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Introduction

This document covers the installation and management of your info@hand customer portal developed.

In order to install the info@hand customer portal, you must have the following prerequisites installed:

1) A valid installation of info@hand v6.0.x with at least one admin user

2) A LAMP installation that matches the requirements of running info@hand
» PHP5.2
» Apache

1. Typographical Conventions

Before you start using this guide, it is important to understand the terms and typographical

conventions used in the documentation.

For more information on specialized terms used in the documentation, see the Glossary at the end of

this document.

The following kinds of formatting in the text identify special information.

Formatting convention Type of Information

Numerical Lists (1., 2. etc) Step-by-step procedures. You can follow
these instructions to complete a specific
task.

Special Bold Items you must select, such as menu

options, command buttons, or items in a
list.

Emphasis Use to emphasize the importance of a point
or for variable expressions such as

parameters.
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Chapter 1

Installation

This section covers the installation of the customer portal. In order to initiate the installation, follow
the following;:

1) Extract your customer portal in a web-accessible location and go to the address of the installation
(for example, http://portal.yourdomain/). This will bring up the screen shown below. Please ensure

that your application directory is writable.

e just need a few things before we can begin...

Setup Information

Fortal Name |info@hand Custamer Portal |
Fram Address |admin@yourdomain.cam |
From Name linfof@bhand Customer Portal |
Notification Address |admin@y0urdomain.com |
Paortal Url |http:,-",-"portal.loc:aI:BBBB,-"index.php |

Theme

Check Your Infoi@Hand Connection

Usermame |aidrnin |
Pasaword |ssssnsss |
Info@Hand URL |http:ffyouriahsysterm camy |

Check Database Connection

| Click here to check your connection l

Email Configuration

Emmnail Sendmail ¥

Payment Gateway

Enable Payment Gateway = \

Click this if you ha\:e an eway

Customising Your Pl -0 1t t take credit card payments
To create your cUStormiee - .

Cne for the login page and one for the main portal page. Ve have
included helpful tips below an the correct files vou need to include for
yaur pgr‘ta| to ook it e biest Iwnn heed heln tn cregte the |0g0 files

please clickff  Place your logo on the partal
Fs

Login Loga: | 4 |[ Browse.. J

Header Logo: | |[ Browse.. J

Begin Installation
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2) Once you're at this screen, the first thing to do is to check your connection to the CRM. To do this,
enter the address of your CRM along with a username and password and click on "Check Database

Connection". If successful, you'll see a screen as shown below.

Check Your Info@Hand Connection

Lsername |admin |
Password |----- |
Info@Hand LRL |http:;",-"trunk.|n:u::al:BBBE,e' |

Check Datahase Connection

of’ successtully connected to CRM

3) Once you've got a valid connection to the CRM, you should customise the portal name and email
configuration to suit your requirements. The settings here will depend on your server
configuration.

4) If you would like your customers to be able to pay invoices via the customer portal, you should
enable the payment gateway. This will then prompt you for your eway customer number as shown

below. Eway will provide this number to you when you sign up for an account.

Payment Gateway

Enable Payment Gateway hat
Provider

Customer Mumber |1234EE?B

5) Once you have configured all of the settings, click on "Begin Installation" if all goes well, you

should see a success message and be redirected to the portal login page.
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Chapter 2

Managing your Portal Users

This section covers the various aspects of managing your customer portal user accounts.

In This Chapter

Registering Existing Customers ...........ccoooveviiiieiiiiiiiiiic 5
Registering New CUStOMETS ........cccccvvviiiiiniiiiiiiiiice 7
Debugging User ACCOUNLS .........cceiviiiiiiiiiiiiiiiiiniicicceeenas 10

2. Registering Existing Customers

The process for registering new portal users is initiated by the end user from the login screen of the

portal. The process is:

1) The user clicks on "Register" on the portal login page as shown below.

Usernare:

Passwaord:

Lost vour Password?

Custamer clicks here
to register
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2) This brings the customer to a screen that gives them the option of creating an account as an

existing customer or registering their details to create a new account. The screen is shown below.

ﬁ{'? Infarmation

Flease enter yvour details helow to request access to our portal

Contact Information

Feguest Type Existing Client ‘v

Email Address

3) Once the user enters their email address, the system searches for an existing contact and if
successful, it does the following;:

» An email is sent to the notification address for confirmation of the user account creation

» The customer is displayed a message that indicates success
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4) At this point, a CRM Administrator must click on the link within the email and approve the
account creation as shown below. Note that the username and password must be for an active
admin user within the CRM.

account,

Username:

Approve &

5) Once the admin user clicks on the approve button with a valid username and password, the

following occurs:
» A portal user is created within the CRM
» The portal username is added to the contact record

» The customer is sent a welcome email with their login details

3. Registering New Customers

The process for registering new customers that don't already existing within the CRM starts in the

same way as registering existing contacts:
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1) The user clicks on "Register” on the portal login page as shown below.

Usernare:

Custamer clicks here
to register
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2) This brings the customer to a screen that gives them the option of creating an account as an
existing customer or registering their details to create a new account. At this point, the customer
selects "New Client" from the dropdown list and the system will display the full registration

details as shown below.

W Information

Flease enter yvour details helow to request access to our portal

Contact Information

Reguest Type ENEW Client V|

Email Address | |

First Marme | |

Last Marme | |

Company Mame | |

Fhorne | |

Mohile | |

Fax | |

Street Address | |

Suburb | |

State | |

Country | |

3) Once the user enters their details, the system creates a new lead and does the following:

» An email is sent to the notification address for confirmation of the user account creation

» The customer is displayed a message that indicates success
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4) At this point, a CRM Administrator must click on the link within the email and approve the

account creation as shown below. Note that the username and password must be for an active
admin user within the CRM.

Flease enter vour adrninistrator
||:||;|irl I:IEEt-
account,

Username:

Approve &

5) Once the admin user clicks on the approve button with a valid username and password, the

following occurs:

»

>

>

>

The lead is converted to a contact and account (if the company name is entered)
A portal user is created within the CRM
The portal username is added to the contact record

The customer is sent a welcome email with their login details

4. Debugging User Accounts

If a customer ever has issues accessing your customer portal using their login details, there are two

areas to check.
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1)

2)

All portal users are listed under Admin->User Management as shown below. Note that portal
users all have a user name that is prefixed with "_p_". This enables us to easily identify portal users

based on the user name.

28 USERS: HOME

USER SEARCH

First Mame Last Mame

Hide Partal Only Users []

USERS

e Export | Selected: 0

[] Hame User Hame
[] = Glenn Richmond grichmond

[] = Glenn Richmond _p_arichmand
e Export | Selected: 0

Clear All

When you click on the user, it will display the screen below. Note that you can change the portal

user password from this screen. The user name must remain consistent.

Click here to change the user password
&3 USERS: GLENN RICHMOND {_P_GRICHMOND} EFOF P Help
| Edit || Change PafSwoard || Cuplicate | Reset To Default Homepsaoe | Reset To Default Preferences

Returnto List WY Start < Previous (0 of 0) Mext ™~ End [

MName:  Glenn Richmond UserMame:  _p_grichmond

Status:  Active

Mote the user name - prefixed
with _p_
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3) The portal user is linked to the customer contact record. You can view the portal information
related to a contact by navigating to a contact edit view and viewing the "Portal Information"

section of the record. Note that this is only editable if you are an administrator.

This username must match
the portal user name

PORTAL INFORMATICON
Fartal Marme: _p_dtichimoaond Faortal Active:

Save Cancel

Faortal access can
be dizabled using this
checkbox

4) If the information shown above looks correct, the final item to check is to verify the connectivity
between the portal and the CRM.
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Chapter 3

Viewing, Editing and Creating Records

The customer portal allows the customer to view records related to their account and create bugs,

cases and quote requests.

In This Chapter

Adding a New RecoTd .....c.ccciiviininiriiiciiciciiceeeeeeeeeee e 13
Viewing / Editing Existing Records ..........ccccovrnniceccccinnnnnreeenens 15

5. Adding a New Record

Customers are able to create bug reports, cases and quote requests. In order to create a new record, the

customer must following the steps below.

1) The customer must click on the "Quick Add" button as shown below.

o A = £ & ©

Dashboard  Quotes Invaices Crders Bungs Files " ck Add

Customer clicks
here to add a new case

Thu, 30 Apr 05:23PM WST



info@hand Customer Portal Page 14 of 25

This document contains proprietary information and shall not be duplicated, disclosed to others, or used for purposes other than to carry out the
intent for which this material is delivered unless written consent is first obtained from CRM Online Australia Pty Ltd.

2) This will display the add case screen shown below. The user has the ability to create a bug, case or
quote request. The user can enter the case subject, description and priority. They can also add

multiple attachments to the case. All files are attached to the case within the CRM as notes. In the

case of a bug report, the customer has similar options.

Add Case

Quotes
Subject Cases
Description Bugs
Priority

Attachment

| |[ Browse...

Submit

3) When a case is created, the following occurs;
» The customer is shown a thank you message

» A notification is sent to the customer thanking them for submitting the case. The notification

address is copied in this email as a notification that a new case has been created
» The case is created in the CRM and any attachments are attached to the case as notes
4) When a bug report is created, the following occurs;
» The customer is shown a thank you message

» A notification is sent to the customer thanking them for submitting the bug report. The
notification address is copied in this email as a notification that a new bug report has been

created
» The bug report is created in the CRM and any attachments are attached to the case as notes
5) When the quote request is submitted, the following occurs;
» The customer is shown a thank you message

» A notification is sent to the customer thanking them for submitting the quote request. The
notification address is copied in this email as a notification that a new quote request has been

created
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» A note is created against the contact record in the CRM as a record that the quote request has

been received

6. Viewing / Editing Existing Records

The customer portal allows the customer to view the following record types:

Portal Module CRM Module
Bugs Software Bugs
Cases Cases

Quotes Quotes
Invoices Invoices
Shipping Shipping
Orders Sales Orders
Files Documents

As a general rule, if a customer wants to view a particular record within the customer portal, they can
access a list of these records by clicking on the top icon as shown below. The records that are displayed
are a combination of the records that their individual contact is related to along with the account/s that

they belong to.

For example, to make a quote available for a contact to view within the portal, simply create a quote

against the contact's account, or set that contact as the billing contact for the quote.
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L+

Bugs Files Ciuick Al
Top icons link to the list of
dashhoard each records for each module
Outstanding Invoices Thu, 30 Apr 02 50PM WST
View Invoices  From [ To [&5] Search T | Pay All Due Invoices Now

A\ Due/Late (10} All records in the list
wiew have a view link

Invoice #  Subject Total Amount Due
2005-736  Hosting Invaice - March F30.00 F30.00 view | make payment
2005-652  Hosting Invoice - February Fa0.00 Fa0.00 view | make payment

Note that all lists have a "view" option. Clicking on this will display a popup that contains more

detailed information about the record.
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If the record that is being viewed is a case or software bug, the customer is shown a screen that allows

adding of notes and attachments to the record as shown below. The case subject and description can't

be edited directly once created to ensure a valid audit trail.

#38 Mew Bug Status:

Description Priority:
Testing

Resolution
Mia,

Category Version
Accounts v| {51 v

Addd Hote

Attachment

|[ Browse..

~ Submit
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Chapter 4

Financial History & Payment of Invoices

The customer portal allows the customer to view all invoices and payments for their account as well as
pay outstanding invoices. In order to view the financial history, the customer should click on the

"Invoices" link on the top panel as shown below.

Bugs iles Cluick Add

Top icons link to the list of

dashboard each recards for each module
Outstanding Invoices Thu, 30 Apr 02 50PM WST
View Invoices  From [F Te [ |Search ' Pay All Due Invoices Now
A\ DuesLate (10) All records in the list
views have a view link
Invoice #  Subject Total Amount Due
2005-736  Hosting Invaice - March F30.00 F30.00 view | make payment
2005-652  Hosting Invoice - February Fa0.00 Fa0.00 view | make payment

Once in the invoice listing, the system displays all outstanding invoices with the option of paying

those invoices (only if the payment gateway is enabled).
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In order to pay outstanding invoices, the custom clicks on "Pay All Due Invoices Now" and transitions
to the payment screen below. From here, the customer enters their credit card details and submits a
payment. If successful, the system logs the payments within the CRM, marks the related invoices as

paid and sends a confirmation email to the customer.

2008-407  Monthly Hosting Invvaice - August $33.00 $23.00 24/08/2003 make payment Q?

TOTAL PAYMENT SELECTED TODAY $1164.00

i Make Payment _

Credit Card Payment

Card Type © visa OE

Name On Card | [

Card Number | |

Expity Date | April v || 20088 |

W @ | |

D | agree to the termsz and conditions

Process Payment |

Sharing Files with Customer

In order to share files with customers, this is achieved by:
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1) Creating a document with the CRM under the Documents module as shown below.

Today | Activities | Sales & Marketing | Order Management | Project Management | Customer Service | Repo

Accountz | Contactz | Campaignz | Leads | Opportunities  Partners | Marketing Everts = Forecasts

Documents
Thursday April 30, 2009 Week Month CEREM System 6.1: Demao Version (1) &
] SHORTCUTS B DOCUMENTS: HOME
ﬂ Create Docume ' avout
[} Documents List Click here to create a new document
ﬂCreate HR Documert ETCHT e _|

ﬂHR Documerts | caarch || Clear |

DOCUMENT LIST
o Export | Selected: 0

Fi Document Hame =

e Export | Selected: 0
Clear All
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2) Once the document has been created, associate it with either the customer's contact or account
record to have it appear in the portal. If you relate it to the contact record, only that contact will be
able to see the document whereas if you relate it to the account, all contacts under that account will

be able to see the document.
=l CONTACTS: GLENN RICHMOND
| Edit || Cuplicate || Delete || Manage subscriptions

= POF P Help

View Change Log Returnte List | Start - Previous 1 of 13 Mext [ End MY

Mame:  Glenn Richmond Office Phone:

Maohile:
Account Marme: Horme:
Lead Source: Other Phone:
Title: Fax
Department: Email:
Birthdate: Dther Ermail:
Feports To: Assistant:
Sync to Assistant
DutlookE: Phone:
Do Mot Call: Email Opt Out;
Accounting
Contact:
Categony: Imvalid Email:
Business Role: Last Modified:  2009-04-30 1819 by admin
Assignedto:  admin Date Created: 2008-04-29 23:50 by admin
Frimary Other Address:
Address:
Description:
All | Activities =~ Sal¢ Zlick here o relate the It Customer Service  Other
document with the contact
[ pocumen ™ (ccerd
| Create || Select |
powered by

crmonline



Index
A
Adding a New Record « 13

D
Debugging User Accounts ¢ 10

F

Financial History & Payment of Invoices ¢ 19
I

Installation « 3

Introduction « i

M

Managing your Portal Users ¢ 5

R

Registering Existing Customers * 5
Registering New Customers « 7

S

Sharing Files with Customer « 20

T

Typographical Conventions « ii

\%
Viewing / Editing Existing Records ¢ 15

Viewing, Editing and Creating Records * 13



