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Introduction

I am told that every organization (or at least those with customers) wants and needs a good Client (or
Customer) Relationship Management system. I know we do and I know that we have struggled with
inferior products for many, many years.

This is why, when we were designing the ‘out-of-the-box’ functionality of Knowledgeone X!, we made
CRM a top priority. We designed it so we could replace our existing CRM with Knowledgeone X', We
also made sure that Xchange !, our new Knowledgeone *! import/Export engine, could import all of
the database formats that our customers and we needed, (we even surveyed our customers to make
doubly sure).

Xchange ! is the secret to using Knowledgeone X! as a CRM because it provides the way for you to
import all of the data and relationships from your existing CRM system as well as your accounting
system and any other system you may have that holds client data. Xchange ** is the final building block
in the Knowledgeone suite and it will be shipped to all Knowledgeone ¥* customers in January 2006.

The release of Xchange ** also means we can finally rid ourselves of our old CRM system and move to
Knowledgeone X!, So we share the need with you and we have shared the pain in the past of inferior,
badly written, badly designed and difficult to use CRM systems.

So, What Is A CRM System?

A successful business depends upon knowing what its customers want and need and then structuring
its products and services to meet those needs.

This isn't about spying on customers; it is about knowing your customers. It is about having an up to
date picture of your customers and being aware of their ever changing organisations, staff and
requirements.

It is also about keeping accurate records of all of your dealings with your customers. This includes
everything from sales to support calls.

Most importantly, a good CRM system provides a single point of entry; a single portal into all your
dealings with your customers. A way to see everything ‘at-a-glance’ without having to troll through ten
or fifteen different application systems or engage expensive analysts to extract and reformat data and
build unstable, unreliable, difficult to maintain bridges and integrations.

How Does Knowledgeone ¥! Make It Easy?
Knowledgeone ! makes it easy to implement ‘your’ CRM by:

e Delivering a working CRM system ‘out-of-the-box’;

e Making it easy for you to change any aspect (without programming) so you can get an exact fit
with minimal effort;

e Making it easy for you to import data from any other system;
Making it easy to use; and

e Making it easy to roll-out and maintain, (all user features in Knowledgeone “! are thin-client so
there is actually nothing to roll out to and maintain on desktops).
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How Does Knowledgeone ¥’s CRM System Work?

Overview

Like all of our ‘out-of-the-box’ personalities, the CRM personality is single table centric; in this case
utilizing the Entity table as the main entry point into all CRM functions.

The Entity table in Knowledgeone X! is where you maintain details of all the organizations you deal
with; each one is defined as an entity in this table.

The nature of Knowledgeone X''s ‘single-table-centric’ approach means that you can access every
related record while within the Entity table. This means that without leaving the Entity table record,
you can access all information on your customer including all departments, locations, employees
(contacts), quotations, purchase orders, invoices, support calls, notes on all phone calls and meetings
and all activities past and pending (e.g., appointments and meetings).

And, the CRM function is ready to use as soon as you install Knowledgeone ¥, As are the Activities
functions and Notes functions and Help Desk personality. In fact, every function and personality and
table you will need has been pre-configured by us so you can begin using the Knowledgeone ! CRM
personality as soon as you install Knowledgeone .

(= Note: For a detailed reference to Customer Relationship Management in Knowledgeone
@ Kl please access the K1 online help and search on “customer relationship management”
as follows:

LU Contents Indes [@g’;\f‘f EFq:!:_le_s
4) x

Type in the word{s) to search for:

Customer Relationship Management
Pleasze read Using K1's Multi-Personalities before reading this topic.

customer relationship management

Customemelationship Management
Making Changes ko kK1 .
Using K1's Multi-Personalities The Customer Relationship Management (CRM) Personality is Entity table centric 555
elcome

This is because CRM is about managing organizations as custormers and in K1 the details of an organiz
Entity record.

The Entity record links to all other related Tables required for CRMW. These include:

Activity

Cambaian

This is a particularly important topic because it clearly describes all of the tables used by the CRM
personality and also explains each of the fields and field links in the Entity record.

Which Tables?

There is a diagram in the Knowledgeone ** online help system showing the suggested usage of
Knowledgeone *! tables by the various ‘out-of-the-box’ personalities of Knowledgeone “!, including
CRM, in an easy to read table format.

please access the Knowledgeone ! online help and search on "tables and personalities”

Note: For a detailed reference to handling Tables and Personalities in Knowledgeone**
as follows:
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1) X

Type in the word{(s) ko search for:

Tables and Personalities
60} Please read Using K1's Multi-Personalities befare reading this tapic.

tables and _persunalities

@This is a general guide only. Each customer will ultimately decide

Asset Management
“hanging K1 - Q28
Complaints Management The following table indicates which tables are most likely to be used by
Configure by bype code

Customer Relationship Management

Electronic Document Management The list does not include link tables as these are generally invisible to i
Help Desk

Huran Resources Management

Irmaging Those tables marked in yellow are those that are common to most Per

Making Changes to K1
raking Changes wvia the User Interface (UD)

Methods The K1 Administrator should use the following table as a guide when b
on-the-Ffly what tables each 'Group' of users should have access to.
Records Management
Retention
Search
Tables and Personalities
IJsing K1's Multi-Personalities i E
welcomme o = | =
Where do I begin? = = =5
Wit kf low = = = S
K1 tables  |wm | E | =
Activity
AuditTrail o o o 2 24

This diagram lists all the tables used by the CRM personality, as does the K1 online help reference
mentioned previously, “customer relationship management system”.

This is an important point I try to make in each one of our papers on Knowledgeone “!. There is an
enormous amount of information in the online help system. We chose to put this information in the
online help instead of a manual because in our experience (22 years of designing, building and
supporting software applications), manuals can never be found when needed. The online help on the
other hand, is always there and is just a click away.

Within this paper and others, because they are designed for our customers who have access to the
online help, we try not to repeat the information in the online help system and will continually refer
you to it by giving the words to search for. Instead, in these papers we try to give you an easy to
follow overview of how each personality works so you can more easily gauge how it could be of benefit
to your organization.

Using Xchange ¥! To Import Data And Populate Your CRM Tables

Overview

Xchange ! is a free product delivered to all Knowledgeone X! customers. It wasn't included in the first
shipment of Knowledgeone ! but will be included in the Knowledgeone *! version 1.2 upgrade being
shipped to all customers in January 2006.

Xchange ¥ is, like Knowledgeone “!, a new concept and a revolutionary product. It can import from
virtually any source and can dynamically replicate links from the source tables within the target
Knowledgeone *! tables, (saving you having to do this manually after the import of each table). And
you can also use Xchange ! to export any information from Knowledgeone ¥ in industry standard XML
format.

Most importantly, Xchange ! can be run fully automatically as well as manually. This means Xchange !
can be used as an object oriented API (Application Program Interface) when you need to import data
into Knowledgeone ! on a regular basis (say daily or weekly) from other systems. You simply
configure your mapping for each system, save and name the map and then use it each time you run
an import (or export, you can also save and reuse export maps in exactly the same way).
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As I said earlier, Xchange ** is the missing link and the most essential tool for customers when using
Knowledgeone *! to run multiple applications. It is literally a universal integration tool, able to integrate
to any system.

Note: Please reference the Xchange ! online help system as follows:

| =
Contents |Igde:-: ] §earch] = [:Ei[ 4‘ % [ - E & A [?)
Contect... Laagin Backup Saved Selec
=-1[]] ®changeHelp W ichangeHep - Dretails K1 Data.. ImportMap  Source
i}/ elcome
:ﬂ Connection Details Welcome
2] Login

2] Backup K1 Database

ﬂ Saved Import Map

2] Select Source Database

2] Select Source Table

2] tMap Source Fields to K1

2] Adding EDOC Metadata

ﬂ Ingert or Update or Bath?

2] Linking K1 Tables

2] Mandatory Fields

2] what makes a record unique?
z Save Impart Map

2] Import Data Overview

[ i ’ ’ p— :
2] Export Operation Knowledgeone is a generic application processing system; able to run

-j sbatad salics Firals multiple applications concurrently. It is a rapid application dewvelopment tool

2] Connection Stiings ;&i i for thin-client .NET 2003 applications.
j Funning #change rnatically

ﬂ Data Types
:ﬂ 5¢ML Binary Format As well as coming to you with a variety of ‘out-of-the-box' applications so you

2] Enrars can be up and running from day 1, Knowledgeone also allows you to add new
applications (we call them Knowledgeone Personalities) or modify any of our
existing 'out-of-the-box' Personalities.

But, in order to be able to use Knowledgeone to run a new application you
first need to be able to import your data into Knowledgeone, (i.e., ‘populate’
Knowledgeone tables). This is accomplished for our RecFind customers by
using & specially built program called 'RecFind2K1 conversion program'. For
any other foreign' application (i.e., any other application but RecFind) you
need to use Xchange to import the data into Knowledgeone.

So, How Do You Switch Across To Knowledgeone ¥*’s CRM Personality?

Overview

Unless you are a recent start-up, most of the core data you will need for your CRM system is already
somewhere in your organization. It may be in Excel tables, Access systems or other applications’
databases (for example in SQL Server or Oracle format). It may also be in your ‘old’ CRM system (as it
is with us).

Some of this data you will need to move over just one time to Knowledgeone *! and other data will
need to be imported into Knowledgeone ¥ on a regular basis, for example, accounting or invoicing
data.

What Do You Need To Convert First?

I would think you need to first populate the Knowledgeone ¥ Entity table and Person table with details
of the organizations you deal with and the people (contacts) who work for those organizations.

There is an example in the Xchange ! help screens of importing this type of data.

Note: Xchange*! online helps system, please begin with the Login topic and follow the
process through of importing Employee data from an Access database.
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Having the Entity and Person tables populated is a prerequisite to being able to use the CRM
personality and perform any CRM related functions such as adding Notes and Activities and Sales
Opportunities.

Know The Data And Relationships You Want To Import

Is Your Data 'Dirty’?

Unless you are really unusual, the data you want to import won't be ‘clean’, won't be up to date and
won't be in the form you need it to be in. One of the oldest acronyms in the IT business is GIGO or
“Garbage In, Garbage Out”. If you import junk then the resulting system will also be junk.

So, for most of you, any import operation must be preceded by careful data analysis, data clean up
and data reformatting. You may for example, export selected data (only exporting some of the fields,
not all of them) from a legacy system as CSV (ASCII, comma delimited) data and then import, sort and
normalize it in Excel. Excel is by the way, in my opinion and experience, one of the finest tools
available for cleaning up and standardising data tables prior to importing

Excel is also one of the standard import sources for Xchange .
Does Your Data Have Relationships?

Most of the tables you will import will also have relationships or links to other tables. For example, in
most CRM systems the Contact table will be linked to the Customer table such that every contact
record has a link to a Customer (company) record.

You need to be aware of these links and you need to import these links using Xchange ¥* otherwise you
will end up with thousands of ‘orphan’ records. For example, ten thousand contact records not linked
to any customer record. Or, in Knowledgeone *! parlance, ten thousand Person records not linked to
any Entity record.

Logically ‘Map’ your Source Data to Knowledgeone ! Data Before Using Xchange !

Xchange ! is a very sophisticated, flexible and powerful tool but it doesn’t read minds. You therefore
need to clearly and unambiguously tell it what you want it to do.

This is the same advice we give to our programmers, “Please plan your code BEFORE you begin to
code.”

So, please plan your conversion and have a clear picture of what:

Source tables to import.

Target Knowledgeone *! tables to populate.

What source tables are referenced by the source tables you are importing.

What fields in the source tables you need to import.

What Knowledgeone X! tables and fields you will populate from the source fields. Note that one
source field can be used to populate multiple target fields in Knowledgeone .

If you are wise, you will again use Excel to document the mapping process, table to table, field to field
BEFORE beginning to use Xchange .

Backup, Test, Restore

In the first steps when running Xchange !, we provide an easy, non-technical way to backup your
Knowledgeone ! database. This is a really, really smart thing to do before running any import process.
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I Xchange Version 1.0

From this step you can backup the database.

{K1_Demo 200512151118.bak
Create Backup

ange 1

By first backing up the Knowledgeone ! database you can proceed with impunity knowing that if the
import doesn’t go as planned (and you won't know until you see the error report at the end of the
import process) you can easily and quickly roll back any changes made using the Restore process from
SQL or Oracle.

Think of the button as being closely related to peace of mind and job security.

Train

One of the really great things about Knowledgeone *! is that the same user interface is used for all
personalities. And, in most cases this means knowing the standard Knowledgeone ! Methods and
about 8 to 10 different ‘screens’ (there aren't really any ‘screens’ in the traditional sense in
Knowledgeone X! but I can't think of another term to use).

Note: For a detailed reference to the user interface in Knowledgeone® please access
the K1 online help and search on "The User Interface” as follows:
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Lﬁj Contenks Inde:x ﬁ ;

1) X
The User Interface (Ul
Type in the ward(s) ko search For; { }
“he user interface [ G } Overview
The K1 User Interface (1) is what you see on screen wh
Asset Management Move, etc), lists and link icons. On the surface it appear
Audit Trail sophisticated .MNET code running on the web sener to m

Zhanging K1 - Q@8
Configure by tvpe code
Custamer Relationship Management The user interface can be changed by you but only to a
Electronic Document Management
Harware & Swstem Software Requirements

Help Desk fou can change fonts, buttons, background colars, lang
Human Resources Managemenk that.

Imaaging

K1-Tacik : :

Lagging On The standard Ul is the heart and soul of K1, 1t is the ess
Making Changes to K1 want it to he.

Making Changes wia the User Interface (UI)

on-the-fly )

Records Management host importantly, the standard Ul does not change wher
Retention Yfou can turn on and turn off tables and methods (i.e., yg
il but you cannot change the standard Ul

Security

The DRM ‘Wizard

The User Inketface (LI} When we deliver each new release of l<1 we will enhancs

IJsing K1's Multi-Personalities
Whetp do I beqgin?

Wor Let's look at each part of the K1 standard LI
Methods

Add

So, training people how to use Knowledgeone *! isn't difficult and isn't really the problem. You need to
train people how to ‘run” and use your new CRM personality. You need to set up some policy and
procedures once you have the CRM personality ready to go live.

Go Live
There are three critical things to do before going live with any new system.

e Test thoroughly.
e Bring across the most recent data.
e Train and prepare and ‘sell’ users.

Miss any of these essential steps and you will be in trouble, I guarantee it. I also think that ‘selling’
users on the new system is probably the most important step. The best system in the world won't work
if the users are ‘anti’.

So, How Does Some Of This Knowledgeone ! CRM Stuff Work?

Overview

The standard ‘out-of-the-box’ Knowledgeone ¥ CRM personality already includes a multitude of tables,
fields, links, functions and processes to get you up and running as soon as possible.

Let's take a brief look at some of the features you can use from the very beginning. We can begin with
a view of the standard Entity record and then look at some of the features and links available to you
from this record to illustrate how our single-table-centric approach works.
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@ Note: For a full description of all of the fields and links in the Entity record please refer
o to the K1 online help system and search on "Customer relationship management”.

Remember, you can modify the Entity record, adding fields, captions, modify fields, delete fields,
change screen sort orders, etc, very easily and very quickly using the DRM. The examples you see
below are from our standard design of the entity record, we expect you to want to change it to meet
your exact requirements and we make it easy to do so.

= Note: Please refer to the Knowledgeone *! online help system and search on the
@ following for a full description of how to make changes to the K1 Data Model:
"The DRM Wizard” and "Making Changes to K17

The Entity Record

(@ ey

e

Purchases

Purchases

If this entity is a supplier (rather than a customer) this field will link you to the Purchases table where
you can view or add or modify details of all Purchase Orders placed.

b Al P OMumber Supplier BOate
Knowledgeone Software POBTGETETATET wledgeone Corporation 15 December 2005 3:02:12 PM

Remember that you can also change the standard column headings using the DRM.

By selecting this entry and clicking the |m button you can instantly see all the details

of any purchase order placed on this supplier.

Credit Ratings Assigned

(Credit Batnes Assioned

By clicking on this link, you can view all credit ratings assigned to this entity by the various credit rating
organizations and you can add new ones.

EJH

E‘ Triple A - AAA+

Sales
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If this is a customer, by clicking on the Sales Link you can view or add details of any sales made to this
organization as follows:

Liate i el
omputer equipment Knowledgeone Corporation 15 December 2005 3:03:15 PM 300000.0000

By selecting the item and clicking the |W button you can display the full details of any

sale.

Request For Quotes

“L‘ E Page 1 of 1

If this entity record is a customer, this is where you create and link to any requests for quotations
received from this customer.

Eﬁ Quote for more K1 licences

Clicking on each item will display the full details of each request for quotation.

Employees

This is where you can add, modify and view all the employees of each organization you deal with.
Clicking this link takes you to the Person table and lists all employees of this entity.

Note: The way we list only the employees of this entity is via a Knowledgeone *! feature called a
Filter. Basically, the filter says, “When the user clicks on the employee link from within the Entity
record, switch to the People table but only display those persons that are linked to the starting Entity
record.”

For example, from the thousands of people records in the Person table, Knowledgeone ¥ has displayed
just those that have Knowledgeone Corporation as the employer.

1 i £ WorlErmail
Knowledgeone Corporation 021234 5678 work@email.com.au
Andrews Kehnn Knowledgeone Corporation 02 1234 5678 worki@email.com.au
Angelita Elinon Yu Knowledgeone Corporation 021234 5679 work@email.com.au
Barbara Smith Knowledgeone Corporation 021244 5679 work@email.com.au
Barnes, Kate Knowledgeone Corporation 02 1243 5679 work@@email.com.au

Bill Bloggs Knowledgeone Corporation

Blair, Amanda Knowledgeone Corporation 02 1243 5679 wnrk@email.cnm.au

Bob Cartman Knowledgeone Corporation 021243 5679 wurk@e:m-ail.'i:nm.-au

Brown, Joe Knowledgeone Corporation 02 1243 5679 work@@emailcom:\au
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Note: For a detailed explanation of the use of Filters please refer to the Knowledgeone **
online help system and search on "Filters” as follows:

LU Contents Index | §

1) X
Twpe in the word(s) to search for:
|Fi|ters

(Changing K1 - Qb

Filters

Limnitations in Yersion 1.0

Maiing Changes to K1

Ll Changes wia the User Inkerface (LI
F2cFind 5.0 Conversion

Lising K1's Multi-Personalities

Filters

Filters are used to determine what records a user sees when hefshe clicks a i

That 15, we ‘filter' the records in a linked table by one ar mare properties of thos
moare fields) so the user sees a subset of the records in a table in lieu of all the

Filters are used extensively throughout K1.
You may modify any of our Filters or add new Filters as required.

Let's look at a K1 Filter and see how it works.

Select the Filter table A from K1's main screen.

Notes

Clicking on this link allows you to add, modify or view any notes of conversations, meetings, etc about
this customer as follows:

ledgeone Corporation

Selecting any Note and then clicking the |m button will display all the details of each

note as follows:

Notes ‘@

Telephone Conversation aboutrequest for new K1 licences Dec 15

5 December, 2005 4:39:17 PM
E‘, K1 Administrator

E‘. Knowledgeone Corporation

E, Andrews K

E'. fQuote for more K1 licences

Initially wanted 500 more licences but | explained about the concurrency issueand how one K1 concurrent
user licence can easily support from 4to 8 or. more ‘real’ users. Then decided tororder 150 additional licence:

E‘, Basic
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Note how it shows the person from your organization (SpokeTo) plus the person in the other
organization (SpeakingToPerson). The Note can optionally be linked to a RequestForQuote record or an
Incident (if you are also using K1 as your Help Desk system — another standard ‘out-of-the-box’
personality of K1).

The above examples illustrate just a few of the standard links available from within the Entity record.
Once again, you can see the power and ease-of-use of the Knowledgeone *! single-table-centric
approach. Sit in a single Entity record and be able to View and Add and Modify on-the-fly any related
information.

Security Groups

Overview

The ability of any user to see a table or record or field or to be able to Add, Modify or Delete or use
any Knowledgeone ! standard Method is determined by your Knowledgeone ! Administrator when
he/she builds Security Groups using the DRM.

This is very important in the CRM personality (as it is in any K1 personality) because you need to be
able to determine who can ‘run” CRM, who can see what and who can do what. Some users will just
have View rights and some will have full rights, able to Add, Modify and Delete any record.

You decide who has access to what personality just as you decide what records and fields they can
‘see’ and what Methods they have access to. You have total control.

i Note: Please refer to the K1 online help system and search on, "security” for a full
3 explanation of how to use K1's security system.

L] Contents Index [RE :
1) X s .
ecuri
Type in the ward({s) to search Far: ty ) o
P K1's security system is totally configurable by your K1 Administratar.

- K1 Security can be configured using the K1 Standard User Interface (U orit can b
architecture :
Audit Trai DRM wizard.
Aukafil
Clone . :
Configuration Table Basic Facts about K1 Security
Configure by bype code
Corporate Yacabulary : : f TP ; :
Customer Relaniarehip MargETERE 1. It can optionally be linked a_nd synchronized with “*Active Directory.
Filters 2. Bwery K1 table has a Security Cade.
:?lfpge_séﬂ . Bwery 'person’ referenced in K1 has a Person record in K1's Person table.
Icons employees of other organizations (e.g., 'contacts’). But, only your employg
K1-GEM % Uszer Profile record in K1's User_Profile table.
K1-H35M . . .
Ki-RecCapture 4. Bwery K1 User has a default Security Code plus, aptionally, ather Security
K1-Tacit 5 K1's security system allows the K1 Administrator to determine:
Making Changes to K1
Making Changes wia the DRM
Mah"_lngdChangBS via the User Interface (UL} "Who can see what" and "What anyone can do with an object once they can see it
Methods
RecFind 5.0 Conversion
Records Management This translates ta the K1 Administrator determining what tables each user has acc
Restaring the K1 Database user has access to with each table.
Retention
Security
Tables “See Limitations
Tables and Personalities
The DRM \Wizard
Triggers Secure Web sites, HTTPS and K1
Using K1's Multi-Personalities !
Where do I begin? Knowledgeone has been designed and tested to work under HTTPS. Howewer, we 3
wwiarkflow the application. Each customer will need to purchase a certificate from a certified w
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Also search on "the DRM Wizard” for a detailed explanation of how to build and maintain Security
Groups.

L3 Contents Inde: i
T X

Type in the waord(s) to search Faor;

The DRM Wizard
Note: You MUST have been classified as a K1 4
@)

Ithe drm wizard|

frchitecture DEM Functions

AssEL TAonauEmEn) The DRM is the main tool for the K1 Administrat
audit Trail

Changing K1 - Qfb

Configure by type code Whereas many administrative functions can be

Customer Felationship Management
Help Desk,

Limitations in Yersion 1.0

Making Changes to K1

Making Changes via the DRM

the system tables) it is far easier to perform adm

Inwl.0 of K1 fwe will extend the functionality of t

RecFind 5.0 Conversion 1. Backup the K1 database

Records Management: ;

=cheduled Tasks 2. Manage K1 Security Groups

2ecurity 3. Manage User Profiles (but only for assig
The DRM \Wizard 4

hWanage (add, modify, delete, captions,

IJsing K1's Multi-Personalities

The User Profile Record

The link between a Security Group and a user is established in the UserProfile record. Every
Knowledgeone ! user MUST have a UserProfile record and every UserProfile record MUST be assigned
to a Security Group as follows:

—
. :':i-'. User Profile
= F
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The Security Group controls everything a user can see and everything a user can do.

Copyright Knowledgeone Corporation 14 December 2005



Summary

Most CRM systems fail because they are too hard to use, too hard to maintain, too hard to reconfigure
as needs change and the data is too hard to keep up to date.

K1r

Knowledgeone "*’'s CRM personality solves all of the above problems when used with Knowledgeone
K1r

s Xchange ! Import/Export Engine and API.

e Itis easy to use (never any more than 10 standard ‘screens’ to learn);
It is easy to maintain (there is nothing to install or maintain on the desktop);
e Itis easy to reconfigure (we provide all the tools to modify either the Data Model or any
Process); and
Kl . . . . . . .
e Xchange™ makes the one-time and ongoing importing of data (integration) as easy as it can
be.

There is no longer any excuse for not having a world’s best practice CRM system operating in your
organization.

Frank McKenna, CEO
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