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1. Introducing Entersoft dashboard elements

Entersoft Business Suite dashboards comprise of a variety of UI objects; each object type is used in relation to the data

or the information to be presented and can be interactive. The available Object Types are listed next.

1.1 Object Types

1.1.1 [ Charts

by clicking on a data point of a chart the selected data point is highlighted and the system provides focused, detailed
information that corresponds to the selected point; i.e. this action is essentially equivalent to visual and dynamic
filtering. The filtering maybe applied either on the chart itself or on other objects of a particular dashboard. Colored
labels (memo) and data labels (shown on data points) complement the presentation. An informative tooltip is also
available when moving the mouse over charts. The presented information includes the values, groupings, totals etc. The
available chart types are: Pie chart, bar chart, doughnut chart, stacked chart etc., and any meaningful combination

Image 1: Chart - an example
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Image 2: Doughnut and Pie Chart examples
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If an axis exceeds the predefined width of the Dashboard Object, a scrollbar will appear automatically. In order to
ensure that all values will be presented at once, without the scrollbar, the user can use the mouse device to drag one
end of the scrollbar to the full width of the dashboard object window (Image 5).

Image 5: Scrollbar | drag one end of the scrollbar to view all at once

Business activity Business activity

S0k I | S0k I ’
S ] a . _ I | . |
SR |—|> RN i

COSMETICS ACCESSORIES SERVICES UICENSES RESEARCH DRINKS
BOOKS MEDICAL FOOD APPLIANCES M

DUCTION  INTERNET BOOKS MEDICAL FOCD APPLIANCES
DELIVERY COSMETICS ACCESSORIES  SERVICES LICENSES RESEARCH

detailed information that corresponds to the selected row; i.e. this action too can be equivalent to visual and dynamlc
filtering. The filtering maybe applied either on the object itself (e.g. on an alternative view) or on other objects of a
particular dashboard. Underlined data in blue denote a link to the UI form of the selected record (for viewing/editing).
The list title is either predefined (static) or it is formulated dynamically, depending on the applied filters. Sorting
functionality is also available by clicking on the column title.

1.1.3 Action links

Action links provide users with additional functionality and accessibility. The combination of (a) interactive presentation
of information and (b) action links provides the basis for informative and prompt response to any developments.

e In the context of a list (Image_6), the functionality commonly provided by action links is access to the

corresponding full list and new record creation.

e In the broader context of a particular dashboard, action links are commonly used as predefined filters that are
applied to all of the objects contained in the particular dashboard.

e Action links can also be used in order to provide connections to the operational environment of a dashboard

context of a workflow.

Page: 7 /37
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Image 6: A list and the corresponding action links

Date Description

15/06/2011 HMmasng Kwotag@AGROSKY A, E. 12 ecom & web design

03/03/2011 Iwtnpiou XprAoTog@SENSO PER LE crm..,,

15/06/2011 Bowoheldéng Mzwpyog@BLACK-RED-WHITE EANAZ AE. Entersoft ERP-CRM-ECOMMERCE Campaign
15/06/2011 Baoheddng Mewpyiog@BLACK-RED-WHITE EAAAT AE. Entersoft ERP-CRM-ECOMMERCE Campaign
15/06/2011 Métpou Nikeg@CONTROL SYSTEMS 5.A. EvBloupepov yio B2B

15/06/2011 Hmasng Kwotag@AGROSKY A, E 12 ecom & web design

15/06/2011 lokwBou Baoihelog@AAIOE MAATTIKA AEBE Entersoft ERP-CRM-ECOMMERCE Campaign
15/06/2011 Métpou Nikeg@CONTROL SYSTEMS 5.A. EvBioupepov yio B2B

15/06/2011 lokwBou Baoihelog@AAIOE MAATTIKA AEBE Entersoft ERP-CRM-ECOMMERCE Campaign
01/03/2011 Iwtnpiou XprioToq@SENSO PER LEI EPR svBicupépov

15/06/2011 HMmasng Kwotag@AGROSKY A, E. 12 ecom & web design

15/06/2011 lokwBou Baoihelog@AAIOE MAATTIKA AEBE Entersoft ERP-CRM-ECOMMERCE Campaign

15/06/2011 HMmasng Kwotag@AGROSKY A, E. 12 ecom & web design

Full list MNew lead Reset

Image 7: Action link - connection to the operational environment

Contracts to be invoiced (1)

1.1.4 & Indicators - gauges

Indicators present a single value (usually a percentage) which represents a performance measurement in relation to a
colored scale that designates a poor (in red), average (in yellow), or high (in green) performance. The indicator may be

dynamically filtered by other objects in a dashboard.

Image 8: Indicators - Gauges
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1.1.5 ¢ Scorecards

Scorecards present groups of KPIs. Each group contains indicators that are assigned with a particular weight. This

weight is used for calculating the scorecard results. Scorecards provide a concise overview of company activity

performance.

1.1.6 i Map

Image 9: A scorecard

Actual price Target Weight Score
PlFinancial 60 803% 7
ROIL 79472 12.400.00 40 6.41% W
Revenue 1297350  200,000.00 30 6.49% W
Cost 1,450.00 320.00 30 11.72% %%
a Effectiveness 40 w
Lead->Win 50.00 100.00 30 50.00% *
Audience to win conversion rate 30
Lead->Opportunity 100.00 100.00 15 100.00% @

Audience to response conversion rate

100.00

=

A map shows the analysis of geographical related data. The analysis can be grouped by geographical region, district, city

and a specific longitude and latitude. The data can be analyzed in two dimensions using a balloon. The bubble radius is

proportional to the first dimension. The color of the bubble denotes the second dimension. The color dimension is used

to represent the performance of the key figure presented by the diameter of the bubble.

Image 10: A map object on a dashboard
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1.1.7 & Web browser

A Web browser is available on selected dashboards for direct access to online information.

1.1.8 & Search

Search functionality within a Dashboard. The search is effective on Lists and, specifically, the visible information in list

records.

Image 11: Search

1.2 Basic functionality

The basic functionality for using Entersoft Business Suite dashboards includes is available on the right-click menu. As

the second one refers to the dashboard as a whole.

1.2.1 Per Object

The following actions are available:
¢ Refresh: Refreshes the data of the selected object.
¢ Maximize: Maximizes the window that contains the selected object.
e Copy: Captures the selected object as an image.

e Zoom in: Available in Charts only. Zooms in the displayed data for detailed viewing. When selected, it is

replaced by the corresponding Zoom out action.

¢ Memo: Available in Charts only. Shows / Hides the chart memo (i.e. the colored labels shown on the chart

margin).

e Show/Hide labels: Available in Charts only. Displays or hides the data labels that correspond to the Y axis.

Page: 10/ 37
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Image 12: Right click menu

- Refresh
O Maximize

Copy

ZoomIn

i A

Memo

» Show labels

B

Run
Parameters

Print

BN A

Export to power point
Shortcuts
Send by e-mail

1.2.2 Per dashboard

The following actions are available:

Run: The dashboard is executed again.

Parameters: Displays the parameter panel. The menu action is available only when parameters exist. In

general, a dashboard can be either auto-executable or the user might be required to execute it. When a

dashboard is auto-executable, then the parameters panel is hidden; else, the panel is minimized immediately

after execution. The parameters panel can be (un-)pinned (if).

Print: The print dialogue is displayed. There a particular object can be sent to printer, the page setup

properties can be adjusted. Pint preview is also available.

Export to PowerPoint: This action automatically creates a PowerPoint presentation with the selected Objects

(titled).

Shortcuts: Creates a shortcut on the Shortcut list.

Send by e-mail: Creates a new e-mail within the ES application environment; the e-mail body contains the

dashboard objects.

Page: 11 /37
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2. Sales

Entersoft CRM® includes a series of interactive Home Pages which aim to substantially assist Salespeople to effectively

manage their tasks and perform Sales Pipeline Analysis.

Pipeline Analysis is a real time analysis; guaranteeing, thus, secure, accurate and prompt decision making throughout a
sales life cycle. Pipeline Analysis and Management include dashboards that are related to Sales forecasting and,
moreover, to Sales Life Cycle performance.

The available home pages are listed below:

e Sales Home Page

The focus is the logged-in sales representative and, therefore, the home pages provide personalized information.

2.1 Sales Home Page

<

provides essential information on the activities/appointments assigned to the Interactive

particular sales representative. The page comprises of three sub-pages which are

<

accessible by the corresponding buttons on the top of the page. The first, main page Auto-executed

contains the following objects:
Informative Tooltips \/

=] Current activities

Two alternative views are available:
e Today: The activities and appointments scheduled for today.
e Next 7 days: The activities and appointments scheduled for the next seven days, starting from tomorrow.

By clicking on the link, which is available in the “Description” column at row level, the particular activity/appointment can
be accessed for editing.

By clicking on anywhere else on a row, the location of the activity/appointment is shown on the map. Both Google® and

Microsoft® maps are available.

Page: 12 /37
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A new appointment can be scheduled directly by clicking on the “"New appointment” link. The “Calendar” link provides
access to the logged-in sales representative’s personal calendar.

Image 13: Sales Home Page

Home Communications Internet Welcome Zédwr)! Today is Thursday 16/06/2011
Current activities = | | Pipeline o
O Today @ Next 7 days

D Turnover Qualify . Quotation . Dedision
Start : Activity type Subject

Mon 20 Jun 2011 04:00 PM  EEspyopEvn kAon TwAfoewy  SENSO PER LEI Tunpiow XprioToc EPR svalapipov 5/2012

42012

Tue 21 Jun 2011 0400 PM  Tuvénvnon mwhroewy ALPHA AOPY®OPIKH THAEOPATH AE HMGSNG Avas
Thu 23 Jun 2011 03:30 PM  Tuvdvinon mehioewy BLACK-RED-WHITE EAAAL AE. Baoadsng Mepyiog oz
2/2012
1/2012
1272011 -
12011
102011 -
9/2011
8/2011 -
7/2011 -
/2011 .
Calendar New appointment 0 S0k 100k 150k 200k 250k 300k
My open activities (=] Leads B
Start Activity type Subject = e
30/06/2011 Fuvavtnon mwAnoswy TEXNOXAPT AB.EE. follow up evépyeu - ExoTpormzia yio Event ©zocahovil| I I e —
30/06/2011 Ewcepxéuevn khrion  SENSO PER LEI EPR eviapépoy IONORHERE
30/06/2011 ZuvdwTnom mwhfgewy SENSO PER LEI EPR evlowépoy -
28/06/2011 Mapoucioon SPRING WATER A.E. bi analytics crm
23/06/2011 TuvavTnon mwhfoewy BLACK-RED-WHITE EAAAL AE EvSiapépoy yia E-Commerce ETIHOINANHE-
21/06/2011 TuvéwTnon MwARCEwy ALPHA AOPYOOPIKH THAEOPATH A.E. 100 éBzieg xpriong service CRM
15/06/2011 Follow up mpoopopas  ALTERRA AE. ERP_CRM_Analytics
15/06/2011 Follow up mpoopopds; COMTROL SYSTEMS S.A. EvSiaupépow yia CRM AZIONOTHEHKE

15/06/2011 EioepxGuevn kiion  SENSO PER LEI EPR evsiasépov.

14/06/2011 Mapousiaon AGROSKY A, E. 12 Mapousiaan Adang
12/06/2011 Epyacia mwiioewy  Xerox S.A LEAD-DD0S9 NEo1EAD
07/06/2011 email twhfoewy AATOE NAAZTIKA AEBE MisAnon 300 encryysAIaTiKG YuyEic...

(=] My open activities

Here, the open activities are presented. By clicking on the link, which is available in the “Description” column at row
level, the particular activity/appointment can be accessed for editing. The “full list” of open activities is accessible
through the corresponding link on the bottom of the list. The “reset” command removes any applied filters.

¢J Pipeline

Sales forecasting information is presented on this graph (current year data). The Pipeline Analysis data are presented
both per month and per sales phase (i.e. Qualify, Quotation, and Decision).

By clicking on any point on the bar chart, the system provides focused, detailed information that corresponds to the
selected point; i.e. clicking on graph bars is essentially equivalent to visual and dynamic filtering. An informative tooltip is
also available when moving the mouse over bars.

Page: 13/37
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corresponding link) or return to the previous graph. Furthermore, by clicking on a Lead line, the user is presented with
his/her open activities (in "My Open Activities” object).

Image 14: Pipeline | Focused view

Pipeline 11/2011

Back My opportunities

Description Prospect Phase Forecast Certainty
EvBlopépov yia E-Commerce  CORPUS AE KATATPADH ANATKON 30,000 60.00%
crm and analytics SENSO PER LH KATATPADH ANATKON 25000 3000 %

55,000

i Leads

The chart presents any open leads (per status) and, additionally, any Hot Leads. As described previously in the context
of the “Pipeline” chart, by clicking on any point of the bar charts, the system provides focused, detailed information that
corresponds to the selected point; i.e. clicking on chart bars is essentially equivalent to visual and dynamic filtering. An
informative tooltip is also available when moving the mouse over chart bars. When on the detailed list, the sales
representative can either access the "My Leads” dashboard (by simply selecting the corresponding link) or return to the
previous chart. On the second page of the dashboard, the following objects are available:

._'I Inbox

The “Inbox” object presents a list of the user’s incoming e-mails as recorded in the current year. By clicking on the
“Description” link the particular e-mail can be accessed. The “Inbox” command provides access to the detailed list.

The user can additionally create and send a new e-mail ("New e-mail” command at the bottom of the Inbox List).

[=] Sent emails

”

The “Sent” object is a list of the user’s outgoing e-mails as recorded in the current year. By clicking on the “Description
link the particular e-mail can be accessed. The “Sent e-mails” command provides access to the detailed list.

Draft e-mails can be accesses through the “Draft e-mails” command.

Page: 14 /37
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=] Views

The “Views” object is a list of shortcuts to the commonly accessed lists. These are: “Contacts”, “Contact Birthdays”,

“Contact Name Days”, “Mass communications”, and “My clients”.

1| (= Recent communications

The “Recent Communications” object includes a list of the communications that occurred in the past couple of months.
The pie chart presents on the right the recent communications per type. By clicking on a data point of the pie chart, the

Recent Communication list data are filtered by the selected type. An informative tooltip is also available.

Internet Access

On the third page of the dashboard, a web browser is available for direct access to online information.

2.2 leads

provides operational functionality and essential information on the Leads of the Interactive

logged-in sales representative. Lead Start Period is available as a parameter!; the
default parameter value is “Anything”. Parameters

The page comprises of the following objects:
Auto-executed

IS S

Informative ToolTips

] Leads by Status / Quality / Source

Three alternative views are available, one per grouping factor. Depending on the grouping factor a different chart type is
used for the best possible presentation of the related information.

e Leads by Status: This bar chart presents the number of Leads per Lead Status. At the same time, the average
number of days per Lead status is presented.

e Leads by Quality: This doughnut chart presents the number of Leads per Lead Quality.
e Leads by Source: This pie chart presents the number of Leads per Source.

By clicking on a data point on any of the alternative charts, the “"Open Leads”, presented next, are filtered automatically.
Note that by applying filters to "Open Leads” the related Open Tasks are also filtered.

1o display Parameters on the top of a Dashboard, go to the right click menu on a dashboard and select the “Parameters” menu; If not
available, no parameters are defined for the particular dashboard.
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Image 15: Leads

Welcome CRM! Today is Tuesday 07/06/2011 P
Open leads o Lead by status o
Start Description .

Count n Mg days in stage.
08/04/2008 Matthew N. Strawn@PIPELIFE 5.A. AmogTodr Npooxingewy CRM Forum 2008

06/04/2008 William Keette/@Fiesta Snacks EVBLODEDOV Y1 EEOAITG

23/03/2008 Everett Rowland@Ramdenee Ecible Oil Progucts Lid. Eubiawpipow vio HekTpuxes Fuokeuic ¢

09/12/2007 Brown James@Maurtius Cosmetics Ld, Tiheouwvikei Mpdoxhnan Exsirwong 3 é"
28/11/2007 Karin E Hill@Piang Sang & Sons Ltd. Eviapépoy o ECommerce : H
08/11/2007 Patrick McCarty@Neenah Trdeowviii Tpéoxhnon EKSdwane : ‘;’.
08/11/2007 Brown James@VIROGROUP EVBLpEPOy Y10 HAEKTPUKE FUOKEVES 2 =
19/10/2007 Sameera Chattun@Mauritius Oil Refineries Ltd. Evtawpov yia eCom 1

13/09/2007 Sunil Duth Purmessur@Stora Enso Mihnen Mpawpzkay 0

N&MNTINT_Dan Baulcon@Buron SA FRR o COM wun Call Cantar = Ratail Famrhe hd Hewlezd Qualified Conracted/dwsi

Full list Mew lead Reset ® Status © Quality © Source

Open activities (=) Progress = Lead to win{%) =]
Date Description - Type i
08/04/2008 0406 PIPELIFE S.A CRM Forum 2008 Sales appointment
18/05/2011 0119 Ramdenee Edible Oil Products Ltd, 100 PCs Sales appointment

. Leads Hat lesds Opportunites [ wins

=] Open Leads

This list presents (as implied by its title) any Open Leads. By clicking on the link in the “Description” column, the
particular lead can be accessed for editing or viewing. By clicking on anywhere else on a row, the selected lead tasks are
displayed on the list: "My Leads - Open Tasks” which is described next. The “full list” of open leads is accessible through

the corresponding link on the bottom of the list. Additionally, the “New Lead” command is provided.

[=] My Open Leads - Open Tasks

Here, the Open Tasks of the above selected Leads are presented. By clicking on the “Description” link the particular task

can be accessed for editing or viewing.

¢J Progress

This bar chart presents the Lead progress based on the selected period. This item includes also the number of Leads,

the number of Hot Leads, the opportunities and the wins as well.

{3} Lead to win (%)

The “Lead to Win" conversion rate (%) is presented here.
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2.3 Opportunities

that provides operational functionality and essential information on the Opportunities

Interactive \/

of the logged-in sales representative. Opportunity Closing Period (Analysis Period) is

the available, definable parameter; the default parameter value is “3 months” (visible

on the top of the dashboard).

The page comprises of the following objects:

4] Sales Stage Analysis

Parameters \/

Auto-executed \/

Informative ToolTips \/

This chart presents the Revenue Forecast per Sales Stage. At the same time, the average duration (in days) of an

opportunity while open is presented, per sales stage. By clicking on a data point on the chart, the "Open Opportunities”

(described next) listed on the left are filtered automatically.

Analysis period: 3 months
Open opportunities( Certainty:* - Stage:*)
Description Person

Opp-12356/ GHTT - New Top Industries Ltd.

LEAD-00020 PIPELIFE S.A.

contract services Corson Tea Estate Co.Ltd.

Full list New opportunity

Open tasks :*

Date| Description

quotes follow up: *

Date Description

04/05/2011 04:13 Opp-12356/ GHTT - New

Image 16: Opportunities

Sales stage analysis

Forecast Certainty(%) Closing date

3 3
2,330 &0
22,000 &0

24333

06 /2011
06 /2011

0572011

Sk

Forecast by certainty

Tumog

Forecast |_| Avg days

In Progress

Foracast Opportunity count
il Crr ¥
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4] Forecast by Certainty

This chart presents the Revenue Forecast per Certainty Percentage and number of the opportunities. By clicking on a

data point on the chart, the corresponding “"Open Opportunities” (described next) are automatically filtered.

Hence, both of these two charts can be used as filters for the “Open Opportunities” List. Note that by filtering “Open
Opportunities”, the related “Open Tasks” and “Quotes - Follow ups” are also filtered.

= Open Opportunities

This list presents the Open Opportunities. By clicking on the link in the “Description” column, the particular opportunity
can be accessed for editing or viewing. The following data are presented for each listed opportunity: Person (Prospect
Customer), Certainty%, Revenue Forecast, and Closing date. The commands: “Full List” and “New Opportunity” are

available. By clicking on a row, the data displayed on the following two lists are automatically filtered.

=| Open Tasks

The open tasks for the previously selected (or filtered) opportunities are listed here. By clicking on the link in the
“Description” column, the particular task can be accessed for editing or viewing.

= Quotes Follow Up

The required follow ups of any related Quotes are listed here. By clicking on the link in the “Description” column, the

particular follow up can be accessed for editing or viewing.

2.4 Pipeline by closing date

management and analysis. It is based on the periodical data of open opportunities. Interactive

Specifically, on the:

Parameters
e Revenue Forecast

e  Forecasted Closing Date Auto-executed

e Sales Stage

IS LS

Informative ToolTips
Two parameters are available:

e  Opportunity Closing date
e  Weighted Revenue Forecast
The chart provides at a glance some essential information about:

e The opportunities that are in Decision Stage and about to be completed in the current period.
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e The Forecasted Revenue for the subsequent months per analysis stage.

The available objects are:

. d Sales Stage Analysis

By clicking on a data point on the chart, the corresponding “Open Opportunities” (described next) are automatically
filtered.

=| Open Opportunities

This list presents the Open Opportunities. By clicking on the link in the “Description” column, the particular opportunity
can be accessed for editing or viewing.

Image 17: Pipeline by closing date

Analysis period: 3 months

‘Stage analysis / closing month [}

Qualify

1k . Quotation
. Decision
W0k
Bk
6k
4k
2k
o
5/2011
6/2011
‘Open opportunities (Closing month:*-Stage:*) =
Description Prospect Phase Quality Forecast Certainty(%) Closing date
centract services Corsan Tea Estate Collid. In Progress 13,200 €0 0372011
LEAD-00050 PIPELIFE 5.4, Lead 1-HIGH 1884 80 06/2011
Opp-12356/ GHTT - Mew Top Industries Ltd. In Progress 0 3 06/2011

15,064
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2.5 Pipeline analysis to Target

set by the Sales Manager. For its purposes, the following information and data are

used:

e  Pipeline Forecasted Revenue

e  Accomplished Turnover

e Target set by the Sales Manager (in Sales Budget)

Two parameters are available:

Interactive

Parameters

Auto-executed

Informative ToolTips

IS S S

e  Opportunity Closing date (default: From this year and up to 5 quarters after)

o Weighted Revenue Forecast

The chart on the upper left section of the dashboard presents the Pipeline Analysis per Quarter while the chart on the

right focuses on the current Quarter. An alternative view to both of these charts is also available by selecting “Monthly

Analysis”.

The variance from the target is calculated as follows: Variance = Target - (Turnover + Forecasted Revenue).

By clicking on a data point on the first chart, the “"Opportunities” are filtered automatically. By clicking on the link in the

“Description” column, the particular opportunity can be accessed for editing or viewing.

© Quarter analysis - current quarter © Monthly analysis

Open opportunities (Completed: | Turnover: - Estimation: - Target: - Variation: )

Description
LEAD-00050

e-com

e-com

ecom

e-com

Opp-12356/ GHIT - New
contract senvices
contract services

ecom

Contact for nardware present

Prospect
PIPELIFE S.A.
Comany Lid,
Cornany Ltd,
Comany Ltd,
Cornany Ltd,

Top Industries Ltd.

Corson Tes Estate Colltd,

Corson Tes Estate Coltd.

Comanu Lid.

Velma Huebner

Image 18: Pipeline analysis to Target

Q2011

Phase
Lead

Offer creation
Offer creation
Bresentatation
Lead

In Progress
Negetiations
In Progress
Bresentatation

Lead

Reset

Current quarter analysis

Month | Forecast Turnover Target
July 14,000 17,648
August 54000 17649
Septemoer 25,000 11667

93000 0 46365
.
August
.
0k wk
Quality Forecast Certainty(%)
1-HIGH 233000 80
25,000.00 35
54000.00 50
18000.00 o
3500000 ]
300 3
1400000 25
2200000 60
35000.00 35
2-MEDIUM 800000 70

Difference

Closing date

3648

3549

06/2011
09/2011
08/2011
1072011
1272011
06/2011
0772011
05/2011
1172011
02/2011
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2.6 Pending Transactions

This auto-executed dashboard provides information and processing functionality on

open quotations, open orders, invoices etc. One parameter is available; this of the

issue date of the documents. The defaults parameter value is “Anything”.

The page comprises of the following objects:

= Open Quotations

Parameters \/

Auto-executed \/

The logged-in sales representative’s Open Quotations are listed here. A particular Quotation is accessible by clicking on

the corresponding link in the “Document” column. The following information is directly presented per Quotation: the

“Trade Account”, the “Open Value”, and the related “Task”. By clicking on a link in the Task column, it is possible to

access the related task.

The commands “Full list” and “"New Quotation” are available.

Open quotations

Date

15/03/2007
15/03/2007
15/03/2007
15/03/2007
15/03/2007
27/07/2007
12/09/2007

04/05/2011

Document

Pending invoices

Issue date

Document

I3

Trade account name
Mauritius Ofl Refineries Ltd.
Burgo SA

Phoenix Beverages Ltd.

7 Wally Plush Tays Lid.

Mauritius Ofl Refineries Ltd.
Phoenix Beverages Ltd.

Top Industries Ltd.

Full list New quatation

Open value

5 Soap and Allied Industries Ltd.

Trade account name

Full list

Image 19: Pending transactions

268,500.00
8,700.00
10,000.00
29,360.00
11,120.00
&80.00
324,00

1,200.00

330,384.00

Task

OPP-00044-Ncanen DVD 1000
OPP-00023-Néo eukonpia yia 3
OPP-00037-Tushnen véwy urn
OPP-00045-Eukanpia yia EBS 5
OPP-00051-NdAnen yio 30 &8

OPP-00067-Mwhnan HAzkTpov

OPP-00135-Opp-12356/ GHTT

Openvalue | Task

Pending orders

Date Document

13/05/2008 SOR-A-0012%

13/05/2008 SOR-A-00130

15/10/2008 SOR-A-00134

30/10/2008 SOR-A-00135

30/10/2008 SOR-A-00136
20/11/2008 SOR-A-00137
18/12/2008 SOR-A-00140
18/12/2008 SOR-A-00141
18/12/2008 SOR-A-00142
18/12/2008 SOR-A-00142

18/12/2008 SOR-A-00138

My unsettled documents

Dvag a column header and drop it here to graup by that column

Trade account name

Mauritius Oil Refineries Ltd.

Mauritius Oil Refineries Ltd.

Mauritius Oil Refineries Ltd.

Mauritius Oil Refineries Ltd.

Mauritius Oil Refineries Lid.

urMm

Mauritius Cosmetics Lid.
Performance Plastics Lid.
Top Industries Ltd.

Phoenix Beverages Ltd.

‘Open value

Soap and Allied Industries Ltd.

Full list New order

Trade account Issue date End date
Mauritius Cosmetic 18/06/2004
Mauritius Cosmetic 26/07/2004
Mauritius Cosmetic 15/06/2004
DINERS 08/02/2005
DINERS 09/02/2005
DINERS 09/02/2005
DIMERS 09/02/2005
DINERS 09/02/2005
VISA 08/02/2005
VISA 09/02/2005

Document

04 SNV-B-00068

04 SNV-A-0038%

04 SNV-B-00088

SNV-A-00851

SNV-A-00651

05 SNV-A-00651

SMV-A-00851

05 SNV-A-00631

SNV-A-00851

05 SNV-A-006351

Full list

Task
3.00
6,333.00
2.00
2.00
1,890.00
1,350.00
1,800.00
1,000.00
1,845.00
211.50
2,000.00
44,363.53
Open amount Closing month
8,975.70 2004 / 06 - June
7140 2004 /07 - July

16,862,530 2004 /09 - Septem

27408 2005 f 02 - Februar

274.08 2005 / 02 - Februar

274,08 2005 /02 - Februar

273,69 2005 /02 - Februar

27408 2005 /02 - Februar

29676 2005 f 02 - Februar

296.76 2005 / 02 - Februar

191,994.15

Page: 21 /37

nj e



.;"‘u
“ogu ENTERSOFT

Role based Ul: CRM Home Pages

=| Pending Orders

This list presents any Pending Orders; these can be accessed for editing or viewing by clicking on the corresponding link,
in the “Document” column. The following information is directly presented per Order: the “Trade Account”, the “Open
Value”, and the related “Task". By clicking on a link in the Task column, it is possible to access the related task.

The commands “Full list” and “New Order” are available.

.__I Pending Invoices

Here, the Pending Invoices are listed, each of which is accessible by clicking on the link in the “Document” column.
Similarly to the lists described above, the following information is directly presented per Invoice: the “Trade Account”,
the “Open Value”, and the related “Task”. By clicking on a link in the Task column, it is possible to access the related

task. The “Full list” command is available.

.__I My Unsettled Documents

The last object of this dashboard is a list of the Unsettled Documents, if any. The “Full list” command is available.

2.7 My insight

This dashboard provides feedback on the performance of the logged-in sales

<

representative in relation to the target set by the Sales Manager, the pipeline Parameters

performance, and information on the accomplished turnover history. The available

charts / indicators are: Auto-executed

<

e  Budget Progress (Turnover to Target monthly analysis
g E ( g Y ysis) Informative ToolTips \/

e  Opportunity to win rate (%)
e  Forecasted Revenue to Turnover

e  Turnover history (per Quarter)
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Image 20: My insight

Budget progress = | Opportunity->Win(%) o

T T T T T
My

January February March April

"
I

5

=

B

4

= = =

=

PRIV FIFEVIFE FFEFIFE IR PRI SR

T
June Juty August  September  October  November  Dacamber

. Tumaver of previous_ . Turnover of current f._ Budget tumover (cur._.

forecast > turnover =}

|
:
2
a

B

=

=

5

=

4

-

=

=
IEWE R FEREE FFTEE FEREE PR SR T e

o T 1
2q.2005 20,2001
1Q/2011

Page: 23 /37



.;"‘u
“ogu ENTERSOFT

Role based Ul: CRM Home Pages

3. Customer Care

Entersoft CRM® includes a series of interactive Home Pages which aim to substantially assist service representatives to

effectively manage their tasks and cases. The available home pages are listed below:

e  Service.in house

e  Service. on site

o  Complaints

The focus is the logged-in service representative and, therefore, the home pages provide personalized information.

3.1 Cases

provides essential information on the cases assigned to the logged-in service Interactive

representative. One parameter is available: the case start period; the default

parameter value is “Anything”. Parameters

Auto-executed

The “Cases” dashboard comprises of the following objects:

IS S S

Informative ToolTips

4 Priority

Two alternative views are available. Depending on the grouping factor a different chart type is used for the best possible
presentation of the related information.

e Ageing: The open cases based on the service ageing scale and grouped by priority are presented here.
e Count by priority: The number of open cases per priority is presented in this pie chart.

By clicking on a data point on any of the alternative charts, the "Open Cases”, presented next, are filtered automatically.
Note that by applying filters to "Open Cases” the related Open Tasks are also filtered.

4] severity

Two alternative views are available:
e Count by Severity: The number of open cases per severity is presented in this pie chart.

e Ageing: The open cases based on the ageing scale and grouped by severity are presented here.

Page: 24 /37



(4

.."‘u

Yoo ENTERSOFT

Role based Ul: CRM Home Pages

By clicking on a data point on any of the alternative charts, the “Open Cases”, presented next, are filtered automatically.

Note that by applying filters to “Open Cases” the related Open Tasks are also filtered.

Image 21: Cases

Welcome CRM! Today is Tuesday 17/05/2011

Overdue cases: (0)

My cases (Priority: - Ageing: - Severity:) — | priority =)
Start Code Subject Person Duedate Status Service . ORA
13/11/2008 12:00 CASE-DDD38 USB not in port Piang Sang & Sors Ltd, Open
25/10/2008 12:00 CASE-D0083 error in Account LCD ALFA WOOD S.A. Open
2
o
25
Fulllist New case PR
— == @ Ageing O Count by priarity
My open cases tasks (%) = | Severity =]
Code| Start Subject Status Due date
[l 1ureEnT
[l 3veoum
@ Count by severity ©) Ageing

This object provides us personalized information and functionality for processing our open cases. By clicking on the link,

which is available in the “Code” column at row level, the particular case can be accessed for viewing and editing. A new

case can be created by clicking on the “"New case” link. The “full list” command is also available. By clicking on a row,

the data displayed on the following list are automatically filtered.

My Cases - Related Open Tasks

The open tasks related to the previously selected open cases are listed here.

Overdue Cases

Note that on the right top of the dashboard, the “Overdue Cases” action link is available; by clicking on this link the

presented cases are limited to the overdue ones.
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3.2 Service in house

that provides essential information on the Service in house cases assigned to the Interactive
logged-in service representative. One parameter is available: the case start period;
the default parameter value is “Anything”.

The “Service in house” dashboard comprises of the following objects:

4] Priority

Parameters

Auto-executed

IS S S

Informative ToolTips

Two alternative views are available. Depending on the grouping factor a different chart type is used for the best possible

presentation of the related information.

e Ageing: The open tasks based on the service ageing scale and grouped by priority are presented here.

e  Count by priority: The number of open tasks per priority is presented in this pie chart.

By clicking on a data point on any of the alternative charts, the “Open Tasks”, presented next, are filtered automatically.

Image 22: Service in house

Start

Job status

ANOIXTO

Code

12/05/2011 03:04 SIH-00089 0BAW...

ANAMONH MA_..

Description

07/02/2011 00:00 SIH-00001 ERzyxoc H/Y

20/03/2007 11:30 SIH-00004 AlAeyri Panel

Full list Calendar New task Swap Reset

Person
31/03/2011 18:00 SIH-00088 MpoBAnua we To hovic CPLAE
KPYITAA AE.
07/02/2011 00:00 SIH-00006 KeBuorepel onuovie AMY A.E.
26/03/2007 12:50 SIH-00007 KeBuorepel onuoviice AMY A E.

ZOLOTAS A.E..

22/03/2007 09:00 SIH-00003 MpoBAnua pemy éEc ZANGAKHE ATE.

29/03/2007 10415 SIH-00010 MpoBAnua peto HOM KPYITAA AE.
07/02/2011 0000 SIH-00011 MpéPAnua pe v une KPYITAA AE.
14/03/2007 16:00 SIH-00012 MpoPAnua e o Aoy CPTAE
07/02/2011 00:00 SIH-00013 MpoBAnua pe ™y Yie AMY A E.

[ count [l Avocars

EIAOX MPOE EP._

ANATEGHKE

Hem Due date

0000000030 KIN.00D0: 28/03/2007 18:00 Special term

0000000005 KIN.000C. 25/05/201118:00 Special term

0000000064 KIN.0OGO: 28/03/2007 18:00 Special term

0000000064 KIN.0O0O:
0000000003 KIN.000Q:

15/03/2007 09:00 SIH-00002 MpoBAnuer pe v HDI TIAKIPHE - MAAAAT /  DVD.SONY.001

DVD.SONY.001

ZYOMOIA MAKEAO!  THAPHILODL

18/01/2011 12:00 SIH-00005 Avrikaraoraon Icd pe KLEEMANN HELLAS Al THA.SONY.00L

0000000005 KIN.0OGO:
0000000005 KIN.000O.
0000000030 KIN.0OGD
THAPHILOD3

IO EMIAYEH
AMAMONH A

= Priority =]
Service
[l - [ Lrony vewaH 2YwHAH [ 3-XAMHAH
=[ 6o
50 I
40
30
0
w
o
- »25 815
@ Ageing () Count by priority
Task assignment | Ageing/severity
[ B
[ on
KR
[ soe
[ esmaser
[Tl
[ R
[
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4] severity

Two alternative views are available:
e Count by Severity: The number of open tasks per severity is presented in this pie chart.
e Ageing: The open tasks based on the ageing scale and grouped by severity are presented here.

By clicking on a data point on any of the alternative charts, the “Open Tasks”, presented next, are filtered automatically.

4] Status analysis

The number of tasks grouped by their status is presented in this chart. At the same time, the average number of days

per task status is presented.

By clicking on a data point on any of the alternative charts, the “Open Tasks”, presented next, are filtered automatically.

= Open Activities

Here, the open service in house tasks are listed. By clicking on the link in the “Code” column, the task can be accessed
for editing/viewing. The “Full list” command is available. The “Calendar” link provides access to the logged-in service

representative’s personal calendar.

Overdue Tasks / Current Tasks

Note that on the right top of the dashboard, the commands “Overdue tasks” and “Current activities” are available; by
clicking on one of these links the presented tasks are limited only to the overdue/current ones.

Image 23: Action links - Overdue Tasks / Current Tasks

Chue date activities: (Z) Current activities: (1)
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3.3 Service on site

that provides essential information on the Service in house cases assigned to the

Interactive

logged-in service representative. One parameter is available: the service task start

period; the default parameter value is “Anything”.

The “Service on house” dashboard comprises of the following objects:

4] Priority

Parameters

Auto-executed

Informative ToolTips

IS S S

Two alternative views are available. Depending on the grouping factor a different chart type is used for the best possible

presentation of the related information.

e Ageing: The open ‘service on site’ tasks based on the service ageing scale and grouped by priority are

presented here.

e Count by priority: The number of open ‘service on site’ tasks per priority is presented in this pie chart.

By clicking on a data point on any of the alternative charts, the “"Open Tasks”, presented next, are filtered automatically.

Image 24: Service on site

Welcome Zdwn! Today is Thursday 16/06/2011

Open activities

Start Code Description Person

10/07/2007 03:30 SOS-00002 AvnkorréoTann kukhisen PALLET STORES AE
16/03/2007 17:32 SOS-00005 MpoRAnpct e v HDMI & AAIOE MAAETIKA AEBE
18/05/2011 11:00 SOS-00016 air condidion... ABSHMNICTHE-TPOGEAT
31/05/2011 16:00 SOS-00017 yninerng CONTROL SYSTEMS SA.
18/05/2011 17:30 ROS-00006 avihict. CONTROL SYSTEMS SA.

06/05/2011 11:00 SOS-00018 MpéfAnua e Tov fixo..  EAOMAK AEBE

Full list Calendar Reset
Analysis by status

I oo [l Avodar

=}

Ttem Due date Service

THA.PHILOO3

DVD.PHIL00L 28/03/2007 20:00 Special term

31/05/2011 20:00 Special term

02/06/2011 20:00 Special term

Due date activities: (3)

e

[l -nony v [ 2-vusins 3xammns [ +-MERAA

1

o
16-25

@ Ageing ) Count by priority

Severity

[l 2-enron [ 2 vennd
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4] severity

Two alternative views are available:
e Count by Severity: The number of open ‘service on site’ tasks per severity is presented in this pie chart.
e Ageing: The open tasks based on the ageing scale and grouped by severity are presented here.

By clicking on a data point on any of the alternative charts, the “Open Tasks”, presented next, are filtered automatically.

4] Status analysis

The number of tasks grouped by their status is presented in this chart. At the same time, the average number of days

per task status is presented.

By clicking on a data point on any of the alternative charts, the “Open Tasks”, presented next, are filtered automatically.

=| Open Tasks

Here, the open ‘service on site’ tasks are listed. By clicking on the link in the “Code” column, the task can be accessed
for editing/viewing. The “Full list” command is available. The “Calendar” link provides access to the logged-in service

representative’s personal calendar.

Overdue Tasks

Note that on the right top of the dashboard, the commands “Overdue tasks” command is available; by clicking on this
link the presented tasks are limited only to the overdue ones.

3.4 Complaints

page that provides essential information on the Complaints assigned for managing to Interactive

the logged-in service representative. Two parameters are available: the complaint
date (default parameter value is “Anything”) and the branch (default parameter value Parameters

is <null>, which is equivalent to all).
Auto-executed

IS S

The “Complaints” dashboard comprises of the following objects: Informative ToolTips
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'4] Complaints by Severity

This pie chart presents the number of complaints by severity. By clicking on a data point on any of the alternative

charts, the “Open Complaints”, presented next, are filtered automatically. Note that by applying filters to “Open

Complaints” the related Open Tasks are also filtered.

'4] complaints by Category

This pie chart presents the number of complaints by category. By clicking on a data point on any of the alternative

charts, the “Open Complaints”, presented next, are filtered automatically. Note that by applying filters to “Open

Complaints” the related Open Tasks are also filtered.

By clicking on a data point on any of the alternative charts, the “Open Tasks”, presented next, are filtered automatically.

Image 25: Complaints

Open complaints (Severity:* - Category:*)
Description Person Contact
Adfog mapaAapr PIPELIFE S.A Matthew N. Strawn
Problem in the celivery Canserverie Sarjua Inter Barb Livingston
WERTZ SITE PREPARAT! Sylvette Kriick
Mpefhnua e v moi: Fiesta Snacks William Keettel
MoéBhnua e v Aerto Phoenis Beverages Lid,  Sherry Toelle
Agopd MawdTnTa EiEun PIPELIFE S.A, Matthew N. Stravn

Problem in the product  Conserverie Sarjua Inter Nick Brown

Date
19/07/2007 17:36:05
11/02/2011 17:08:12
08/11/2007 16:27:07

15/03/2007 16:03:38

15/03/2007 15050

19/07/2007 17:39:25
03/01/2011 17:08:00

=1 | | complaints by severity

Priority

Full list New complaint

Open tasks (%)

Type Date Description

Suppert email
Sales outbound call
Inbound call

Service call

17/05/2011 -
17/03/2011 -
17/05/2011 Compiaint recording / Mr X

17/05/2011 Support

Assignment
KaR
KR
KAR

KAR

(=] ‘Complaints by category

Delivery delay

nstalled item pr

Low qual

= Open Complaints

Here, the open complaints are listed. By clicking on the link in the “Description” column, the complaint can be accessed

for editing/viewing. The commands “Full list” and “New complaint” are available. By clicking on anywhere else on a row,

the related Open Tasks listed below are filtered.
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= Open Tasks

The open related subtasks of the above selected complaints are listed here. The following information is directly
presented per Open Task: the” Task Type”, the “Date”, the “Description” (where, by clicking the corresponding, we can
access the particular subtask for editing/viewing) and the “Assigned to".
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4. Communications

All company’s communications can be successfully managed by a single dashboard page which combines all the basic
functionality required for inbound and outbound communications. This page aims mainly to substantially assist towards
the effective management of secretarial tasks.

4.1 Communication Center

page that provides essential information on the Company communications. Two Interactive

communication types are supported: Calls and Emails.
Parameters

The “Communication Center” dashboard comprises of the following objects: Auto-executed

IS LS

Informative ToolTips

.__| Calls

This list provides us information and functionality for processing the Company calls. By clicking on the link, which is
available in the “Description” column at row level, the particular call can be accessed for viewing and editing. A new call
can be registered by clicking on the “"New inbound call” link or "New outbound call”. The following information is directly
presented per call: the “Type of Call”, the "Date”, the “Person”, and the (assigned to) “Representative”.

.__l Inbound e-mails

Here, the recent inbound e-mails are listed. By clicking on the link, which is available in the “Description” column at row
level, the particular e-mail can be accessed. A new e-mail can be created by clicking on the “New e-mail” link. The

“Inbox” command is also available.

.__l Outbound e-mails

In this list, the recent outbound e-mails are presented. By clicking on the link, which is available in the “Description”
column at row level, the particular e-mail can be accessed. The commands “Sent e-mails” and “Draft e-mails” are also

available.

Internet Access

On the third page of the dashboard, a web browser is available for direct access to online information.
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= My open activities

This object provides information on the logged-in user’s open activities. By clicking on the link in the “Description”
column the particular activity can be accessed for viewing and editing.

Views

The “Views” object is a list of shortcuts to the commonly accessed lists. These are: “Persons”, “Legal person contacts”,

“Contact birthdays”, “Contact Name Days”, and “"Mass communications”.

|Z| Calendar

In the “Calendar” object access is provided either to the logged-in user’s personal calendar or to the general company
calendar.

Image 26: Communications Center

Calls | e-mails | Internet

Tumog, Date Description Person Contact Representative
Inbound call 17 May 2011 Complaint recording / Mr X KAR
Service call 17 May 2011 Support KAR
Sales outbound call 17 May 2011 - KAR

New inbound call New outbound call

Views o My open activities
Persons Task type Description
Legal person contacts Quotation follow up Top Industries Ltd. new sales demo OPP-00136
Reguirements capture WERTZ SITE PREPARATION CRM OPP-0005%
Contact birthdays
- Sales appointment PIPELIFE 5.A. CRM Forum 2008 LEAD-00041
Contact name days Offer creation WERTZ S[TE PREPARATION CRM OPP-D0062
N Sales appointment Soap and Allied Industries Ltd. Sales CRM OPP-00052
Mass communications
Quaotation follow up WERTZ SITE PREPARATION CRM QPP-00062
=]
v Sales outbound call Problem in the delivery COM-00006
M Inbound call Complaint recording / Mr X COM-00006
General Sales appeintment Sappi Limited DEMO FOR NEW PRODUCTS OPP-00062
Quotation follow up ALFA WOOQOD S.A. new preducts demo OPP-00122
Reguirements capture Stera Enso Sales demo OPP-00063
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5. Service Contracts

The available home pages are listed below:

e  Service Contracts

e  Subscriptions

contributes to the effective management of contracts and contract terms and Interactive

provides direct and dynamic information related to the distinctive characteristics of a

contract’s life cycle. Parameters

Two parameters are available: the end date (the default parameter value is “Today”)
) Auto-executed
and the renewal date (the default parameter value is “The end of the current

IS S S

month”). . .
Informative ToolTips

The “Service Contacts” dashboard comprises of the following objects:

q__l Active contracts

This list provides us information and functionality for processing the Company’s active contracts. By clicking on the link,
which is available in the “Description” column at row level, the particular case can be accessed for viewing and editing. A
new contract can be created by clicking on the “"New contract” link. The “full list” command is also available. By clicking
on a row, the data displayed in the “Contract Terms” list and the “Fixed charges / closed revenue” chart are

automatically filtered.

q__l Contract terms

The list of the Contract terms of the (selected) Active Contracts. By clicking on the link in the “Description” column at

row level, the particular contract term can be accessed for viewing and editing. The “full list” command is also available.

4] Fixed charges / closed revenue

The chart presents the total value to be invoiced in comparison to the invoiced value on a monthly basis.

Processes

The “Processes” object provides a list of shortcuts that correspond to different stages of a service contract’s life cycle:

e Contracts > Proforma: Link to the corresponding list. Next to the link, the number of the pending “Contracts

- Proforma” is displayed, if any.
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e Contracts to be invoiced: Link to the corresponding list. Next to the link, the number of the pending

“Contracts to be invoiced” is displayed, if any.

e Service jobs to be invoiced: Link to the corresponding UI in order to create invoices for services in house
and/or on site. Next to the link, the number of the pending “Service jobs to be invoiced” is displayed, if any.

e Contracts to be renewed: Link to the corresponding list. Next to the link, the number of the pending

“Contracts to be renewed” is displayed, if any.

¢ Renewed unit transfer terms: Link to the corresponding list where subsequent actions are available. Next to

the link, the number of the pending for unit transfer terms, if any.

Image 27: Service Contract Management
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IYM-0018 Contract SLA far HW VIROGROUP  01/01/2011 31/12/2011 Danald Ray ENT-00002-Senvice in house & 01/01/2012 30/12/2012 Active
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5.2 Subscriptions

“Subscriptions” Home Page is an interactive, auto-executed page. Two parameters

are available: the end date (the default parameter value is “Anything”) and the Interactive

renewal date (the default parameter value is “from today and until two months from
now”). Parameters

Auto-executed

The “Subscriptions” dashboard comprises of the following objects:

IS S S

Informative ToolTips

[=] Active subscriptions

This list provides us information on the active subscriptions. The following information is directly available: the
“Customer”, the “End Date”, the “Subscription Item”, the Subscription “Status”, and its “Value”. By clicking on the link,
which is available in the “"Code” column at row level, the particular subscription can be accessed for viewing and editing.
A new subscription can be created by clicking on the “New subscription” link. The “full list” command is also available.

By clicking on a row, the data displayed in the “Renewal Tasks” list and in the “Subscriptions by item” chart are

automatically filtered.

.__I Renewal Tasks

In this list the Renewal Tasks that correspond to the (selected) Active Subscription are presented. By clicking on the link
in the “Item” column at row level, the particular task can be accessed for viewing and editing. The “full list” command is
also available.

4] Subscriptions by item

The chart presents information on the subscriptions per item.

Processes

The “Processes” object provides a list of shortcuts that correspond to different stages of a subscription’s life cycle:

e Subscriptions to be invoiced: Link to the corresponding list. Next to the link, the number of the pending
“Subscriptions to be invoiced” is displayed, if any.

e Subscriptions to be renewed: Link to the corresponding list. Next to the link, the number of the pending
“Subscriptions to be renewed” is displayed, if any.
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e Subscription correspondence: Link to the corresponding list for printing subscription recipients’ labels.
e E-subscription shipping: Link to the corresponding list for shipping e-subscription.
e Subscription tirage: Link to the active subscriptions’ tirage analysis.

e Subscription templates: Link to the corresponding list.

Page: 37 /37



	Identity
	Copyright
	Contents
	1. Introducing Entersoft dashboard elements
	1.1 Object Types
	1.1.1   Charts
	1.1.2   Lists
	1.1.3   Action links
	1.1.4   Indicators - gauges
	1.1.5 / Scorecards
	1.1.6 / Map
	1.1.7   Web browser
	1.1.8   Search

	1.2 Basic functionality
	1.2.1 Per Object
	1.2.2 Per dashboard


	2. Sales
	2.1 Sales Home Page
	2.2 Leads
	2.3 Opportunities
	2.4 Pipeline by closing date
	2.5 Pipeline analysis to Target
	2.6 Pending Transactions
	2.7 My insight

	3. Customer Care
	3.1 Cases
	3.2 Service in house
	3.3 Service on site
	3.4 Complaints

	4. Communications
	4.1 Communication Center

	5. Service Contracts
	5.1 Service Contracts
	5.2 Subscriptions


