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1 We lcome

OpenGate Small Business Software is an extensive package of feature from
Customer Relationship Management (CRM) to Sales Order Management to
Financial Management. This guide is intended to help users understand how

to work with the various features available in OpenGate Small Business. For
information related to advanced setup and deployment, please refer to the
Administrator's Guide. For information related to customization, please refer

to the Developer's Guide.

1.1 GETTING STARTED

We recommend you f  amiliarize yourself with the major subject areas
contained within this guide. OpenGate Small Business contains a
comprehensive amount of functionality, possibly more than meets the
eye. Reviewing the information in this guide will help you get started
quickly, and ensure you are able to make the most of OpenGate Small
Business' powerful functionality. Each section in this guide is focused
on a specific functional area of your business.

1.2 NAVIGATION

OpenGate Small Business is delivered
with a default set of menu and submenu

Main Menu

options to help you navigate to the most
common feature areas available. The
menus for each user -role can be
configured to display specific menu
buttons and commands, please refer to Customers

the Administrator's Guide for Orders
information on how to co  nfigure role - Figure 1:Main Menu and Submenu
based menus. Buttons

OpenGate Small Business also includes LaunchPad

a LaunchPad menu, intended to help

you navigate to the major feature areas e s —
from a single screen. The Launch Pad is ([ compaigrs ] [ pastboara |

availab le under the Main Menu button
by default.  You can reconfigure the

default main menu to exclude this Lt J [ poee ] (s o) (L s
submenu option if desired. Refer to the e e
Administrator's Guide for information on

how to configure the default menu. [ Emoree ) [ roms ] (isdkepvoies ) [Foretserioi]

— | [ s [ moitege | [advoncedsetp |

Figure 2: LaunchPad Menu

Copyright © 2009 OpenGate Software 4
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2 Managing Prospects, Customers, and
Contacts

2.1 PROSPECTS AND CUSTOM ERS

Prospects and customers are all available from the Customer Summary
and Customer Detail screens. This makes it easy to search for both
prospects and customers, and eas ily transition a prospect to customer.

' penGate Software

==| Order Detail

ﬂ? Client Detail:

E=EE|
Castle Realty

Castle Realty)

Segment

[] DeMotContact [}

Business E| Prospect Status  |Qualified

I Customer Name

Customer Status  |Prospect El Customer Since 12/14/2003 £ Opportunity  |$30,500

Account Owner Henry Wilkins E|
Addresses

Mailing Address 6312 5 Fiddlers Grn Shipping Address Biling Address 234 Poplar Street
AddressLine 2 Floor 3 Address Line 2 Address Line 2 [Floor 3

City Greenwood Village City City Englewood
StatefPostal  [CO [][80111 State/Postal [=] StatefPostal  [CO [+]/B0002
Country LISA Country Country LISA

[ Copy Mailing ] [ Map ] [ Copy Mailing ] [ Map ]
Figure 3: Contact Detail

There are several statuses a prospect and customer may be associated
with, which are important to understand.

2.1.1 PROSPECT STATUSES

Prospect Status is a dropdown box i n both the Prospect and Customer
Summary and Detail screens, and can be configured to display the

values that are most appropriate to your business (refer to the section
"Managing Lookup Values .") The table bel ow describes the best
practice prospect status values as delivered by default:

Prospect Status Meaning

Initial Contact A cold -call or initial contact with the prospect has
been made. They have been entered into the

database, but have not yet been qualifi
revenue opportunity has been assigned to the

prospect.

ed. Often no

Qualified The prospect has been qualified as a potential
customer (for example, checking their credit or D&B
rating). In this phase, a revenue opportunity is

typically assigned to the prospect.

Proposal You have submitted a proposal for products or

services to the prospect. Often there is an Order

Copyright © 2009 OpenGate Software
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Prospect Status Meaning

Quote associated with this prospect.

Negotiation You are presently in negotiation to provide products
or services to the prospect.

Closed You have closed the sale with this prospect. They
will no longer appear in the Sales Pipeline, and are
now designated as "Active" in the Customer Status.

Lost You can use this status to track lost sales in order to
identify improvements to your sa les methodology,
products, or services. '

By assigning prospects a revenue opportunity amount, you will be able
to track your revenue pipeline in the Sales Dashboard, as shown below.

Initial Contact [|IIIINl $13,040.00
Qualified [JIIONNINNINT $30,500.00
regotiation IO $65,000.00

Figure 4: Sales Pipeline

2.1.2 CUSTOMER STATUSES

Prospect Status is a dropdown box in both the Prospect and Customer
Summary and Detail screens, and can be configured to display the

values that are most appropriate to your business (refer to the section
"Managi ng Lookup Values .") The table below describes the best

practice prospect status values as delivered by default:
Customer Meaning
Status

Prospect Indicates this record is a prospect currently.
Active The customer is currently active.
Inactive The cus tomer is no longer considered to be active.

2.1.3 Do NoT CONTACT

The "Do Not Contact" field in the Prospects and Customers screen
should be chec ked if your prospect should not be contacted further.
This flag will prevent the prospect from being included in a ny
marketing campaigns.

! By quantifying the amount of revenue lost, and by performing some root cause
analysis, you may be able to identify t hat

Copyright © 2009 OpenGate Software 6
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2.2 CONTACTS

You can enter an unlimited number of contacts for each prospect or
customer. Each contact can have their own unique mailing address if
needed, which is used to send the contact correspondence if they are a
target for one  of your marketing campaigns.

Name John c Riles
Status  |Active

Title  |VP Sales

Manager Birthdate

Contact Information Alternate Address

Work Phone (333) 989-1111 | [1234 Use Different Address than Company Address []
Mobile

Gther

Email irles@cdavies.com

send Emal >

Custom Fields
Future Use Text Future Use £ 0
Future Use Text Future Use # 0
Future Use Text Future Yes/No 0
Future Use Text Future Use Date
Activities
Activity Type __Date Notes Source Cont]
P| Correspondence ||| 8/14/2008] lannouncin g Designer 3.1 (Customer Care Mar| [John |
Correspondence [ || 3/29/2008) Mail merge sent to contac Mail Merge John|

Correspondence [+ || 3/29/2008 Mail merge sent to contat Mail Merge Hohn |

Figure 5: Contact Detail Screen

Setting the Contact Status to "Do Not Contact” will prevent the
prospect from being included in any marketing campaigns.

2.3 SENDING CUSTOMERS ME  SSAGES

You can use the C ustomer Care Manager to quickly and easily send your
customers emails or letters. Maintaining consistent communication with
your customers can maintain good customer satisfaction, and also

increase your opportunity for upsale revenue.

Customer Care Manager

P Support Agreements | Send A Message
Active Agreements ] " 1) Select 2 Saved List =
Expired Agreements 2 or createanewlist or editselected
Agreements Ending This Month a 2) Choose an Action El
Agreements Ending Mext Month o
3) Choose a Message
Start Send

Figure 6: Customer Care Manager

2.3.1 CREATINGA CUSTOMER LIST
To create a new customer list, select "create a new list" from the
"Send A Message" section of the Customer Care Manager. Enter a list

Copyright © 2009 OpenGate Software 7
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name that you will remember later, and then choose the list criteria
that define the customers you want to contact.
=] fimCustomerCareSelection — @
@) Customer Lists
This tool can help you select from active customers that have purchased
your products and/or services. Note that only *Active’ customers and
contacts where the order is "Paid in Full” are included.
: List Name: [Enter List Name Here]
|
ﬂ;\na | - [=]
] [ E 8
Contact-First
Contact-Last
Job-Title
Email-Address
| Contact-5tatus
Product-Name
Product-Family
Service-Name
| Service-Type
I @ g::[;;z:e n;ﬂ?:m;?ﬁ;ﬁ view the contacts in this list
CustomeriD:
ContactiD
Figure 7: Creating Customer Lists
Tip
You can use the "Product -Name," "Product -Family," or

"Service -Name" to communicate with customers that
have purchased a speci fic product or service, as well as
the "Order -Date" choice to narrow your list to a specific
date range when customers purchased.

2.3.2 SENDING MESSAGES

Once you have created a list, you can create mail merge letters,
emails, and mailing labels.

| Send A Message

1) Select a Saved List |All Customers E'

or create a new list or edit selected

2) Choose an Action ||

3) Choose a Message [send Emails
Print Mailing Labels

(all fields above must be completed
before you can start your send)

Figure 8:Send Customers Messages

Copyright © 2009 OpenGate Software
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2.3.3 PRINTING LABELS

You can print mailing labels using your customer list. OpenGate Small
Business supports printing single labels with a Dymo LabelWriter, or
sheets of labels using any Avery 8160 compatible lab el sheet.

-

-
2| Print Labels = | B |

qy Print Mailing Labels

Select a Label Type

(©) Dymo LabelWriter

: : |
l Preview ] [ Print l

Figure 9: Print Mailing Labels

When you create letters or emails, an Activity Notes record will be created for
each contact with the "Source" of "Customer Care Manager." This will help

you monitor all the communicati ons sent to your customers and contacts.
Tip
You can add new label formats with the Customizable
| Edition of OpenGate Small Business.

2.4 SENDING PROSPECTS ME  SSAGES

You can use the Marketing Campaign feature to quickly and easily send
your prospects emails  or letters. Please refer to the Marketing section
of this guide for further details.

2.5 MANAGING RECURRING S ERVICE AGREEMENTS

The Customer Care Manager has a section where you can view and drill

in to any Service Agreements that are active, expired, or end ing in the
near term. The figure below provides an example of the Service

Agreement summary section.

Customer Care Mz

P Service Agreements
Active Agreements
Expired Agreements
Agreements Ending This Month
Agreements Ending Mext Month

L= T R [ e

Figure 10 : Service Agreement Summary

Copyright © 2009 OpenGate Software 9
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You can use the Service Agreement summary to bring up customers with
agreements that are  about to expire, and then create the necessary invoices to
collect additional payments from the customer.

Note

OpenGate Small Business allows you to record and track
recurring service agreements, but does not provide any
recurring billing capabilities. If this is important to your
business, please contact us (support@opengatesw.net)

and let us know. We will use your feedback to place

this feature on our roadmap accordingly.

2.6 IMPORTING CUSTOMERS

You can import a list of existing customers you may have from another
system using the Customer Import feature, which is available from the
main Setup Menu.

k'h Import Customers

You can import a list of customers from another source
using this tool. Please use the 'Customer Import
Template.xls' file included with your product files. “You
must minimally ensure that your spreadsheet contains
the required columns (red) and column names before
importing.

(1) (2
Validate my
Import File

Figure 11 : Importing Customers

Important

OpenGate Small Business requires you to format your
Excel file such that the first r ow contains the necessary
field names. The setup file has placed the necessary
templates for you to comply with in "Templates”

directory of your installation directory (by default,
"C:\OpenGate Small Business \"

Copyright © 2009 OpenGate Software 10
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3 Managing Marketing Campaigns

Effective mar keting campaigns are an essential element to a successful
business. Whether you need a campaign focused on creating awareness

about your business, a new product or service, or you want to market to the
prospects you have already spent time and money to ac quire, OpenGate
Small Business can help.

3.1 CREATING CAMPAIGNS

To create a new campaign, begin in the Marketing Dashboard and select
"Create a Campaign"

Eﬂ‘@ Step 1: Define Your Campaign

Click to Begin>>

Figure 12 : New Campaign Wizard

3.1.1 GENERAL CAMPAIGN INFORMATION

In the first step o f the wizard, you will define the general properties of

your campaign. The only information required is the campaign name,

and the date the campaign begins. All other information is optional,

but can help you to better evaluate which campaigns and promot ions
are bringing you more business.

3.1.2 ADDING TARGETS

Campaign targets are those prospects you believe are likely to respond

to your offer, promotion, or advertisement. To select targets, choose
the "Add Targets" button. You can then select targets using s imple
selection criteria, or select the "Advanced" button to filter the list of
prospects using advanced options. Note that any records that appear

with a check box and are highlighted yellow are existing targets in the
campaign.

Copyright © 2009 OpenGate Software 11
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n Detals |Tarqets Orders I F7 custom F\eldsl

. f .
OpenGate Small Business User's G uide
=8| Campaign Target Selection | P ‘ -
B RRAAT
- - - -
H Apply Filter || Advanced I
% Market|ng Targets [aeply Fiter | advanced ] | |
Customer Name Contact Name Title Segment City State  Account Status —
] [=][  [+] =] |
4 |:| Big Toys LLC Jordan Tracy COO Business Lone Tree Cco Prospect |-
[ |Big Toys LLE Wendy O'Brien Cwner Business Lone Tree co Prospect
[]|Castle Realty Janice Castle President Business Greenwood Village | CO Prospect
[]3acobs Investment Banking | |Irene Jacobs President Business Aurora co Active
[] [PrimeCa Plumbing Phillip Corbin Owner Business Denver co Active
Sarah Oliver Sarah Oliver Consumer Westminister co Active
s N
5] Advanced Filter Selection ol = e
Advanced Filter
Mailing-State El Equals El Cco
Mote: Unchecking a existing target will not remove them.
Targets tab of the Campaign Summary screen. And [] [Revenue-Opportun[ 4 ] [Greater t]+] (100
Record: 4« 1of6 | b ¥ | | 7 Filtered | Search l [=] [=] =] '

Figure 13 : Campaign Target Selection

Tip

There are many online sources to purchase local and
national prospect lists based on our specific criteria.
You can use the Customer Import feature to import
those prospects, and then add them as targets to

campaign.

a

3.1.2.1 Target Statuses

Target status can be configured to display the values that are most

appropriate to your business

Values .")

(refer to the section "

Managing Lookup

Target Status Meaning |

receive an y more communic

Pending The target has been identified, but has not received
any campaign materials. This is the default status
when one or more targets are added to the
campaign.

Sent The target has been sent campaign emails or letters.

Opt Out The prospect has indicated th ey do not want to

ations about this

campaign or promotion. Note that the "Opt Out"
status only applies to this campaign. Unless the
Prospect status is "Do Not Contact" or the Customer

"Do Not Contact" box is checked, the prospect

may

be included as a target for other campaigns.
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3.1.3 SENDING MESSAGES

Once you have selected the targets for e Sene oy
your campaign, select "Send Letters" from =) Campaign Generation
the Actions box in the bottom left of the Plase seect n s bekw

) Print mailing labels

screen, or from the new campaign wizard. | @ el |

(%) Mass emai merge

(7) Export targets to CSV file I

OpenGate Small Busine ss allows you to
print mail merge letters, mailing labels,

Wiha should ve the materials?

send emails, or export the list to a CSV file

for use with a 3rd party marketing vendor. 4ttt wlreceve i commuricaton

You can also choose whether to send all e
targets your message, or just the targets e ] L= )
that are currently marked as "Pending. Figure 14 -

Campaign Letters

Tip
You can add more targets to a campaign at any time.

3.1.4 TRACKING CAMPAIGN SUCCESS

OpenGate Small Business helps you to track the success of your
campaign in terms of the number of prospects, customers, orders, and
expenses associated with each campaign.

3.1.4.1 Associating Prospects/Customers to Campaigns

Use the Referral Source and Source Details fields in the Campaigns
section of the Customer Summary and Details screens to associate
yo ur prospect or customer with a specific campaign.

(=]

| =] contacts | Addresses | = activities | Orders | Car

Welcome Letter Sent? [ Send Mow> =

Referral Source  |Campaign (select below) E'

Source Details =
Digital TV Conversion

Free Install with DVR

Mew Business Campaign
Referral Promotion

Copyright © 2009 OpenGate Software 13
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3.1.4.2 Associating Orders to Campaigns
Use the Campaign dropdown of the Order Detail screens to associate
your order with a specific campaign. This will attribute the revenue to
the campaign as well to help you monitor return on advertising (ROA).

3.1.4.3 Associating Expenses to Campaigns
Use the Campaign dropdown of the Income/Expense screens to
associate expenses with a specific campaign. This will attribute the
expense to the campaign as well to help you monitor ret urn on
advertising (ROA).

Copyright © 2009 OpenGate Software 14
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4 Managing Products and Services

4.1 PRODUCTS

4.1.1 ADDING A NEW PRODUCT
You can add new products for sale from the Product Summary screen,
or if you have configured your preferences to allow it, a new product
can be added when you type an ew product name in to an order.

&. Products

Product Hame Product Family Status Supplier List Price Extended Price OnHand  On Order
4l 1255 Converte Converter Boxes El Active El Acme Electrunic:lzl £50.00 £35.00 3 0
DVR 100 Bundle VR Player [=] |active [=] [Tiger Blectronics[» | $199.00 $150.00 0 5
D-Link DCM-202 Cable Modem | [Internet Products [ | [Active [=][acme Blectronic[« | §74.99 §59.99 4 0
Digital TV Converter Converter Boxes El Discontinued El Acme EIect’onic:El £99.00 £49,00 13 a
* = =] =] $0.00 $0.00

~

General ‘E@ Orders I Reorder Information I B custom Fields Actions and Quick Facts

Detailed Description Total Customers = 4
Unit List Price £50.00 Total Revenue = $1,182.58
Unit Extended Price £35.00 Total Returns = 1
Maximum Discount 20.00%
Minimurn Purchase 5 [ Create New I [ Mail Merge I
[ pelete | newpo |

|Record: L] 1of4 L | i |Sear(h

Figure 15: Product Summary Screen

4.1.1.1  Product families
Product families are a way to group similar products together for
reporting purposes. You can type in new product family values and
they can be added to the list automatically.

4.1.1.2  Unit Extended Price (aka Minimum price )
This field is used to control the minimum price allowed when a user
selects a product in order entry. If the Unit Extended Price is zero,
no validation will occur. Otherwise, if t he user enters a price  thatis
less than the minimum price, OpenGate Small Business will reset the
price to the Unit Extended Price value.

41.1.3 Maximum Discount
The maximum discount is enforced when a user enters a product

order item and enters a discount tha t is greater than the Maximum
Discount value for the product. Enter 100% to allow any discount
amount.

Copyright © 2009 OpenGate Software 15
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41.1.4

4.1.2

Minimum Qu  antities

If your product requires a minimum order, enter the value in the
Minimum Purchase field . Choose zero to allow any quantity.

RETIRIN G PRODUCTS

The Product Status field can be used to help users understand whether

a product is currently active, discontinued, or any other status you

wish to configure. Product status values can be configured to display

the values that are most appropriat e to your business  (refer to the
section " Managing Lookup Values .")

4.2 SERVICES

421

42.1.1

ADDING A NEW SERVICE

Add or edit services in the Service Summary screen. After the service
is added, it will be available to add to a new sales order.

Figure 16 : Service Summary Screen

Types of Services

By default, OpenGate Small Business includes several Service Types,
however you can always add your own to better represent the types
of services your busin  ess offers. The "Service Plan" service type is
configured by default to be displayed in the Service Agreement
Summary section of the Customer Care Manager as shown below.

Copyright © 2009 OpenGate Software
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