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I ntroduction:

Chances are you have Customers (hopefully alot of them). Y ou probably aso have
Contacts with these customers. The contacts may be phone cals, emails, letters, or even
face to face contacts. This program is intended to be an easy way to record customer
information and your contacts with the customers. It is sold only as a Site license — not
individual per user licenses. . That means for one low price you can install the program
on as many computers as you like at asingle location. Y ou can run the program on a
server with multiple users accessing the same database, or you can install a copy for use
by your sales department and another copy for your shipping and receiving department,
and so on.

| have been developing and selling help desk software for use by IT Departments for
severa years, now. Many registered users wrote to tell me that they were using one or
the other of my programs for nonIT, non Help Desk applications. They like the ease of
use of the program, or the price or a combination of reasons. They just did not use
portions of the program for recording and updating things like computer and software
inventory.

Simple Customer Support © is not aweb based application. | do have a number of
programs that do feature web front ends to a database. These can be found at my
http://www.|nsoftware.comweb site. This program is just a simple windows based
application that alows for quick and easy recording, updating and reporting of customer
information and customer contacts. It features user logins and security. This explains
why when you first start the program you are presented with alogin screen.
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Customer Service Hep

| have provided sample user accounts for your use. You may use the User ID of Admin

and Password of admin for the ability to run all procedures in the program and to use the
Security Menu options. You may use the User ID of csr and Password of csr to login asa
customer service rep which will have some restrictions. Y ou may login with the User ID



of temp and password of temp to use the program in basically a“view” only mode. More
on the security features later. Be aware that the User ID is not Case Sensitive, however;
the password field is Case Sensitive. So if you entered CSR as the password for the
provided CSR User ID, the password would be incorrect. It would need to be entered in
Lower Case, ascsr.

| have provided only a couple of sample customers and contact records. Utility options
allow for importing this data from .csv (comma separated value) files. | have also
included a zip code database table which may speed the entry of customer information.

Customer Information:
There are two main types of screens in the program. Browse style screens show many

records at atime like a spreadsheet with rows and columns. The screen used to browse
customer information is shown below.

¥ Browse the Customers File

Custarner Name ]

4, Sample Mr, Sample asample@hotrnail, oo
Chuck Roast Mr. Chuck Roast croast@samplemail.
. >
[ Qutput ] ’ Print ] ’ Query I R eset

-—:\6

| am logged in as a CSR with permission only to View customer data, not to add, edit or
delete a customer record. So in the above screen shot thereis a View button but not a
button for Adding, Editing or Deleting a Customer record. The screen shot below is
when logged in as a Supervisor or Administrator with different permissions.



¥ Browse the Customers File

Customer Mame

Custormer i
‘A, Sample dqr,
Chuck Roast M.

Ernail
: asample@hbotrnail.com 0l
Chuclk Roast croast@samplernail.com | 242

Chuck Roast

By default, the customer browse screen is displayed sorted by the Customer field in
ascending order. Y ou can sort on adifferent column by clicking the column header.
Click the same column header to reverse the sort order. In order to sort on more than one
column hold down the CTRL key as you click additiona column headers.

The button labeled “Output” at the lower left of the screen will create a Microsoft Excel
formatted spreadsheet with all customer data as sorted and filtered if you have used the
Query Wizard to limit the records displayed.

The button labeled “Print” will bring up a single page report of the selected customer
record in Preview mode.

The Query button will call up the Query Wizard to let you create a Query to filter the data
displayed. If aquery isaready in affect, you the button labeled “ Reset” will be enabled
and you can click it to remove the filter condition created with the Query Wizard.

The “New” button is used to bring up aform to add a new record. There are no default
values for a customer record, and the only required field is the first — customer.

The button labeled “Edit” will bring up aform to let you edit the selected record and the
“Delete” button will remove the selected record from the database.

Y oumay find it convenient to use Keyboard keys rather than the mouse. The INSERT

button will let you add a new record without clicking the New button with your mouse.

The ENTER key will edit the selected record. The DELETE key on your keyboard will
delete the selected record.



Adding/Changing Customer Infor mation:

ik Browse the Customers File

i 7 Changing a Customers Record

l_' Customer Information lCustomer Information [cont.] l
:

Customer: |&. Sample
Title: IMr.
FEirst Mame: IAIvin
Last Mame: [Sample
Ermai: | asample@hatrail. cam
Address: [1010 E st Tenth Avenue T Panama City =
ot ; 32406 Panama City FL =5
i [Panama City 32407 Panama City FL
4 s |FL 32408 Panama City FL
5 32409 Panama City FL
Zip: 132405 B 32410 texico Beach FL
= ) 3241 Fanama City FL
Home Phone: 1999-2223 22412 Fanama City FL
[ 32413 Panama City FL
oK o [3244 Panarna City FL
- E 32415 FPanama City FL
Panamna City
[ Select ] ,_ Inzert J [, Chatige J [

[ Close ] [

The screen above is used to update a customer record.

The only field that you absolutely must fill in is the first field — the customer name. Itis
possible that some organizations will use Simple Customer Support © for only their
internal customers so they would not need to record all the other contact type information
that is available on this screen. However, | expect most will want to record the customers
other contact information. Inorder to speed data entry, | have provided a zip code
database. If you click the ... button next to the Zip code field, you can browse the zip
codes table. Asyou begin typing 3 2 4 and so on, the screen will move to the closest
matching zip code. When you have entered the zip code completely, you can click the
Select button which will fill in the Zip Code as well as the corresponding City and State
fields. A small convenience, but perhaps some will find this helpful.



¥ Changing a Customers Record

Customer Information  Custorner [nformation [cont. ]
Wwork Phone:  [333-3333

CellPhone:  |333-9393

Pager: J 222-3333

Fam: J 444-4444

Other Phone:  [555-5555

Customer Mr: [SaMP12313

M ates: Just another zample customer. MOTE: Cuztomer Mumber iz not required, but
iz iIncluded if you have need of such a field..

Motes about the customer

[ k. ][ Cancel ][ Help ]

The second notebook style tab on the Customer form will alow you to record additional
phone numbers, as well as an optional Customer Number and any notes you may want to
enter about a customer.




Customer Contact I nformation:

The screen below is the one you will use most often. It is used to view contact
information in rows and columns like a spreadshest.

¥ Browse the Contacts File

Contacts
0] Customer[+1] Contact Time] Contact Type
T e e e e
2| Chuck Roast 11:50 A0 Crder Statusz Chuck F
1| Chuck Roast 111242003 251 PM Complaint Chuck F
£ >
Inzert ] [ Change ]
[ O ukput ] [ Print ] [ (e Fezet [ Cloze ] [ Help

Recerved an emaill azking for information about our new product.

Replied to the email and included LRL far the product infarmation..

ﬁ

By default, the Contacts browse screen is displayed sorted by the contact ID field in
descending order. This D number is a unique number, increased by one with each
contact added to the database. Y ou can sort on a different column by clicking the column
header. Click the same column header to reverse the sort order. In order to sort on more
than one column hold down the CTRL key as you click additional column headers.

The button labeled “Output” at the lower left of the screen will create a Microsoft Excel
formatted spreadsheet with all contact data as sorted and filtered if you have used the
Query Wizard to limit the records displayed.

The button labeled “Print” will bring up a single page report of the selected contact
record in Preview mode.



The Query button will call up the Query Wizard to let you create a Query to filter the data
displayed. If aquery isaready in affect, you the button labeled “Reset” will be enabled
and you can click it to remove the filter condition created with the Query Wizard.

The Close Button will obviously close the form and the button labeled Help will call up
on line help.

Notice that there are two large squares on the screen beneath the buttons just described.
The first block will display the details of the record currently selected in the browse
screen and the second block will show the response — if any has been recorded for the
selected contact record.

The “New” button is used to bring up aform to add a new record. Two fields, Customer
and Contact Details are required fields. Y ou will not be able to save a contact record if
either of these two fields isleft blank. Clicking the ... button next to the customer field
will let you quickly select the Customer name from a browse screen. When you select a
customer, that customer name will be used to fill in the Initiated By field. In most cases,
it is expected that the customer will have initiated a contact. However, if you (the CSR,
initiate the contact you can select your name from the list by clicking the ... button next
to the Initiated By field. When you add a new contact record, the current date will be
filled in automatically, as well as the current time. 1f needed, you can click the ... button
after the Contact Date and use the pop up calendar to select a different date. The Contact
Type can be selected by clicking the ... button next to the Contact Type. Thereisno
default value for this field. The most common contact type will vary from organization
to organization. Some examples are “Question”, “Order Status’, “Request”, “and RMA —
Return to Manufacturer Authorization” and so on. Edit the lookup table for Contact Type
to have values most common to your organization.



¥ Changing a Contacts Record

Contact Information Recaord I

ID: 2
Custamer. [4. Sample B

Cantact Date; [ 11/12/2003 [[] Contact Time: [252PM

Contact Type: [ Question D

It E [% Sample (-] _

Taken By P o D Lssigned: [ &drmiriistrator Account [I]
LContact b ethod: |Email [:] Comblets Bicle: JH'” 220t |CSR SELEs
Contact Status: W [:] Lomplete Time: E]

Lontact Detals: Feceived an email azking for information about our news product.

Besponse: Feplied to the email and included URL for the product infarmatiorn..

[ (] 4 H Cancel H Help ]!

The “Taken By” field will by default be the Display Name of the currently logged in
CSR. Thiscan be changed by clicking the ... button to select a CSR from the list.

The Contact Method will default to “Phone Call”, however, you may have contacts with
customers that are made by email, fax, or even in person. If the Contact Method is not
Phone Call, just click the ... button to choose the Contact Method from the list.

The Contact Status will default to “New” but you can change this value quickly by using
the ... buton to list the Contact Status lookup table values.

The Contact Details section is where you would list the customers request or details of
the contacts. Often, this will be something as simple as “ Customer wanted to know when
he/she would receive the product they ordered.” The next field is the Response to the
Contact. This may again be something simple like “informed the customer of ETA for
their order”.

An Assigned To field is provided if you need to indicate a CSR responsible for
responding to a contact.

The Complete Date field can be entered quickly using the pop up calendar.



I Complete Date

October, 2003 44 Movember 13, 2003  » &

SMTWTFS

123 4
5678 31011 S M T W T F 5
121314151617 18 1
192021222324 25
2527 282930 3 21 31 4| 5| B| 7| B

N a/10] 1112 D 14] 15
sheloel | ETSEFIRTR R ETE B0 R

123458 23| 29| 25| 26| 27| 26| 29
T8 910111213

1415161718130 i
212223242525 27

2829303 @ v %
-—:?
Click on the date and then click the

check mark to close the calendar form. Y ou can click the preceding month or next month
to advance the calendar forward or backward. A double arrow moves back or forward by
oneyear. A single arrow moves forward one month at atime. The picture of the
calendar with the bottom right edge turned up will zoom to the current date.

Clicking the ... button before the Complete Time will fill in the field with the current
time based on the computer’s system clock.

The button labeled “Edit” will bring up aform to let you edit the selected record and the
“Delete” button will remove the selected record from the database.

You may find it convenient to use Keyboard keys rather than the mouse. The INSERT

button will let you add a new record without clicking the New button with your mouse.

The ENTER key will edit the selected record. The DELETE key on your keyboard will
delete the selected record.

Lookup Tables:

In order to speed up data entry, and insure data is entered consistently when multiple
users are sharing a database, | have included several ook up tables. These tables contain
values that are used frequently and can be accessed by clicking the ... button next to
fields that use alook up table. These tables are for Contact Types, Contact Method,
Contact Status, and Customer Service Reps.



Reports:

| have provided a variety of reports which can be filter using the Query Wizard. These
reports can al be previewed before printing and you can actually search the report for
data and tag or un-tag pages to be printed. Y ou can zoom in or out easily to view the
reports.

In addition to these Standard reports, and the option on the Browse Customer and Browse
Contacts screens to Output data to Microsoft Excel, | have aso included a Custom Report
Wizard to allow you to select the fields you want on a report and sort the fields as you
want. These custom reports can also be filtered using the Query Wizard.

The custom reports created with the report wizard do have a limitation: if more than 8
lines would be required to display all the text in along field, such as the Contact Details
or Response fields, the data will be truncated. In other words in custom reports, data for
wordy fields may not be printed, although all the text of these fields is displayed in the
screens and standard reports. Thisis alimitation of the report wizard — the datais still in
the database but may not be printed if too long for a custom report. Also, the custom
reports wizard may not be able to fit all the columns you select in areport, even in
landscape mode. The report wizard will notify you via message box if you have selected
more fields than it can display on the report.

Security Options:

If using the program in shared mode on a server, you will likely have some users that you
will want to restrict in some way. For example, you may not want your Customer
Service Reps to be able to delete a customer record. Y ou may have a receptionist or
temporary employee who you would only want to be able to view records, but not update.
Y ou would want another person, perhaps yourself, to be able to access all tables and
procedures and to administer the security for the program. Thisisal ssmpleto do.
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zer 1D | User Hame | I | Aocess Level |
Adrmin Adrminiztrator Account A a0
e |Customer Service Rep

FLPEryisar Supervisar A 25
Temp Temporary or Trainee W 10

Changing a Security Record

Uzer 1D M
Pazzword: grar
Display Mame: | Customer Service Rep
-_D elete
[ ] Administratar?
Locate ID: bAooess Level: jEEI
; [ wiew Only?

| ok || cancel |

The screen above is for managing users and their access levels. When adding a user to
the system, the User 1D will default to 1. Y ou may want to use something else, such as
their first name, and maybe the first initia of their last name if you have more than one
CSR with the same first name. The User ID field must be unique. The password is case
senditive. Thisisimportant! If you create a user and assign the password of
“PASSWORD” then the use must not type “password” or “PassWord”. They must type
the password in the same case as when you created their account.

The Display Name may be the person’s full name. Thisis the value that is entered
automatically in the Taken By field.

The Administrator check box iswhat determines if a user can access the security menu
options for creating and modifying user information and setting procedure access levels.
If aperson isdesignated as an Administrator he/she will be able to access these security
options. However, even an Administrator cannot access any procedures for which his/her
access level islower than the access level required by the procedure. Similarly, if you
check the view only box, no matter what a user’s Access Level, they will not be able to
add/edit/del ete records.

11



Security

-—'\i

Procedure Mame Drezcription Aocess Level ~
Access| Add Edit | Delete|
CuztarmerD etailz Print Custorner D etailz 1 1 1 1
CuztormerD etailzS elected Print Custorers 1 1 1 1
Cuztarnerlist Cuztarner Email and Phone List 1 1 1 1
Cuztomert ailingLabelz Report the Customers File 1 1 1 1
CuztomersR eportwfizard Report the Customers File 1 1 1 1 5
A mportContactsD ata Impiart Customer Info from CSY File 2
ImportCustomerD ata Impart Custormer Info from C5W File 25 25 25 25
b airibd eru b air ke for Simple Customer Suppart ] ] 1] 1]
PreviewR epart |zed to Preview Reports 1 1 1 1
SelectColorScheme Chooze Color Scheme 20 20 20 20
SelectCustomers Select a Customers Record 1] 1l 1l a
|IpdateContacts |dpdate the Contacts File 10 10 20 20
pdateCSRS |lpdate the CSRS File 25 25 25 25
|JpdateCuztomers |Ipdate the Customers File 10 20 20 25
|Ipdatetd ethiods |Ipdate the ethods File 10 20 20 25
|lpdateStatus |Ipdate the Statuz File 10 20 20 25
UpdateTypes |Ipdate the Types File 10 20 20 25 4
[ |hizert ] [ Change l [ Delete ]

The screen above shows the procedure security settings. The important thing to
understand is that if a user has a security level lower than that required by a procedure
they will not be able to access the procedure, or may only view, add or edit as set up for
the procedure. In the case of reports, and options like importing data, the important item
iISACCESS, not Add/Edit or Delete. Thisis because if they can access areport that is all
they can do —they can’'t add or delete areport anyway. However, in other cases like the
lookup tables or updating customers or contacts, you may have alower level set to alow
auser to view (access) or add arecord, but require a higher security level to edit or delete

arecord.

o

Changing a Security Record

Frocedure Marne:
D eszcription:
Access Level
Add Access Level:
i Edit Access Level:

Delete Access Level:

|UpdateCustomers

10 =
20 =
20 =
25 =

0k, ] [ Cancel
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In the example above, | have set the Access Level for the procedure to update customer
information as a 10, but a higher level (20) to Add or Edit a customer, and a higher level
till to enable deleting a customer record.

Honestly, administering user and procedure security isreally, well, smple, using Smple
Customer Support ©.

Importing Data from CSV Files:

| have provided options under the utility menu to allow you to import data from CSV
(comma separated value) files for both Customer and Contacts. Importing customer data
isjust amatter of browsing to the location of the .csv formatted file with your data you
want to import, then select a field from your source file on the left side column, clicking
on a corresponding column in the right side column and clicking the “assign” button to
assign the field to the import field. NOTE: You can assign afield from your .csv file to
more than one field if you need to do so.

¥ Assign fields for Import... [§|
Import Field | Picture Walue Target Field 1= Import Field e
Field_1 Mumeric | CustomerlD CUS: Customer = Field_2
Figld_2 Mumetic CompanyMame CLUS: Customerflr = Field_1

Mumeric ContactMame CL=: Title
Field_4 Mumetic ContactTitle CLS:FirstMame = Field_3

Fieled 5 RLmetic Address (CLS: Lasthlame = Field_3

Field_& Mumetic City CLS: Email

Field_¥ Mumeric Region CUS Addrezs = Field_5

Field_& Mumetic PostalCode CLS: City = Field_&

Field_9 Mumeric Courntry CUS: StProw = Field_7

Field_10 Mumetic Phione CLS: ZipPostal = Field_g

Field_11 Mumeric Fax CL=:HomePh = Field_10

a0 slansjan ¥ |EE T alen S
Mext | Rec# 1 [#] Strip header record (field names)

[ Azsign ] [ Ao ] [Llnassign] [ Ok ] [ Cancel ] [ Helgp ]

The process for importing customer data is the same, however, in the case of “date” field
types you will need to click the Picture button and use a formatting picture that matches
you .csv data. If you do not do this you will get some unexpected and undesirable data
from your import. Below are picture formats for some common date type fields.

@D1 mm/ddlyy 10/31/59
@DO01 mm/dd/yy 01/01/95
@D2 mm/ddlyyyy 10/31/1959
@D3 mmm dd, yyyy OCT 31,1959

@D4 mmmmmmmmm dd, yyyy October 31, 1959

13



@D5 dd/mm/yy 31/10/59

@D6 dd/mmlyyyy 31/10/1959
@D7 dd mmm yy 31 OCT 59
@D8 dd mmm yyyy 31 OCT 1959
@D9 yy/mm/dd 59/10/31
@D10 yyyy/mm/dd 1959/10/31
@D11 yymmdd 591031
@D12 yyyymmdd 19591031

So, for example, if you look at your .csv file and the dates are formatted like 10/31/1959
you wanted to click the picture button and use the format @d2

NOTE: Before importing data you may want to make a copy of the contacts.tps file.
That way if you encounter problems with an import you can always replace your
contacts.tps with the one you backed up. It isagood idea to make frequent backup of
your datafiles, anyway. They all end with .tps as the filename extension.

Installation:

If you accept the default installation prompts, a directory will be created on your C: drive
named “simple” and all the needed files will be installed to that directory. The datafiles
(they all end with .tps) will be updated based on the START IN property of the
shortcut(s) created by the installation program. Now, if you are going to be using the
program in shared mode on a network server you would not want to install to C: drive.
Instead you would want to install to a“mapped” drive letter pointing to a folder or
directory on the server. So, for example, if you have a folder named public on your
server and have this mapped as drive letter “P’ during the installation, you would change
from CASimple to PAPublic\Simple as the destination for the installation. Y ou might
“map”’ adrive letter to a“root” rather than folder or subdirectory and in that case you
would choose PASimple as the destination directory. Y ou would repeat the process for
each person that would be running the program from the same folder. (NOTE: Be sure
no one is running the program when installing for multiple uses. If the program were
running during installation on other workstations you would get error message about files
in use during the installation. Y ou could ignore the errors, since the files being installed
already exist, but it is best to not have anyone using the program during additional
instalations.)

If you don't understand what | mean by mapping a drive letter, either ask your network
administrator or send an email to me at dennis@I|nsoftware.com
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Technical Support:

Technical support is Free, however, it is limited to emall. If you have questions, problems
or comments on the program, please write to me at dennis@|nsoftware.comor
dennis@dbandsons.com

Purchaseyour SiteLicense:

Thisinitia release is being offered at just $129 for asite license. That price is not
expected to increase until the next version is available in 2004. If you purchase a site
license for this 1.0 release, version upgrades are free. | generally use two registration
services to accept orders— BMT Micro and Shareit.com — these companies only take
orders they do not provide technical support. Technical support is free, but limited to
email. You may email me at dennis@Insoftware.comor dennis@dbandsons.comand |
will try to respond promptly. Y ou can help me by including the program name and
version in the subject of your email. Please do not just put “Hi” in the subject line as you
message may be filtered as Spam, even though it is a legitimate email.
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