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SIGNING IN TO THE APPLICATION

This User Manual is the intellectual property of DATACONSULTING. It is intended solely for the recipient to whom it
is addressed and may not be disclosed or shared in part or in whole with any third party without the prior written
approval of DATACONSULTING.

To sign in to the application, the administrator must enter his username and password, which are personal and have
been created by the administrator himself.

1

O

vortex

=

El=l0

Chznos Pessword | Forgot Password

/| Save Password

Vortex M

I:‘ English M
. 2 logl Cancel
DATACEINSULTING E— —
WECLr o 4, Check for Update | | 181 settings

The Vortex CRM Module is a comprehensive customer relationship management solution designed with all the
necessary tools and functionalities to provide a clear overview of customers, from the very first meeting with them
until after-sales service. Our software offers specialized sales and marketing automation features as well as
customer support and service functions.

Let us start with the basic navigation menu:

= Traders

= Resources

= Warehouse
= CRM Actions
= Settings

The information displayed in the menu may be modified by right-clicking on Customize Menu, which opens a special
tab that helps us hide certain menu functions.

Each of the main options contains the corresponding action sub-menus.

The functionalities you will encounter when using the application will be explained in the following sections. The
navigation bar provides quick access to the most frequently used functions.

- N Vortex - X
Actions Options

® - = |[= y -
T e (=] & 9 ] 1 & oo L = @ Reports { ¢ - =| | @reo-
Call histary Export Undeck | Site Management Technidans Workorder Create Day View Manage Tech Technidans  Import Workorders  Import Data Invoidng Products Traders g Iny
s Actions List Workor From ERP ERP R

echnicians woice Types | Today CRMActions Meetings Quotes Opportunities Calendar | Tooks | Notes | mat
rder Unassigned ~ | LastPosion  Route from -

O
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TRADERS

This section displays all Traders (customers, potential customers, collaborators, suppliers), their key information,
transaction data (if the Vortex CM Module has been installed), and CRM data.

How do we create a new trader?

. . 58 Mew Trader
To create a new Trader we click on the icon | =

explanations are provided below.

. Many fields are self-explanatory. Only the required

The main tab is divided into three parts:
INFORMATION

Displays all customer information (i.e. name/company name, VAT number, address, city, etc.). It is recommended
to provide an email address in order to keep customers informed about the progress of the work undertaken but
also to send bulk emails, as and when necessary. The contact information contains a field called One Site. If we
select the check box then a site (customer branch) will be automatically created in the customer tab and will
contain the customer's company name in the description.

TRANSACTION DATA (requires the CM Module)

The CRM Module contains the entire customer base of the company. Prospective customers, who have not
engaged in any financial transaction with the company, are considered customers and the corresponding check box
is selected. (Image 1.1.1)

Data transactions
Customer | Supplier
W/ Customer Discount: |0,00%
Pricelist: |Retal
Terms of Payment : | Credit v Credit Days:
Customer Balance: |0
Default Invoice Type: v Invaice via Email Transactions Email

Accounting Code:

Image 1.1.1

The same steps should be followed for suppliers, in the Supplier tab (Image 1.1.2).

Data transactions
Customer | Supplier
v :5uppher§ Discount:  0,00%
Pricelist:
Terms of Payment : ¥ | Credit Days:
Supplier Balance: 0
Default Invoice Type: - Inv

Accounting Code:

Image 1.1.2
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CRM DATA (Image 1.1.3)

CRM Information

Status: ~ | Business Sector: | Source of origin: ~ | ABC Analysis: | Business Area: -
Refers to Partner: - Accepts Newsletter Subscribe to OnlineCRM
Reference from: - Age:
Loyaltyld : Gender:

Image 1.1.3

Status: Customer status (potential customer, active customer, etc.).

Activity: The business activity of the customer.

Origin: The customer’s source of origin.

ABC Analysis: Customer segmentation (A, B and C) according to the criteria defined by us.
Industry: The industry in which the customer operates.

Recommended from: Optional field, to be completed if a recommendation has been made by another customer or
partner of ours.

Refers to partner: Customer managed by one of our external partners.

Loyalty ID: Optional field, to be completed if the customer benefits from a reward system (loyalty cards) of the
company.

All Trader information is organised under the following tabs (Image 1.1.4):

@ | 00005571-DRAGONCITY & X x

[ Ssve and Exit [ Save (G} Refresh 3¢ Delete &, CRM ~ [ Send Email ‘¥ Anonymise [F] Export Customer History Commercial Management » [ii] Label Print |1 3

—
Ic:-mpany[nfurmahun Other information | Sites | InveiceTypes | Working hours | Contacts | contracts | Maintenance plans | sales Consuttants | Balance | Attached Documents | Notes ['cRm [FFSMY| SWOT Analysis | Custom Fields | Sites on the map [FSeWiesY| Custom Script | Trading Agreements | Prepaid Agreements I

Basic Information

Image | Map View

Code: 00005571

Partner Inactive
Mame: DRAGON CITY
Business Title: PROPERTY Contact: Noimage data
Profession: ~
VAT: 023579984 @O | Tax Office: - Tax Type: - VAT Stalus: - | curency: ~

Contact detals

Address: 10 Street 1 City:  Dubai Zip: Automatic first site creation
Phone: | +3712107628222 Phone 2 Mobie: |  country:
E-mail:  support@Vortexinfocom.ar Website: @ State:
Geogr. Area: - Group: -

Image 1.1.4

Other information: The trader’s social media presence, etc.

Sites: Customer stores/branches. By double-clicking on a site description, we can see all its information in detail
(Image 1.1.5).

vortex



O

VOrtexcrm

CUSTOMER RELATIONSHIP MANAGEMENT

0 Site Management

e Save @ Cancel @ Copy Site |

Page 6 of 58

| Call Communications | Active Contracts | Attached Documents | Photos | CRM Actions | Map directions from HQ | Custom Fields
J Site information | Departments/Contacts I Site History | Installations | Zones I Agreements I Site addresses
Basic Information Latitude /Longitude © | 25,3428099 | 55.3857019 | | © Refresh Map
Customer code : 00005265 . .
) King'Faisal Mosque 5105 |
Customer name : BANK LLC Soug Al Jubail 9 S clloll azna
oMU sl | g Bm
Site Code : 601 [|ismobile [ ] Inactive S AT G EIE Q
Description @ | Sharjah Branch| - AL MAHATAH
Address @ | Buhairah Corniche Branch Buhairah Corniche Road : Al Ittihad Park Aol
Sharjah Gold;Souq 9 slailaas
City : Sharjah Zip. : . m )
) : AL QASIMIA
Ehees . Danial F A onlall
Mobile - = Uil sakbe r_
b ' = Megd
Bzl Montazah Parks New/Medical .
o) | Adp s Centrel(NMC .
Manager : Szl il S e AL NUD
Distance fromHQ : 0 km 2| 3
McDonald's :
Monday | Tuesday | Wednesday | Thursday | Friday | Satur » s ilgasla
Hours : e To Dar’Al Hikmah
< Medical Laboratory
» | 0B:00 » 15:00 = Lroadalllaasll G|y e
AL ..MAJAZ 1 Cityrmax
+ - 4 % e oazgl
ABU SH
Site Date : | 6/26/2017 @ 8,le
ite Date : M AlNoorMosque - k i
pool] ey QBee ah Head Office
Geogr. Area : - |
2021 Google - Map daiz SEllzalidd ake. Imagery 22021 TemsMetrics
Salesperson : A B B
(@) Basic () satelite () Hybrid
Account Manager : A
Default Service : -
Default, Technician: -
VAT status : -
Partners | pariners
[
[ rrmamnzac
[ roC
[ arTIFED
Image 1.1.5

Documents: Requires the CM Module.
Sales: Requires the CM Module.

Business Hours: The customer’s daily business hours.

Contacts: All customer contacts are added here. Multiple contacts can be managed per customer, with a phone

number and an email address provided for each contact.

Contracts: Creation and monitoring of all maintenance contracts concluded with customers.

Maintenance Plan: Requires the FSM Module.

Sales Consultants: The salesperson responsible for a particular customer.

Balance: Requires the FSM Module.
Attached Documents: Allows files (documents) to be

Notes: Various notes about the customer.

attached.
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CRM: In the Traders pane, we can undertake the following CRM actions: CRM Action, Meeting, Quote and Sales
Opportunity. The steps for creating and entering these actions will be discussed later on. (Image 1.1.6)

o 4 | 00005571-DRAGONCITY 4 3

Hf Saveand Exit | Save (G Refresh 3§ Delete §2, CRM = ] Send Email §'¥ Anonymise [ Export Customer History Commercial Management = [m] Label Print |1 3
Company Information | Other information | Sites | I <ss CRMAction contacts | Contracts | Maintenance plans | Sales Consultants | Balance | Attached Documents | Notes | CRM [PESMY| SWOT Analysis | Custom Fields
@ Meeting )
a8t Create Action [=% Create Workorder Invoicing =
%2 Quote
L& Mew Site 3§ Delete Site <3 Refresh [@] Print Sales Opportunity Send Email
Sites
Site Number Site Code Site Description Address Salesperson Site Date Mobile Site Inactive
Image 1.1.6

FSM: Functions of the FSM Module.

SWOT Analysis: A SWOT analysis (which stands for Strengths, Weaknesses, Opportunities, Threats) examines the
strengths and weaknesses of a business, as well as the opportunities and threats of the environment in which it
operates. It is used by businesses to assess their current situation in order to help them make decisions and shape

their future strategy. A SWOT analysis is an extremely useful decision-making tool for those companies that use it.
(Image 1.1.7)

@ = | 00005571-DRAGONCITY + x

S Save and Exit [ Save G Refresh $§ Delete 2 CRM ~ I Send Email ¥ Anonymise |A Export Customer History Commercial Management - [ Label Print |1 3

-

Company Information | Other information | Sites | Invoice Types | Working hours | Contacts | Contracts | Maintenance plans | Sales Consultants | Balance | Attached Documents | Motes | CRM | F5M I SWOT Analysis I {
SWOT Analysis
Customer Description:
Customer Goals:
Strong Customer Points:
Customer Opportunities:
Weak Customer Points:
Customer Threats:
Financial Data:

Competition:

How the customer
conducts business:

Image 1.1.7

Custom Fields: New custom fields created by the user.

Site on the Map: The exact coordinates (latitude and longitude) of a site/branch on the map.
Services: Requires the FSM Module.

Custom Script: Requires the FSM Module.

The following options appear at the top of the screen:

vortex
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Save and Exit: Saves and closes the current tab.

Save: Saves the entry or any changes that have been made.

Refresh: Refreshes the contents of a tab.

Delete: Deletes the current entry. Attention: There must be no transactions for the specific customer (no entries).
CRM: Available CRM actions.

Send Email: Allows users to send an email to a trader through the application.

Anonymisation: Allows users to render fields that contain personal data anonymous (based on the requirements of
the European General Data Protection Regulation-GDPR). Users will be prompted for confirmation because this
action is final and there is no way to restore it (Image 1.1.8):

Confirmation

[0] Do you wan to become anonymized customer data? The process is irreversible,

Mo

Image 1.1.8

Export Customer History: Requires the FSM Module.
Invoicing: Requires the CM Module.

Print Label: Requires the CM Module.

How do we open a new customer branch (site)?

At the top right corner of the site’s tab, where the actions are listed, we press U, New Site

take the following steps:

(Image 1.1.9). Then we

vortex
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Site 'SUPERMARKET'

O -

Customer Information

= X

Page 9 of 58

son Create Action [ Create Workorder =i Transfer Site Transfer Product

3¢ Delete Site 45 Refresh Print Preview (= Cuick Print =1 Send Email

Invoicing -

Code : 00013604 Mame : |SUPERMARKET
Phane : Profession:
Address : 66 Mew Drive Road VAT :
Sites
Site Mumber Site Code Site Description
¥
3 3967 FIRST FLOOR

We fill in all the necessary information about the site (Image 1.1.10), such as name, address, city, etc. It is
recommended to provide an email address in order to keep customers informed about the progress of the work

Image 1.1.9

undertaken but also to send bulk emails, as and when necessary.

) site Management

B save @) Cancel [Jl CopySite -

|| call Communications | Active Contracts | Attached Documents | Photos | CRM Actions | Map directions from HQ | Custom Fields
] Site information | Departments/Contacts | site History | mstallations | zones | Agreements | site addresses
Basic Information Latitude/Longitude : |24.453884 | 543773438 | |C Refresh Map
Customer code : 00018604 B, UZ=IF OO %
R v E20-02 %
Customer name : SUPERMARKET & " 9
“ Rain
Site Code : [Nismobile  [] Inactive
CosmeSurge -
Desaiption : FIRST FLOOR AlKaramah Abu Dhabi
Address : |66 New Drive Road Etihad healthcare LENH!@
= Y AlMaskoof Allragi Al
Gity : | Abu Dhabi Zp. : & 0 silall SsSiall paks
v >
® %
Phone KN W15-02
Mobile : =
Email :
% 3
Manager : %,
%
| — £
Distance fromHQ: |0 fam %
3 \
Monday | Tuesday | Wednesday | Thursday | Friday | Satr < * Pﬂ‘ﬂﬂﬂe B
: B
Hours: | | From To %
. 3
+ | 09:00 v 2200 Al MushHFPalucee
- 4 x unia Medical L.
hplex \
Site Date : - B
w
Geogr. Area : v
2021 Google - Map data 82021 Tele Atlas, Imagery 82021 TenaMetrics
Salesperson : - : - :
@ Basic O satelite () Hybrid
Account Manager : -
Default Service : M
Default, Technican: -
VAT status : -
Partners : | parners
Ooe
[C] rmanIac
[ rDC
[ ARTIFED

Image 1.1.10
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Optional Fields

By entering the address and the zip code of the site and pressing Search , the exact coordinates (latitude and
longitude) are displayed on the map. This feature requires signing in with Google Maps API.

Business Hours: Displays the customer's weekly business hours.

Partners: Requires the FSM Module.

All the information of a site/branch is organised under the following tabs:

Contacts: Allows us to enter the contacts of a (branch/company) site and their position in the company.
Site History: Requires the FSM Module.

Zones: Requires the FSM Module.

Agreements: Requires the FSM Module.

Site Addresses: The addresses of customer sites and their coordinates.

Call Log: Tracks the customer's call history with the company. This requires a call centre connection to the
application.

Active Contracts: All the contracts of a customer site.

Documents: Allows documents to be attached using the + icon.
Photos: Allows photos to be attached using the + icon.

CRM Actions: Any CRM actions that have been added to the customer.
Instructions from Headquarters: Requires the FSM Module.

Custom Fields: Custom fields that have been created at the site.

At every customer site, the following key actions are available on the top right corner of the screen:

lﬂa Create a new customer site
x Delete the entire site

" Refresh content

Document preview: helps users to see what their document with all the site information will look like when

they actually print it

1
= Print site and miscellaneous information

— | Send email to users

At each site, we can view all the products we have installed along with their serial numbers (Image 1.1.11)

O
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Sites
Site Number Site Code Site Description Address Salesperson Site Date Mabile Site Inactive
*
3 3967 FIRST FLOOR 66 New Drive Road Abu Dhabi D
[# New Product [=] Add Product Template §§ Delete 5 Refresh Products
Site Details ‘FIRST FLOOR'
Site Products | Site History | Contracts |
Product De... ProductType ID Installed Install Date  Notes Image Removed Removal Date  Zone Code Warranty E... | Contact Departmen... | Installation ... Installation ... Master Id
7 No image data
HP LASE... LASER 12344 | 1/1/0001 No image data | MEETINGR... 000019 JOHM SMITH  SALES DEPT
LENOVO ... PC 55555 L] 1/1/0001 Mo image data L] MEETINGR... 000161 JOHN SMITH  SALES DEPT
+ |8 samsung... S50 DISC SDFR345-873 v 8/10/2020 No image data O C000071 8/10/2020  JOHM SMITH SALES DEPT
Attributes | Serial | Contracts |
o | Attribute AttributeValue D
¥ | Serial No SDFR345-873
Image 1.1.11

How do we add a product to the site?

We click on the New product

L—ﬁ';, Mew Product

icon which opens up the following tab (Image 1.1.12):

0 ¥ Al Ghurair Parking - VARIOFLEX PAY PARKING SYSTEM
[[E= Basic Actions Measurements. Photos Attached Files Custom Fields
- - = = 3 —
He C X2 ® 0 O 8
= < ()
Saveand Save Remove UndoRemoval Delete  Print Print Product Copy Product CopyProduct Assignto  Select Product
Exit Product Label Transfer to other Sites  Contract Template
Actions i
Basic Information | Zone Products | Motes | Instzllation Products | Map
Site 3963 Partners : Image :
Type: PARKING PAY SYSTEMS - [loc
— TTMANIAC
Product VARIOFLEX PAY PARKING SYSTEM v @ | @ [zoneltem E RDC
Zone : - [] ARTIFED Mo image data
Service - [ installation
-
Notes: [ Installed 12:00:00 AM = [] Mo workorders allowed
Contact: - [ Mo workorders authorized by Customer Portal
Belongs to: - Created by workorder:
Barcode:
Contracts
Contract Contract... ContractStart |ContractEnd  5LA (Minutes) Period... Every ... Service Active  Notes Default Technician
v
-+ x
Attributes
Attribute Type Attribute Value D
v
+ - 4 %
Image 1.1.12
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In terms of the basic product information, the administrator will need to fill in all mandatory fields such as: Type,
Product, Installation Date.

In the Product field, the &2 | icon will display a list containing all of the company’s products, in order to open a
new product that is not yet available. The way to create a new product will be described in another section.

We can add a product using its Code, Description and Product Type by clicking on " | and then save our entry by
clicking on

We then select the Subcontractors who will be granted access to the product information. Finally, the Load button
(Image 1.1.13) will allow us to add a photo of the product.

Basic Information | Zone Products | Notes Map
Site 3963 Partners : Image :
Type: |PARKING PAY SYSTEMS hd DC
TTMANIAC
Product | VARIOFLEX PAY PARKING SYSTEM > @ W Zone Item noc
Zone : - ARTIFED Mo image data
Service : * = Installation
-

Image 1.1.13

Displayed below are the contracts that have been created for the specific product. Attention: Contracts are NOT
created at this stage (this will be discussed in more detail in the next section).

The next step involves the creation of product attributes.

In Attributes, at the bottom left corner of the screen, we click on the Add special attribute + icon, such as serial
number, warranty, next service (all attributes can be customized).

To save the entry, click on . To delete the current row following confirmation click on . To identify the
specific attribute of a product click on the ID check box. Image 1.1.14
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Basic Information | Zone Products | Motes | Instzllation Products | Map
Site : 3963 Partners : Image :
Type: PARKING PAY SYSTEMS - O bc
TTMAMIAC
Product VARIOFLEX PAY PARKING SYSTEM + @ | & []zoneltem E ADC
Zone : - [C] ARTIFED No image data
Service : - [ tnstallation
-
Notes : [ Installed 12:00:00 AM [ Mo workerders allowed
Contact: - [] Mo workorders authorized by Customer Portal
Belongs to: - Created by warkorder:
Barcode:
Contracts
Contract Contract... | Contract Start ContractEnd | SLA (Minutes) Period... Every ... Service Active  Notes Default Technician
v
-4 x
Attributes
Attribute Type Attribute Value jin]
v
1 Serial No 1PO258000 W
+ - 4 x
Image 1.1.14

What is a product template and how do | add it to a customer site?

A product template is a product with recommended product attributes (standard specifications) for common and

repeated use across many sites. It is essentially a model product for multiple sites. Click on

Add Product Template
f

to select the product template that needs to be copied to a site. The way to create a product template will be

discussed in another section.

A toolbar with the following functions has been placed on the tab of each product, at the top of the screen: Image

1.1.15
[El= Basic Actions Measurements Photos Attached Files Custom Fields
S X = iy
=) = @ ng -
Saveand Save Remowe UndoRemoval Delete  Print Print
Exit Product Label Transfer
Actions
Image 1.1.15

N O O 5

Product Copy Product Copy Product Assign to

to other Sites  Confract
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5

Save and
Exit

=
save Save entry

&/
Remove
Product

Site Details 'FIRST FLOOR'

Save product and close tab after confirmation

Page 14 of 58

Remove product from site. The product will remain inactive at the site (for logging purposes) Image 1.1.16

Site Products | Site History | Contracts
Product De... Product Type ID Installed Install Date  Motes Image Removed Removal Date  Zone Code Warranty E... Contact Departmen... ]
L El Mo image data El
3 HF LASE... LASER 12344 1/1/0001 Mo image data MEETING R... 000019 JOHM SMITH ~ SALES DEFT
LENOVQ ... PC 55555 1/1f0001 Mo image data MEETING R... 000161 JOHM SMITH  SALES DEPT
SamsdRg— SSB-BISE SBFR345-573 v Bf10/2020 Ne-imagedata v 3faF2024 conee7: 3/40/2020  JOMMGSMEFH SALESDERT

~

Pt | pelete product

=

Print

p—

Print
Label

=)
v

Product

Transfer

Print tab with product information

Image 1.1.16

Transfer product (along with all its attributes) to another customer site

L
B

™

Copy Product

L
(B

L
Copy Product
to other Sites

may choose if they want to copy the contracts and product attributes.

Print label with product information using the label printer

Copy product. Users define the number of copies they want. (Image 1.1.17)

O

vortex
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Select Code Site Number of Copies
? =]
I v POWER STATION 1
/! Indude Contracts ! Indude Attributes /| Indude Zone Products (Zone Creation)
Copy
Image 1.1.17
b-'_l
[}
Assign to
Contract

Assign to contract: matches a product to a site contract.

=
=]
Select Product

Templst=  select product template: allows users to select a product template -> (provided that product

templates have been created -> products with specific typical attributes). Product templates can be copied from
here. (Image 1.1.18)
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o5 Product Templates - || B || >

igp) Mew Product Template -

Template Description Product
¥
b iPC LENOVO {LENOVO 9383
SCAMMER. FUIITSU fi-5120¢c
INKIET LEXMARK C500n
Image 1.1.18

Finally, the workorders related to the specific product, the workorder measurements, the photos and the custom
fields are displayed in each product (Image 1.1.19).

O - POWER STATION - COOLINE TMH 370-1300

EE Basic Actions Measurements Photos Attached Files Custom Fields

Image 1.1.19

To close a page, simply click with the middle mouse button on its tab.
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CONTRACTS

In Vortex CRM users can create customer contracts.

In these contracts we can add all the information of any agreed support or maintenance services provided to
customers.

This information is used by the CRM module to manage service-related calls.

To create a new type of Contract, we click on the add icon * | in Contracts and fill out the fields below (Image
1.2.1):

Contract Number Contract Description SLA (Minutes) SLA limit Product ID calculation based on whole months
® (=]
3 11: Support Contract 12h 360 (=]

1011 Support Contract 8x5 360 (=]

1012 Support Contract 24h o (=]

1013 Support Contract 1 hour SLA 360 (=]

1014 Support Contract 2 hour SLA 300 (=]

1015 Support Contract 3 hour SLA 120 (=]

1016 Support Contract 4 hour SLA 430 (=]

1017 Support Contract 5 hour SLA 240 (=]

1018 Support Contract & hour SLA 1144 (=]

1019 Support Contract 10 hour SLA 1440 (=]

1020 Support Contract 15 hour SLA o (=]

1021 Support Contract 17 hour SLA 360 (=]

1022 Support Contract 20 hour SLA 300 (=]

1023 Support Contract 1day SLA 120 (=]

1024 Support Contract 2 day SLA 480 (=]

1025 Support Contract 3 day SLA 240 (=]

1026 Support Contract 4 day SLA 1144 (=]

1027 Support Contract 5 day SLA 1440 (=]

1028 Support Contract 6 day SLA o (=]

1029 General Support Contract o (=]

Image 1.2.1

Contract number: Automatic numbering of contracts.
Contract description: Brief description of each contract.

SLA (in minutes): A predetermined Service Level Agreement. The timeframe defined for managing and solving an
issue, according to the Service Agreement Level (SLA) that has been signed and agreed between the two parties.

SLA limit: The acceptable time limit/response time for implementing the SLA defined above (the time until which
the SLA limit can be set).

By double-clicking on the contract number, we can view the custom fields defined in the contract as well as the
Contract service hours (Imagel.2.2).

o x
B save ~
Custom Fields | Contract service hours
Description Value
g
Image 1.2.2

vortex



0 Page 18 of 58

VOrtexcrm

CUSTOMER RELATIONSHIP MANAGEMENT

Contract service hours: The service hours of the current contract. Workorder timeslots are updated according to the
service hours defined in the contract (FSM Module).

How do we create a contract in a product or a customer site?

After creating a customer site along with its products, we go to the Contracts tab and press |+ | to open the basic
contract creation form.

Contract: Type of contract

Contract ID: The special attribute of a contract which is considered as a product ID

Remarks: Any information/special terms regarding the contract (optional)

Start date: Support contract start date

End date: Support contract end date

Active: The check box is selected if the support contract is active

Value: The cost of the support contract

Service: FSM Module

Recurrence: FSM Module

First workorder: FSM Module

Subcontractor: Optional field, in case the maintenance plan is implemented by an external collaborator.

By double-clicking on the contract (on the + icon) we have two more options:

Custom fields: Allows us to define custom fields in the customer contract. When we create a new customer
contract, the following dialogue box appears: “Do you want the values of the custom fields to be transferred
from the contract...?”

Contract documents: Allows us to attach related files (e.g. a signed contract) Image 1.2.3

@ = | ooooses7 -BIGBANK = X

Hf Saveand Exit [ Save &) Refresh §§ Delete G CRM - I Send Email ¥ Anonymise |H Export Customer History Cornrmercial Managernent - [mi] Label Print |1 J

Company Information | Other information | Sites | Invoice Types | Working hours | Contacts | Contracts | Maintenance plans | Sales Consultants | Balance | Attached Documents | MNotes | CRM | FSM | SWOT Analysis | Cust
- Find Clear
Contract Contract ID Motes Valid from Valid until Ac... ~ Contact Contract Value | About... Service Repeti
v (5]
3 General Support Cantract B 1975 11/19/2020 11182021 v 1,000.00 i
) General Support Contract - o x

Custom Fields | Contract Documents

Description Value
+ - 4 %

Image 1.2.3
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By right-clicking on the contract that we have created the following actions will be available (Image 1.2.4):

. 4= | 00005667 - BIGBAMK & X
Bf Save and Exit [ Save (Gh Refresh 3§ Delete 2 CRM ~ EE] Send Email ‘P Anonymise [ Export Customer

Company Information | Other information | Sites | Invoice Types | Working hours | Contacts | Contracts | Maintenance g
- Find Clear

Contract Contract ID Motes Valid from
T

» i General Support Contract )
j = Create Maintenance Plan

Create Custom Maintenance Plan

©0

Contract Renewal

"1 Copy (service, period, first Workorder) for selected items

Image 1.2.4

Create a maintenance plan: Requires the FSM Module.

Create a custom maintenance plan: Requires the FSM Module.

Renew contract: Allows users to renew contracts and copy any custom fields. When renewing a contract, the
following dialogue box will appear: “Do you want the values of the custom fields to be transferred from the
contract...?”

Copy (service, recurrence, previous workorder) to selected products: Requires the FSM Module.
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CRM ACTIONS

The action list allows users to see a detailed list of all the actions. Double-clicking on an action will show its detailed
information.

How do we add a new CRM action?

We press the new entry button | ‘& MNewCRMAction [\ o0 up a tab in which we can enter any contact

details/action information. This tab contains the following fields (Image 2.1.1):

Basic Information Ticket History Related Actions Custom Fields Customer Contracts Customer Actions Customer History Attached Documents User Assignment History

Manage

Status: Pending -+
Action: | Incoming Call v Ref. ID
Is about: |Support -+
Priarity: - Hide Ticketing from Portal
Subject: “
_ Rating:
Start: | 17/03/2021 16:18 - @ End: - @ Created: | 17/03/2021 16:13 - Reminder
Created by: demo - Assign to: | George Grant - Incoming Call No:
Customer - Products
Customer: MACDONALDS - .E, \ @:) L1 Final Customer: -
Contact: h -@- Site: MACAROMA - ﬁ -@-
Project: ] Product: v b & W] site's only
Project Phase: A Service: A
Sale Opportunity: - g5 Marketing Campaign: -
Remarks Product Contracts
| o Contract Type | ID Motes Contract Start Date  Contract End Date SLA (Minutes) Active
4 =
Image 2.1.1

Action status: The status of an action, which can be changed by the user

Action: Type of action (incoming, outgoing, etc.)

Refers to: The company department or activity which the job refers to

Priority: Optional field, the priority given to an action

Subject: Users may choose the subject of their message

Start/End: Users may click on the icon to define the start and end date/time of the event

Created by: Designates the user/originator that created the action. The originator is the one who received the call
and the user is the one who will ultimately handle the issue

Assigned to: The user to whom the action has been assigned/who will handle the action

Incoming call number: The phone number from which the customer called. If the program is connected to a call
centre with a caller ID, the phone number field will be automatically filled in

Customer: The trader associated to the action. By clicking on this icon st the program helps us view the contracts
(active and inactive) that the customer has concluded with the company (Image 2.1.2)

O
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Customer - Products

Customer: |DISCOVERY GARDENS - g \ @:) L1 ] Final Customer: -
Contact: ~| Customer Information - fot @
Project: - |4 @@ W] site’s only
. — EXPIRED COMTRACTS
Project Phase: Support Contract 15 hour SLA - 31/10/2017 M
5 t Contract 24h - 31/10/2017
Sale Opportunity: - WUDDDF Dndac R 10/ -
-
Remarks Product Contracts
- Contract Type | ID Motes Contract Start Date  Contract End Date SLA (Minutes) Active
L
Image 2.1.2

Contact: The contact to which the action refers

Project: Optional field, if the action is linked to a customer project

Quote: Optional field, if the action is linked to a customer quote

Opportunity: Optional field, if a sales opportunity is linked to the specific action
Site: The customer site with which the action is associated

Product: The customer product with which the action is associated

Service: The customer service with which the action is associated

Marketing campaign: The marketing campaign with which the action is associated
Reminder: Reminders that can be set up for a specific job or call
Notes: Notes, summary of an action

Contract: All contracts based on which a particular action is carried out. When selecting a contract, the system
proposes those contracts that are active. Inactive contracts are displayed in red.

In the end, we save the action by pressing the SAVE button on the taskbar.

Save and exit: Saves and closes the current tab.
Save: Saves the action or any changes that have been made

Delete: Deletes the action

Relate to: All actions can be related together, allowing for an Action History to be created (Image 2.1.3). How to
relate actions:

[El= Actions
5 [ . _ih 1
H E x “’?-\:7 @'\f‘,— ‘“W =] Send Email to Customer i/ M - i 'i
Saveand Save Delete | Create | Refresh Setas [ SendEmail to Company &] Ratng | & Follow Up Send
Exit related ~ Unread Link ™ Message/Email
afn  Action
Meeting
] @l Quote istom Fields Customer Contracts Customer Actions Customer History
=+  Workorder
Manage
Uzl Technician Action
tus:  Com -~ . ALt
Invoicing 3
Action: |Inco Sale Opportunity AL
Isabout: Pre5 & Marketing Campaign M+
Priority: s Relate With Existing Action Hide Ticketing from Portal
Subject: Action PALM JUMEIRAH'
Image 2.1.3
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The Relate to button recommends the actions/steps that can be related as a follow-up to the specific action. The
new action that has been selected automatically opens up a new tab (action, quote, meeting).

The actions that have been related to each other are depicted in a tree form. Relating actions helps to fully monitor
the progress of an action.

Refresh: Refreshes the contents of an action

Delete read receipt: Requires the PORTAL CUSTOMERS Module

Send email to customer: Requires the WEB PORTAL CUSTOMERS Module
Send email to us: Requires the WEB PORTAL CUSTOMERS Module

Action follow-up: Allows users to schedule their next action. After selecting the action they want to reschedule,
users need to fill in the Follow-up date (e.g. when they want to schedule the next communication-outgoing call
with a prospective client) and the system will automatically create a new pending action with the same information
(action/assigned to/customer/site, etc.). (Images 2.1.4, 2.1.5)

Confirmation

[0] Do you want to areate a Follow Up action on 24/03/20217

@ = Actonlist = x
(@ New CRM Action | From: | 1/1/2020 ~| To [4/10/2021 ~| [ Current User Actions Status: ~ @ Submit =] Show Al Indication for duration longerthan: | 15 =
Select template: v/ B ® ([ | &0 Send Mass E-mail Actions with no activities the last | 0 5| hours
Subject Action Type  Action Start Duration {min) | ActonEnd | Status Createdby  Assignts  Customer  Site service Site Product  Product Product Type | 1D Issbout |Phone ProjectPhase  Mobile Contact
v
» [ Follow Up 'Action 'PALM JUME. .. Incoming Call _3/24/2021 12:00 AM Pending 1 PALM JUME... AZURERES... Presales
Action JOHN SMITH &CO' Outbound Call 3/20/2020 1:08 PM Completed 1 John Cogper  JOHN SMIT... MQPMOEM... +97121029...
Action ‘JOHN SMITH &CO' Incoming Call - 3/20/2020 1:06 PM Completed 1 JOHNSMIT.... MIQPFOZM... PreSales 497121025,
Faliow Up ‘Follow Up ‘Quote ... Outbound Call 1/31/2020 12:00 AM Completed 1 PALM JUME... AZURERES...

Send SMS/Email: Sends email to a trader contact from within the application (Image 2.1.6).
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°Send Message/Email — o x
[=7] Send Email BB Send Message | CRMEmail Templates ||
Selected ... MName E-mail Mobile

1 customer PALM JUMEIRAH
site PALMA RESIDENCES
Site THE PALM TOWER
Site AZURE RESIDENCES
Site GOLDEN MILE
Site PALM VIEWS
Image 2.1.6

Each action tab is organized into six tabs:

Related actions: The actions that have been related to the current action
Custom fields: The customer custom fields that we have created in Settings -> Parameters -> Custom Fields (Image
2.1.7)

Application Settings Workorder Settings  Customer Settings  Inventory Settings Company Settings  Email settings CRM Settings  Inwoicing Settings  Mobile Devices  Security Settings  API Settings Web Portal Settings  Advanced Settings  Custom Fields  External Applications  Project Settings  Google Setting

Field Description DataType Table Show on Web Service Mandatory Mandatory to Portal Sorting Editable First Screen view Colour Show cost analysis in Servica Report Read-only
v
b itest ? iphanumeric Sites —

Hred Dt Aphsnumeric  Technidzns =

Priority Alphanumeric Workorders ¥ —

Prefered Visit Day Date/Time Workorders v —_

Type Alphanumeric Workorders W —

Image 2.1.7

Customer contracts: Shows all customer contracts that have been added

Customer actions: Shows all actions created for the specific customer. Double-clicking will open the action’s tab with
all its information

Customer History: Requires the FSM Module

Attached Documents: The documents that have been linked to a customer action

SEARCH ACTIONS

Filters are placed at the top of the screen to help users easily search for an action (e.g. if we want to see only those
actions that are in progress, we must select the "In progress” status).

The * and ? symbols are used in a search to include all possible endings of a word or to replace a character (Image
2.1.8).
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(g3 New CRM Action | From: | 1/1/2020 | To |3f17/2021 - j Current User Actions Status: = | (@ Submit [=| Show Al Indication for duration longer than: | 15 :
Select template: + B, 3 @i = Send Mass E-mail Actions with no activities the last 0 5| hours
Action Type Customer Site Subject Action Start Duration {min) Action End Status Created by Assign to Service Sit|
L]
Qutbound Call JOHM SMIT... TIQPTOZM... Action 'JOHM SMITH & CO' 3/20/2020 1:08 PM Completed i John Cooper
3 Incoming Call JOHN SMIT... TIQPTOZM... Action'JOHN SMITH & CO' 3/20/2020 1:06 PM Completed i
Outbound Call PALM JUME... AZURERES... Follow Up Follow Up 'Quote 'PALM JUMEIRAH" 1/31/2020 12:00 AM Completed 1
Outbound Call PALM JUME... AZURE RES... Fallow Up 'Quote PALM JUMEIRAH" 1/26/2020 12:00 AM Completed i
Customer Acceptance PALM JUME... AZURERES... Action 'PALM JUMEIRAH' 1/13/2020 6:29 PM Completed i
Inquiry to Supplier PALM JUME... AZURERES... Action 'PALM JUMEIRAH' 1/13/2020 5:36 PM Completed i
Incoming Call PALM JUME... AZURE RES... Action 'PALM JUMEIRAH' 1/13/2020 5:33 PM 1 1/13/2020 ... Completed i George Bruce
Incoming Call PALM JUME... AZURERES... Action 'PALM JUMEIRAH' 1/13/2020 5:30 PM 2 1/13/2020 ... Completed i
Image 2.1.8
. . N . . .
Depending on the action’s status, its colour code also changes. The colours are chosen by users in Settings ->
Parameters -> CRM Settings -> Action Status (Image 2.1.9).
x

@ = settings = x

[ Seve and Exit [ Save

Application Settings Workorder Settings ~Customer Settings Inventory Settings Company Settings Email settings CRM 5ettings  Invoicing Settings Mobile Devices  Security Settings  API Settings Web Portal Settings Advanced Settings Custom Fields External Applications = Project Settings  Google Settings

General CRM Settings Countries - States Nar

medays

Action Reason

Action Status Meetings Reasons

Meeting Status

Customer Contact Roles

Terms of Payment | Quote Sourceof Orign | ActionsTypes | QuoteTypes | TypesofMeetings | Quote Status | Marketing Campaign Status | Marketing Campaign Media
Active Action Description Image Action Type
v E]
» v Incoming Call Incoming call
=4 Outbound Cal Incoming eall
I~ Task Work
¥4 Email Work
W Complaint statement Incoming call
v Inquiry to Supplier Work
=4 Customer Acceptance Work

Image 2.1.9

ACTIONS TEMPLATES

Creating actions templates helps users find actions faster.

How do we create an action template?

Customer Departments
Sales Opportunity Status

Customer Industry Customer Sectors

Document Categories | Ticketing Settings

Completed Action (Utiizatien report)
|

IEE D EE @

Customer Source of Origin

Friorities

Customer Status

Standard Email CRM | Quote Print Settings

Pending Action (Utiization repart)
|

IEE D EE @

We select the desired criteria (type of action, assigned to, status) in order to create the template content, we press

B

the Save button

and we enter a title (a brief description) of the template (Image 2.1.10).

0 Template Name

Save

Image 2.1.10

(=] x
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Once we have created our action template, we will be able to select it from the list of templates (Image 2.1.11) .

. 4+ | Actionlist +& X

g3 New CRM Action | From: | 1/2/2020

- To 3/17/2021 -

Select ternplate: | SALES ACTIONS - B & MH | B4 Send Ma
Template Mame
SUPPORT ACTIONS
Customer SALES ACTIONS Action Type
<Mew >
¥
2 Im DOutbound Ca
JOHM SMITH & Incoming Call
PALM JUMEIRY X y DOutbound Ca
Image 2.1.11
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MEETINGS

This feature helps us to easily set up a meeting. By double-clicking on the Meetings list, we can go to any
activity/meeting and view its information.

How do we create a new meeting?
We select <New Entry> and fill in the following information that appears in the editing tab (Image 2.2.1):

e Topic of the meeting (topic description)

e Start/End date and time of the meeting

o Status of the meeting

e Trader information (customer, supplier and/or partner)

e Project (optional, if the meeting involves the project of a trader)

o Created by: The name of the user who has created the meeting is automatically filled in. The originator is the one
who has entered the action and the user is the one who will hold the meeting

e Assigned to: The user who will hold the meeting

e Direction (meeting inside/outside the company)

e Participants to the meeting: Participants may be internal or external parties (employees-contacts). Entering the
participants creates as many actions as there are users-persons who will participate. Each Meeting action will have
the respective user/participant as its user.

O - Meeting = |- |[o] x
([E= Actions [
B HAXN G :
\"7 '\\3\‘{ Motify Participants via Email i

Saveand Save Delete Create  Refresh (&R Follow Up
Exit related =

Basic Information | Related Actions | Custom Fields

Manage
Mumber : |26
Subject : Meeting with ‘DRAGON MART -
Status : Pending gt Assign to : Selec.., MName -
Start: 17/03/202100:00 - v B Paul williams
End : [ 17/03/2021 00:00 - Gearge Grant
Filip Micholson
About : - g5
= John Cooper
Createdby : 1 A Michael Hunt
Type: - @ John Smith }
Mol Al e
Trader : DRAGOM MART r 9. @
Site : ~ ot @ Email :
Contact : ALt Product : v @\ @ Site's Only
Project : A Quote: - [CH]
Sales Opportunity: -
MNotes
| A
Image 2.2.1
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We can define the duration of the meeting in Settings -> Parameters -> CRM Settings -> Default meeting duration
(Image 2.2.2).

. = | Settings & X

Bf Save and Exit [ Save

Application Settings  Workorder Settings  Customer Settings  Inventory Settings  Company Settings  Email settings CRM Settings  [nyoiding Settings M

| Terms of Payment | Quote Source of Origin | Actions Types | Quote Types | Types of Meetings | Quote Status | Marketing Campaian

I General CRM Settings | Countries - States | Mamedays | Action Reason | Action Status | Meetings Reazons Meeting
[] Go to CRM actions on dicking the call Pop Up [ Autocomplete "Assign To" if empty during saving new CRM action
[7] confirmation when creating related objects ["] Reminder set only to the user the CRM action is assigned to
[ send a reminder email on meeting creation [7] Deactivation of reminders
[ ] Question about sending e-mail to CRM action storage [ view only selected dient actions in the related actions

[ Enable CRM action Dispute Process

Message for CRM Action longer eneray than : ] : minutes
Chedk for reminder overview every 05 ms
I Default meeting duration: 0 | minutes I
Image 2.2.2

Press Save to create the meeting.

The colours of the meeting will change according to its status (pending/postponed/completed, etc.). We can select
the colours in Settings -> Parameters -> CRM Settings -> Meeting Types.

Meetings are automatically transferred to the Calendar. The calendar also displays the meetings that have been
cancelled or postponed. Meetings appear in the calendars of all participants (Image 2.2.3).

@ | CRMCalendar = x| x|
J

24| 00EQe | IATED L 0w BRAET - M [ @ B 7 o

6ill Jordan Bruce Norton Paul Wiliams George Grant Filp Nicholson John Cooper Michael Hunt John Smith Nick Johnson George Bruce demo 1 oTE Customer

122

HowWoN

O 0 ~N ov wuv

10¢

Image 2.2.3
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Double-clicking on a meeting in the Calendar will open the edit tab.
Once the Meeting has been entered, an email is sent to the users to whom the meeting has been assigned

Users may also set an automated reminder. In Settings -> Parameters -> General CRM Settings, we can define the
number of minutes prior to the meeting that we want Outlook to display a pop-up reminder. (Image 2.2.4)

Application Settings  Workorder Settings Customer Settings Inventory Settings Company Settings Email settingsfj CRM Settings

Terms of Payment Quote Source of Origin Actions Types Quote Types Types of Meetings Quote Status
General CRM Settings Countries - States Mamedays Action Reason Action Status Meetings Re
! Show only site Products Show “Today”™ on Home screen
Go to CRM actions on dicking the call Pop Up Autocomplete "Assign To" if empty during sar
Confirmation when creating related objects Reminder set only to the user the CRM action
/| Send a reminder email on meeting creation Deactivation of reminders
Question about sending e-mail to CRM action storage View only selected dient actions in the relate

Enable CRM action Dispute Process

Message for CRM Action longer energy than : 0 : minutes
Chedk for reminder overview every 19 : ms
Default meeting duration: 0 % minutes
Image 2.2.4

The Relate to button at the top of the tab shows all the actions that can be related to the meeting that has been
created. This way, the actions created are flow-based, provided they have a temporal sequence (e.g. phone call after
the appointment). Image 2.2.
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Meeting [ = =8| x
A
2 &
Notify Particifiants via Email ]
Save and ave Delete | Create  Refresh & Follow Up
Exit related
d% Action F] F]
Meeting
Basic Infornfltion | Related %2 Quote
Manage Sale Opportunity
¢ Marketing Campaign
el e
subject: Meeting with DRAGON MART -
Status : Pending - @ Assign to : selec... Mame .
Start: 17/03/2021 00:00 - [ Paul wiliams
End: |17/03/202100:00 - O George Grant
" _ []  Filip Nicholson
out :
M @ [ John Cooper
Created by : |1 - [ Michael Hunt
T - @ [ John Smith B
| Blimls Tl
Trader : DRAGON MART A N
Site : ~ ot @ Email :
Contact : - @ Product : - @ @ [ site's Only
Project : v | @ Quote: M @
Sales Opportunity: -
Image 2.2.5

To delete a meeting, simply press the Delete button at the top of the tab.
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SALES OPPORTUNITIES

In Vortex CRM, each prospective client may represent a new sales opportunity. This helps users manage the entire
cycle of a potential sale. An opportunity may evolve into a quote to the customer, or may not progress for various
reasons.

How do we create a new sales opportunity?
From the menu, we select Sales Opportunities -> New Entry, which opens the following editing tab (Image 2.3.1):

0 Sales Opportunity - || O | x
B Save and Exit [ Save [ Create related ~ =

Basic Information | Related Actions | Custom Fields

Manage
Title: |
Date Created :  3/19/2021 - Possible Completion Date: -
Status: v @
Created by : |1 -
Customer : -8
Site @ -
Product : - \f Site's Only
Contact : - Salesperson: -
Reference by : ~  Marketing Campaign: -
End User: -
Motes

Image 2.3.1

Here we can fill in all the information that we want (customer, point of sale, product, sales lead, marketing
campaign, etc.).

Once we save the sales opportunity, the Trader tab is also updated, in the field CRM -> Sales Opportunity (Image
2.3.2).

@ = | 00013603 - MACDONALDS = X

B Save and Exit [F] Save G) Refresh §§ Delete 2 CRM ~ L) Send Email ¥ Anonymise [ Export Customer History Cornmercial Management » (] Label Print |1 3

Company Information | Other information | Sites | Invoice Types | Working hours | Contacts | Contracts | Maintenance plans | Sales Consultants | Balance | Attached Documents | Motes FsM |E
Actions | Meetings | Quotes | Campaign Particpation | Sales Opportunities

Title Status Date Created Possible Completion Date Site Product Site Proi
T
» :Sales Opportunity MACDONALDS' ; PENDING 3/19/2021 3/28/2021 MACARCNA HP Deskjet 4260
Image 2.3.2

O
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A sales opportunity can be linked to 1. a CRM action, 2. a meeting, 3. a quote. The resources and actions required to
manage the sales cycle are accordingly added to the Related Actions (Image 2.3.3).

0 Sales Opportunity

Ef Save and Exit [F] Save & Delete |5 Create related - ~
a%n  CRM Action

=1 .
Basic Information | Related Actions | Cus{ B Meeting
Object Type Type Objeq 4 Cuote

Image 2.3.3
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Users can easily create a sales quote setting out the details of the prospective client, the details of the quote (quote
number, date, name of the prospective customer, quote value) as well as the goods/products that are part of it

(Image 2.4.1).

Quotes management allows us to have a detailed overview of the effort we have made to win a prospective client.
By opening the list of sales quotes we can see all the information related to the (prospective) customer, the date, the
value, the type, the salesperson, the expected date of acceptance and the status of all quotes that involve the
specific customer.

@ =| Qotelist = x
@) New Quote | From: [1/1/2018

Tree | View

Quote Nu. Status
B
16 Offer Accepted
8 Offer Accepted
12 Offer Approval
17 Offer Sent to Customer
) 5| Offer Approval
14 Draft Offer
& Offer Accepted
15 Draft Offer
9 Offer Sent to Customer
11 Offer Accepted
13 Offer Sent to Customer

~ T |3/18/2021

Customer

PALM JUMEIRAH
ABU DHABI MEDIA
ABU DHABI MEDIA
JOHN SMITH & CO
ABU DHABI MEDIA
PALM JUMEIRAH

ABU DHABI MEDIA
PALM JUMEIRAH

JOHN SMITH &CO
JOHN SMITH &CO
PALM JUMEIRAH

Find

Clear

Quote Type

HARDWARE
HARDWARE
HARDWARE
HARDWARE
SOFTWARE
HARDWARE
SOFTWARE
HARDWARE
HARDWARE
HARDWARE
SOFTWARE

How do we create a new quote?

From the Quotes list, we select

~| Fiter by Acceptance Date Status:

Creation Date

1/13/2020
3/19/2018
10/26/2018
32012020
1/15/2018
10/26/201
1/15/2018
12/20/2019
4232018
10/12/2018
11/20/2018

Possble

3/31/2021
3/31/2018
10/31/2018
3/23/2020
3/25/2018
10/31/2018

17/2020
4/30/2018
10/22/2018
12/8/2018

gy Mew Quote

~| @ Submit | Select Template:

Salesperson Quote ...~

Nick Johnson 20,000.00
John Smith 1,100.00
John Smith 1,000.00
John Smith 500.00
John Smith 500.00
Nick Johnson 450.00

170.00
John smith 135.00
John Smith 135.00

John Smith 100,00

Image 2.4.1

Contact .

Status R,

- B % o

Terms of .

& Mass Update ~

Quote So.

CUSTOMER. .

CUSTOMER.

Createdby  Project

1
1
1
1
1
1
1
1
1
1
1

Customer.

ACTIVE

ACTIVE

ACTIVE

ACTIVE

Customer.

MasterPa... | Sale Opp...  Final Cus. Geog

which opens the following editing tab (Image 2.4.2):

Image 2.4.2

Quote number: Automatic numbering of quotes.

We fill in all the necessary information pertaining to the quote (type, title, customer, site, etc.).

Quote document: Allows users to attach the quote document (Excel or Pdf file). By pressing + users search for the
file they want to upload from their computer. If the file has been saved in a shared folder, we also allow the other
users to read or edit the document.

Pressing the magnifying glass icon

Pressing the delete button

%

=

will open the file.

will remove the attachment.

The fields in which the | %] icon appears allows users to open a new Customer/Site/ Contact that does not yet

exist.

Quote Items: The items/products of a quote along with their quantities, sales prices and discounts, are added here.

The quote is saved by pressing Save and Exit/Save.

Related actions: Actions that have been related to a specific quote (Actions, Events).

In the subtab Attached Documents we can attach documents that are related to the price quote.

Custom fields: The quote parameters that we define in Settings -> Parameters -> Custom Fields.
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SEARCH QUOTES

At the top of the screen, there are filters that help users quickly find the quote they are looking for (Image 2.4.3).

O =| Quotelst « x

(g3 Mew Quote | From: | 1/1/2018 *  To: |3/19/2021 ~ | Filter by Acceptance Date Status: @ Submit | Sel
Tree | View Eind
- Find Clear
Status
Quote Mu... Status Customer Quote Type  Creation Date Draft Offer
Offer Approval

16 Offer Accepted PALM JUMEIR.AH HARDWARE  1/13/2020 Offer Sent to Customer

8 Offer Accepted ABU DHABI MEDIA HARDWARE  3/19/2018 Offer Accepted

12 Offer Approval ABU DHABI MEDIA HARDWARE 10262018 Offer Rejected
17 Offer Sent to Customer JOHM SMITH & CO HARDWARE  3/20/2020

b Offer Canncelled

5 Qffer Approval ABU DHABI MEDIA SOFTWARE 1/15/2018

14 Draft Offer PALM JUMEIRAH HARDWARE 10262019

6 Offer Accepted ABU DHABI MEDIA SOFTWARE 1f15/2018

15 Draft Offer PALM JUMEIR.AH HARDWARE 12202019

9 Offer Sent to Customer JOHM SMITH & CO HARDWARE 4232018
11 Offer Accepted JOHM SMITH & CO HARDWARE  10/12/2018
13 Offer Sent to Customer PALM JUMEIR.AH SOFTWARE 11/29/2018

Clear
x A
Image 2.4.3

The % and ? symbols are used when searching in order to include all possible endings of a word or to replace a
character.

Depending on the quote status, the colour code of the entry also changes. The colours are chosen by users in
Settings -> Parameters -> CRM Settings -> Quote Status (Image 2.4.4).

°-
B saveand Exit [ save

Application Settings Workorder Settings Customer Settings  Inventory Settings Company Settings Email settings CRMSettings Invoicing Settings  Mobile Devices  Security Settings  APISettings \Web Portal Settings  Advanced Settings  Custom Fields  External Applications  Project Se
General CRM Settings Countries - States Mamedays Action Reason Action Status Mestings Reasons Mesting Status Customer Contact Roles Customer Departments Customer Industry Customer Sectors Custor
Terms of Payment | Quote Source of Origin -~ | Actions Types | Quote Types | Types of Meetings Marketing Campaign Status | Marketing Campaign Media | Sales Opportunity Status | Document Categories | Ticketing Settings | Priorities

Description Color Active
T 8
» Draft Offer [ 255, 255, 192 i)
Offer Approval [ 255, 224, 192 ¥4
Offer Sent to Customer 122, 192, 255 v
Offer Accepted [ 192, 255, 192 i~
Offer Rejectsd [ 255, 128, 255 v
Offer Canncelled [ 192, 192, 192 v
Image 2.4.4
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QUOTES TEMPLATES
The creation of quotes templates helps users find quotes faster.

How do we create a quote template?

B

We select the desired criteria (e.g. quote status) to create the template content, we press the Save button and
enter a title (a brief description) of the template (Image 2.4.5).
@ = | Quotelist = x
(g3 New Quote | From: | 1/1/2018 v | To: |3/19/2021 ¥ | Filter by Acceptance Date Status: = | (@ Submit | Select Template: - By &8 o
Tree | View
- Find Clear
Quote Mu... Status Customer Quote Type | Creation Date + Possible ... Salesperson Quote Va... |Contact... Status R... Terms of ...
?
6 Offer Accepted ABU DHABEL MEDIA SOFTWARE  1/15/2018 170.00
1! q
3 5 Offer Approval ABU DHABEL MEDIA SOFTWARE 1/15/2018 3 o Tenp b toe _ = —
8 Offer Accepted ABU DHAEL MEDIA HARDWARE  3/19/2018 3
9 Offer Sent to Customer JOHN SMITH & CO HARDWARE  4/23/2018 4
11 Offer Accepted JOHM SMITH & CO HARDWARE  10/12/2013 1
12 Offer Approval ABU DHABEL MEDIA HARDWARE  10/25/2013 i Save
13 Offer Sent to Customer PALM JUMEIRAH SOFTWARE ~ 11/29/2013 1 2
14 Draft Offer PALM JUMEIRAH HARDWARE  10/25/2019 10/31/2019  Nick Johnson 450.00
15 Draft Offer PALM JUMEIRAH HARDWARE  12/20/2019 1/7/2020 John Smith 135.00
16 Offer Accepted PALM JUMEIRAH HARDWARE  1/13/2020 3/31/2021 Nick Johnson 20,000.00
17 Offer Sent to Customer JOHN SMITH & CO HARDWARE  3/20/2020 3/23/2020 John Smith 500.00
Image 2.4.5

QUOTE FOLLOW-UP

Depending on the quote status we can create a follow-up action to ensure that it is efficiently managed. We enter
the Follow-up date (e.g. when we want to schedule the next communication-outgoing call with a prospective client)
and the system automatically creates a new pending action with the exact same information (type of
action/assigned to/customer/site, etc.). Image 2.4.6

0 4 | QuoteNo.17 JOHN SMITH &CO & X

B Save and Exit [P Save 3§ Delete [l Copy | (2 Print - | | Gy Refresh = Convertto Project [ Create related | | v | B8 Follow Up Invoicing +
Friday, March 19, 2021
Select template - A
G B X 0] March 2021 B

) ) Sun Mon Tue Wed Thu Fri Sat
Basic Information | Related Actions | Attached Documents | Custom Fields | Related Projects

Basic Information

Quote Number: | 17 Quote Type: HARDWARE @ Quote Document: 4 15 16 17
21 22 23 24

28 2% 30 3

Tite: | Quote "JOHM SMITH & CO'
Status:  Offer Sent to Customer AL+ ] Reason: T

Created by: |1 | Currency: A ) Clear

Image 2.4.6
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We can set a default follow-up action in Settings -> General CRM Settings. Image 2.4.7

Application Settings  Workorder Settings  Customer Settings  Inventory Settings  Company Settings  Email settings CRM Sett

Terms of Payment Quote Source of Crigin Actions Types Quote Types Types of Meetings Quote Stah

General CRM Settings Countries - States Mamedays Action Reason Action Status Meetin
LJUESTION SDOUT SENaINg STall 0 LRIV SCT0MT STorage VIEW ORIy SEECTEd CIErT SCuos I e

/| Enable CRM action Dispute Process

Message for CRM Action longer energy than ; 0 : minutes
Ched: for reminder overview every 05 ms
Default meeting duration: 0 5 minutes
Default action: | Incoming Call -
Default action for incoming calls: | Incoming Call -
Image 2.4.7

Our aim is for all quotes to come to some final conclusion, either by being converted to a project or by being
cancelled. In the latter case, the reason for the cancellation may be entered (in Custom Fields) in order to use this
information to draw useful business conclusions.

Convert quote to project: Requires the FSM Module.

QUOTE HISTORY

The Trader tab (CRM -> Quotes) contains the history of all quotes submitted to the customer. Image 2.4.8

By Saveand Exit [ Save Gy Refresh 3§ Delete 2 CRM - FE| Send Email ¥ Anonymise |ﬁ Export Customer History Commercial Management ~ [m] Label Print |1 5

Company Information | Other information | Sites | Inwvoice Types | Working hours | Contacts | Contracts | Maintenance plans | Sales Consultants | Balance | Attached Documents | Motes | CRM |FFSM I SWOT Analysis | Custom Fields

Actions | Meetings | Quotes | Campaign Particpation | Sales Opportunities

Quote Mum... Quote Title Status Quote Type  Customer Site Contact Mame Terms of P... Quote Sour... Motes Possible Ac... ImportDate  Quote Value
4
» 18 Quote MACDONALDS' Draft Offer HARDWARE  MACDOMALDS MACARONA Mixed Paym... PARTMER R... 3/18/2021 531.00
19 Quote 'MACDONALDS' Offer Acce... HARDWARE MACDONALDS DUBAI Mixed Paym... 3/31/2021 3/19/2021 900.00
Image 2.4.8
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CALENDAR

The Vortex CRM Module helps users keep track of their tasks and meetings in the Calendar using the MS Outlook

environment and filter them by employee, date, etc. So when users create a meeting, an action or a quote, these are
automatically displayed in the Calendar. (Image 2.5.1)

- MACDONALDS =

B Saveand Exit [ Save G) Refresh 3§ Delete 2 CRM - FF Send Email ¥ Anonymise [ Export Customer History Commercial Management » [m] Label Print |1 3

[ Company Information | Other information | Sites | Invoice Types | Working hours | Contacts | Contracts | Maintenance plans | Sales Consuitants | Balance | Attached Docments | Notes || Cr [JTESMI]| SWOT Analyss || Custom Fields

| Actions | Meeﬁngsl Quotes ICampaign Participation | Sales Opportunities |

Quote Num... Quote Title Status Quote Type | Customer Site Contact Name Terms of P... Quote Sour... Motes Possible Ac... ImportDate  Quote Value
A
[ 18 Quote 'MACDOMALDS' Draft Offer HARDWARE  MACDONALDS MACARONA Mixed Paym... PARTMER R... 3/19/2021 53100
19 Quote 'MACDOMALDS' Offer Acce... HARDWARE ~ MACDOMNALDS DUBAI Mixed Paym... 3/31/2021 3/18/2021 500.00
Image 2.5.1

By double-clicking on an activity, we can view all the items scheduled on a specific date.
How do we create a new meeting/action/quote from the Calendar?

We select the date and right click to create a new meeting/action/quote (Image 2.5.2).

-CRMCaIendarix . _ — .
del- - 00EeQ e MEIDNED QL Q- (& d ¥

Monday, March 15 Tuesday, March 16 Wednesday, March 17

1

8 AM

Create new Meeting

Create new action

=
o
12
L=
o
a
=
-z
w
=
o
=
&

Create new quote

Image 2.5.2
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We press Save and Exit at the top of the tab to save the new entry. (Image 2.5.3)

[v] alCRMCalendar = x| Quote & x|
! Save and E(itIE Save 3¢ Delete [l Copy | & Print . (G} Refresh &> Convertto Project [% Create related . Follow Up Inveicing ~ @ Export~ =
Select template ~B &
Basic Infarmation ‘ Related Actions | Attached Documents | Custom Fields | Related Projects |
Basic Information
Quote Number: Quote Type: M @ Quote Document: R @
Title:
Status: | Draft Offer - @ Reason: - Salesperson: -
Created by: 1 » | Currency: b \% Created: ' 19/03/2021 -
Customer: L@ Possible Acceptance Date: A
Site: G @ Contact: L")
Farent Offer: - Sale Opporturity: v
Terms of Payment: - @ Reference by: - MNotes: -
Source of Origin: - @ Source Motes:
Final Customer: - v
Quote Ttems
Product Category  Code Description Product Description | Quantity Value % VAT Discount Value After Disco... |Final Value MNotes
®
Image 2.5.3

When users hover over an entry, information is displayed about the trader and the site of the activity. (Image 2.5.4)

7 00

12:00 PM-12:00 PM (Meeting) PALM JUMEIRAH | AZURE RESIDENCES

Image 2.5.4
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At the top of the screen, the following icons are available:

%

]
"4 calendar print preview

(

“=* print the calendar

o
= Page Setup box, where users can adjust and set their printing preferences (Image 2.5.5)

Page Setup

Format Paper | Resources

Style name:  Daily Style

Options

Start date: 1/13/2020
End date: 1/17/2020
Print from: 12:00:00 AM
Print to: 12:00:00 AM
Duration: 1day

& Print all appointments

Print Preview Print

Ve Arrow keys to move between days

xﬁ?
— Jumps to the current date
@ ©
~% %/ 700ms in and out of an activity

Displays tasks on a timeline

hd Define Styles...

Preview

4
||||. !

- Fonts

Date headings:
14 pt. Times Mew Roman

Appointments:
12 pt. Times Mew Roman

Shading
Full Color e
OK Cancel
Image 2.5.5

Displays calendar on a daily, weekly, monthly basis

L) Graphical representation of an activity over time

Page 38 of 58
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‘@ Refresh -

Reloads/Refreshes the calendar

31 l . . .
Displays events without grouping

Grouping per day and per contact

% Displays events separately for each company resource

E Filters calendar activities. When performing a search (per resource, type of action, action status, quote
status) the results will be limited to only those calendar entries matching the filters (Image 2.5.6).

- = —1 T . - - R
| 21 | _:”g %MT . ;Q‘p:-. 1= i’ - 50 Time Scale Captions | =

o Select Filters [ x |
& Refresh [=] Selectall g Clear All ~
Users | Actions Types | Action Status | Quote Status I

=2 User “

Bill Jordan
Bruce Morton
Paul Wiliams
(George Grant
Filip Micholson
John Cooper
Michael Hunt
John Smith
Mick Johnson
George Bruce

demo

HEEEONEE NN @m 3

Image 2.5.6
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MARKETING CAMPAIGNS

Users may create promotions or marketing campaigns for specific customer categories or for all customers.
By selecting <Marketing Campaigns> from the menu, the user is taken to the following screen. (Image 2.6.1)

0 = Marketing Campaign = —(o] x
1B &
] (] &
H v
Save Save Create
and Exit related =

Basic Info | Campaign Related Actions | Campaign Customers

Basic Information

Description:

Status: v &
Start Date: v End Date: -
Promotional Tool: v @
Created by: |1 v
Statistics
Campaign response: |0 0Open Opportunities:
Sales Leads: Earned Opportunities: |0
Turnover: Lost Opportunities:
Expenses: % Performance : 0 %

Motes

Image 2.6.1
BASIC INFORMATION

Description: Brief description of the campaign
Status: The status of the campaign

Start-End Date: The duration of the campaign
Promotional tool

A sales opportunity can be linked to a campaign

Once we fill in all the necessary information, we press <Save >.
STATISTICS: Help users measure the effectiveness of each marketing campaign that is launched.

Campaign response: The number of actions resulting from the campaign.

Sales leads: The number of potential customers targeted by the campaign.

Revenue: The revenue generated from the campaign.

Expenses: The expenses connected to the campaign. Campaign spending may cover human resource costs,
advertising expenses, etc.

Open opportunities: The sales opportunities that are in progress or "Pending”.

Earned opportunities: The sales opportunities having the status "Completed".

Lost opportunities: The sales opportunities having the status “Cancelled”.

O
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Rate of return (%): The efficiency and effectiveness rate is automatically filled in and is based on the sales leads and
the earned opportunities (Image 2.6.2).

Statistics
Campaign responise: |0 Open Opportunities:
Sales Leads: Earned Opportunities: 0
Turnaver: Lost Opportunities:
Expenses: %o Performance @ 20 %
Image 2.6.2

Once the Marketing Campaign is saved, the Trader tab is also updated, in the field CRM -> Participation in Campaign
(Image 2.6.3).

. 4= | 000183609 - MACDONALDS &
Ef Saveand Exit [F] Save G Refresh §§ Delete 2 CRM ~ L] Send Email ¥ Anonymise [ Export Customer History Cormmercial Management - [m] Label Print |1 5

Company Information | Otherinformation | Sites | Invoice Types | Working hours | Contacts | Contracts | Maintenance plans | Sales Consultants | Balance | Attached Documents | Motes | CRM

Actions | Meetings | Quotes | Campaign Participation J Sales Opportunities

Marketing Campaign

Image 2.6.3

A Marketing Campaign may be linked with 1. a CRM action, 2. a meeting, 3. a quote. The resources and actions
required to manage the campaign are accordingly added to the related actions (Image 2.6.4).

O -
[[E]=
5 H x5
X ¥
Save Save Create
and Exit related
sin  Related Action
BasicInfo | Campaign Relz %% Meeting hers
B Quot
Basic Information 23] uote
Image 2.6.4

A successful campaign may be converted into a Template for future use.

How do we create a marketing campaign template?
We select the desired criteria (e.g. Promotional tool, notes) in order to create the template content, we press the

Save button E and we enter a title (brief description) of the template (Image 2.6.5).

O
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) Template Name | = llBa | x|

| Save

Image 2.6.5

Once we have created our template, we can select it from the list of marketing campaign templates.
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SALESPERSONS

Here we can add the company’s salespersons (Image 3.1.1) by clicking on the New Salesperson icon

@ | solesperson = x|

& New Salesperson |G Refresh -+

Code: Name

User Signature: Inactive

{00001 John Smith John Smith = ]

000002 Nick Johnson Nick Johnson = [m}
Image 3.1.1

and then completing the salesperson’s tab (Image 3.1.2).

I
b Salesperson Transactions

& save @ Delete ~

[ =B ] x

18y Update Salesperson Financial Data From Date v ToDate + | Update Salesperson from Customer Transactions [| =

Basic Information Signature

Code 000003

MName

User v Mo image data

Commision Method Commision from salesperson rates S

[ inactive

Ratio scale | Custom Fields | Finandal data

From Turnover To Turnover Commission on sales Commision on collections Monthly

+ -+ x

Image 3.1.2
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Code: The salesperson’s serial number. Filled in automatically when the entry is created

Name: The salesperson’s first and last name

User: Vortex user

Commission method: Filled in when the salespersons work on commission (CM Module) Image 3.1.3.

Basic Information Signature

Code 000003
Name | JOHM SMITH

User John Smith - Mo image data

Commision Method | Commision from product rates -
CommisionType

Commision from salesperson rates

Commision from product rates

Commision from product and salesperson rates

From Turnover ision on collections Monthly

Ratio scale | Custor

Image 3.1.3
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DEPARTMENTS

The company departments can be created here. A new department is added by clicking on the add icon T oat

the bottom of the screen (Image 3.2.1).

@ = | Departments = x
- Find Clear

Department
¥

b (Field Technicians

Image 3.2.1
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PERSONNEL LEAVE

Allows users to manage personnel leaves. The time period, the number of days absent and the type of leave are
defined for each leave (Image 3.3.1)

@ = Personnelleave = x
@ Newleave ~

Leave | LeaveBalance | Total Leaves per Year | Leave types
Sunday Monday Tuesday Wednesday Thursday Friday Saturday
March 14 15 % 17 i) 19 2

Resource Year Startofle... Endofleave Typeofle.. Days
George Bruce - Normal Leave

v
» lGeorgeGrant 12020 11/16/2020  11f17/2020  Normal Leave 2
GeorgeBruce 2021 3197021 322021 NormelLeave 3
Paul Wilams 22 3auM2t 33102 Normal Leave 1

21 2 23 2 25 % 27
George Bruce - Normal

Paul Wiliams - Normal Leave

2 2 30 31 Apri 1 2 3

Paul Willams - Normal Leave

Image 3.3.1
How do we add a new personnel leave?

Clicking on the < New Entry > button will open a form in which we can enter all the information of the new leave as
well as the type of leave (after it has been created in the <Types of leave> tab) (Image 3.3.2).

o] ¥ Leave Management H || =-||of x

V Actions

B save

K Delete

Leave Management | Documents

Resource: George Bruce -
Start |3/21/2021 | End: |3/21f2021 -
Type: |Mormal Leave hd

Previous balance: 57

Motes: |

Image 3.3.2

Leaves: Automatically displays the number of leave days the employee is entitled to (for the specific type of leave).

Remaining leave days: The remaining number of leave days (per type of leave for each employee).

O

vortex



0 Page 47 of 58

VOrtexcrm

CUSTOMER RELATIONSHIP MANAGEMENT

Total annual leave days: The number of leave days that each employee is entitled to is filled in (per type of leave
e.g. normal/sick/parental).

Types of leave: All types of leave are entered here.

WAREHOUSE

PRODUCTS

In the CRM Module, in addition to the ERP items, we can also create new products. These items/products can be
used in actions, campaigns, sales opportunities, quotes and generally anywhere in the CRM.

(g5 New Product

In the Products tab, the administrator can add products by clicking on . The product information

' Save

is filled in and the entry is saved by clicking on (Image 4.1.1)
O new Product — [o
Ff Save H Saveand Continue [}l Copy Product | [m] Print Label 15~
Custom Fields Transaction Quotes Stock Transactions Attributes Images Serials Lot numbers Combinations Motes to print Mandatory Steps Production Specifications
Product Inventory Participation Warehouse Properties Services Spareparts Groups Codes Related Items Set Attached files Motes
Basic Details
Code: C000072 Sparepart Inactive Quantities
B Warehouse Stock Resenved Sales Orders Purchase Orders
Quantity
Description: |
Aux. Code:
Type: ME ]
Measurement unit:  Item v (@) B Measurement Unit: ~  CMeasurement Unit: h
B to A'ratio: C' to B' ratio: Picture
Weight: Mass: Warranty Period: 0%
Category: Commeodity ME ] Mo image data
VAT: 24 MR Purchase VAT: -
Extra Taxz |0.00 Trmes [ Mandatory Lot selection in Sales
Manufacturer: - Does not participate in the Loyalty system
Barcode: Does not accept discounts
Mo Stock calculation
Supplier: v Only suppliers with transactions Skip quantity calculation
Pirinser - - Exdude From Salesperson Printouts Properties -
1 »
Image 4.1.1

This tab contains a list of all product categories/types (Image 4.1.2). The administrator adds a product

category using the add icon * 1. The entry is saved by clicking on . A different colour coding is
used per product type.
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Image 4.1.2

Products | Product Types
Types
- Find Clear

Type Color

L

» .CARD PRINTER : [ 251, 213, 181
CHECK SCAMMNER. [ 215, 227, 188
IMNKIET [ 219, 229, 241
KEYBOARD [ khaki
LAPTOP [ salmon
LASER. [ 253, 234, 218
MOMNITOR [ 204, 193, 217
PASSBOOK [ 215, 227, 188
PC [ 191, 205, 219
ROUTER [ 253, 234, 218
SCANNER [ Pink
SERVER. [ Wheat
SWITCH [ Gainsboro
TABLET [ PeachPuff
EMERGY SYSTEMS [ PaleTurguoise
CASH MACHINES [ LightSteelBlue
TELECOMMUMICATION SYSTEMS [ 198, 217, 240
COOLLING/HEATING SYSTEMS [ 229, 185, 183
SECURITY SYSTEMS [ 215, 227, 188
FIRE DETECTICN [ 251, 213, 181
SECURITY SERVICES [ 219, 238, 227

Double-clicking on the product will open the main Edit tab. Each product consists of multiple tabs with
different functions (Image 4.1.3).

@ = | Poducts = | 000004-EVOLISQBI0Mag & X

B Save [ Save and Continue $¢ Delete () Copy Product | [W] Print Label = 1 3

Custom Fields Transaction Quotes Stock Transactions Attrbutes Images Sericls Lot numbers Combinations Notes to print Mandatory Steps Production Specifications
Froduct Inventery Partiapation Warehouse Properties Services Spareparts Groups Codes Related Ttems set Attached fils Notes
Basic Detais
Code: 000004 Sparepart Inactive Quantities &
= OLIS Q910 Mag Warehouse Stock  RE=Ved shesorders  Purchase Orders
Quantity
Desaiption:
ERAL » Warehouse A 0 0 0 0
Warehouse B 0 0 0 0
Warehouse C 0 0 0 0
Aux. Code:
Type: |CARD PRINTER - @
Measurement unit: ~| @ BMeasurementunit: ~ | CMeasurement Unit: -
8 to A'ratio: 0.00 €' toB ratio: |0.00 Picture

These tabs are:
Inventory participation: Requires the CM Module.
Warehouse properties: Requires the CM Module.

Services: Allows users to relate a product to specific services. Right clicking the Select checkbox on the
left will select/deselect all services (Image 4.1.4). The same applies to the list of spare parts shown
below. By choosing a product when creating a workorder only those services that have been selected
will be displayed.

O
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Custom Fields | Transaction Quotes | Stock Transactions | Attributes I Images | Serials | Lot number
Product I Inventory Participation | Warehouse Properties | Services | Spareparts | Groups

Related Services

Select | Code Service
¢

[]  coooozi PC Check

Coeesem  MenbiyMontenceChest
[]  coooozz Monitor Check
[ coooozs Keyboard & mouse Replacement
W cooooza Server Check

FM T conaozs Storage check

|:| ......... Co00n2a Switch Replacement
[ coooozz Printer Check
[ coooozs Guard rails repair
[ coooozs Highway markers repair
[l  cooooss Favement patching
[l  cooonso Road fences repair
[ coooosa Crack filing

Image 4.1.4

Spare parts: Allows users to relate a product to specific services. By choosing a product when creating a
workorder only those services that have been selected will be displayed.

Groups: Requires the CM Module.

Codes: Requires the CM Module.

Relevant ltems: Requires the CM Module.

Attached Files: Allows users to attach files.

Notes: General product information.

Custom fields: Displays the custom fields of the products created in Settings -> Custom Fields.
Documents: Requires the CM Module.

Quotes: The quotes which refer to the particular product.
Balance Transactions: Requires the CM Module.
Attributes: The specific attributes of each product.
Images: Image upload.

Serials: Requires the CM Module.

Lots: Requires the CM Module.
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PRODUCT TEMPLATES

In Product Templates, we specify the attributes/specifications (i.e. serial number, model, manufacturer warranty)
that will accompany a product wherever it is opened from. We can also define default values for the attributes.

How do we open a product template?

(g New Product Template -

We select to open the product template tab and edit it (Image 4.2.1):
0 - Product Template = -8 x
V Actions fa
M~
Save Delete

Template Description :

Type: : T
Product : r
Attributes
Attribute Type Attribute Value jin]
¥
+ - 4 X
Image 4.2.1

Description of product template: We provide a general description for the product template
Type: We select the product template type/category
Product: We enter the product name

Below, we add all the attributes that will be associated with the product template. To illustrate this, and using the
following image as an example, if we open the above product template in one site, a product with the attributes
‘Serial No’, ‘Origin’ and ‘Attribute Value’ will be automatically created. Then, if we want to create the following
template in a site, the product will be automatically created with the specific attributes (Image 4.2.2).

vortex



o Page 51 of 58

VOrtexCcrMm

CUSTOMER RELATIONSHIP MANAGEMENT

il
Template Description ;
Type : CHECK SCANMER. -
Product :  PAMIMI MyVisio 30 -
Attributes |
Attribute Type Attribute Value D
* O
Product No [POS800 vl
Ram 4 [
I Model ‘MyVisio Red30 O
+ - 4 x
Image 4.2.2
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ATTRIBUTES

The Add | icon at the bottom left of the form allows us to add attributes to the products (Image 4.3.1).

@ = | Aributes = x

Attributes
Attribute

P

Serial Mo
Username
Password

Bar Code
Product Mo
IMEI

Might Vision
Floor

Color

HDD
Resolution
Place of origin
Power

Image Sensor
Weight

Scanning Frequency

Image 4.3.1
ADDITIONAL TABS (Image 4.3.2)
Sensitive data Mandatory for Invoicing Show to Reparts Participates in product combinations Publish to the Web Service
5] 5] 5] [=]
Image 4.3.2

Sensitive data: Depending on the user’s permissions (rights granted in Settings -> Roles), we authorize or restrict
the access to data (attribute values) that has been qualified as sensitive data. If we click the corresponding check
box the user will have access to the attributes’ sensitive data.

Mandatory for invoicing: Requires the CM Module.

Print to invoices: Requires the CM Module.

Participates in product combinations: Requires the CM Module.
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SUPPLIERS

With the Add | icon at the bottom left of the form we can add the product suppliers. (Image 4.4.1)

Image 4.4.1
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SETTINGS

USERS
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User rights are defined ONLY by the system administrator, for whom all the rights in all application forms have
been enabled. Users have a username and password, and are assigned a single role. Depending on their role, they
are allowed to perform specific actions. A new user is added by clicking on the Add button at the bottom of the
screen (Image 5.1.1).

Q 5| users & x
Locked Acc...  Userld
T

3

Full name Userlame

20 Bl Jordan  ngkavanozis
21 Bruce Norton  nsoulakelis
22 Faul Wilams  gtourlakis
23 George Grant

Password

E-mail

wnikiforos@VortexInfocom.gr
ksalatells @Vortexinfocom.gr
kefthimiopoulos @VortexInfocom. or

24 Flip Nicholson Kiyras
26 John Cooper  Kexarhos
27 Wichae| Hunt  Fealamaras
36 JohnSmith  VTegos
38 Nick Johnson  Nrigatos

55 George Bruce Friantis

58 demo demo
58 1 1

60 OTE ote
61 Customer s
62 Mike Smith  Msmith
63 riretr sefs

Wow e e

a
fgazas@VortexInfocom.gr
jangelalkis @VortexInfocom.gr
spaviou@vortexinfocom.gr
tantonopoulos @vortexInfocom,gr
njchnson @vartexinfo. com
gbruce@vortexinfo.vom

demo

gkouris @dcis.gr

ote@dcis.gr

cus@dcis.gr

Mike @dc.gr

dfsefedfsd

Email Account | Partner

DC
bC
bc
ple}
bc
[ole}
oc
[ole}
oc
TTMANIAC
ple}
bc
TTMANIAC

[ole}
oc

IsActive

g

RO R R R R R R R R R R

Roleld External User | Customer
(=]

User

User

User

User

User

User

User

User

User

User

User

Administrator

Administrator

User PALM JUMEIRAH

User

User

Image 5.1.1

Rl

kb kkkkkkRERRRR R R

R R R B R T R T T B B I IR B

site

PALMA RES...

Login failed... | Change Pa...

o o o o oo oo oo

o o o o o

Working days

vortex
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EMAIL ACCOUNTS

Vortex allows users to add email accounts. (Image 5.2.1)

@ = | EmiAcounts = x

Description Email Address Username Password Display Name Email Smtp
®

Image 5.2.1

Add an email account

To add an account, all the necessary information is filled in by pressing | *

DESCRIPTION: A brief description of the email account

EMAIL ADDRESS: The email address (email@email.com)

USERNAME: The username required to login to the email account
PASSWORD: The password required to login to the email account
DISPLAY NAME: The name that shows up when users send an email
EMAILSMTP: The outgoing email server address

EMAILPORT: The communication channel through which emails are sent
SSL: The encryption protocol for secure communication

In the end, the entry is saved by pressing |

Page 55 of 58

Email Port sSL
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ROLES
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Users can create and manage different work roles, so that each role is granted separate rights to perform tasks in
the Vortex CRM Module. Each user can have one or more roles, by inheriting the respective rights.

A new role is added by clicking on

o & | Roles #® x

Roles | Role Access Rights

Role
L
¥ | Administrator

User

Then, users need to define the rights of each role. The right to view, modify or delete entries is granted to users for

API Roles

specific categories or other content.

Entities: The right to view, add or delete entries is granted to users for specific categories or other activities (Image

5.3.2)

@ = Roes 5 x

Roles | Role AccessRights | APIRoles

Role User

-

Entities | Pricelists | Customer groups | Product Groups | Technical departments

Object name

v

» | AccountingFle
AccountingPrice
AllowRowProductDescriptonModification
AlProjectsMap
AssignmentsList
Attributes
Balanding
CalaulateCostPrices
CalendarEvents
CalendarTechActions

CalendarTechActionsAssignments

Desaription

All Transactions

Accounting Value

Product Description modfication on Invoicing
Sites on Map

Workorder List

Attributes

Balance Shest

Cost Price Calculation

Calendar Events

Technidans Calendar

Assignments on Technicians Calendar

Pricelists: Requires the CM Module.

Customer groups: Here users are granted the right to view, add or delete entries (optional, in case customers have

been grouped).

Product groups: Here users are granted the right to view, add or delete entries (optional, in case products have been

grouped).

at the bottom of the screen. (Image 5.3.1)

Read

Image 5.3.1

W< S-S S Shiaes

Image 5.3.2

Technicians separtments: Requires the FSM Module.

Save

Write:

INENEENNANRRRR(E

Delete

INENSNNEREAE(E
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PARAMETERS

APPLICATION PARAMETERS (Image 5.4.1)

o = | Settings & X
! Saveand Exit [ Save

Application Settings  \Workorder Settings  Customer Settings  Inventory Settings  Company Settings  Email settings  CRM Settings  Invoicing Settings  Mobile Devices  Security Settings  API Settings  Web Portal Settings

Phone Line Type: NoDriver ~ | Settings Minimum number of digits for call recognition 11 5| Ignore numbers that begin with:
Caller ID by Agent Call Identifier Port: 05 Characters to delete from the beginning of the number
Menu View : NavigationPane v | & show Gauges on Home screen k] show Workorders Map on Home Screen Minimize to bar
ERF: ¥ | Settings Transfer completed Workorders to ERP Update map on site creation from ERP data import

Message settings
Select Provider | Yuboto | smes.marketing.gr | ProSMS.gr | sms-marketing.gr | Apifon | ApiServer3

File path : Service: - Sms Send

Image 5.4.1

Type of phone line: Vortex connects to an Asterisk call centre system
Minimum number of caller ID digits

Ignore numbers starting with

Caller ID by Agent

Caller ID portal

SMS settings: Sending an SMS requires having an SMS provider. The SMS service providers that support Vortex are:
Yoboto, sms.marketing.gr, ProSMS.gr, sms-marketing.gr.

Google Api Key: The new Google interface (API) key is filled in.
Customer prefix: Codification applied to traders.
‘One site’ option activated in the ‘Create a new customer’ tab. By clicking on the check box, a site will be

automatically created in the customer tab when creating a new customer and will contain its company name in the
site description.
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CRM SETTINGS -> GENERAL CRM SETTINGS (Image 5.4.2)

@ =| setings = x
B Save and Exit [F] Save

Application Settings  Workorder Settings  Customer Settings Inventory Settings Company Settings Email settngs | CRM Settings  §nvoidng Settings  Mobile Devices  Security Settings  API Settings  Web Portal Settings  Adv

Terms of Payment uote Source of Origin Actions Types Quote Types Types of Meetings Quote Status Marketing Campaign Status Marketing Campaign Media Sales Opportunity Status
General CRM Settings Countries - States MNamedays Action Reason Action Status Meetings Reasons Meeting Status Customer Contact Roles Customer Departments

W] shaw only site Products Show "Today™ on Home screen
Go to CRM actions on dicking the call Pop Up Autocomplete “Assign To" if empty during saving new CRM action
Confirmation when creating related objects Reminder sct only to the user the CRM action i3 assigned to

/! Send a reminder email on meeting creation Deactivation of reminders
Question about sending e-mail to CRM action storage View only selected diert actions in the related actions

Enable CRM action Dispute Process

Message for CRM Action longer energy than : 0 5| minutes
Check for reminder overview every [
Default meeting duration: 0 5 minutes

Image 5.4.2

Show only site products: In the CRM functionalities where products are displayed (such as CRM Actions or Meetings,
etc.), when activated this option displays only the products of the specific site and not all customer sites.

Go to actions after clicking on the call pop-up window:

Confirmation when creating related actions: A confirmation message is displayed when relating actions.

Send a reminder to the provided email address when creating a meeting: Allows users to send customers a
reminder email when creating a meeting

Question about sending an email when saving a CRM action: An email with the action’s information and notes i
sent when saving an action.

Display the “Today” view on the home screen

Automatically fill in the “Assigned to” field if left blank when saving a new action:

Send reminder only to the user to whom the action has been assigned: By selecting this check box, users can set
reminders for CRM actions.

Turn off reminders: Turns off all reminders

Check for reminders every X minutes: Reminders for events and meetings (time defined in minutes)

Default action

Default action in incoming calls

Select user for incoming call pop-ups: The user to whom a pop-up window will be displayed during an incoming call
is selected

Completed actions status

Materialized quote status

Default fields: The default fields that each user will have in 1. Actions, 2. Meetings, 3. Quotes.

Rules for mandatory fields (Image 5.4.3): The fields required to save a CRM action.

Rules for mandatory fields: | opject Type About Product site Contact Service Praject Relatzd Quote Marketing Campaign | Applies to
v =) (=) E) a (5] a =)

+ - 4 x

Image 5.4.3
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