images or documents. They are the individual elements that can contribute to
the look and feel of an email. l.e. used on an email if it requires a header image, this
would need to be uploaded to the CRM in order to add it to an email through
communications.

Communication Template HTML files that define the structure and appearance of an email communication
distributed to a particular audience. They are created outside of CRM and
subsequently imported ready for distribution. This process is usually managed by
Green 4 Solutions.

Communication A communication is where the email itself is constructed and sent. All components
(templates, files, audiences) are pulled together at this point.

Results Once the email has been sent, statistics can be used to see how successful the

campaign which can then be used to inform future campaigns, ensuring continual
improvements.

+44 (0) 845 508 8149 | marketing@green4solutions.com | www.green4solutions.com



Communication \ Communication \ I \
Communication Results

Files y Template 4

’ — -

The audience for your communication is built using either Marketing Lists or Communication Audiences. These are the

contacts that will be receiving the electronic materials.

The Marketing List option allows you to create either a static or dynamic list of contacts, accounts or leads. A dynamic
Marketing List will update whenever the data in CRM does. For example, if a dynamic Marketing List is set up with all
contacts with an email addresses added, if there was an import of 5,000 additional contacts with email addresses — they
would automatically be added to the Marketing List. Static Marketing Lists work in the opposite way, once the group has
been created, they will not update, regardless of whether or not the data in CRM does. Dynamic Marketing List cannot be
used in conjunction with the Green 4 Ecommunications.

To create a Marketing List in Microsoft CRM:
a) From the Navigation Panel, select Marketing.

b) In the Marketing Area of Microsoft CRM, select Marketing Lists

— Activate

Deactivate 43 Copy alink .
New Create Quick Marketing  Add t nnect  Assign
X Delete _ Campaign ampaiar (] E-mail a Link . W
| Records ACONS Collaborate
Marketing & G- Marketing Lists Active Marketing Lists ~
D Leads Name a Type
3 Accounts Al aagent Static
4 Contacts Abo Mottingham Static
L] Marketing Lists Adam Test Marketing List Static
[ Campaegns
Aj tost Static
W Products
&) Sales Literature e Static
# Quick C Cedric Marketing List Static
& Communications W Chrig Training ML Suatie
Bl Communication Audiences Demo Marketing List Static
Workplace A Demo to Cardiff FC Static
Sales Dundas and Wilson Static
EFH Dieme List Static
Loyalty Green 4 Ben King Static
Booki Green 4 Ben Weston Static
Groen 4 Bath Static
e O e

c¢) The Marketing Lists View will be displayed. Select New on the ribbon

d) The Marketing Lists Form will be displayed.



E Marketing List Add Customize Eden Project Test &
i I ﬁ{l Save & New | Sharing
1 . /% Delete #| Copy a Link .
Save  Save & Manage Addto Connect Assign Run Start Run
Close Members Campaign - # E-mail a Link  Workflow Dialog  Report ~
Save Actions Collaborate Process Data
Information I\} 3| Marketing List
General New
Notes
~ General A
Related o o
Name “ Member Type | V‘
4 Common . ) B . ) )
L% Type @) static () Dynamic Is Members List ®No () Yes
@‘ Purpose ‘ ‘
£
£ Source ‘ ‘ Modified On e
L+
—a' Currency &4 pound Sterling .3,
- AT Cost [ Last Used On [ B
=
#“b Locked @No () Yes Owner * a Green 4 DBA _1‘7'
4 Processes Description
= Description
E Al v

e) Enter the following.
e Name. Enter a name to call your marketing list.

e Member Type. From the drop down list enter the Member Type from the choice of Account, Contact or
Lead.

e Type. Select for your marketing list to either be Static or Dynamic.
e Is Members List. Select Yes or No depending on if the list is for Members.
e Purpose. Enter a reason as to why the marketing list has been created.
e Source. Enter the Source of the marketing list.
e Maodified On. This filed will automatically update.
e  Currency. The default currency will already be displayed in the field.
e Cost. If applicable, enter the cost of the marketing list.
e Last Used On. This filed will automatically update.
e Locked. Select Yes if the marketing list is to be locked.
e Owner. The Owner of the Marketing List will automatically be displayed.
e Description. Enter a description of the Marketing List.
f)  Select Save on the ribbon
g) Under Common in the Form Navigation Panel select Marketing List Members

h) Select Manage Members on the ribbon



i)

j)

E T ek [ diMicosoh Oy

File Marketing List Add ustomize Marketing List Members

Manage art |
Aembers Add to Another Marketing List [ [
,
bons ilaborate
Information ¥ E =
Marketng List
L Genera Ai
+ Addimonal Detalls , teSt
b Adminstration % = B 1
s %4 Marketing List Members Contact Associated
Full Name =
Related | Aud Jores

£§ Marketing ListMe... |
| 8 Connections

< Audit History

&% Communication Au.

& Channel Price Lists
< Marketing

¥ Campaigns

49 Quick Campaigns
1« 1 of 1{0 selected)

4 Processes
G§ Workflows 5 Al ¢ A 8 C D E F G H 1]
"l Dialog Sessions tatu Active

The Manage Members dialogue box will appear. Select one of the following before selecting Ok to find members to
add to the Marketing List.

£ Manage Members-- Web page Dialogue = =

Manage Members

Select how you want to find customers to add or remove as members of this
marketing list.

How do you want to find members?
(O Use Lookup to add members
Find members to add to marketing list.
(0 Use Advanced Find to add members
Find members to add based on search criteria.
() Use Advanced Find to remove members

Find members to remove based on search criteria.

O Use Ad d Find to eval b

Evaluate which members to keep in the marketing list based on
search criteria. Update the marketing list.

‘ [ cancer |

arsende o/ Tructed cites | Drotecter Mnrs OFF ey

e Use Lookup to add members. Select if you would like to simply add contacts to the marketing list

e Use Advanced Find to add members. Select if you would like to add contacts to the marketing lists based
on a certain search criteria.

e Use Advanced Find to remove members. Select if you would like to remove contacts from the marketing
list based on a certain search criteria.

e Use Advanced Find to evaluate members. Select if you would like to evaluate which contacts to keep in the

marketing list based on a certain search criteria. This can be used to update the marketing list.

Once the list is complete, select Save and Close on the ribbon.



2.2. COMMUNICATION AUDIENCES

Communication audiences are built using a set of predefined Audience Rules (created by Green 4 Solutions); these are set up
in order to easily segment large portions of the database, based upon criteria such as email address, bookings, fixtures,
communications received, etc.

Communication audiences allow the end user to easily collate a number of contacts with the end goal of communicating to
them through email or SMS.

Communication audiences are dynamic— they will automatically update when the audience is used based on the criteria
initially defined through the audience rules.

Below is a step by step guide to creating a Communication Audience:
a) From the Navigation Panel, select Marketing
b) Inthe Marketing Area of Microsoft CRM, select Communication Audiences

c¢) The Communication Audiences View will be displayed. Select New on the ribbon

m Commumcation Audmntes Widw Charts Add Custamize

j Activate Share |
|
i

Deactivate 23 Copy aLink .
New Edit Export to Export to Marketing  Assign Ry
X Delete . File List A E-mail a Link . Worl
| Records. ) Expaort Collaborate
Marketing o G- Communication Audiences Active Communicatig
[y Trr gy — _ Name = 1
| Campaigns =
@ Products L dsight 3] test
\7] sales Literature _| ANl Contacts with a Loyalty Account
j'_a Chuick Campaigns | Al contacts with valid email
£ Communications __| ANl loyalty accounts
= e = —
Ig_ Communication Audleﬁ T]  Binthday Today
f Communication Contents 1 3 .
uy Chris Training
4w Communication Files .
4 Communication Folders o — T e
= - o - B L1 mv|0
Workplace Al Fans Joined In Last 7 days
Sales | Female contacts
1 Gold Members
Marlmtlng I 1 James Training
Loyalty ] JB Test
- "] Male contacts
Bookings =
B sei o Tt

d) The Communication Audiences Form will be displayed.

10



“ Communication Audence

H ; I Save B Mew :;5 Kl Sharing = @

i Deactivate I copy a Link

save | Save B Aszign Run

StadiumTest o

i R
sl :

Start Rusn Expoet Communication Export o Marketing
Clase }( Delete 'j E-mail a Link Workflow Dialeg Report« Audsence List

| Sava Collaborate Procass Crata Expst

Infarmation B et A I

|- P :-' 4 Communication Audience Communication Audienc.. = 4 &
& All contacts with valid email

| ddministration

= Marketing List Updat...
E

L acas Genaral ~

I Mame * All coacts with valid ema ".-I.u.hence Type Contact Lo I

e) Enter a Name for the audience and select the Audience Type from the drop down list. Select Save on the ribbon

Note. Before rules can be added for your audience you must select Save after entering the Name and

Audience Type.
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L, Communication Audience
All contacts with valid email

Commas

ation Audienc., « | |

_5 Add new rule

= Mo rules have been added
= Edit rule

@ Move up

0 Move down
X Delete

© Update Count

4 General ~
Marnie * All pontacts with valid emal Audience Type Contact W
Common Tasks Rules A

f)

(w1 |

Use the Rules area to define the rules that determine membership of the audience. For example the type of rules

are in place allow users to add contacts with a birthday in the next 7 days. Select Add new rule in the rules area.

g) Upon selecting Add new rule the Communication Audience Rule Wizard will be displayed, select Next on the first
window that is shown. This will bring you to the Specify Rule Type widow. Select one of the following before clicking

Next.

o Add members. Select if you would like to create a rule that will add members to the list.

o Remove members. Select if you would like to create a rule that will remove members form the list.



o Evaluate members. Select if you would like to create a rule that will evaluate which members to keep in the
list.

Specify the Rule Type Specify the Rule Criteria

Choose a catagory:
Specify whether the rule will add, remove or evaluate members. gory

[ Choose a category:
A [ Email Address v
Creates a rule that will add members to the list.

Now select the criteria:
¥® Remove members

i i Contacts with valid E-mail

Creates a rule that will remove members from the list. Contacts with valid E-mail Address 2
Contacts with valid E-mail Address 3

(O Evaluate members

Contacts with duplicate E-mail
Creates a rule that will evaluate which members to keep in the list.

< Back Next > Cancel

< Back Next > Cancel

h) After selecting Next the Specify the Rule Criteria window will open. This is where the category and criteria of your

rule is selected. To choose a category select the drop down menu at the top of the window and select the relevant
category.

i)  After choosing the Category, the criteria related to it will be displayed. Select the relevant criteria from the list that

is shown and click on Next. This will add a rule to the Rules Area. Repeat the above process until all the required
rules are added to the Rules Area.

j) Once rules have been added, the Update Count button can be used to make sure the number of contacts is correct.

The order of the rules is important. Make sure the rule adding the majority of members is on top, and then remove
and evaluate from there.

I)  Once the rules are complete, select Save on the ribbon

12
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2.3. COMMUNICATION AUDIENCES VS MARKETING LISTS - IN BRIEF

Both marketing lists and communication audiences can be repeatedly used with different communications. However, the
subtle difference between the two methods of defining your audience is that marketing lists are static and are not
automatically updated each time a communication is run, whereas communication audiences are dynamic and are
automatically refreshed each time the audience is used. Communication audiences ensure that new customers who meet
your audience criteria are automatically included.

There are also two “silent rules” automatically running on all communication audiences. These are the removal of inactive
contacts and the removal of unsubscribed contacts, increasing the effectiveness off your audience.

Audience Rules

Audience Rules

Dynamic The rules governing communication audience memberships are dynamic. This means that the
audience members will update when the data does. For example if an audience rule is in place to
add contacts with all email addresses, whenever a new contact is added to the database - with an
email address, the contact will automatically become a member of this audience.

So Sl ElatElas . Audience rule queries are written in straightforward English language. For example, adding
queries contacts with a birthday after a certain date. The rule used would be “Contacts with Birthdate
after DD/MM/YY”, with the date being added via a calendar look up.

Sl aseidergdiia i | The search criteria governing audience rules are saved and not editable. Whilst audience rules try
only to provide as much flexibility in its ability to segment data, there may be queries that are not

achievable through the rules already outlined. Audience rules can be added or modified upon
request by Green 4.

Marketing Lists

Marketing Lists

The rules governing a marketing list are static. This means that once a query is run and members
added to a marketing list — they will not update, regardless of whether or not the data changes.

Complex queries The language used in advanced find is not as straightforward as audience rules. Some knowledge
of how the database functions may be required in order to execute more complex queries

Complete flexibility It is very rare that a segment of data is not achievable through the advanced find functionality
on data search that governs membership of a marketing list.

13



3. COMMUNICATION FILES

Communication Audience

Communication
Template

Communication files can be images or documents. They are the individual elements that can contribute to the look and feel
of an email. An example of a communication file is the header of an email, or images to form a part of the email. An example
of when a communication file would be used on an email is if it requires a header image, this would need to be uploaded to

the CRM in order to add it to an email through communications.
Communication folders help to group files into separate groups for better organisation. When a communication file is added

to the system it will be necessary to add the file to a communication folder. When adding a communication file to a
communication, you will need to access the communication folder, before selecting the image to add to the email.

3.1. CREATING A COMMUNICATION FILE

Below is a step by step guide to creating a new communication file:

a) From the Navigation Pane select Marketing

b) In the Marketing Area of Microsoft CRM, select Communication Files

“ Communication Files View Charts Add Customize
J Activate Share
= Deactivate 43 Copy alink .
Mew Edit Assign o Run Start
X Delete . {# E-mail aLink . Workflow Dialog

Records Collaborate Process

&

Run Impo
Report » Data

MName «
120712 image 1

¥ Products

\E‘] Sales Literature fa)
@ Quick Campaigns

& Communications

£ Communication Audiences
£, Communication Contents

Communication Files
Communication Folders
|52 Communication Templates v
& surveys

Workplace A 1
Sales

I Marketing |
Loyalty
Bookings

Banner

Image 1 G4 FC

0ooo

Marketing G B~ Communication Files Active Communication File

¢) The Communication Files View will be displayed. Select New on the ribbon

d) The Communication Files Form will be displayed.

14
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E Communication File Add Customize StadiumTest &

| I Iy save & New Sharing
L L Delete Copy a Link
Save Save & Assign Run Start Run
Close E-mail aLlink Workflow Dialog Report
Save Collaborate Process Data
Information v Z'L‘r{‘\’k Communication File e ke
General — -
F el New
}- Notes
L Administration
4 General
Related Name * | Parent Folder * o]
4 Common Upload Communication File
‘3 Activities
N Select File Please save this record before selecting a file
Ld Closed Activities
|4 Audit History File Name |
4 Processes URL I
G,; Workflows

e) Enter the following:
e Name. Enter a name for the File.

e Parent Folder. The file needs to be associated with a communication folder. Click the look up button and
select either an existing folder, or create a New one.

f)  Select Save on the ribbon.

Note. Before a file can be uploaded you must select Save after completing Name and Parent Folder fields.

15

g) Select the Add tab on the ribbon before selecting Attach File.

m Communication File Add Customize

Q ?—] = ) 54 Phone Call :?ﬂ E Recurring Appointment
_L Letter ) E Service Activity

Attach| Add Task  E-mail Appointment
File | Note & Fax ¥2 other Activities
Include Activity

h) An attachment box will appear. Use the Browse button to search for the relevant file on your computer. Once this is
completed, select Attach. The file should appear in the Note section of the Communication File form.

i)  Next, in the Upload Communication File section of the form ensure that the Select File field is complete with the file
that you have just uploaded.

. Upload Communication File

Select File v 2 I

File Name IE'.4F Cimageljpg

URL |ttt fiota ecommzone.com/CCS/GIDEMO/Green 4 FC/GAFCimaqel.ipg

j)  Once all required fields are complete, select Save on the ribbon

k) Select Save and Close on the ribbon.
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4. COMMUNICATION TEMPLATES

Communication Communication

. * Communication Results
Files

Communication Audience

/

Communication templates are HTML files that define the structure and appearance of an email communication distributed to

a particular audience. They are created outside of CRM and subsequently imported ready for distribution. This process is
usually managed by Green 4 Solutions.

*  Templates have attributes that define where certain content will be situated
¢ These regions of the email are fully editable from within CRM

e Itisimportant to consider which template will be best for your suite of communications.

AN EXAMPLE OF THE TYPES OF TEMPLATES USED:

Template Type Definition

Standard Template This template offers the user full flexibility in terms of what content the email has. All
regions of the email (header, main body, footer, background colours etc.) are editable
from within the CRM system, this is a suitable template for organisations wishing to
continual modify and adapt the email communications.

This template requires a series of images to be added to the communication in order
to create a full ‘flyer’ type image to be distributed. The reason it is separated into a
number of images is that some email providers will only accept images of a certain
size, and may therefore delete some of the image if it is too large.

Booking Confirmation This is a generic template that is deployed when ticketing is deployed as part of the
system. When a booking is made it automatically distributes a communication to the
booking contact with details of the booking and event.

Password Reminder This is also a standard template that is used in conjunction with user portals. When a
contact signs in through the forgotten password section, an email is generated
containing the contacts password.

Survey Templates This type of template can be designed however a customer wishes.

When Green 4 Ecommunications is deployed the customer will be typically provided with a range of templates that suit the
requirements for the organisation. In the unlikely event that you are required to upload a new communication template,
below is a step by step guide to how this can be achieved:

a) Inthe navigation area select Marketing before selecting Communication Templates.

b) The Communication Templates View will be displayed. Select New on the ribbon.

+44 (0) 845 508 8149 | marketing@green4solutions.com |



Communication Templates

View Chants Add Customize
J Activate < Copy a Link . i x»
- Deactivate {3 E-mail a Link . Ll 7
New Edit Run Start Run Import
X Delete . Workflow Dialog Report+ Datas
Records Collaborate Process O
Marketing o G- Communication Templates My Active Templat
@ Products ] Name «
(] sates Literature AT asight Standard Template
¥ Quick Campal 9
Y Quic ey ] Account Registration Confirmation
ﬂ Communications - . ) »
£}, Communication Audiences = Booking Confirmation Testing
£, Communication Contents L Demo Template
@ Communication Files r | Green 4 configurable Jan 2013
L% Communication Folders ] Green 4 EC1 Story
= Templates |/ |7 Green 4 FC 2 Story
2 ] Green 4 FC 3 Story
Workplace ALl Green4FC4Story
Sales L Green 4 FC 5 Story
| Green 4 FC Booking Confirmation
I Mamng l [ Green 4 FC General Template
Loyalty || Green 4 FC Loyalty Statement
Booki [ Green 4 FC Password Reminder
] GreendFC Survey Template

c¢) The Communication Template Form will be displayed. Enter the following:
Communication Template | Add  Customize Eden Project Test o
I I I ! %Save&hlew sud Sharing ~ > 2 |
X Delete 7 Copy a Link u aar —L
Save  Save & Run Start Run
Close 7 E-mailalink Workflow Dialog  Report -
Save Collaborate Process Data
Information L@ Communication Template Communication Te... v | # | #
General 1 New
Administration
L
Notes ~ General A
* icati P
e Mame Joe Test Publication Status ending v
4 Common Description Test template o
& Activi
L.é Clos es
(¥ Audit History [V
& Communications
48 Communication Plugins Select Template File
4 Processes Available Templates ~ Please save this record before selecting a file
G‘g Workflows
& pialog S .. a
& - * Administration

e Name. Enter a name for the Communication Template.

e Publication Status. This will be already completed and will change to reflect the status of the
Communication Template.

e Description. Enter a description of the Communication Template.

d) Select Save in the ribbon.

Note. Before a template can be selected you must select Save after completing the name field.

TN
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e)

f)

g)

18

h)

In order to upload a new template, select the Add tab in the ribbon before selecting Attach File.

Communication Template Add Customize
== . &3 Phone call {v» Recurring Appointment
Q ?L_I j £ B r:zE o g App

_L Letter 3 Service Activity
Attach] Add Task  E-mail Appointment
File | Note G Fax ¥2 other Activities +
Include Activity

An Attachment box will appear. Select Browse and choose the template zip file from the location saved.

Click Attach, the template file will appear in the Notes section of the Communication Template form. Ensure that

the Available Templates field is selected with the zip file that you have just uploaded.

Select Template File

Available Templates Ticketing Confirmation Template 1.zip L

Once all required fields are complete, select Save and Close on the ribbon.
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5. COMMUNICATIONS

Communication
Template

Communication

Communication Audience Files Results

v

A communication is where the email itself is constructed and sent. All previously discussed components (templates, files,
audiences) are pulled together at this point.

The below diagram aims to demonstrate the process involved in generating and sending a communication from CRM:

e —— e

Files

—_—
Communication

Template Communication

| —————
Communication
Audience

5.1. CREATING A COMMUNICATION
Below is a step by step breakdown of how to create a communication:
a) From the Navigation Panel select Marketing.

b) With the Marketing area, select Communications in the Form Navigation Panel.

n Communications View Charts Add Customize 1SV Communication Grid

b Activate | Share ‘ T [N Exporf

== ) )

— Deactivate v 4 CopyaLink . 7 Filter

New | edit Copy Assign g Run  Stat  Run  Import

XK Delete . Communication... ‘@Emailatink . Workflow Dialog Report+ Data~
Records C icati C Process Data

Marketing o - J Communications Active Communications ~

(9 Products I Namea Created On jcation Status Sta

@ Sales | feratine A 2014 Newstetter sent 28/11/201216:04  Published 28
1] 2014 Newsteter Test 12/03/201317:05  Testing
|1 Account Registration Confirmation 05/02/2013 1123 Testing
] August Newsletter 19/08/2014 1522 Unpublished
] betest 22/04/2014 1405 Unpublished
[ Birthday Today 22/03/201315:19  Testing
(] Green 4 FC Booking Confirmation 03/07/2012 12:56  Published 0;
[ Green 4 FC Loyalty Statement 03/07/2012 15:48  Published 0;
] Green 4 FC Next Game 03/07/2012 14:22  Published 0:
|1 Green 4 FC Password Reminder 03/07/2012 10:58  Published 0;
| Green 4 FC Traffic Alert 03/07/2012 1419 Published 0;
(] July Newsletter 03/07/2012 16:45  Testing
10w testcfe 17/05/2014 0900  Unpublished 1
|1 w training 08/05/2014 14:10  Unpublished
|C] New Account Password Reminder 05/02/2013 12:38  Testing 0
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c)

The Communications View will be displayed. Select New on the ribbon.

m Communication Add Customize 1SV Communication Form Stadium Demo &
H I msave&New Sharing |:§;J
L L Delete Copya Link =2
Save Save & Assign un Start Run
Close E-mail aLink Workflow Dialog Report Communication
Save Collaborate Process Data Communication
Information - S
&rt, Communication
General ‘-E\r’j-‘
New
Email and SMS
Mappings
4
Attachments General
Replacements
i Name * Communication [T |
Lists Type
Portal and RSS ®
Administration escription
L Notes Campaign * @ Audience Type* v
Template * _:J Audience J
Related
Active @ No (O Yes Recipient Lookup v
A | Publish
Publish By Email 1~ Publish By SMS O
Test
|4 Audit Histo Test Address Test Item Count v
(& Communicati \/ |_SMS Test Number
|k Communication Status Active Publication Status Unpublished

d) The Communications Form will be displayed. Using the General section of the form complete the following details:
e Name. Enter a name for the communication.

e Communication Type. Use the drop down list to select if the Communication is to be Automated or
Manual. Automated would be selected for an email that is triggered by a workflow when sent out i.e. a
booking confirmation.

e Description. Enter a description of the communication.
e Campaign. Use the Lookup to select the relevant Campaign or create a new campaign.

e Audience Type. Select the audience type to be used. The audience type selected will determine which
communication audiences or marketing lists will be used. There is a choice of Contact, Account or Lead.

e Template. Use the Lookup Records Dialog to select the template created previously.

e Audience. If using a Communication Audience to define the recipients of the communication, use the
audience field to select the communication audience.

e Active. This field will automatically update.
e Recipient Lookup. This filed will be greyed out.
e  Publish By Email. Tick this box if you would like your communication to be published by email.

e  Publish By SMS. Tick this box if you would like your communication to be published by SMS.

YA

Note. To send eComms via SMS, an SMS template would need to be in place and an
account with an SMS supplier. Green 4 have an interface with the supplier eSendex.




e Test Address. If publishing the communication by email, enter a test email address for the communication
to be tested upon

e Test Item Count. Enter the number of test communications that the Test Address will receive.

e SMS Test Number. If publishing the communication by SMS, enter a SMS number for the communication to
be tested upon.

e Start Date. Enter a start date for the communication.

e End Date. Enter an end date for the communication. The end date will determine when the communication
landing pages expire.
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e) Once the details are complete select Save on the ribbon.
I Note. The layout of the Email and SMS tab and the Mappings area will differ depending on which Template
- is being used.

f)  Select the Email and SMS tab heading in the Form Navigation Panel and enter the following details:

File Communication | Add Customize

I save & new
HI i

4 Deactivate
save Save &
Close X Delete

save

Ty Ashaing - @ = = e

=D i copy a Link :‘Eb ‘-—4 oA

Assign Run Start Run Manage
{7 e-mailatink  Workflow Dialog ~ Report~ Communication

Collaborate Process Data__ Communication

EMM4 &

Information
General

- Email and SMS
Mappings
Attachments
Replacements
Lists
Portal and RSS

t Administration

L Notes

Related
4 Common
[ statistics
- Survey Results
[} Activities
Leh Closed Activities
. Audit History
{3 Communication Au..
[ Survey Instances
(=& Communication Act..

4 Processes

C§ Workflows v

1, Communication
1 Joes Communication

4 Email and SMS

Subject*

Email Addresses Use Data From Default Value

Communications ¥

To Name [uiname ]| ‘
To Address [E-mil ]| ‘
From Name [Use Default Value v |
From Address ‘ Use Default Value v ‘ ‘ ‘
Bec Name \w‘ [ |
Bec Address [Use Defautt value v |
Email Template

Template Page

sms

Phone Number Mobile Phone h

SMS Page v

e Subject. Enter a subject line for the communication email.

e Email Addresses. Enter the following details to be used on the communication emails:

To Name. The database field Full Name will be automatically selected.

To Address. The database field E-mail will be automatically selected.

From Name. Enter the name of the person the email should appear to have come from.

From Address. Enter the email address of the person the email should appear to have come from.

BCC Name and Address. Enter the name and e-mail address of the e-mail account that will receive
the ‘blank carbon copies’ of the communication e-mails. It should be remembered that the
selected e-mail address will receive a copy of each of the e-mails sent as part of the



g)

communication, e.g. if you have 100 audience members the BCC e-mail address will receive 100 e-
mails.

e Email Template. Enter the following details:

i. Template Page. Select the page from the template materials which is to be used as the initial
email sent to recipients.

Select the Mappings heading in the Form Navigation Panel, this is where the content and appearance of the
communication is added and created, however it must be noted that how the mapping area is displayed depends on
the communication template that is being used. For each substitution added to your template materials it will be

necessary to map either a database field or enter a default value using the Mappings tab. Complete the relevant
fields that are displayed in the mapping area.

Note. When selecting the Background Colour of your Communication, HTML Colour Codes must be used,
the codes are easily accessible online. For example, enter #00539b for blue.
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E Communication Add Customize EMM4 2
| I gy save & new 7k fai sharing + @ =1 & § 1
L L 44 Deactivate D ;@ Copy a Link &.b = 4
Save  Save & Assign Run St Run
j E-mail a Link Workflow Dialog Report- Communication

Close X Delete

Save Collaborate Process Data Communication

Infi itis icati
Information o, Communication

¥ Joes Communication

General

Communications v

Email and SMS
Attachments “ Mapplngs
Replacements
t . f Template ltem Description Use Data From Default Value
ists = A
Portal and RSS Send to Friend
Administration Fullname Full Name hd ‘ |
L Notes Background colour
Set the colour for visited links e.g. #00539b for blue | Use Default Value v | ‘ |
Related Set the background colour e.g. #00539b for blue Use Default Value V) ‘ |
[ G A | General
e Email Subject | use Defautt value v |
* Survey Results
. Header Content
| Activities

N . Link to home.htm If you are having trouble Use Default Value (¥}
L@ Closed Activities

viewing this page etc
4 Audit History
£33 Communication Au..

E‘f Survey Instances

v
| =& Communication Act... [
I To edit the individual Mappings select the pencil icon alongside the white box:
Footer Content
r—
Footer Content Add text or images |u5.3 Default Value ﬂ : a"’]

I This will open the HTML editor:
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<> 9 B I &5 = = = = [N H o

al A2 A O @ B BB

| Save | ‘ Cancel |

Il. The HTML editor allows users to directly add and edit the content and appearance of an email. When
content is added to the editor it is automatically converted into HTML. The editor aims to provide a user
friendly way of designing content. Images can be uploaded; hyperlinks can be created as well as general
text and table functionality.

h) Select the Attachments heading in the Form Navigation Panel. This is where it is possible to upload the images that

are to be embedded in the communication as follows:

I In order to upload an attachment, select the Add tab in the ribbon before selecting Attach File.

“ Communication Template Add Customize
Q ?_J sy \ :;g Phone Call )jj 3 Recurring Appointment
,{ ] GH
__L Letter )

5 Service Activity
Attach| Add Task  E-mail Appointment an o
File Note & Fax "7 Other Activities ~
Include Activity

I An Attachment box will appear. Select Browse and choose the template zip file from the location saved.

II. Click Attach, the file will appear in the Notes section. In the Attachments section of the Communication
form select the attachment from the drop down menu before selecting Upload.

JiL,  Communication
Joe Test

~ Attachments

Attachment
1. 08f9646.jpg

W | 2 I Upload
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i)  Select the Replacements heading in the Form Navigation Panel. All of the replaceable images included in the
communication materials will be listed. Use the drop-down list to select the file to be used as a replacement. The
drop-down list will detail each of the images added to the communication using the Files area of the form.

Information
General
ﬁ Email and SMS
Mappings
t Attachments
Replacements
t Lists
Portal and RSS
ﬁ Administration
L Notes

L, Communication

b4 Communications ¥ v
T sw test

| 4 Replacements A
Replace File Description With File 2
images/header.jpg Header Image (v

j)  Select the Portal and RSS heading in the Form Navigation Panel. If publishing the communication via your customer

portal or by RSS define the following properties:

e Category. Select the category under which the communication will appear. There are a choice of the

following:
o General
o News
o Offers
o Kids
o Team News
o Advert

e Title. Enter the title of the communication.

e Body. Enter the “teaser” text that will be displayed to customers.

e Image. Select the image to be displayed.

e Read More Page. Select the communication page that readers will click-through to.

m) Select the Notes heading in the Form Navigation Panel. Enter any additional information relating to the

communication.

n) Select Save on the ribbon.
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5.2. FORMATTING ATTRIBUTES

When adding attributes to the communication in the HTML editor there are a number of formatting rules that must be

followed. The tables below demonstrate the formats that must take place when formatting outputs for Dates, Numbers and

Currency:

Formatting Output Dates:

When formatting output for Dates use. Note the difference between the upper and lower case lettering.

d = Day

M = Month

Y =Year

H = Hour

m=minute

s=second

Symbol
d

dd

ddd

dddd

MM
MMM

MMMM

Yy

YYYY

HH

mm
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Example date
01/02/1965
01/02/1965
20/01/1965
20/01/1965
20/01/1965
20/01/1965
20/01/1965
20/01/1965
20/01/1965
20/01/1965
20/01/1965 01:54:32
20/01/1965 01:54:32
20/01/1965 01:54:32

20/01/1965 01:54:32

Output

01
Wed

Wednesday

01

Jan
January
65

1965

01
54

54
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s 20/01/1965 01:54:32 32
Ss 20/01/1965 01:54:32 32
ddd, dd MMM yyyy HH:mm 20/01/1965 01:54:32 Wed, 20 Jan 1965 01:54

Formatting Numbers:

When formatting Numbers use:

Symbol Example Number Output
0 1234.5678 1234

0.0 1234.5678 1234.6
#,##0.00 1234.5678 1,234.57

It is possible to set different formats for positive, negative and zero values

Combined Symbols Positive Negative Zero Positive Negative  Zero output
number number output output
#,##0.00;(#,##0.00);0 1234.5678 -1234.567 O 1,234.57  (1,234.57) 0

Formatting Currency:
When formatting Currency use (or use number formatting)
The C will put the correct currency symbol for the locale

Symbol Example Number Output

C 1234.5678 £1,234.57
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5.3. TESTING THE COMMUNICATION

Before you issue your communication to your target audience it is advisable to thoroughly test the materials. In some
circumstances materials added through the HTML editor may appear correctly, but once the email is sent to an inbox it may
render incorrectly, modifying the content may be required and multiple tests may be necessary to resolve any rendering

issues. To run a test communication:

a) With the communication open select Manage Communication on the ribbon.

Communication Add Customize

| I | ! h!] Save & Mew ‘;3 A Sharing -
L L uﬁ Deactivate - .'@ Copy a Link
Save  Save & Assign
Close X Delete ‘e E-mail a Link
Save Collaborate

&

Run

Workflow Dialog

Process

[

&J

Start Run

Data

Report -

Manage
Communication

b) The Manage Communications dialog will be displayed. Select Test the Communication followed by OK.

&1 Manage Communication-- Web page Dialogue

@ http://greendtest.cloudapp.net:3555/ EMM4/webresources/gdc_/pages/managecommunice

Manage Communication

Select the action you would like to take with the communication

Which action do you want to take?

O Test the communication
Tests the communication prior to publication.

O Publish the communication
Publishes the communication to the server.

(O Publish and start the communication
Publishes the communication to the server and activates it.

Start the communication

Activates the communication.

Stop the communication

Deactivates the communication

‘ OK } { Cancel }

¢) The Test Communication will be sent to the email address that has been entered in the Test Address field.

d) Check the communication materials sent to the test email address.

5.4. STARTING THE COMMUNICATION

Once you are satisfied with the appearance and content of the communication you can run the live communication. Running

a live communication is a two stage process: Publish and Start.
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Stage Definition

Publish By publishing a communication, the email gets sent to Green 4 Solutions servers and
is ready to be ‘started’ at the time and date previously set on the communication
form.

Start By starting a communication, you are setting the email to be sent to recipients email
addresses at the time of the ‘start date’ on the communication form.

To run a live communication:

a) With the communication open select Manage Communication on the ribbon.

.HIE Communication Add Customize
%Sa\fe&r\lew jud Sharing -
H Y &4
;ﬁ Deactivate ﬁ Copy a Link ==
Save Save & Assign Run Start Run Manage
Close )( Delete L[E E-mail a Link Workflow Dialog Report~ |Communication

Save Collaborate Process Data Communication

b) The Manage Communication dialog will be displayed. Select one of the following options:

e  Publish the Communication. Select to publish the communication but not issue materials to customers.
This option should be used for time-critical communications, as there will be no delay in the sending of
communication emails whilst materials are published to the server. Once the communication has been
published it will be necessary to return to the Manage Communications dialog and select Start the
Communication once you are ready for the communication to be issued to recipients.

e  Publish and Start the Communication. Select to publish and start the communication in a single action.
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. : Communication
Audience Files Template

Sending email communications directly from the CRM system enables a closed loop approach to an organisation’s marketing.

During the running of an Ecommunication the pages visited by audience members are recorded using click stream analysis.
This analysis can be used to audit the success or failure of the communication campaign. In addition the audit information
collected can be used to build a profile of each user’s interests. Through profiling the outcome of previous Ecommunication
campaigns, you can further refine your audience member selections ensuring improved targeting of future Ecommunications.

Once the email has been sent, statistics can be used to see how successful the campaign which can then be used to inform
future campaigns, ensuring continual improvements. It is usually recommended that statistics and ROl be reported on 7 days
following the publishing of a communication, allowing time for recipients to open, click or purchase on the back of the email.

Statistics can be used to report on the following recipient interactions with an email:
o Actual number of emails sent
o Email opens
o Email Clicks
o Unsubscribes

Reporting on the successes and failures of email campaigns not only gives users the opportunity to improve on future
campaigns, but also measure the success in terms of ROI. For example, following a campaign advertising match tickets —a
user may try to analyse the contacts who clicked on a particular story, and then went on to buy the ticket advertised in that

story.

To access statistics for a certain communication in Microsoft CRM:
a) Inthe Marketing Area of Microsoft CRM, select Communications.
b) The Marketing Lists View will be displayed. Select the communication you want to report on, double click to open.
c¢) The Communication form will now open.

d) Under the common menu on the left hand toolbar select Statistics.
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Communication Add Customize
| I % Save & New ‘) jud Sharing » @ .:-:ﬂ 5-& @
. Ja;'d Deactivate by Jﬁ Copy a Link & ' 3
Save Save & Assign Run Start Run Manage
Close )( Delete j E-mail a Link Workflow Dialog Report- Communication
Save Collaborate Process Data Communication
Information {%ﬁ Communication
J— After 2 weeks of no response
I~ Email and SMS
[ Mappings * General
[~ Attachments
I Replacements Name * After 2 weeks of no response} | Col
[ Lists Description ‘
I~ Portal and RSS
I Administration Campaign * \IP G4 Test a Aud|
L
Notes Template * E.'I Eden General Contacts Tempalte H Aud
Active No Reci
Related ONo @ ves
N EEET) Publish
ELJ Aeiies Publish By Email Pub)
Closed Activities
24| Statistics Test
44| Survey Results < - . - 1 -

This will display the Statistics linked to the email for example:

Publish Progress. This displays the number of emails that have been published.

e Email Progress. This displays the progress of the emails that have been sent. It is possible to see if any emails
have failed to send or been supressed here.

e Email bounces. This displays if any emails have bounced.

e  Web Page Hits. This displays if any web pages have been hit as a result of the email being sent.

e  Click Throughs. This displays if any click throughs from the email to a linked page have occurred.

Communication Add

H k

Save  Save &
Close

I save & New

;;6 Deactivate

X Delete

Save

Information

[~ General

[~ Email and SMS
- Mappings

|~ Files

~ Replacements
[~ Lists

|~ Portal and RSS
[~ Administration
L Notes

Related

4 Common

[ Activities

(& Closed Activities
@ Statistics

[&] Survey Results

[ﬁj Inbox Preview
|24 Content Analysis

1SV Communication Form

e, il Sharing - = 1
b ﬁm Copy a Link O &.L
Assign Sta

Collaborate

&

14 View email content

Process

Communication

Publish Progress

Run tart
j E-mail a Link Workflow Dialog

tttias

ol fé?
Run Manage
Report» Communication

Data Communication

Leisure ThinkTank Booking Conf 2014 - new

Green 4 Solutions &

Communications

-

*

Total 16 100%

Published 16 100%

Email Progress

Total 16
Sent 16
Failed 0o o |

Suppressed 0 0% |

Email Bounces

(]

+

30




