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Introduction

Financial Services Creatio can be used to handle a wide range of tasks. These tasks can be grouped
into a number of functional blocks.

360° customer view y Loans
ﬂi Contact management % Loan application management
Account management Verifier's workspace

Consultation panel

iy Financial products Efficiency tools

Eﬁ Product management @ Time management
Financial account management Contract management
Card account management Document management

Knowledge management

9 Customization Business process
) System designer ° automation
Integrations Business process management
Marketplace Case management

Maintaining general information about accounts and contacts

With the help of the Accounts and Contacts sections enable you to maintain a centralized customer
database. The application can be integrated with social networks, enabling you to populate the contact
database with information. The features include locating and merging duplicates, customer
segmentation and advanced dashboards tools.

e The [Accounts] section

e The [Contacts] section

Managing communications

The corporate social network of the bank is designed for the internal discussion and posting news.
Financial Services Creatio also provides convenient means for maintaining your work schedule and
planning future appointments and tasks. The Activities and Feed sections are designed specifically for
handling such tasks.

e The [Activities] section

e The [Feed] section

8 ACCELERATE™


https://academy.bpmonline.com/documents?product=BPMS&ver=7.99&id=7096
https://academy.bpmonline.com/documents?product=BPMS&ver=7.99&id=7129

Application verifier's home

The Home page section is designed to facilitate the work of application managers. Use the home page
to manage cases in a single window with the help of out-of-the-box best practice processes, get
instant access to customer's profile, and improve customer experience.

Quickly process tickets in the omnichannel mode, manage incoming and outgoing calls and work with
other queue items. Read the feed, keep an eye on the analytical dashboards showing individual and
team KPI.

e The [Home page] section

Managing loan applications and profiles

Create and process loan applications in the Applications section. Quickly find and offer products that
match customer’s needs the best.

Add deal participant profiles based on the information from applications with a single click, to begin
processing the borrower’s documents. Track information on the deal participants in the Application
forms section and use it to make informed decision on whether to grant or deny loans.

®  The [Applications] section

e The [Application forms] section

Managing contracts

To add information about the contracts, track its status and validity period, use the Contracts section.
The system allows you to view the individual parameters of each contract, for example, loan value and
interest rate for the loan agreement; or currency and fee amount for the current agreement for
opening a bank account.

To add information about commercial documentation such as contracts, agreements and
specifications, track its status and validity period, use the Contracts section. The system allows you to
store information about the contract amount, account's banking details, products in the contract and
other data.

Also, Financial Services Creatio features a standard approval process that allows you to automate
commercial document approval procedure.

e The [Contracts] section

Managing products

The Products section of Financial Services Creatio maintains information about bank product
parameters. Products can be added in the system manually or by importing them from an Excel file.
The folders can be used to consolidate records by different criteria.

The user-customizable product catalog is intended for structuring large number of records. Catalog,
groups and advanced search options enable you to match the optimal set of services for the
customers.

e The [Products] section
Managing financial accounts and cards

Due to CRM system integration with the in-house bank accounting system, you can accumulate
information about cards, current and deposit accounts in Financial Services Creatio. The Accounts and
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Cards sections display relevant information about the existing bank products, products in stock, status
and other account or card parameters.

e  The [Financial accounts] section

e  The [Cards] section

Managing knowledge

Knowledge base is the source for information about case resolution Here, you can store answers to
the most frequently asked questions, excerpts from documents, bank regulations and other useful
information. The articles can be supplemented with files or links to web sources, consolidated in
groups, and commented on.

e The [Knowledge base] section

System designer

Financial Services Creatio has all necessary tools for creating and configuring the application. All
configuration tools are available in the system designer.

Create and edit sections, set up section and page properties using the section wizard. Use the detail
wizard to add new details or edit existing ones in the sections. Set up appearance by uploading your
corporate logos, change the color of the section panel, set up workplaces for different types of users.
Use data import to quickly populate the database with initial information. Generate company
organization structure, add users, set up functional roles and access permissions. Set up analytical
reports and dashboards in the [Dashboards] views and the [Dashboards] section. Use the mobile
application wizard to set up the mobile app of your custom configuration. Advanced settings area of
the system designer provides access to development tools.

e System designer
e Section Wizard

®  Detail wizard

e Workplaces setup
®  Excel data import
®  Managing users

e Mobile application wizard

Marketplace

Accelerate time-to-strategy execution with out-of-the box processes, templates and apps easily
downloaded and installed from the Creatio marketplace. Extend the functionality of the Creatio
platform with numerous applications, ranging from extensions to full-fledged products. Automate
processes with ready to use business-processes and templates. Order services from certified Creatio
partners.

e marketplace.creatio.com
Synchronization and integration

Employ a built-in utility for data import from Excel to quickly import or export your account and
contact data, list of users, product catalogue, documents and invoices, etc.
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Enjoy seamless integration with Microsoft Exchange to simplify the processes of synchronizing email,
contacts, and tasks. You can adjust synchronization frequency (daily, hourly or more frequent) and
always have all the relevant data at hand.

Make and receive calls directly from the Creatio system. Integration with virtual or standard IP PBX
systems, support of SIP-numbers of any provider, possibility to connect an unlimited number of
external lines enables making all necessary calls directly from the system.

Synchronize emails, calendar and contacts with your Google account. Two-way integration allows you
not to switch between applications to send email or manage your calendar.

Keep the entire history of electronic communications with the client in Sales Creatio, regardless of the
mail provider. Send and receive email without leaving the application.

e [xcel data import

®  Integration with email services by the IMAP/SMTP protocol
® Integration with the MS Exchange service

® Integration with Google services

e | DAP integration and user authentication in Creatio

e  Phone integration

Business process management
Use the built-in business process modeling systems to automate your processes of any complexity.
Built-in Process designer lets you create complex business process in BPMN notation.

Built-in Case designer is a powerful tool for creating and configuring unstructured processes — “cases”.
You can easily adapt best-practice cases to your specifics in marketing, sales, service, and any other
area, or design your own unique cases that fit your company needs.

The Process log section will provide tools for business process monitoring and analysis. You can view
each process instance as a diagram, check which process steps have completed and stop any business
process.

e Business process setup guide
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Creatio interface

The Creatio interface (Fig. 1) consists of the side panel, notification panel, command line, folders and
filtering area and the content of the page that is displayed at the moment.

Fig. 1 Creatio interface

Activities What can 1 do for yor > -
NEW FOLDER ACTIONS ~ ViEw ~ = .
o , ) =k

Not started

Paper work

1200 PM Technologies

CoPY DELETE Hveee
Check the bulk email status e
cal

Prepare new customer repor

472012016 300 Not started
PM

Chris, check payment status

472512016 200 In progress
PM

The side panel (1)

The side panel (or the “section panel”) is located in the left part of the screen and is used to navigate
through the workplaces and sections. Also, the side panel contains buttons for quick access to the
basic system operations.

The side panel buttons

E— the "Home" button contains a list of additional commands:

e [Main menu] — opens the home page. The home page contains the list of all sections of the
application, and the links to the system designer and the user profile pages.

e [Run process] — opens the process start window.

NOTE

Detailed descriptions of the business process automation is available in the Creatio business process
documentation.
e [Collapse section panel]/[Expand section panel] — manage the status of the side panel.

e [Workplace] — the list of available workplaces. When you change a workplace, the list of
available sections in the side panel will change too. You can edit the list of workplaces and
sections. Read more >>>

e [User profile] — opens the user profile page. Read more >>>
e [Exit] — ends the current session. This command opens the login page.

— opens the process start window. If no process has been set up for this button, clicking it opens a
wmdow containing the list of all business processes available in Creatio. If there is at least one process
set up for this button, clicking it opens a menu containing additional commands:
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e [Run process] — the list of main business processes available.
e [Another process] — opens a window with the list of all business processes available in Creatio.

NOTE

You can set up the process start button in the [Process library]. Detailed descriptions of the [Process library]
can be found in the Creatio business process documentation

H opens the “quick add” menu. Select the needed command from the menu to open a new record
page in the corresponding section.

NOTE

The menu structure can be set up using the [Quick add menu setup] lookup.

, — collapses/expands the side panel. The collapsed panel displays action buttons and the
icons of the current workplace sections. The expanded panel displays action buttons, section names
and the current workplace name.

Selecting a workplace

Navigation between the user workplaces is done using the menu on the side panel. You can select the
workspace in the main menu of collapsed (Fig. 2) or expanded (Fig. 3) side panel.

Fig. 2 Selecting the workplace in the collapsed side panel

MAIN MENU
Marketing
Sales

Service

Run process

Expand section panel

WORKPLACE
Contact center
Genera
Marketing
Sales

Service
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Fig. 3 Selecting the workplace in the expanded side panel

+ <

Contact center -

)

Contact center
Genera
Marketing
Sales

Service

Studio

The communication panel (2)

The communication panel is located on the right side of the screen and is used for working with email,
making and receiving calls. It is also used for quick access to system notifications for the current user
and to the message feeds from other users. Read more >>>

The command line (3)

The command line is used to search for records, add new ones, as well as to perform other actions by
entering text commands. Read more >>>

Folder and filter area (4)

The area is used to extend the settings of data filters, as well as to work with the folders of the sections.

The working area (5)

Depending on the section and the selected view, the working area displays the list of section records
(for example, the contact list in the Contacts section), the record page, the analytics tools of the
current section, as well as special pages, for example, the calendar in the Activities section.

A toolbar (Fig. 4) that enables you to open, copy or delete a record is displayed when you select th
record in a list. You can launch a process for the selected record by clicking the [Run process] button.

NOTE

The [Run process] button is enabled only if the start of the business process for a section record is
configured. Read more >>>
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Fig. 4 List record toolbar

Activities =y = nll what can | do for you?
NEW TASK ACTIONS
1 (5 [F- ss2017tl 92007 X Qv w XV Fiter~ 7 Tag
g Owner Due sows Account Status
}) Peter Moore 9/2/2017 8:50 PM Gtech Not started
Visit: Vicky Beaudry, Nuclon
m Owner Due Baucea ACCOUNT Status
Peter Moore 9/2/2017 430 PM Nuclon Not started

COPY DELETE (® RUN PROCESS ¥

SEE ALSO
e  The command line
e The communication panel
®  Phone integration
e Filters
® Folders
.
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Record lists

Data in the system sections as well as on some page details (for example, on the Activities detail of the
account page) is displayed as a list. A list contains records, and each record contains a field group.

In this view, the emails and web addresses are displayed as links. Clicking a web address opens a
window containing the specified web page. Clicking an email address opens a window where you can

create a new message using the default mail client.

Some other values in the system are also displayed as links to allow quick switching between the
records. For example, the value in [Owner] field of the Activities section is displayed as link to allow
you to switch from the activities list to the activity's owner page.

NOTE

Data displayed in the list can be exported to Excel for future processing. Read more >>>

Use data import in Creatio to add large numbers of records. Read more >>>

List Views

There are two basic views a section can be displayed in.

The list view (Fig. 5) displays records in the form of a simple table. Every object field has a

corresponding column.

Fig. 5 List view

Name
Customer Satisfaction Survey

Transforming a New Client into Regular Customer
Manage Access Rights

Measures if Competitors are Dumping
Conducting Telephone Conversations

Business Presentation

Acquiring New Customers

Command Line Shortcuts

John Best

John Best

John Best

John Best

John Best

John Best

John Best

John Best

FAQ
FAQ
FAQ
FAQ
Rules and regulations
Advertising materials

Rules and regulations

FAQ

In the tile view (Fig. 6), fields can be displayed in several rows for each record.
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Fig. 6 Tile view

Integration with Email Providers Type
FAQ
Last change ﬁ Author
9/5/2016 10:22 AM B john smith
Headset or Microphone Doesn't Work ;'AE
Last change Author
9/5/2016 10:22 AM 8% john smith
Ways to improve your Wi-Fi connection Type
FAQ
Last change Author
9/5/2016 10:22 AM 8% john smith
Waorking with Dynamic Folders Type
B FAQ

Last change @\ Author

9/5/2016 10:22 AM =% john Smith

You can choose between the list view and the tile view while setting up the list.

Vertical list

When a record page opens the list is displayed in the additional vertical view (Fig. 7). In this view, the
list data is displayed in a column. Each field of the record corresponds to a certain line in the vertical
view. When you toggle between records in the vertical view, the right side of the page displays the
detailed information about the selected record.

Fig. 7 Vertical view

5 Filter =
O Tag

How to create a MS Word printable

How to set up access rights
Code 10
Type FAQ

First login: How to perform licensing
Co
Ty

o

B 4
e FAQ

=l

Getting started

Code 1

FAQ

Author Supervisor
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Name' How to set up access rights

* FAQ
Supervisor 12/15/2015
12:23PM
< GENERAL INFORMATION FILES CONNECTED TO >
B/ U A~ M- = iz
= = = B @ A 4
Managing access rights -

The range of access rights distributed among users and rales can be divided
into three main groups;

* Access to general system operations (for example, the rights to grant
licenses to users, to export list data, etc).

* Access to records in general, such as the rights to add, view, edit and delete
object records.

& Access to particular object columns and records.
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Editable list

In Creatio you can edit records directly in the list without opening the corresponding pages. The
editable list (Fig. 8) is used for fast and frequently changing objects, for example, records on the
[Products] detail in the [Documents] section.

Fig. 8 The editable list

Product Price Quantity Discount % Total
Asus ATIRADEON 4850 185.00 10.00 10.00 1,665.00
Motherboard Asus P5Q3 240,00 ].GIOOO 5.00 3.648.00

Windows 7 Professional English 150.00 10.00 7.00 m

Adding a record
1. Create a new record on the detail. An additional string will appear in the editable list.

2. Click the area where the needed field is, and enter the value (Fig. 9).
Fig. 9 Filling in the field
Product

Asus ATIRADEON 4850

‘ Motheﬂ Q

1 Motherboard Asus P5Q3 DELU)(E,:’WIFI-AP@

NOTE
An editable field is underlined by a dotted line.

3. Tofillin the next field of the record, press the [Tab] key or click the area where the needed field
is. You can also press the [Space] key to check or uncheck checkboxes.

4. When all needed fields are filled in, save the record using the [Ctrl]+[Enter] key combination or

by clicking the button.

NOTE
If all requested fields of the record are filled in, the record will be saved automatically after clicking outside of
the string area.

Canceling changes
To correct a mistake made when editing a record, cancel the changes by pressing the [Esc] key or by

clicking the button. As a result, all unsaved changes will be canceled.

When adding a new record, click the button ([Esc] key) to delete the record.
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Deleting records

To delete a record, use the button. When deleting a previously saved record, the system will

display an additional confirmation message. If the record is not saved yet, the notification about the
deletion option will not be displayed.

List setup

You can customize the appearance of a list, its field group and the data sorting parameters. You can
also bring up the summary information for displayed records. To set up lists, use the [View] menu
(Fig. 10).

Fig. 10 The list setup menu

VIEW =
=7 Sort by 3
Set up summaries

== Select fields to display
o0l Open dashboards

[Z7 Open section wizard

"% Setup section cases

Menu commands:
e [Sort by] — sorts the list records by the selected column data.

e [Set up summaries] — displays the number of records, amount, average, maximum or
minimum value by the data in the selected columns;

o [Select fields to display] — sets up the list of displayed columns, changes their order and
appearance.
CONTENTS
e  Sorting records in a list
e Setting up summaries by columns

e Setting up columns

SEE ALSO
e Filters
e Folders
e [istFAQ

e Exporting list data to Excel

e Excel data import

VIDEO TUTORIALS

e (reatio interface overview
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Sorting records in a list
For convenience, the section records can be sorted by the values in the selected column in ascending
or descending order.

To sort records, select the [Sort by] command in the [View] menu. The columns displayed on the
section page are listed in the menu. The sorting order (ascending or descending) is indicated next to
the name of the column by which sorting is done. For example, all records of the Activities section can
be sorted by the values in the [Due] column in descending order (Fig. 11).

Fig. 11 Data sorting

VIEW ~
Title 1=1 Sort by »
Category T Setup summaries
Owner == Select fields to display
Due
% Open calendar

Account

o0l Open dashboards
Status
Result [ Open section wizard

To sort records by column, select the [Sort by] command in the [View] menu. Then select the needed
column. Selecting the column repeatedly changes the sort order. To display the needed column in the
menu, set up the section list.

In the list view you can quickly sort records by clicking the column caption (Fig. 12).

Fig. 12 Quick data sorting in the list view

Title Due v% Status

Additional details 12/4/2014 9:55 AM Completed

Meet with Wilson in his office 12/5/2014 1:00 PM Completed

Conference call (Alpha Business) 12/5/2014 3:30 PM Not started

Prepare documents for Alfa Business 12/6/2014 10:30 AM Mot started
NOTE

Creatio automatically saves sorting parameters for each user individually. To return to the default sorting
parameters, click the [Restore default settings] button in the user profile. In this case, all custom settings
including sorting will be discarded in all system sections.

SEE ALSO
e Setting up columns
e User profile

VIDEO TUTORIALS
e (reatio interface overview
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Setting up summaries by columns

Set up the summaries to display the summary information based on the data in the section columns.
Select the [Set up summaries] command in the [View] menu to manage summaries (Fig. 13).

Fig. 13 The [Set up summaries] option
VIEW ~
=T Sort by »

Set up summaries %

== Select fields to display
ol Open dashboards

[Z# Open section wizard

% Set up section cases

The set up summaries will be displayed in the top right part of the section area (Fig. 14).

Fig. 14 Summaries area in a section

VIEW =

Summaries are used to calculate:

e the total number of records (available for all columns). For example, you can calculate the
number of the registered customers in the Contacts section.

e the minimum or maximum value in a column (available for numeric columns, date/time
columns). For example, in the Accounts section, you can find out the last date that a new
company was added.

e The sum or the average value in a column (for numeric columns only). For example, in the
Activities section, you can display the average activity duration.

If the section records are filtered (for example, a folder is selected, or one or more filters are applied),
then summaries will be calculated only for the filtered records. For example, if you want to calculate the
number of customers from New York, set the corresponding filter and display summaries (Fig. 15).
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Fig. 15 Display of summaries for filtered records

Apply X T Filter » £7 Tag Quantity
Type = Customer XT Group Primary phone Country
+1 212753 2819 United States
AND City = New York 5 e
Pri y contac Web City
Add it ’ Jason Robinson  www.xtg.com New York
Global Venture Primary phone Country
+1212721 1810 United States

Veb City

Pri y contact ¥
. Zane Rogers www.globalventure.com.ny New York

Calculating the number of records in a section
To display the key value, click the [Show] button.

1. Open the needed system section.
2. Inthe [View] menu, select the [Set up summaries] command (Fig. 13).

3. Select the [Display number of records] checkbox on the opened page (Fig. 16).

Fig. 16 The [Display number of records] checkbox

I/\\)Displag,,r number of records

4. Click the [Save] button to save the user settings.

As a result, the total number of system records will be displayed in the summary area.

Calculating summary amount by a numeric column

Described below is the procedure of setting up summaries by column values, using the average activity
duration value as an example. To set up:

1. Open the needed section, for example, the Activities section.
2. Inthe [View] menu, select the [Set up summaries] command (Fig. 13).
3. On the opened page, click the [Add] button.

4. In the list, select the numeric column the summaries should be displayed by, for example,
“Duration (minutes)”. Click the [Select] button (Fig. 17).
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Fig. 17 Selecting a column

Cancel

¥/

+] Activity

Calumn
Duration (minutes) -
NOTE
To select a column of a subordinate object, click the | + | button and select the needed subordinate object
from the list.

5. Onthe summary setup page, specify the display parameters for the summary information:
a. Select the function from the list for calculating data, for example, “Average”.

b. Enter the caption that will be displayed in the summary area, for example, “"Average

duration (minutes)”, and click the button.
c. Click the [Save] button to save the user settings (Fig. 18).

As a result, the average activity duration will be displayed in the summary area of the Activities
section.

Fig. 18 Setting up summaries by column values of an object

D - K

O Display number of records

Column Function tle

Average ¥ x

Participants (number) Participants (number)yAverags)

To view summaries for specific records, apply a filter or select a folder. For example, you can
specify the owner, activity category and the required period of time.

Removing the summary information

To remove summaries from the page, click the x button next to the record in the summary area
(Fig. 19).

Fig. 19 Canceling dashboards display

Total{Sum): Quantity:

)
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SEE ALSO
e Filters

e  Folders

VIDEO TUTORIALS
®  Analytics in Creatio. Working with dashboards

Setting up columns

Any list can be set up individually for each system user. You can add or remove columns from a list,
edit column position, width and display style.

You can display columns of the current object as well as columns from connected objects. For
example, in the list of the [Accounts] section, you can display information about the account’s primary
contact (such as primary contact's position, phone and email address).

Also, the list can display aggregate columns that show the summary information about the
subordinate objects. For example, for the "Account” object, you can calculate the number of activities
by account; for the “Contact” object, you can display the date of the last call by customer, etc.

NOTE

Objects that contain fields with the current object specified are called “subordinate objects” or “objects with
reverse connection”.

The name of the connected column is generated in the format "Object.Column”, for example, “Primary
contact.Job title” or "Account.City”. The name of the aggregate column is generated in the format
"Function(Object (the way it is connected)).Column”. For example, to see the date of the last activity
registered for a contact, display the following column in the list: "Maximum(Activity(by column
Contact)).End date”. The column caption that is displayed in the list can be customized.

CONTENTS
e  The columns setup window
e How to set up list columns
e How to add a column from the current object to the list

e How to add an aggregated column in the list
The columns setup window

Select the [Select fields to display] command in the list's [View] menu to open the columns setup page
(Fig. 20).

25 ACCELERATE™


https://academy.bpmonline.com/online-courses/bpmonline-basics/analytics-bpmonline-working-dashboards/analytics-bpmonline-working-dashboards

Fig. 20 The columns setup window

List setup

CANCEL

Name Type

Last change Author @

How to create a MS
FAQ

12/15/2015 12:23 PM

Last char

The column setup page contains list view modes (1), column setup area (2) and the preview area (3).

List view mode switch (1)
Use these buttons to select view mode for section records.

List mode displays the data as a simple table, each row being a separate record. In list mode, table
columns correspond to the section’s fields. Use this view for lists where there is no need to display a lot
of information about each record.

Tile view shows each record as a set of tiles, each tile representing a field from the corresponding
section. A record in tile view usually occupies several rows. Tile view is best used when the list must
show a lot of information about each record, as well as images, such as contact profile photos and
account logos.

Column setup area (2)

Use the column setup area consists to manage list columns, their size and position. Cells in the tile view
can consist of several rows, and cells in the list view can consist of only one row.

Preview area (3)

The preview area shows several records from the current list according to current settings in the list
view mode switch and the column setup area. The records in the preview area are not available for
editing.

How to set up list columns

To add a new column, click the o button.
e (licking the button in an empty cell will add a column at that position. In the list mode, you can

add columns only if free cells are available in the column setup area. Clicking the o button in

26 ACCELERATE™



the tile view if no free cells are available in the column setup area, will add the column in a new
row.

e near the border of any column. Clicking the ° button on a column in the list (Fig. 21) will add
a new column on the right or left of the existing column.

Fig. 21 Inserting a column between existing columns

Name Type

Last change %Authur s X Q)

To set up the display column properties, select it and then click the «# button. Edit or hide column

captions, specify functions and filters for calculating aggregate columns, as well as select the caption
display style.

NOTE

You can only setup the [Hide caption] column if you select in the tile view of the record list

To hide a column, select it and click = . If there are no columns in the row after the column has been
removed in the tile view, then the row will be hidden.

To adjust column width, drag its left or right border with your mouse (Fig. 22). If no free cells are
available in the row, the width of other columns will be modified to accommodate the new column
size.

Fig. 22 Changing a column width

Contact name Job title Business phone

ity 2 X @ Email Mobile phone
=5

To move a column, select it and then drag it to an empty cell with your mouse (Fig. 23).

Fig. 23 Moving a column

Contact name Email

Account

To save column settings, click the [Save] button. The changes will be saved for the current user. If the

column settings must be saved for all users, select the [Save for all users] command from the [Save]
button menu.

NOTE

The [Save for all users] command is available if the current user has permission for the [List setup for all
users] system operation.

27 ACCELERATE™



NOTE

To cancel custom column settings in all sections, click the [Restore default settings] button in the user profile.
Read more in the "User profile article.

How to add a column from the current object to the list

Described below is the procedure for adding current object columns to the list.

CASE
Display the [City] and [Department] columns in the Contacts section.

To do this:
1. Open the Contacts section.

2. Inthe [View] menu, select the [Select fields to display] command.

On the column setup page, click the o button.
4. Select the column to be displayed, for example, “City". Click the [Select] button (Fig. 24).

Fig. 24 Selecting a column to be displayed

+| Contact
Column

City -

5. Inthe column settings area, select the added column and set up its width (Fig. 25).

Fig. 25 Widening a column

Contact name Job title Business phone

eCity s =@ Emal Mobile phone
=

6. Use the same procedure to add the [Department] column. Use the preview area to optimize
the column width (Fig. 26). Click the [Save] button.
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Fig. 26 Setting up columns in the [Contacts] section

Alpha Business

CEO upplier

e Alice Phillips

Streamline Development

CEC Customer

usiness phone
1(212) 1542 4238
e phone

212)854 7512

= + m@

+44 (15) 1440 5222

Mobile phone
+44 (782) 204 5477

alice.phillips@streamdev.co.uk

How to add an aggregated column in the list

You can display aggregate columns of the connected objects. For example, you can get the summary
information about the "Account” object by the connected “Activity” object.

CASE

Display a number of current contact’s activities connected to each account in the list of the

[Accounts] section.
To do this:
1. Open the [Accounts] section.

2. Inthe [View] menu, select the [Select fields to display] command.

On the column setup page, click the o button.

4. In the opened column selection window:

a. Click the [+] button next to the object name.

b. In the added field, select the object with the reverse connection, for example, “Activity

(by the [Account] column)”.

c. In the [Column] field, specify the column of the connected object, for example,

"Quantity”.

d. Click the [Select] button (Fig. 27).

Fig. 27 Selecting an aggregate column

+ Activity (by column Account)

Column

Quantity
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5. On the opened page, specify the display and filter parameters for the selected column
(Fig. 28).

Fig. 28 The column setup page

CANCEL
Column Filter
Activity (by column Account
y (by ! Actions -
Owne = Current contact
Title
AND

Activity (by column Account)

a. Enter the caption for the column to be displayed, for example, “Number of activities”.
b. Specify the filter for data aggregating. For example, to display the number of activities,
whose owner is the current user, apply filtering by [Owner]: Current contact.
6. Click the [Save] button on the column setup page.
7. Save the column setup parameters.
As a result, the accounts list will display the number of activities of the current user for each
account.
SEE ALSO
e Exporting list data to Excel
e Setting up summaries by columns
e ListFAQ

VIDEO TUTORIALS
e Creatio inetrface overview

List FAQ

e How many columns can | add to a section list?
e How do | quickly update the list without reloading the entire section page?
e When | export data, the "You have insufficient rights to perform the operation” message pops up

e How to download detail values?

How many columns can | add to a section list?
Section lists can be displayed in either “list” or “tile” view.

The maximum number of columns displayed in the list view is 24. However, selecting a significant
number of columns may be uninformative since the visible area of the list depends on your monitor
size. In addition, column width depends on your monitor resolution. Column width may not be
sufficient to display the information on smaller monitors (768px, 1024px).

The number of columns displayed in the tile view is unlimited. However, selecting a significant number
of columns affects the overall performance of the system due to increased database loading times.
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We recommend selecting the optimal number of columns to display the most important data in the
list.

How do | quickly update the list without reloading the entire section
page?

If you make changes to the list (for example, if you modify filtering conditions or sort list entries) It may
be necessary to quickly update the list without having to refresh the section page (by pressing the F5
button, or using the "Reload" command). To update the list data, click on the name of the section
(Fig. 29).

Fig. 29 Updating list data in the [Activities] section

Activities
O

ACTIONS ~

When | export data, the "You have insufficient rights to perform the
operation” message pops up

You may have not configured access permission to the [Export list records] system operation.

How to download detail values?

Data from the detail can be exported with the [Export to Excel] command available from the actions
menu of the detail (Fig. 30).

Fig. 30 Exporting a detail list to Excel
Contacts +

Contact name v Lt

Yung Moncrief

Wilfred Franqui
Valerie E. Murph
Thanh Segura Select multiple records

Shela Andry 8 Export to Excel N

SEE ALSO
e Universal import from Excel FAQ

®  Exporting list data to Excel

31

Sales manager
Specialist

Head of departmeant
Sales manager

spedialist

+1 33155 529 40 45

+1 25808 686 37 67

+44 782 245 8357

+1 30804 377 37 48

+1 339853855485
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Mini pages

You can quickly add and view records using mini pages.

How to add records using the mini page

When you add records in the [Contacts], [Accounts], [Activities], [Leads], [Opportunities] sections, a
mini page opens. Fill the page out and save the changes (Fig. 31).

Fig. 31 Adding a new record via mini page

Account

MName®

Clearsoft

]

SAVE CANCEL

How to view the mini page of a record

You can view mini page for contacts, accounts, activities, leads and opportunities. When you hover the
mouse cursor over a hyperlink to open these records, a mini card is displayed (Fig. 32).

Fig. 32 Account mini page
Fast Works

Fast Works +

www.fast-works.com
Mew York, United States, 10627 o

william Walker

Primary contact
Kate Roberts

Mini pages contain only those fields that are filled in for the corresponding record. If, for example, the
[Address] field is not filled in on the account page, it is not displayed in the mini page of this account.
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Which actions are available in mini pages

With mini pages, you can perform the basic actions available on the edit page of the corresponding
records.

To make a call, click the .7 button and select the required number (Fig. 33).

Fig. 33 Making a call
+

+1 206 540 2333 h

+1 206 643 5417

NOTE

If the phone integration settings are not set, the button will display phone number. Call management is
covered in a separate article.

To send an email, click the (71 and select an email address.

NOTE

Working with emails is covered in a separate article.

To open records that are displayed in the mini page, click the corresponding hyperlink (Fig. 34).

Fig. 34 Opening the contact edit page

Global Venture

Global Venture J +

www.globalventure.com.ny
412 Pine Street, New York, NY, New York, United o
States, 10285

Owner
uwner
Symon Clarke

To open the edit page of a record from its mini page, click the [l button in the upper right part of the
mini page.

NOTE

The information and available actions are different for the contact, account and activity mini pages
In addition to the ability to call or send emails, you can also create tasks and contacts from the mini
pages in the [Accounts] section, as well as view the location of an account on the map.

You can use mini pages in the [Contacts] section to make calls, send emails and check contact's
current local time.
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To create a task or a contact, click the -}- and select the required action. To view the location of the
account on the map, click the  button.

Additional options available in the activity mini page
In addition to making calls and sending emails directly from an activity mini page, you can also:

e Schedule employee and customer activities in different timezones, taking into account the time
difference. More information about working with contacts in different time zones is available in
a separate article.

e Edit planned date and time.

e Change activity status. If an activity status is “Not started” or “In progress’, you can complete or
cancel it as well as specify its result using the mini page.

e Add connected records to an activity mini page.

The information available in an activity mini page depends on which fields are filled in on the activity
record page (Fig. 35). If, for example, the [Contract] field is not filled in on the account page, it is not
displayed in the mini page of this account.

Fig. 35 The activity mini page
Prepare and send guote

8

Prepare and send quote a -

Activity in progress May 11 8:00 AM - 10:30 AM &

Connections

B  Streamline Development

2 Alice Phillips
=3 344
=} 109-01

Marketing management system / Alice Phillips,

CANCEL ACTIVITY

How to add connected records to an activity mini page

Using mini pages, you can connect an activity to a different system record. To connect an activity to a
contract:

1. Enable editing by clicking the ~ button at the top right corner of the mini page.

2. Click the + button in the [Connected to] block to add the [Contract] field to the mini page
and select a contract from the list.

NOTE

The list of contracts displayed when you hover the mouse cursor over the [Contract] field, is filtered by the
[Account] field.
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How to add activity participants
1. Click the [l button to open the record page.

2. Go to the [Participants] tab and click the -+ button, then select a contact (Fig. 36).

Fig. 36 Adding activity participants

{ GEMNERAL INFORMATION PARTICIPANTS

Participants —iqt') :
Participant

John Best

You can exit the edit mode by clicking the = button or pressing the “Esc” key.

SEE ALSO
e How to configure mini pages for using in a section

e Example of creating mini pages
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Record pages

All information about the record is available on its edit page. There is no need to move on to other
objects in the system — all the main functions are available on the record page.

Each record page consists of several blocks with structured details containing record data (Fig. 37). The
page contains:

e Record profile

e Connected information profile

e Page tabs

e Dashboard tile if it was added to the page by user

e Toolbar

e Aswell as stage indicator and action panel depending on the section.

Fig. 37 Record page
Wilson & Young, Elizabeth Young What can | do for you? >

SAVE CANCEL ACTIONS ~ & @ VIEW ~

Hardware
NEXT STEPS (1) . Kot @

Contact customer, specify need, budget, decision-making role

Added manually
Created on

1/9/2016 7:09 PM
E

Lead engagement

Optimum Services @ < LE/ 0 CUSTOMER NEED DETAILS HISTORY >

WW.optimumservice.co.uk
annel - Recommendation/person.

Industry
Source  Google AdWords

Business services
onmethod  Added manually

8 Lead distribution
Owner Sales division  Direct sales team

Handoff to sales

‘ seneaet Opportunity owner  Peter Moore 5/12/2016
Smith Christopher Mesting date a

230 AM
Job itle Budget 35000.00 5/12/2016
o Decision date

330 AM

Mobile phene
+44(752) 254 7058

Record profile (1)

The most important information about a record is displayed on the record page in the main sections of
Creatio.

Connected record block (2)

Brief information about connected records, for example, client name, job title and mobile phone
number in the profile enables you to look through all the key data of the connected record on the
page of the main record. A page can contain one or several profiles.
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If the connected record in the profile is not specified, you can select it from existing ones or create a
new record. You can delete a record connection by clicking '+ at the top right of the profile page.

Workflow bar (3)

In sections where records are maintained by a business process, a workflow bar is displayed. It enables
you to see at what stage of the workflow a record is, and quickly move on to the next stage. This
makes the case intuitive and simple and helps you to focus on moving forward.

The bar color changes depending on the stage. For example, the workflow bar is colored red if the
opportunity is moved to [Closed lost] stage.

NOTE

Use the case designer to set up the workflow bar. Read more >>>

Action panel (4)

With the actions panel you can always see scheduled tasks and with just one click proceed to your
activities, work with email or the feed. You don't need to leave the main section because all the work
with activity takes place in the mini page.

For sections that use business processes or cases, you can also work with a list of tasks that are
scheduled automatically according to the process (case). You can, for example, approve a document
(order, memo, etc.) right from the action panel. You can work with the case, communicate with a client,
or follow the opportunity history and lead registration data at the same time.

Using the action panel, you can:
e schedule atask ™
e Send an email
e (reate a case in the self-service portal i
e Create a post in the record feed L

e Record call results .
The action panel displays the following:

e Activities connected to a section object in a specific field. For example, in the lead action panel,
only tasks that contain the selected lead in the [Lead] field are shown.

e Activities not in a final state.

NOTE

The activity is in its final state when the [Final state] checkbox is selected in the [Activities states] lookup

e Approval in the “To set” status which is not canceled (Fig. 38).
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Fig. 38 Approval on the action panel

Business trip What can | do for you? >

(el ~CTIONS™ €  (® RUNPROCESS ¥ VIEW *

NEXT STEPS (1) \;: | | x

Approve trip

Approve (X ) Reject O Change approver

The action panel can contain other business process elements, such as user dialogs and other pages
that the process is supposed to open.

Page tabs (5)

Detailed information about the record is displayed on separate tabs. For example, the [History] tab
contains the history of activities, calls and messages, and information about connected records. The
[Feed] tab contains user-published messages related to the record. These tabs contain fields, groups
of fields, details and dasboards.

Toolbar (6)

The toolbar contains buttons to perform actions with the record.
e You can save data, cancel changes or close page on the toolbar.

e The [Actions] button enables you to set access rights and subscribe to updates for a selected
record. With the help of the action menu you can also perform other tasks that depend on the
section, for example, update a contact with social network data, create an order based on
opportunity, or send an invoice or order for approval.

e The [Tags] button enables you to set tags to make searching more convenient and to group
records.

e The [Print] button enables you to save information about a record in a separate file. Clicking
the button opens a list of print forms and reports available in this section. The list of data,
displayed in the printed form, depends on the section. After you select a report or a printed
form, the information from the record page is stored in a separate file in PDF format.

e You can launch a process for the selected record by clicking the [Run process] button. The
[Run process] button is enabled only if the start of the business process for a section record is
configured. Read more >>>

e The [View] button opens the section wizard.
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Page dashboards (7)

You can configure displaying of dashboard tiles on any record page. A dashboard component displays
the system data in various ways, for example, as a chart or a number. Adding of dashboard tiles on
record pages is performed in the section wizard. Read more >>>

Fields and details

Information can be displayed as a field or a detail.

A field is an element displayed in the form of a certain value. The value can be specified in a textual,
numeric, or logic format, in the format of date or time, and can also be selected from a list or a lookup.

When selecting values from a list or a lookup, the system will offer a list of records starting with the
entered value after entering a few characters.

Similar fields can be grouped in field groups. You can minimize groups.

A detail is an element about other objects connected to the selected record. Details are implemented
are used when the main record may be connected to more than one record object. For example, the
information connected to activity contact, addresses, documents, etc.

Visually, a detail is different from a group field due to the presence of the toolbar for managing data
(update and change records, sort, filter, configure details, etc)

The records in a detail can have their own edit pages.

Lookup fields with predicted values

If a lookup field in a section is configured to predict values, Creatio will display the prediction results in
the field and automatically rate the quality of the prediction based on the following factors:

Depending on the balance of probabilities, Creatio determines the following prediction types:
e  certain prediction
e near certain prediction

e weak prediction

Certain prediction

Certain prediction is a prediction with an evident leader. In this case, the field is automatically

populated with the predicted value, and the icon appears next to it. Save the page if the field is
populated correctly.

Clicking the button displays all possible predictions and their probabilities with the most probable
item highlighted (Fig. 39).

Fig. 39 Certain prediction

Male 87%

If you modify the field, the button appears. Clicking the button displays all predictions.
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Near certain prediction

If there are multiple values with close probabilities, the field is not populated, and the button
appears next to it. Clicking the button displays the list of predictions (Fig. 40).

Fig. 40 Near certain prediction

Gender Male
Male 53%
Female 47%

Weak prediction
Weak prediction occurs when Creatio cannot compare the historical data to the data used for analysis.

The button appears next to the unpopulated field. Clicking the button displays the list of
predictions and their probabilities.

SEE ALSO
®  Mini pages
®  Section wizard
e How to create a lookup value prediction model
®  Predicting a contact’s gender

VIDEO TUTORIALS

e (reatio interface overview
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Sharing records
You can manage access rights to the information that you add in Creatio. For example, when
registering a new account record, you can specify users who have access to it.

You can manage access rights to certain operations with the records. There are three groups of such
operations: read, edit, and delete. For example, the access to the “read” operation means that the
user or user group can view the record in the section and open its page.

For each operation, you can choose one of two permissions:
e Granted — the right to read, change, or delete a record.
e Granted/Delegation permitted — the right to perform the operation on the record, as well as
to manage access rights to this operation.

NOTE

If some access level is disabled it means that you don't have access to a record
By default, the user who has created a record has the right to perform and delegate all operations with
the record. The default access rights to records are defined by the system administrator.

To manage access rights to a record, open the page of the record and select the [Access rights]
command in the [Actions] menu.

CONTENTS
®  Managing access rights
e Changing access rights

®  Restricting access

Managing access rights
1. Open the page of the record whose access rights must be changed.

2. Select the [Set up access rights] command (Fig. 41) in the [Actions] menu.

Fig. 41 Switching to access rights setup

ACTIONS =

Set up access rights I,\\,

Follow the feed

3. On the opened access rights page, click the [Add] button and select the operation for which
permissions must be set. For example, to grant the right to edit the record, select the [Edit
access right] command.

4. In the opened window, select the user or user group for which access rights must be granted.
For example, to grant the edit permission to all employee users, select the “All employees” user
group. As a result, a new rule will be added to the corresponding page detail. The rule will
determine access rights for the selected user or user group to the selected operation on the
current record. By default, the access rights to the operation are always defined as “Granted".

5. Tap the [Save] button.
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Changing access rights
1. Open the edit page of the record whose access rights must be changed.
2. Select the [Set up access rights] command in the [Actions] menu.

3. On the opened access rights page, in the Read, Edit, or Delete detail, select the record to
modify. For example, to allow the user to delegate the right to edit the record, in the Edit detail,
select the record that contains the name of this user.

4. In the [Permission] menu, select the permission that must be set. For example, to allow the user
manage access rights to the selected operation, select the [Granted/Delegation permitted]
command (Fig. 42).

Fig. 42 Changing access rights for the record

Edit

Caleb Jones Granted

ACCESS LEVEL ~ DELETE

Granted

Granted/delegation permitted I},

5. Tap the [Save] button.

Restricting access
1. Open the edit page of the record whose access rights must be changed.
2. Select the [Set up access rights] command in the [Actions] menu.

3. Onthe opened access rights page, on the Read, Edit, or Delete details, select the access rights
to be canceled and delete it. For example, to restrict the right to edit the record for all users,
select the "All employees” record in the Edit detail and click [Delete].

VIDEO TUTORIALS
e User and role management, access permissions
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Filters
You can filter records in the list for sections and details in Creatio. The following tools can be used to
search and filter records in sections:

e Quick filter;

e Standard filter;

e Advanced filter.
To filter records on the details, a standard filter is used.
Controls for managing filters are located in the upper part of the section page or directly on the detail
(Fig. 43).

Fig. 43 Filter area

| = 2171002013 1l 27/10/2013 % * Christopher Brown X || Folders " Filter

To manage standard and advanced filters in sections, use the [Filter] menu. To change the parameters
of the applied filter either for the section or for the detail, click the filter and edit the needed fields in
the filter area.

The filter settings are saved when updating the page, when switching sections or re-logging into the
system. To remove a filter, click the % button in its right part (Fig. 44).

Fig. 44 Canceling one filter

7 = Status: Mot started x Priarity: High %

NOTE

The [Filter] menu is also used to manage folders. If some folders have been marked as favorite, their list will
be displayed in the [Filter] menu. More information about the working with folders can be found in a
separate article.

CONTENTS
e Quick filter

e Standard filter

e Advanced filter

SEE ALSO

e Record lists

e  Folders

VIDEO TUTORIALS

e (reatio interface overview

Quick filter

Certain sections in Creatio have quick filters. Use a quick filter to filter data by the most frequently
used conditions (Fig. 45).

Fig. 45 Using the quick filter

B8 ~ 26/05/2014til 01/06/2014 X &~ JohnBest X Y Filter v
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For example, the [Activities] section contains a quick filter as it is needed to analyze employee's activity
during a specified period of time. By default, quick filters are enabled. Quick filter parameters may vary
depending on the section.

CONTENTS
e Quick filter by time period

e Quick filter by owner

Quick filter by time period

You can filter records by time period, for example, to display the activities for the current or previous
week.

There are three quick filter presets:
o — shows records for the current day.

— shows records for the current week.

. ~ — shows records for the standard period, for example, “Yesterday”, “Current week”, “Next
week”, “Previous month”, and so on. You can also set a custom period by specifying its start and
end dates using the built-in calendar.

NOTE

Previous, current and next week (month) are actual calendar weeks (months). For example, if the previous
month was December, then when you select the "Previous month” period in the [Activities] section, the
activities will be displayed for the period of time between 1st and 31st of December.

NOTE

Use the advanced filter to display records by quarter, half year or other custom periods in the list.

To set up custom filter period, select the start and end date of the period using the built-in calendar.
You can open the calendar by clicking the start or end date of the period (Fig. 46).

Fig. 46 Opening the calendar filter

- 12{41%014:i 12/14/2014 X Ao~
Today 12/4/2014
< December 2014 >

1 2 3|4 5 6
7 & 9 10 11 12 13
14 15 16 17 18 19 20
21 22 23 24 5 26 27

Quick filter by owner

Apply a filter by owner, for example, to display activities by one or more users.
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To view data by a certain owner, select the user's name in the 2 - filter menu. To view data about
several owners, select the [Add owner] option from the menu and specify the user in the opened
window.

To cancel a filter by owner, select the [Clear] option from the filter menu.

SEE ALSO
e  Standard filter

e Advanced filter

VIDEO TUTORIALS
e (reatio interface overview

Standard filter

The standard filter is used to search for records either in the section or on the details by the values
specified in one or more columns. For example, to search for all companies of a specified type or
activities that have a specified status and priority.

Fig. 47 Standard filter in the [Activities] section

5« Type: Call X Result: Information received x 7 Tag

CONTENTS
e Applying standard filters in sections

®  Applying multiple standard filters for the section
e Applying a standard filter for the detail
®  Applying multiple standard filters for a detail

®  Removing the filter panel from the detail

Applying standard filters in sections
1. From the [Filter] menu, select the [Add condition] option (Fig. 48).

Fig. 48 Adding standard filter conditions for the section
% Filter v 7 Tag

Add filter
Show folders

Switch to advanced mode

2. In the appeared fields, specify a filter condition. Select a column that you want to search
records by and specify the column value (fully or partially). To apply the filter conditions, click

the button (Fig. 49).
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Fig. 49 Applying standard filter conditions for the section

Status A Mot started X

As a result, the section list will display the records that match the applied filter condition.

Applying multiple standard filters for the section

You can apply more than one standard filter in a section. To add more filters, select the [Add
condition] option from the [Filter] menu once again and specify a filter condition. Once several
standard filters are applied, the list will contain only those records that match all filter conditions.
Applying a standard filter for the detail

1. Select the [Apply filter] option from the menu (Fig. 50).

Fig. 50 Adding standard filter conditions for the detail

Participants | Add

Select multiple records
Kate Roberts B

Ronald Young Apply filter [s

2. In the appeared fields, specify a filter condition. Select a column that you want to search
records by and specify the column value (fully or partially). To apply the filter conditions, click

the button (Fig. 57).

Fig. 51 Applying standard filter conditions for the detail

~ Participants | Add Y Participant * | | Kate Roberts % X

As a result, the detail list will display the records that match the applied filter condition.

NOTE
Applying filter condition is possible only for the details with lists.

Applying multiple standard filters for a detail

You can apply more than one standard filter for a detail. To add more filters, click the " button and
specify a filter condition. Once several standard filters are applied, the detail will contain only those
records that match all filter conditions.
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Removing the filter panel from the detail
The filter panel will be automatically hidden after the page update. To hide the filter panel manually,
select the [Hide filter] option in the menu (Fig. 52).

Fig. 52 Hiding filter panel on the detail

~ Participants | Add

Select multiple records
Kate Roberts

Ronald Young Hide filter M
ATTENTION
This action is available if no other filter conditions are applied.
NOTE
The filter conditions will not be reset if you can expand and collapse the detail (by clicking the button).
SEE ALSO
e Quick filter

e Advanced filter

VIDEO TUTORIALS

e (reatio interface overview

Advanced filter

If you need to apply a more complex filter with several search parameters and conditions, use the
advanced filter. For example, you can use it in the [Activities] section to display all meetings with new
customers.

To apply the advanced filter, select the [Switch to advanced mode] option from the [Filter] menu
(Fig. 53).

Fig. 53 Switching to the advanced filter mode
Y Alter~ <7 Tag

Add filter
Show folders

Switch to advanced mode [}S

NOTE

If you will require the configured filters in the future, you can save a dynamic folder by them.

CONTENTS

®  Applying an advanced filter by object columns
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Applying an advanced filter by connected object column
Applying the advanced filter with grouping filter conditions
Applying an aggregate filter

Applying filter by time period

Applying an advanced filter by object columns

You can apply filter by one of the current section columns (for example, you can filter activities by the
[End date] column of the “Activity” section or contacts by the [Job Title] column of the “Contact”
section).

For example, to filter the uncompleted activities that were changed within the last two weeks in the
[Activities] section:

1.

48

Open the [Activities] section. From the [Filter] menu, select the [Switch to advanced mode]
option (Fig. 53).

In the filter setup area, click the <Add condition> link.

In the opened window, select the needed column from the [Column] drop-down list, for
example, [Status], and click the [Select] button (Fig. 54).

Fig. 54 Selecting a column for the advanced filter

m Cance'

Ohject
+ Activity
Column

Status -

On the filter page, select the needed parameters:
a. Select the condition type by clicking its symbol, for example, “=".

b. Click the <?> link. On the opened window, specify the values for the selected column,
for example, “Not started” and "“In progress”. Click the [Select] button (Fig. 55).
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Fig. 55 Selecting a value for a column

m Cancel Action ~
Name M

MName
Canceled
Completed
¥| Inprogress
|Z\ Mot started
NOTE
When using the "#" condition, records with unfilled fields are now taken into account.

5. Similarly, add the remaining conditions. For example, specify the threshold dates for the
records that were modified.

6. Specify the logical operator for the added conditions, for example, "AND’, by clicking it
(Fig. 56).

Fig. 56 Selecting a logical operator

Apply | Save as X
Status =
In progress; Not started
Modifiedon >
AND 9/1/2016
Medified on
9/15/2016
NOTE

The "AND" logical operator is applied if the record must match all conditions in the group. Apply the “OR”
logical operator if the record must match at least one of the conditions in the group.

NOTE

By default, the filter area contains one empty root group with the logical operator “AND".

7. Click the [Apply] button.
As a result, only uncompleted activities that were changed within the specified period will be
displayed in the [Activities] section.
SEE ALSO
e Applying an advanced filter by connected object column

®  Applying an aggregate filter

49 ACCELERATE™



Applying filter by time period

Applying an advanced filter by connected object column

You can filter records by the columns of the current record and by the columns of the objects
connected to it. Another example, activities can be filtered by the category of the connected account
(the [Type] column of the [Accounts] section). For example, to filter activities in the [Activities] section
by a certain type of company:

1.

50

Open the [Activities] section. From the [Filter] menu, select the [Switch to advanced mode]

option (Fig. 53).
Click the <Add condition> link.

On the opened column selection page:

a. Clickthe + button next to the object name.

b. Inthe added field, select the connected object, for example, “Account”.

c. In the [Column] field, specify the column of the connected object, for example,

“Category”.
d. Click the [Select] button (Fig. 57).

Fig. 57 Selecting a column of the connected object

m Cancel

Ohject
= Actwity
+ Account v | X
Colurnn
Category -

On the filter setup area, select the needed parameters:

a. Click the symbol of filter condition to change its type. By default, the

indicated.

u_n

condition is

b. Click the <?> link. In the opened window, select the needed value for the selected
column, for example, “Category = VIP". Click the [Select] button.

Click the [Apply] button (Fig. 58).
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Fig. 58 Applying filter conditions
Apply | Saveas X

B4 Account.Category = VIP
AMD
Add condition

As a result, only activities that are connected to accounts of "VIP" category will be displayed in
the section list.

NOTE

For example, when the filter is set up for <Account.Type # Customer>, activities will be displayed for the
accounts that are not customers and those with the [Type] field unfilled

If you use filtered data on a regular basis, click the [Save as] button to create a dynamic folder using
this filter.

Applying the advanced filter with grouping filter conditions

You can create advanced filters with several logical operators. For example, you can display all
customer accounts who reside in New York, and those that have no city specified:

1. Open the Accounts section. From the [Filter] menu, select the [Switch to advanced mode]
option (Fig. 53).

2. Apply the "Type = Customer” condition:
a. Click the <Add condition> link.

b. In the opened window, select the account column, for example, “Type". Click the
[Select] button.

c. In the filter setup area, click the <?> link. In the opened window, select the needed
value for the selected column “Category = VIP". Click the [Select] button.

Add the “City = New York” condition in the same manner.
4. To apply the “City is not filled in” condition:
a. Click the <Add condition> link.
b. In the opened window, select the "City” column. Click the [Select] button.

c. In the filter setup area, click the condition type and select the “is not filled in” condition
from the menu.

5. Group the needed conditions and set a different logical operator for them:

a. Holding down the Ctrl key, select the conditions to group (Fig. 59).
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Fig. 59 Selecting filter conditions to be grouped

Apply | Save as X

Type =

Customer

New York

Gty isnotfilledin

b. From the [Actions] menu, select the [Group] option (Fig. 60).

Fig. 60 Grouping filter conditions

NEW ACCOUNT ACTIONS =

ACCOUNTS

Appl Save as
epl Select multiple records

Select all
Type

Export list to file

FILTER

AND

Group L\,

4+ Ad

As a result, the selected conditions will be combined in a separate group.

c. Set "AND" as the logical operator of the root group and “OR” as the logical operator
for the newly created group by clicking the operator name (Fig. 61).

Fig. 61 Setting a logical operator for the group of filter conditions

Apply | Save as X

Type =
Customer

* City isnotfilledin

Gty

New York

+

[ ] @

-+ Add condition

Click the [Apply] button.
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As a result, only the accounts of the "Customer” type for which the “New York” value or no
value is specified in the [City] field will be displayed in the section.

SEE ALSO
®  Applying an advanced filter by object columns
e Applying an aggregate filter
e Applying filter by time period

Applying an aggregate filter

The aggregate filter allows to filter object records by the connected records in objects with the reverse
connection. The following filter conditions can be applied in the aggregate filter:

e Count — a certain number of the connected records exists in the object with the reverse
connection for the filtered records. For example, you can filter users who are specified in the
[Owner] field for five or more accounts.

e Maximum / minimum — for the filtered records, the object with the reverse connection
contains records with a specific maximum (minimum) value in the numeric or the date column.
For example, you can select employee users whose last task was completed last week.

e Sum, average — for the filtered records, the object with the reverse connection contains the
connected records with the particular sum of values or the average value in the numeric
column. For example, you can filter employee users whose average task duration is greater
than two hours.

Applying the aggregate filter is identical to applying the filter by connected object columns. For
example, you need to obtain a list of users who are owners for the accounts of the "Customer” type.
Applying the following aggregate filter will help you compile this list:

1. Open the section whose records must be filtered, for example, Contacts. From the [Filter]

menu, select the [Switch to advanced mode] option (Fig. 53).

2. C(lick the <Add condition> link.

3. Inthe opened column selection window (Fig. 62):

Fig. 62 Setting up a reverse connection object column in the aggregate filter

Cancel
Contact
+ Account (by column Owner) -
Calumn
Quantity -

a. Clickthe + button next to the object name.

b. Inthe added field, select the object with the reverse connection. For example, to apply
an aggregate filter by the [Owner] column of the [Accounts] section, select “Account
(by column Owner)".
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c. Inthe [Column] field, specify the column of the object with the reverse connection, for
example, "Quantity”.

d. Click the [Select] button.
4. In the filter setup area (Fig. 63):
a. Select the filter conditions. In this case, the condition is “Quantity > 0".

b. Apply the necessary additional conditions: For example, if you need to display only
those contacts that are owners for accounts of the “Customer” type, add this condition
to the filter.

Fig. 63 Applying filter conditions for an aggregate filter

Apply | Saveas X
Ac " e
ount
o]
Type =
AT r
= . Custome
Add condit

5. Click the [Apply] button.
As a result, the record will be displayed in the Contacts section, only if there is an account for
which this contact is specified in the [Owner] field.

SEE ALSO

®  Applying an advanced filter by object columns

e Applying an advanced filter by connected object column

e Quick filter

e Standard filter

Applying filter by time period
You can filter records by specific period or exact date. For example, display all records added to the
section for the last week.
Following types of filters by period are available:
e Filter by exact date
e Filter by standard period

e Filter by annual events.

Filter by exact date

To display data whose date falls within a certain period of time, specify this period in the filter
conditions. For example, you can view the activities that took place during your business trip three
weeks ago.
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1.
2.
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Open the [Activities] section

From the [Filter] menu, select the [Switch to advanced mode] option (Fig. 64).
Fig. 64 Switching to the advanced filter mode
T Filter v 7 Tag

Add filter
Show folders

Switch to advanced mode %

When the filter area opens, select the beginning of the period you want to display records for.
To do this:

a. Click the <Add condition> link (Fig. 65). In the opened window, select the needed date
column, for example, "Start", to sort activities by the start date.

Fig. 65 Adding column to filter condition
Apply  Saveas X

AND Add condit {b

b. Select the logical operator next to the added column (Fig. 66), for example, “>" (greater
than or equal to), to set this period as the filter start date.

Fig. 66 Selecting filter condition type

Apply | Saveas X

=

is filled in

is not filled in

c. Fromthe <?> link menu, select the [Specify exact date] option (Fig. 67).
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4.
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Fig. 67 Specifying the exact date of filter period

Apply | Saveas X
Start = <7
AND Specify exact date N
-+ Add condition
Day 4
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d. In the opened window, click the m button to open the built-in filter calendar, and

select the needed date (Fig. 68).

Fig. 68 Built-in filter calendar

Apply | Saveas X

Specify the filter end date.

a. Add the "End” column to the filter condition to sort activities by the start date.

b. Then select the "<" (less than or equal to) condition type.

ACCELERATE™



c. Select the date from the built-in calendar.
5. Make sure that the "AND" logic operator is set for the added filter conditions.
6. Apply the filter by clicking the corresponding button.

Fig. 69 Applying filter

B stert = 11/10/2014
Eanp  E@start = 1171472014

ondition

As a result, only activities that started within the specified period will be displayed in the
[Activities] section.
Standard filter periods

To facilitate working with filters, use standard filter periods. For example, you can easily display records
for the previous, current or next week.

Standard periods are available in the <?> link menu of the filter condition (Fig. 70).

Fig. 70 Selecting standard filter period

Apply | Save as X
St = 7=
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Add condit

Day 3
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Half-Year 2
Year 3
Every year 3

Hour

The menu includes options that allow you to display records for the previous, current or next hour. In
addition, you can display records for a certain number of previous or next hours. In addition, you can
set the exact time to the minute as a filter value.

To do that, select the [Exact time <?>] option and enter the needed time value in the following format
— H:MM, for example, “2:43 PM". Also, you can select a standard time value from the drop-down list.
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To define the number of previous or next hours, select the [Previous hours <?>] or [Following hours
<?>] option respectively. Enter the needed number in the appeared field. Only integer numbers are
acceptable.

Please, note that the previous, current or following hour is not an hour from the current moment, but
a full hour starting from the 1st till the 60th minute, for example, from 9:00 to 9:59. Therefore, if the
current time is 2:34, the following hour is the period from 3:00 to 3:59, not from 2:34 to 3:33.

Day

The menu consists of options that allow you to display records for the previous, current or next day. In
addition, you can display records for a certain number of previous or next days. You can also use a
specific day of the month or week as a filter value.

To set a specific day of the month as a filter value, select the [Day of the month <?>] option and enter
the needed date in the appeared string.

To set a specific day of the week as a filter value, click [Day] —> [Day of the week <?>] and select the
needed day.

Week
The menu includes options that allow you to display records for the previous, current or next week.

Previous, current or next week is a calendar period from Monday till Sunday. It is not a 7-day period
starting from the current day. For example, if today is Wednesday, the next week is the period from
next Monday till Sunday, not the following 7 days from the current day.

Month

The menu includes options that allow you to display records for the previous, current or next month.
You can also use a specific month as a filter value.

To set a specific month as a filter value, click [Month] > [Month <?>] and select the needed month.

Previous, current or next month is a calendar period. For example, if the previous month was
December, then when you select the “Previous month” period, the records for the period from
December, 1st till December, 31st will be displayed.

Quarter

The menu includes commands that enable you to view recordsf for the previous, current or next
quarter.

The previous, current or next quarter is a 3-month period: the st quarter includes the 1st, 2nd and 3rd
months of the year (January, February, March), the 2nd quarter includes the next three months (April,
May, June) and so on. For example, if it's August, the next quarter is the period that includes October,
November and December (the 4th quarter).

Half-year

The menu includes options that allow you to display records for the previous, current or next half-year.
Previous, current or next half-year is a 6-month period: the period from January to June is considered
the 1st half-year. The 2nd half-year is the period from the July to December. For example, if it's August
(included in the 2nd half-year), then the next half-year is the time period from January to June of the
next year.

Year

The menu includes options that allow you to display records for the previous, current or next year. You
can also use a specific year as a filter value.
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Previous, current and next year is a calendar period. For example, if it's August, 2014, the next year is
the period from January to December of 2015 inclusive. It's not a 12-month period starting from
August, 2014.

Filter by annual events

The filter takes into account only the day and month of the filtered dates. This filter can be used to
track events that repeat each year, such as holidays or noteworthy events of contacts.

Annual event macros are available in the <?> link menu of the filter condition (Fig. 771).

Fig. 71 Filter by annual events.

specify exact date
) Day »
Week »
Month b
Quarter 4
Half-Year 4
Year »
Every year » Every year, today L\\)

Every year, exactly in <?>
Every year, within “X" next days <7>

Every year, within “X" previous days <7>

The menu consists of the following options:

e  Every year, today. Displays a list of records whose date matches the current date not counting
the year. l.e., contact's birthday is today.

e Every year, exactly in <?>. Displays a list of records whose date will come after a specified
number of days not counting the year. l.e., contact's birthday is exactly in 5 days.

e Every year, within “X" next days <?>. Displays a list of records which date falls on one of the
next days not counting the year. l.e., contact's birthday is within 5 days or less.

e Every year, within “X" previous days <?>. Displays a list of records which date falls on one of
the previous days not counting the year. l.e., contact's birthday was 5 days ago or less.
SEE ALSO
e Applying an advanced filter by object columns
®  Applying an advanced filter by connected object column
e Quick filter
e Standard filter

VIDEO TUTORIALS
e Creatio interface overview
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Folders

Use folders to organize and segment your records. Setting up folders will assist you to easily find the
necessary records among multiple data. For example, in the [Contacts] section, you can create a "New
customers” folder that will filter records by the contact type (“Customer”) and the record date (“Current
month”). If you select a folder within a section, only the records that match folder filter conditions will
be displayed. You can add your most frequently used folders in favorites.

A section record can be included into one or more folders.

Working with folders
Two types of folders are used in Creatio:
e Static folders (indicated with the icon) include only those section records that have been
added to these folders manually or via convertation from the dynamic folder. “VIP" or “Black

list" are the examples of static folders, because the decision to include certain customers into
such folders is made for each record individually.

Static folders can be used to group other folders. For example, static folder "By type” in the
[Accounts] section can contain subordinate dynamic folders “Partners’, “Customers” or
"Competitors”.

e Dynamic folders (indicated with the icon) contain only those section records that match
the specified filter conditions. For example, you can create a dynamic folder “New customers”
for records filtered by the date they were created on.

ATTENTION

Static folders are only available in some Creatio sections

Records cannot be manually included in or excluded from dynamic folders. A record will be displayed
in a dynamic folder only if it matches the folder filter. If the record no longer meets the folder filter, it
will automatically be excluded from that folder.

For example, your "Competitors” folder filters the records by the account type (“Competitors”). Thus,
the companies for which the “Competitor” value is specified will be automatically included in the folder.
If the company type changes, the record will automatically be excluded from that folder.

The folders can have a tree-like structure and contain both parent and subordinate folders. The folder
structure does not affect the contents of the folders. For example, if a record is included in one of the
subordinate folders, it does not necessarily mean it is included in the parent folder.

You can create the necessary folder structure and specify your own rules for the folder contents. The
procedures for creating static and dynamic folders are different. Deleting a folder will not result in
deleting the records contained in it.

CONTENTS
e How to create a static folder
e How to create a dynamic folder

e How to manage favorite folders

VIDEO TUTORIALS

e (reatio interface overview

e Process library
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How to create a static folder
Static folders are only available in some Creatio sections.
You can create a static folder in the following ways:

e add a folder and fill it with records manually.

e Copy the folder content from a dynamic folder.

To add a static folder manually:
1. In the [Filter] menu, select the [Show folders] option. The folder area will be displayed.

2. Inthe [Add folder] menu, select the [Static] command (Fig. 72).

Fig. 72 Creating a static folder

Add folder ~

Static

Dynamic

NOTE

The [Add folder] button menu is only displayed for sections where you can create a static folder.

3. Enter the folder name and click the [OK] button in the opened page.
As a result, the new static folder will be added in the section. You need to populate this folder
manually. Read more >>>
To create a static folder from a dynamic folder:

1. Inthe [Filter] menu, select the [Show folders] option.

2. Inthe folder tree, select a dynamic folder which content you need to include in a static folder.

3. Fromthe 0 menu, select the [Convert folder] option (Fig. 73).
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Fig. 73 Converting the dynamic folder to static

Contacts

NEW FOLDER ~ g ACTIONS ~

_ Favorites w 71 Filters/folders = /7 Tag

= All

= Cases history

Contacts with resolved cases o}
Contacts without cases Convert folder I}
Contact not connected to accounts Set up filter
+ Contacts by needs Rename
Contacts not connected to active |...
Move
Do not use email
Copy
Invalid email
Delete

Orders histo:
£ Setup access rights

Participation in bulk emails

4. Enter the new folder name and click the [OK] button in the opened page.

As a result, the static folder will appear as a subfolder of the selected dynamic folder. The content of
the folders will be identical at the moment of conversion. Further, you can manually include or exclude
records in the folder.

NOTE

The [Convert folder] action does not affect the content of the original dynamic folder.
Adding records to a static folder

1. Inthe [Actions] menu, select the [Select multiple records] command (Fig. 74).

Fig. 74 Switching to the multiple selection mode

Actions ™

Select multiple records

Export records

NOTE

There is no need to switch to the multiple selection mode if you want to add a single record to the static
folder

2. Check the boxes next to the records you want to include in the static folder.

3. Inthe [Actions] menu, select the [Include in folder] command (Fig. 75).
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Fig. 75 Adding a record to a static folder

Actions ¥
Cancel multiple selection Filter +
Unselect all
Export records
Owne
! Include in folder I} ﬁ John
Delete
Receive emails

v Set up Google synchronization

Synchronize with Google Calendar | Owne
Mega

4. In the opened window, select the needed folder and click the [Select] button (or double-click
the needed folder).

As a result, records selected in the section will be included in this static folder.

Excluding records from a static folder

1. In the section [Filter] menu, select the [Show folders] command.

2. Select a static folder whose records must be excluded.

3. Inthe [Actions] menu, select the [Select multiple records] command.
4. Select the records that must be excluded from the selected folder.
5

In the [Actions] menu, select the [Exclude from folder] command (Fig. 76).

Fig. 76 Excluding records from the selected static folder

Actions ¥

Cancel multiple selection

tdater il <Duedate> X 2 Owner v Y/
Unselect all

Export records

fation
Include in folder i

Start tegory B e
Exclude from folder % DT Paper John Best
Delete 1100 AM work

. Delete
Receive emails

Set up Google synchronization

Synchronize with Google Calendar

As a result, the selected records will be excluded from the selected static folder.
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SEE ALSO
e How to create a dynamic folder

e How to manage favorite folders

How to create a dynamic folder
To create a dynamic folder with the corresponding filter conditions: To do this:

1. In the [Filter] menu, select the [Show folders] command (Fig. 77).

Fig. 77 [Show folders] command

" Filter =

Add condition

Show folders [}

Switch to extended mode

2. Click the [Add folder] button. In the sections where the static folders are available, select the
[Dynamic] command in the button menu.

3. Populate the opened window with the folder name and click [OK] — you will see a filter
condition setup area appear (Fig. 78).

Fig. 78 Folder filter setup area

— Fawvorites

MNewr customers =
Set up filter .

Contact persons Rename

Customers Lol

Employees e

Final anthority

Influsncers

Fewe custormers

4. Set the needed filter conditions and click the [Save] button (Fig. 79).

Fig. 79 Saving a folder filter

Actions ™

+— Apply Save
&

Mew contracts
Created on = Previous month
AND Category = Call; Meeting

<Add condition=
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NOTE

Filter condition setup is identical to the advanced filter setup. Read more >>>

As a result, all the records that meet the filter conditions appear automatically in the section list when
you select the folder.

NOTE

You can also save an advanced filter as a dynamic folder. To do this, click the [Save as] button in the filter
area

NOTE

You can copy the necessary folder if you need to create a folder whose filter conditions are partially identical
to one of the existing folders. You can also copy the original folder access rights if necessary. To do this,

select [Copy] in the 48} button menu of the necessary folder.

SEE ALSO

How to create a static folder

How to manage favorite folders

How to manage favorite folders

You can add the most frequently used folders to the list of favorites.Both static and dynamic folders
can be added to the list.

To add a folder to favorites, select it and click the button (Fig. 80).

Fig. 80 Adding a folder to favorites

- All
Contact persons

Customers

Decision makers 5%

b

Employees

All added folders are displayed as subordinate to the “Favorite” folder in the folder area. In addition,
the favorite folders become available in the [Filter] menu (Fig. 81).
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Fig. 81 Selecting the favorite folder in the [Filter] menu

Actions *
YV Heare
Add condition
Show folcers

Switch ta extendec mede
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SEE ALSO
e How to create a static folder

e How to create a dynamic folder

VIDEO TUTORIALS
e (reatio interface overview
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How to delete records

When deleting a Creatio record, you can opt to delete or save its connected records.

How to delete a record from the drop-down list
To delete a record from the drop-down list, select it and press [Delete] (Fig. 82):

Fig. 82 Deleting a record
Parsons & Cc
a Primary contact
Brenda Lynn
OPEN COPY DE{%TE

Before you can delete a record, the system asks for confirmation. Once you've given your
confirmation, the record will be deleted if:

e this record is not connected to other objects in the system.
e this record is not prohibited from being deleted (Fig. 83).

Fig. 83 Insufficient rights to delete a record

& 2 records have no delete permission

Title Category

Conduct presentation Meeting Supervisor

NOTE

To obtain rights to delete records, please contact your system administrator.

How to delete a record connected to other objects in the system

When you try to delete a record connected to other records, a notification appears and you can view
the list of connected objects, by clicking [See more] (Fig. 84).

Fig. 84 Viewing objects connected to a record

Unable to delete selected records

The opened page displays objects that the record is connected to. Information on the record and
connected objects is conveniently grouped in the sections in which they are contained (Fig. 85).
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Fig. 85 Deleting a record connected to other sections

=1 1 records are used in other sections & pelete records T

N ) Delete connected records also
Alphabusiness @ Deleterecord + X

Do not delete connected records

B Opportunity (1)
B Lead(2)

B Contact(1)

B Order(2)

B Activity (2)

To view detailed information on the objects connected to the record, click the B button to the left of
the section in which they are contained.

After analyzing the drop-down list, you can:
e Remove the record from the list and leave it in the system. To do this, click the > button to the
right of the record name.

e Delete the along record with all the connected objects. To do this, click [Delete records] and
then click [Delete connected records]. The connected objects can have their own connections
that need to be handled separately.

e Delete a record and leave the connected objects in the system. To do this, select the [Do not
delete connected records] command.

How to delete multiple records

To delete multiple records:
1. Inthe [Actions] button menu, click [Select multiple records] (Fig. 86).
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Fig. 86 Selecting multiple records to delete

Contacts (=) (al

Y Filter ~ <7 Tag Select multiple records
@ Alexander Export list to file
Account

Alpha Business

e Alice Phillips

Account

Streamline Development

Show duplicate contacts

2. Select the records you wish to delete.
3. Inthe [Actions] button menu click [Delete].

NOTE

The number of records selected for deletion is displayed in brackets on the [Actions] button.
A notification displays the number of successfully deleted records and the records not deleted due to
their connections to other objects.
If you need to delete all records from the drop-down list and their connections, click the [Delete
records] button and select the [Delete connected records] command (Fig. 87).

Fig. 87 Deleting multiple records connected to other objects

& 2 records are used in other sections @ pelete records ~

Delete connected records also
+| Alphabusiness 1 Deleterecord * X [}5

Do not delete connected records

+| Vector [ Deleterecord v X

If you need to delete records from the drop-down list selectively, and examine the list of objects
connected to those records. Read more >>>

SEE ALSO
e Record lists
e Finding and merging duplicates
e Filters

e  Folders
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Attachments and notes

To work with additional information in Creatio, use the Attachments and notes tab. The tab contains
the [Attachments] and [Notes] details.

Use these details to store external files, links to web resources and extended descriptions of the record.
The tab is available in all system sections. For example, in the [Contacts] section, you can add
documents that represent the history of your interactions with the contact; in the [Activities] section,
add files that have been prepared within a task.

How to use the views of the [Attachments] detail
The [Attachments] detail has the following views:

— the tile view. In this view, the files and links added to the detail are displayed as icons. The icon
appearance varies depending on the file extension.

NOTE

The icons for different file types can be set up in the [File extension] lookup. For the files whose types are
undefined in the lookup, a default icon is used.

— the list view. In this view, the files and links added to the detail are displayed as a list of records.
Use this view to delete a file or edit a link.

How to add a file

1. Open the needed record, for example, the activity page. Open the [Attachments and notes]
tab.

2. On the [Attachments] detail, click the [Add file] button. You can also drag the file and drop it
into the detail (Fig. 88).

Fig. 88 Dragging a file into the [Attachments] detail

General information Participants Attachments and notes Feed

~) Attachments Add file

As a result, the selected file will be saved on the detail.

How to add and edit a link

1. On the [Attachments] detail, in the menu, select the [Add link] option.
2. Onthe displayed page, enter the link address in the [Name] field and save the page.

As a result, the link will be added to the detail.
3. If you need to edit the link, in the list view, click on it and select the [Change properties] option

from the menu.
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How to add a link to a knowledge base article

1. On the [Attachments] detail, select the [Add link to knowledge base] option from the
menu.

2. In the displayed window, select the needed knowledge base article and click the [Select]
button.

As a result, the selected link to the knowledge base article will be added to the detail.

How to download a file

To download the file that has been added to the [Attachments] detail, click its title. Specify the location
to save the file to.

How to delete a file from the [Attachments] detail.

1. Open the list view by clicking the button.

2. Select the file, and then select the [Delete] option from the menu.

How to work with notes

The [Notes] detail is used to store additional text information about the section record. On the detall,
you can edit and format the text of the notes using the built-in formatting tools. You can also add an
image or an external link to the detail.

If you switch to another tab of the page, the information on the [Notes] detail will be saved. To save
the notes, save the record.
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Timeline

Use timeline to get chronological insights of your customer history. The Timeline tab (Fig. 89) provides
quick access to information about tasks, communications, additional materials and other linked objects

in Creatio.

This tab is available by default in the following sections:

e [Contacts]

e [Accounts]

e [Leads]

e [Opportunities]
e [Cases].

Fig. 89 Example of the [Timeline] tab

< CONTACT INFO CURRENT EMPLOYMENT MAINTENANCE

Search

Bl SRO0000048: Consultation on functionality
Status Author

Medium MNew Jehn Best

Consultation on iCloud functionality.

\? John Best to: Alice Phillips

Contract confirmation

NOTE

e . - <Start date> till <Due date>

TIMELINE HISTORY

2, Owner -

COMMUNICATION >

Date }

You can add the [Timeline] tab to other Creatio sections using developer tools. Read more >>>

The timeline displays linked records in chronological order. The following types of records are

displayed on the timeline:

e tasks
e calls
e emails

e feed messages
o files

e links

e contracts

e documents

® projects.

In some sections, the timeline displays additional types of records. The timeline content is determined
by the Creatio product and section specifics. For example, in bank products the history of the
customer's cases, invoices and cards is also displayed in the timeline.

Timeline controls:
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= —apply filter by date

G‘? ~ —apply filter by record type
The records on the [Timeline] tab are displayed as a list. Click a record title or the [#] button to open
the connected record.

Depending on the text volume, the list records may be displayed in a “collapsed” view mode. You can
expand a collapsed record by clicking the [Show more] button.

The timeline records are grouped by months. By default, newer records are displayed first. You can
sort records by date in ascending or descending order using the [Date] } or the [Date] + buttons.

Filters
The following quick filters are available in the timeline:
e by date
e Dby assignee
e by linked object type
The number over the pipeline icon indicates the number of timeline record types currently selected.
(Fig. 90).

Fig. 90 Applying filter by timeline record type

%@ -

All
3 cals
Email

M Esh Feed
B Files
Tasks
APPLY

Search

Use the search string on the [Timeline] tab to find timeline records quickly. The search string looks up
for feed messages and email texts (Fig. 91).
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Fig. 91 Search by the key word

< CONTACT INFO CURRENT EMPLOYMENT MAINTENANCE TIMELINE

= <Start date>tll <Due date> x

= PR

June 2018

K vVisit: Alexander Wilson, Alpha Business

@ John Best to: Alexander Wilson

Case SR_187 was closed

Hello, Alexander!

®1  Bulk email management system / Alexander Wilson, Alpha Business

Registration method Stage
Created Satisfied
automatically

Refreshing or closing the page will reset the timeline search.

SEE ALSO
e Record pages

e Attachments and notes
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Dashboards

Use the Creatio dashboards to analyze section statistics. There are several ways to visualize statistics in
the system, such as charts, calculated indicators, special lists. For example, you can track the current
status of the employees' tasks, display various ratings, etc.

Dashboards are available:

e Inthe Dashboards view of Creatio sections (Fig. 92). This view displays the general statistics for
the section records (taking the current filters into account), such as, for example, top 5 overdue
activities of current owner in the [Activities] section.

Fig. 92 Opening the [Dashboards] view in the [Activities] section

Activities

Y

=1 - “Startdat  pashboards X =, Employee = 71 Filterssfolders = /7 Tag

e On record pages. Here you can configure displaying of any analytical data of Creatio records,
such as the number of communications with a contact for current month.

e In the [Dashboards] section. The section displays system-wide analytics based on the data
from different Creatio sections. The analytics in the [Dashboards] section may include elements
from the [Analytics] view of other sections.

Analytical data is visualized via special dashboard tiles, each of which is a separate chart, list or metric
(Fig. 93).

Fig. 93 Examples of dashboard tiles

Employees by position P CER

Total number of employees

12

Dashboard tiles are placed on dashboard tabs (Fig. 94).
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Fig. 94 An example of a dashboard tab

ACTIVITY ANALYTICS [
Number of meetings
Meetings and calls by owner * b
20
” 6
& ' 14
ki
8
E
s 10
2 4 4
5 : ? 1 1 2 3
0 0 0 0 0
. ml [ | - — - |
test Valerie E, Megan Lewis  Jason Robinson  Peter Moore ~ William Walker ~ MaryKing  Symon Clarke
Murphy

Top 10 overdue tasks
Title Owner Account Completed

Visit bpm'online Academy John Best 3/03/2018 11:00 AM

Contact customer, specify need, budget, decision-m...  Allan Moor 3/03/2018 13:00 PM

Contact customer, specify need, budget, decision-m...  George Wild 3/03/2018 14:00 PM

The dashboard tiles, their titles and contents are fully customizable. You can add custom dashboard
tabs and populate them with dashboard tiles (Fig. 95). For example, the [Employees] tab can display
statistics on the efficiency of your employees, and the [Tasks] tab can show information about

employees' activities.

Fig. 95 Selecting a dashboard tab

Emp|oyee5 = \ ol \ What can | do for you? >

[ working &1 Filters/falders » (7 Tag VIEW ~

< EMPLOYEES TASKS > {é\} -
NOTE

Detailed instructions on setting up dashboard tabs and dashboard tiles are available in separate chapters.

CONTENTS

Dashboard tabs
Dashboard tiles
Dashboards on a record page

Analytical reports

VIDEO TUTORIALS
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Dashboard tabs

You can access dashboard tabs (Fig. 96) in the [Dashboards] view (available in all standard sections), or
in the [Dashboards] section.

Fig. 96 Dashboard tabs in the [Activities] section

Em ployees What can | do for you? >

working ‘f_‘l Filters/folders = () Tag VIEW ~

< EMPLOYEES TASKS >

O

To create a new dashboard tab, click the o button and select [New] (Fig. 97).

Fig. 97 Adding a new dashboard

New
Edit
Copy

Delete
Screenshot

Set up access rights

To edit, copy, or delete a dashboard, open it and select the corresponding command in the tab area
menu. The dashboard setup page (Fig. 98) will open. The page contains the [Title] field and the
dashboard tile setup area.
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Financial Services Creatio

Fig. 98 Dashboard setup page with examples of adding dashboard tiles

«Employee analytics» dashboard setup [ what can 1 do for you? >

SAVE CANCEL

Title™ Employee analytics

Employees by position +

EDIT COPY DELETE Changewidth -+  AUTOFIT WIDTH Change height -+

Dashboard setup
The dashboard setup page (Fig. 98) enables you to:
e add new dashboard tiles
o edit the existing tile settings
e copy the existing tile
o delete a tile from the dashboard

Click the [+] button of the dashboard setup area to add a new tile to a dashboard. Select the type of
the tile in the button menu (Fig. 99).
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Fig. 99 Adding a new dashboard tile

Chart
Metric
Gauge
List I})
Widgat
Web page

Sales pipeline

As a result, the corresponding dashboard tile setup page will open. Different settings needed for
different dashboard tiles are covered in subsequent articles.

NOTE
If you need to add a dashboard tile whose settings mostly repeat those of an existing one, you can copy the
existing tile and change its settings

To edit, copy, or delete a dashboard tile, select it and click the [Edit]/[Copy/[Delete]] button below the
tile setup area (Fig. 100).

Fig. 100 Copying an existing dashboard tile

Top 5 best employees of the month

EDIT COPY DELETE Change width - + AUTOFIT WIDTH Change height - +
NOTE
You can also double click a dashboard tile to edit it.
ATTENTION!

To save the changes after adding or editing a dashboard tile, first save the dashboard tile itself, and then
save the dashboard setup page that contains the tile.

SEE ALSO
e Dashboard setup
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VIDEO TUTORIALS
e Analytics in Creatio. Working with dashboards

Dashboard tiles

The following types of dashboard tiles are available in Creatio:

e Chart displays information on dynamics and/or percentages, such as monthly sales dynamics
or distribution of customers by industry. Read more >>>

e Metric displays a single numeric value, for example, the total number of current employees.
Read more >>>

e List displays a list of Creatio records with specific settings, such as displayed columns, filter,
sorting and record limit. For example, the list can display top 3 efficient employees of your
company. Read more >>>

e Widget enables to apply additional widgets set up by a developer, such as exchange rate or
weather widgets. Read more >>>

e Gauge displays a single numeric value (much like "Metric” tiles) on a custom scale, which shows
whether the value is “good” (green), “average” (yellow) or "bad” (red). This type of tile is great
for displaying KPIs, such as average duration of employee’s calls, number of uncompleted
activities, etc. Read more >>>

e Web page displays a web page as a dashboard tile. For example, you can add a search engine
page, an online currency converter or your corporate website page to a dashboard tab. Read
more >>>

e Sales pipeline helps to analyze transition of Creatio opportunity records through stages (i.e.
how many opportunities have moved from the “Qualification” to the “Presentation” stage, etc.)
during a specific period of time. This dashboard tile is available in Creatio products that contain
the [Opportunities] section. Read more >>>

o Full pipeline helps to analyze the complete life cycle of a customer need in Creatio by tracking
both the lead and opportunity stages i.e. how many customer needs have gone all the way
from the lead "Qualification” stage to the “Closed won" opportunity stage) during a specific
period of time. This dashboard tile is available in Creatio products that contain the
[Opportunities] section. Read more >>>

CONTENTS
®  The "Chart” dashboard tile
®  The "Metric” dashboard tile
e The "Gauge” dashboard tile
®  The "List" dashboard tile
e  The "Widget” dashboard tile
®  The "Sales pipeline” dashboard tile
e The "Full pipeline” dashboard tile
®  "Web page” dashboard tile

SEE ALSO
e  Dashboard tabs
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VIDEO TUTORIALS
®  Analytics in Creatio. Working with dashboards

The “Chart” dashboard tile

The “Chart” dashboard component displays system summary information. For example, you can use a
chart dashboard to display distribution of activities by categories (Fig. 101).

Fig. 101 The “Chart” dashboard tile

Activities by category S

Call (16)

To do (86)

Meeting (38)

Paper work (14)

You can change the data display mode of an existing chart tile.
e Diagram mode - spline, line, pie, etc. Read more >>>
e List mode —record list used as a basis for building a chart. Read more >>>

Use the toolbar buttons at the top-right of the dashboard tile to change the chart type or switch to the
list mode.

e {2~ — opens dashboard tile menu. The menu items vary depending on the dashboard tile
type.

e " —opens achartin the full screen mode. Click the button again to go back to original size.

NOTE

You can also close a maximized dashboard by pressing the Essc key on the keyboard.

. < — switch back from the list mode to the diagram mode. For instance, you can get back
from the list type to the chart type view mode.

You can “drill down"” a chart element (for example, a pie chart section or a bar chart column) and
display its data as a separate chart or list. To do this, click the necessary chart element. Read more >>>

NOTE

Changes of the chart view properties made within a dashboard tile (for example, switching to a list view
mode or changing the chart type) will not be saved when reloading the page. Creatio will only save the
changes made in the dashboard settings.
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To edit the chart, double click it on the dashboard setup page. Read more >>>

CONTENTS

L]

Diagram mode

List mode

Viewing chart element details

Setting up the “Chart” dashboard tile

SEE ALSO

L]

The
The
The
The
The
The

"Metric” dashboard tile
“"Gauge” dashboard tile

“List” dashboard tile

"Widget" dashboard tile
"Sales pipeline” dashboard tile
"Full pipeline” dashboard tile

"Web page” dashboard tile

Diagram mode

The diagram mode is the default mode of the “Chart” dashboard tile.

In this mode, the {5 button menu contains additional menu items:

82

[Display data] — switches the chart to the list view mode.

[Change chart type] — select one of the menu items to display the data using another chart
type (Fig. 102).
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Financial Services Creatio

Fig. 102 Selecting the chart type in the diagram mode

& {é}'

Display data

Call (16)

CHAMNGE CHART TYPE

Call &4 Line
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w Pipeline
W1l Column

-
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Meeting (38)

SEE ALSO
e [ist mode

e Viewing chart element details

e Setting up the "Chart” dashboard tile

List mode
A “Chart” dashboard tile can be displayed as a list (Fig. 103).

Fig. 103 The “Chart” dashboard tile list mode

Employees by department
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Name Organizational unit
William Walker Development
Syman Clarke Markeing

Mary King Sales

Sarah M. Richards Accounting
Valerie E. Murphy Markeing
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To switch to the list mode, use the [Display data] item from the 2% menu or from the chart element
menu.

e To display all chart data in the list mode, click <5 button and select [Display datal.

To display the data of a specific chart element (a section or a column) in the list mode, click the
element and select [Display data] in the opened menu (Fig. 104).

Fig. 104 Switching to the list mode of the “Meeting” element.

Activities by category IR

Todo(2) Meeting (2)

Display data

DRILL DOWN THE ITEM "CALL'
A Spline
Paper work (2) w2 Line

Bar

L

Fie

el Area
? Pipeline
Wl Column

.,
Lo Scatter

In the list mode, you can:
e Set up the columns. Read more >>>
e Sot data by the displayed columns.
e Export list data to Excel Read more >>>

To switch back to the chart mode, use the [Display chart] command (Fig. 105) or click the € button.
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Fig. 105 Returning to the chart mode

Activities by category " & gy

Sort by »
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Ixf Export to Excel
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s

SEE ALSO
e Diagram mode

®  Viewing chart element details

e  Setting up the “Chart” dashboard tile

Viewing chart element details

You can bring up additional information about any chart element, such as a column, an area, a
segment. For example, when analyzing a chart, which displays employees by departments, you can
"drill down” the R&D department and display the number of positions in the R&D department.

Any element of the new chart can be “drilled down” as well. For example, you can display how
developers are grouped by their role in decision-making.

To drill down a chart element:
1. Click the needed chart element.

2. Select a chart type in the menu (Fig. 106).
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Fig. 106 The chart menu. Selecting a chart type

Employees by department PR g
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3. Inthe opened window, specify the column the chart should be based on, for example, the “Job”
column of the current object.

As a result, the dashboard tile will display how the employees of the R&D department are
grouped by positions.

Click the = button of the dashboard tile to return to the previous chart.
SEE ALSO
e Diagram mode
e Listmode

e Setting up the "Chart” dashboard tile
Setting up the “Chart” dashboard tile

A chart setup page (Fig. 107) will open when you add or edit a chart on a dashboard panel. Here you
can set up the primary chart parameters: — data, title, filters and display conditions.
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[Title] — the chart name that will be displayed on the dashboard tile.

Fig. 107 Chart setup page.

Chart setup

SAVE CANCEL

Title™ Activities by categories
"¥-Asxis label category

Fono:
Y-Axis label number

< SERIES1 > {§} -

B What to display

Object™ Activity A
Function® count -
Chart type* Line -

B How to group

Column* Category Q
Use empty value []
B Howtosort
Sort by* By grouping field A
Sorting order  Ascending -
B How tofilter
Actions ~
AND | + Add condition

B How to associate with section data
Connect "Actvity” object |4 Q
with "Activities" section by
field
B How to display
Style™ Green -
X-Axis label of series

Y-Auis label of series

[X-axis label] and [Y-axis label] — the labels of X and Y-axes that will be displayed on the chart. These
fields are only displayed for the charts that contain axes (“spline”, “line", "area chart” and “scatter

chart”).
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What to display

[Object] — Creatio object (section, detail or lookup) whose records you want to use for building the
chart. For example, to calculate the average call duration (calls are activities of the “Call" category),
select the "Activity” object.

[Function] — the type of value that should be displayed on the chart. The following chart functions are
available:

e “count” — the value is used to build a chart by the number of records in the selected Creatio
object. For example, you can calculate the number of activities of each type.

won

e “maximum’, "‘minimum”, and “average” — the values calculated by numeric column (or a date
column with the exception of the "average” function) in the specified object. For example, you
can calculate the average duration of employee activities.

e “sum” —the sum of values of the specified numeric column of the selected object. For example,
you can calculate the employee's total activity duration for a week.

[Column] — the column to be used in the calculation. The list includes numeric columns and date
columns. For example, specify the “Duration (minutes)” value to calculate the average call duration by
managers (Fig. 108). This field is not displayed if the “count” value is selected in the [Function] field.

[Chart type] — the type of the chart: “Bar chart”, “Pie chart”, etc.

Fig. 108 Setting up the [What to display] field group for a chart

What to display

Object™ Activity e
Function™ ayerage A
Column™ Duration (minutes) CL

Chart type™ Column v

How to group

[Column] — the column to group the chart values by (each value in this column will be represented as
a separate chart element — bar, sector, etc.). For example, select the “Owner” field to calculate the
number of activities by owner. You can group data by any column of the selected object.

[Format] — the format of dates that will be displayed on the chart, for example, "Week” or "Month &
Year". This field is displayed if the date value is selected in the [Column] field in the [How to group]
block. For example, to calculate the number of completed activities by week, specify “Week” in the
[Format] field and “Due” in the [Column] field.

Fig. 109 Setting up the [How to group] field group for a chart

How to group

=
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[Use empty value] — if the checkbox is selected, the chart will include the records, whose grouping
column is not populated (Fig. 110).

Fig. 110 “Customers by industry” chart including empty values
Customers by industry

Advertising (2)

Banks (3)

Manufacturing
and distribution

Insurance (2 »

IT companies (5)

The value is not populated
3)

Consulting (6) Construction (2)

How to sort

[Sort by] — the value to sort chart areas by. For example, the values in the "Activities by owner” chart
are grouped by the [Owner] field, with each chart block representing a certain number of activities.
Select "By grouping field” to sort chart areas alphabetically (in this case by the [Owner] field) or select
"By selection result” to sort chart areas by number of activities.

[Sorting order] — the sorting order for the chart areas (by the values selected in the [Sort by] field) in
ascending or descending order (Fig. 111).

Fig. 111 Setting up the [How to sort] field group for a chart

B Howto sort
Sort by* By grouping field hd

Sorting order  Ascending -

How to filter

Use the standard filter area to filter the chart data. For example, to create a chart that displays how
contacts were added within the specified time period, specify the needed period in the filter conditions,
for example, “Created on = Current month” (Fig. 112).
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Fig. 112 Setting up the [How to filter] field group for a chart

How to filter

Actions =
Crestedon = Current month

The filter becomes available when the [Object] field is populated.

NOTE

You can find more information about the advanced filter in a separate article.

How to associate with section data

[Connect ... object with ... section by field] — select a chart object column in this field if you want to
display the data according to the section filters. If you leave this field unpopulated, the applied section
filters will not affect the chart data. The field will be populated automatically if you configure
dashboards for the object of the current section. The field is displayed if the [Object] field is populated
and is not available at all if you configure charts in the [Dashboards] section.

You can connect a chart to section records in a number of ways.

1. The chart is built based on the records of the current section (the chart object corresponds to
the section object). For example, when creating a chart in the [Activities] section, you select
"Activity” in the [Object] field. In this case, the connection field is populated automatically with
the [Id] column.

a. If you select the [Id] column in the field (Fig. 113), the chart will be built based on the
records that correspond to the filter conditions specified in the section. For example, if
you apply a filter to the [Activities] section list so that only completed activities are
shown, the “Activities by owner” chart will display only the information related to the
completed activities.

Fig. 113 Connecting a chart to a section by the “Id” field

b. If you clear the connection field, the chart will display the information for all section
records, regardless of the set filter conditions.

2. The chart is based on the records from another section (the chart object is different from the
section object). For example, there is an “Activities by owner” chart added to the [Contacts]
section to display number of activities by owner. The chart object columns available for
selection in the [Connect...] field are filtered according to the current section object (in this
case, the available columns will be [Contact], [Owner], [Created by], etc.).

90 ACCELERATE™



a. If you populate the [Connect..] field (Fig. 114), the chart will use only records that are
connected to the section records via the specified column. Then, if you set a filter in the
[Contacts] section, the chart will only display the information related to the activities
whose owners are displayed in the section. Or you can select the “Author” column —in
this case, the chart will only display the information related to the activities added by
the specified contacts.

Fig. 114 Connecting a chart to a section by the “Owner” field

How to associate with section data

L Owner Q

b. If you leave the connection field unpopulated, the chart will display the information for
all records of the chart object, regardless of the section filter conditions.

c. The chart data may not be related to the section data at all (in this case, the [Connect...]
field should also be left empty). For example, you can add the "Activities by owner”
chart to the [Knowledge base] section.

How to display
[Style] — select the color of the dashboard tile title and chart elements.

[X-Axis label of series], [Y-Axis label of series] — if a chart consists of more than one series, you can
indicate the labels of X and Y axes for every series. These fields (Fig. 115) are only displayed for the
charts that contain axes (“spline”, “line”, “area chart” and “scatter chart”).

Fig. 115 Setting up the [How to display] field group for a chart

How to display
Style™ Green v
¥-Axis label of series Owner
Y-Axis label of series  Number of activities
NOTE

If you populate both the [X-axis label], [Y-axis label] as well as [X-Axis label of series] and [Y-Axis label of
series] fields, a single-series diagram will display the values of the [X-axis label] and [Y-axis label] fields.

Displaying several series on a chart

You can display several sets of data called “series” on your chart. For example, you can display
meetings and calls of employees on separate series (Fig. 116).
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Fig. 116 Example of a chart with two series

Meetings and calls by owner

15 15
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To add series to a chart:

1.

2.
3.

In the £33 button menu of the chart setup page, select the [Add series] command (Fig. 117).

Fig. 117 Adding a new series to a chart

MUMBER OF CALLS >

Add series %

On the new series tab, populate the required fields and save the page.
Save the chart setup page and the dashboard setup page that contains the chart.

As a result, the chart will display the new data series.

To de
1.

2.

Save

SEE
L]

92

lete series:
Select the series tab you want to delete.

In the 33 button menu of the chart setup page, select the [Delete series] command (Fig. 118).

Fig. 118 Deleting a series from chart

NUMBER OF CALLS b or
Add series

Delete series %

the chart setup page and the dashboard setup page that contains the chart.

ALSO

Diagram mode

List mode

Viewing chart element details
Dashboard tabs

Dashboard setup
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The “Metric” dashboard tile

The "Metric” dashboard tile (Fig. 119) displays a calculated numeric value or a date according to specific
Creatio data, for example, total number of employees per department.

Fig. 119 “Metric” dashboard tile

Total number of employees

313

Metrics can display the following data types:

e The total number of either all or filtered records of a system object, for example, the number of
all Creatio contacts.

e Minimum or maximum value of a numeric field or a date field, for example, minimum or
maximum call duration.

e Sum or the average value of a numeric field, for example, the total amount of paid invoices.

Setting up the “Metric” dashboard tile

A metric setup page will open when you add or edit the "Metric” dashboard tile on a dashboard panel.
You can set up the primary metric parameters here — data, title, and display conditions.

[Title] — the tile name that will be displayed on the dashboard.

What to display
[Object] — Creatio object whose data must be displayed in the metric.

[Function] — the type of value that should be displayed on the tile. The following functions are
available:
e “count” — number of object records, for example, total number of employee records in Creatio.
e “sum” —the sum of values by column, for example, total duration of employees' calls.

won wou

e “average’, "minimum”, “maximum” — respective values by column, for example, the average
duration of employees' calls (the “average” function is not available for date fields).
[Column] — the column to be used in the calculation. The list includes numeric columns and date
columns. For example, specify the “Duration (minutes)” value to calculate the average duration of calls
by managers (Fig. 120). This field is not displayed if the “count” value is selected in the [Function] field.
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Fig. 120 Setting up the [What to display] detail for an indicator

What to display

Object™ Activity v
Function® average v
Column* Duration (minutes) Q

How to filter

Use this detail to specify conditions for selecting the data to be displayed in the metric. For example, to
display the average duration of calls made by employee users for the previous month only, specify the
following filter conditions: “Created on = Previous month” (Fig. 121).

Fig. 121 Setting up the [How to filter] detail for metric
How to filter ~

Actions ¥

Created on = Previous month
AMD

The filter is available if the [Object] field is populated.
NOTE

You can find more information about the advanced filter in a separate article.
How to associate with section data

[Connect ... object with ... section by field] — populate the field if you want to display the data only for
records currently displayed in the section list. If you leave this field empty, the filters applied in the
section will not be considered when calculating the indicator value. The field is displayed if the [Object]
field is populated, but it is not displayed when yo uset up a metric in the [Dashboards] section.

Different cases of using this field are covered in the “Chart” dashboard tile description. Read more >>>

How to display

[Style] — the color of the title and metric value.

[Font size] — the metric text size — "Default” or “Large”.

[Format]] — the display format for the metric. The display format is set up in the additional window
(Fig. 122). To open the window, click the & button of the field.
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Fig. 122 Metric display format window

MNumber of digits after decimal point

[Text] — the text accompanying the metric. For example, if the metric should be “Total employees: 513",
where 513 is the actual calculated metric, enter the following value in the [Text] field: “Total employees:
{0}". If the format should be “513 employees”, enter the mask value: {0} employees”

NOTE

If you insert the variable incorrectly, the numeric value will not be displayed on the tile. To restore the
variable, clear the field and save changes in the window.

[Number of digits after decimal points] — accuracy of the fractional part of the metric. For example,
set the "1" value to display the metric number with one digit after decimal point. To display the digit
without the fractional part, set the number of digits to “0".

SEE ALSO
e Dashboard tabs
e Dashboard setup
®  The "Chart” dashboard tile
e  The "Gauge” dashboard tile
e The "List" dashboard tile
e  The "Widget” dashboard tile
®  The "Sales pipeline” dashboard tile
®  The "Full pipeline” dashboard tile
e "Web page” dashboard tile

The “Gauge” dashboard tile

The "Gauge” dashboard tile (Fig. 123) displays the number returned as a result of a system query
relative to the standard scale. For example, use this dashboard tile to display the number of conducted
meetings of a manager if the desired rate is known. You can also use it to monitor the balance
between the planned and actual number of calls an agent is required to make per day.
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Fig. 123 “Gauge” dashboard tile

20 30

A

10 40

On the color scheme, the red interval displays the undesirable level of values, yellow — the satisfactory
level and the green one displays the desirable level. The color of the gauge circle depends on the
interval that the current value is in.

Gauges can display the following data types:

e The total number of either all or filtered records of Creatio object, for example, the number of
calls per manager a day.

e Minimum or maximum value of a numeric field, for example, minimum or maximum call
duration.

e Sum or the average value of a numeric field, for example, the total amount of paid invoices.

The settings of the “Gauge” dashboard tile are similar to Setting up the "Metric” dashboard tile, but you
need to additionally set up the scale to measure the calculated value against.

Gauge scale setup

The scale settings are located in the [How to display] field group on the gauge setup page.
1. Inthe [Style] field, specify the color of the gauge title.
2. Inthe [Display order] field, select “The more the better” or “The less the better”.

The display order determines the order of “good”/"average’/"bad” segments on the gauge
scale. In the first case the red interval will be displayed on the left, in the second case - on the
right.

3. Onthe gauge scale (Fig. 124), specify:

a. The first two fields on the gauge scale limits the “maximum” segment (red or green,
depending on the value in the [Display order] field).

b. The third value determines the maximum value that falls into the second (yellow)
segment.

c. The fourth value determines the maximum value that falls into the third segment (red
or green, depending on the value in the [Display order] field).
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Fig. 124 Example of gauge scale setup

Scale * 10 20 30 4

Once all fields on the [How to display] field group are populated, the gauge preview will be
displayed.

NOTE

The "Gauge” dashboard tile now displays big numbers with separators in accordance with the user culture.

SEE ALSO

e Dashboard tabs

e Dashboard setup

®  The "Chart” dashboard tile

®  The "Metric” dashboard tile

®  The "List" dashboard tile

e The "Widget” dashboard tile

e The "Sales pipeline” dashboard tile

e The "Full pipeline” dashboard tile

® "Web page” dashboard tile

The “List” dashboard tile

The "List” dashboard component (Fig. 125) displays system information as a list with the specified
number of records.

Fig. 125 The “List” dashboard tile

Top 10 o <" >
Title Owner Account Completed

Contact customer, discuss the decision- Symon Clarke Infacom 12/21/2017 12:00 PM
making role

Call to the development center, get deadlines Megan Lewis Accom (sample) 1/4/2018 10:00 AM
of bug fixes

Describe in the article solution of the problem Mary King Global Venture 1/7/2018 5:00 PM
connected with CPU cooling

Install an additional memory on the server Valerie E. Murphy Apex Solutions 1/10/2018 2:30 PM
Installing 64-bit OS on the server William Walker AXIOMm 1/16/2018 3:00 PM
Contact customer, specify need, budget, Caleb Jones Diamond 1/16/2018 6:00 PM
decision-making role. Systems

¥ Show mare

The list displays records of a particular object with custom filter and sorting settings.

97 ACCELERATE™



Values of lookup columns that display records from Creatio sections are displayed as links to the
corresponding records. For example, a primary column for the “Activity” object is the [Title] column.
Thus, activity titles will be displayed as links to the corresponding activity pages.

NOTE

The column titles in the “List” dashboard tile correspond to Creatio column ftitles

To manage how the data are viewed, use the toolbar buttons located at the top-right of the
dashboard tile.

2» — opens dashboard tile menu. You can export the dashboard tile list to Excel via the [Export
to Excel] menu command. The [Show as multi-line text] or [Sow as single line text] menu
commands enable you to set up the text display mode on the list dashboard tile.

a

e . —opens the dashboard tile in the full screen mode. Click the button again to go back to
original size.

NOTE

You can also close a maximized dashboard by pressing the Essc key on the keyboard

e The [Show more] link enables viewing all the available data if their number exceeds the number
displayed on the dashboard tile.

NOTE

By default, the “List” contains the number of records that was specified in the [Number of records] field on
the [Display options] tab of the “List” dashboard setup page. Clicking the “Show more” link will expand the
dashboard tile to your entire browser window and automatically load additional records to the list

Setting up the “List” dashboard tile

A list setup page will open when you add or edit a list on a dashboard. You can set up the primary list
parameters here — data, title, filters and display conditions. Populate the [Title] and [Object] fields at the
top of the page.

[Title] — the tile name that will be displayed on the dashboard.

[Object] — Creatio object whose records are displayed in the list.

On the [Column setup] tab, set up the columns that will be displayed on the tile. List setup is
described in a separate chapter.

NOTE

Column setup area is only available if the [Object] field is populated.

Set up the data display conditions on the [Display options] tab.

How to sort
[Number of records] — the number of records that will be displayed in the list (Fig. 126).

[Sorting order] — the order in which the values are displayed in the list by the column selected in the
[Sorting column] field.

[Sorting column] — the column used for sorting records in the list. You can select columns added on
the list column setup page.
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Fig. 126 Example of the [How to sort] field group setup in the “Top 10 overdue tasks”

How to sort

10

Ascending

Completed

How to filter

Use standard filter to select the records that will be displayed in the list. For example, to display the
overdue activities, set up the “Due < Current hour” and “Status=Not started; In progress” filters
(Fig. 127).

Fig. 127 Example of the [How to filter] field group setup in the “Top 10 overdue tasks”

How to filter
Actions ¥
R4 Cue = Current Hour
_ Status = Not started; In progress

The filter is only available if the [Object] field is populated.
NOTE

You can find more information about the advanced filter in a separate article
How to associate with section data

[Connect ... object with ... section by field] — populate the field if you want to display the records
connected to the currently displayed section records. If you leave this field empty, the filters applied in
the section will not affect the records in the “list” dashboard. The field is displayed if the [Object] field is
populated and is not available in the [Dashboards] section.

More information about connecting the dashboard records to the section records is available in a
separate article. Read more >>>

How to display
[Style ] — color of the dashboard tile title.
SEE ALSO

e Dashboard setup

®  The "Chart” dashboard tile

®  The "Metric” dashboard tile

e The "Gauge” dashboard tile
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e  The "Widget” dashboard tile

e  The "Sales pipeline” dashboard tile
e The "Full pipeline” dashboard tile
e "Web page” dashboard tile

The “Widget” dashboard tile

The "Widget" dashboard tile is used to display custom dashboard tiles in Creatio sections.

Setting up the “Widget” dashboard tile

A page (Fig. 128) with the following setup parameters opens when you add a "Widget” dashboard tile
on a dashboard panel:

[Module] — widget program module to be displayed on the dashboard.
[Module parameters]] — parameters to be passed to the selected module.

Fig. 128 Widget setup page.

Module setting

CAMCEL
Module™ FeaturesPage(CSs Q

{
"parameters”; ™",
"configurationMessage™ ™

Meodule parameters

NOTE

Adding and setting up widgets are performed as part of developer customization. More information about
dashboard widget setup is available in a separate article.

SEE ALSO
®  Dashboard setup
®  The "Chart” dashboard tile
®  The "Metric” dashboard tile
e  The "Gauge” dashboard tile
e The "List" dashboard tile
®  The "Sales pipeline” dashboard tile
®  The "Full pipeline” dashboard tile
®  "Web page” dashboard tile

The “Sales pipeline” dashboard tile

The "Sales pipeline” dashboard tile is available in Creatio products containing the [Opportunities]
section. This dashboard tile is primarily designed to analyze sales dynamics by stage (Fig. 129).
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Fig. 129 “Sales pipeline” dashboard tile
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NOTE

The "Sales pipeline” dashboard tile should be distinguished from the “"Chart” dashboard tile of the "Pipeline”
type. The "Chart” dashboard tile is described in a separate article.

The diagram element height corresponds to the number of current opportunities at the corresponding
stage. The list of stages displayed on the diagram is configured in the [Opportunity stages] lookup.
Opportunities with "Closed lost”, "Closed won”, "Closed rejected” and "Closed rerouted” statuses are
not taken into account in the pipeline.

The sales pipeline has its own quick filter, which you can use to display data for a certain period of
time, for example, for the current month.

NOTE

The quick filter functions are described in a separate article.

The sales pipeline can display data in the following views.

The number of opportunities displays how the opportunities that started during the specified time
period are grouped by stages by the end of that period.

For example, 15 opportunities started during the selected period on the [Proposal] stage. Thus, the
pipeline will display 15 opportunities at this stage.

Stage conversion rate displays the percentage of opportunities that have moved from a stage to a
higher stage during the specified time period.

For example, there were 20 opportunities at the “Contracting” stage within the selected period. If 10
out of these 20 opportunities have moved to a higher stage than the [Contracting] stage by the end of
the selected period, the [Contracting] stage conversion rate is 50%.
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The pipeline conversion displays the percentage of opportunities at a certain stage, during the
specified period against the total number of opportunities that started during this period.

For example, 100 opportunities started during the selected period and 55 of them passed the
[Presentation] stage, so the monthly conversion rate of the [Presentation] stage is 55%.

Setting up the “Sales pipeline” dashboard tile

A pipeline setup page (Fig. 130) will open when you add or edit a sales pipeline on a dashboard panel.
You can set up the primary parameters here — pipeline title, data, and display conditions.

Fig. 130 “Sales pipeline” dashboard tile setup page

Pipeline designer

CANCEL
Title™ Sales pipeline
How to filter
Actions =
AND | + Add condition

How to associate with section data

How to display

Period by default Previous week -

How to filter
Use this detail to specify conditions for selecting the data for building the sales pipeline. For example,

to display the sales dynamics within the sales pipeline for a certain owner only, specify the required
owner in the filter conditions.

NOTE

Opportunities with the "Closed lost”, "Closed won”, "Closed rejected” and "Closed rerouted” statuses are not
taken into account.

How to associate with section data

[Connect ... object with ... section by field] — populate the field if you want to display the data only for
the selected records of the current section. For example, specify the "Opportunity” value. As a result,
the pipeline will only be built based on the records whose [Opportunity] field contains the same value
as in the similar field of the [Opportunity] object.
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NOTE

The sales pipeline is built based on the [Stage in opportunity] object records..
If you leave the field empty, the filters applied in the section will not be considered when building the
pipeline.
The field is not displayed when setting up analytics in the [Dashboards] section.
What to display
[Period by default] — a standard filtration period to be used in the quick filter for the sales pipeline, for

example, “Current month”.

NOTE

The quick filter functions are described in a separate article

SEE ALSO

e  Dashboard tabs

®  The "Chart” dashboard tile

®  The "Metric” dashboard tile

e  The "Gauge” dashboard tile

®  The "List" dashboard tile

e The "Widget" dashboard tile

®  The "Full pipeline” dashboard tile

®  "Web page” dashboard tile

The “Full pipeline” dashboard tile

The “Full pipeline” dashboard tile is available in Creatio products that contain the [Opportunities]
section. This dashboard tile is used to analyze sales dynamics by stage, starting with lead registration
and up to closing of the corresponding opportunity (Fig. 131).
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Fig. 131 The “Full pipeline” dashboard tile
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NOTE

The “Full pipeline” dashboard tile should not be confused with the “Chart” dashboard tile of the "Pipeline”
type. The "Chart” dashboard tile is described in a separate article.

The diagram element height corresponds to the number of leads and opportunities that are currently
at the corresponding stage. The list of stages displayed on the diagram can be configured in the [Lead
stage] and the [Opportunity stages] lookups.

The full pipeline has its own quick filter, which you can use to display data for a certain period of time,
e.g., for the current month.

NOTE
The quick filter functions are described in a separate article.
The full pipeline can display data in the following views:

Number of records view displays how the leads and the registered opportunities that started during
the specified time are grouped by stages by the end of that period.

For example, of all leads that were registered during the specified period, only 150 have reached the
[Qualification] stage by the end of the period. Thus, the pipeline will display 150 leads at the
[Qualification] stage.

Stage conversion rate displays the percentage of leads and opportunities that have advanced to a
higher stage during the specified time.

For example, there were 20 opportunities at the [Contracting] stage during the specified period. If by
the end of the specified period 10 out of these 20 opportunities have advanced to a stage higher than
the [Contracting] stage, the stage conversion rate will be 50%.

Pipeline conversion displays the percentage of leads/opportunities at a certain stage, during the
specified period against the total number of leads that started during this period.
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For example, 100 leads were registered during the specified period, 5 out of these 100 leads reached
the [Closed won] stage. Consequently, the [Closed won] stage conversion makes up 5% against the
total number of registered leads.

Setting up the “Full pipeline” dashboard tile

When you add or edit a full pipeline, a dashboard tile setup page will open on the dashboard panel.
Here you can set up the primary parameters, such as pipeline title, data, and display conditions.
How to filter leads

Set up a filter for selecting the leads to include in the full pipeline. For example, you can display the
conversion dynamics of leads registered from a landing page or leads of a particular customer need

type.
How to filter opportunities

Set up a filter for selecting the opportunities to include in the full pipeline. For example, you can display
the dynamics of leads that were converted to opportunities of the “Enterprise” category or only
opportunities with issued orders.

SEE ALSO
®  The "Sales pipeline” dashboard tile
®  The "Chart” dashboard tile
®  The "Metric” dashboard tile
e  The "Gauge” dashboard tile
e The "List" dashboard tile
e The "Widget” dashboard tile
®  "Web page” dashboard tile

“Web page” dashboard tile

The "Web page” dashboard tile is designed to display web pages on a dashboard. For example, a
search engine page, an online currency converter or your corporate website.

Setting up the “Web page” dashboard tile
To set up the dashboard tile, go to the web page designer page. You can open the designer page by

adding a new "Web page” tile to the dashboard or by editing the exiting tile. You can learn more
about how to add a new tile to the dashboard in a separate article.

1. [Title] — the title of the web page.

2. [Page URL] - the link to the web-page to display on the dashboard. The URL must include the
protocol type ("http”, "https”), for example, “http://www.creatio.com”.

ATTENTION

If your Creatio application uses secure data transfer protocol ("https”), the “Web page” dashboards will
support only links with secure protocol. The pages that use unsecured "http” protocol will not be displayed in
the "Web page” dashboards on Creatio sites that use “https”.

If the application website uses “http” protocol, the “Web page” dashboards will support both “http” and
"https” links
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NOTE

To add a Youtube video to the dashboard, use the link specified on the [HTML- code] tab, which opens
when you click the [Share] button on the video page.

3. To configure the width or color of the dashboard tile border, specify HTML styles in the [Styles]
field. For example, if you enter the following parameters: “border-width: medium; border-color:
red”, the border will be of average width and red color.

NOTE

Website-wide restriction to display other sites using iframe will prevent the "Web page” dashboards from
displaying. Such restrictions may be part of website security policy. You can check if similar restrictions exist
on a website using a web-browser console (in most browsers, you can open the console by pressing F12).
The iframe restriction is enabled if the console displays the following errors: X-Frame-Options: DENY or X-
Frame-Options: SAMEORIGIN.

SEE ALSO
e  Dashboard setup
®  The "Chart” dashboard tile
®  The "Metric” dashboard tile
e  The "Gauge” dashboard tile
e The "List" dashboard tile
®  The "Sales pipeline” dashboard tile
®  The "Full pipeline” dashboard tile
e The "Widget” dashboard tile

Dashboards on a record page

You can configure displaying of dashboard tiles on any record page tab or in the record profile. The
following types of dashboards are available on record pages:

e chart

e metric

e gauge

e Web page

The analytics can be added on the section record page using the section wizard or detail wizard.

NOTE

The settings of dashboard tiles on record pages are similar to those of the corresponding regular tiles You
can find more information about the setup in tile descriptions

Adding a communication dynamics chart on the contact page

Let's create a chart that would display dynamics of communications with the customer on the [History]
tab of the contact page. To add a chart on the contact page:

1. Open a contact page and select the [Open section wizard] option from the [View] menu.

2. Open the page designer by clicking the [Page] button on the wizard navigation panel (Fig. 132).
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Fig. 132 Page designer

CANCEL < SECTION P@%E BUSINESS RULES CASES BUSINESS PROCESSES >

3. Click the [History] tab (the one that will display the diagram) on the right side of the wizard
panel (Fig. 133).

Fig. 133 Switching to the [History] tab
< CONTACTINFO CURRENT EMPLOYMENT HISTOS/ COMMUNICATION CHANNELS ~ ATTACHMENTS AND NOTES ~ FEED + # X

4. Add a new field group, which will contain the diagram by clicking the [New filed group] button
at the bottom of the page. Locate the field group at the top of the [History] tab page.

NOTE

If you need to add analytics on a page detail, use the detail wizard instead of the section wizard

5. Expand the "Add widget” block and select a dashboard tile. In this case, it is the “Chart” tile.
Drag it on the tab (Fig. 134). Areas in which the chart can be added will be highlighted in blue.

Fig. 134 Adding a chart on the contact page
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6. On the opened setup page (Fig. 135), specify parameters for the chart with two series that
would display the number of calls and emails of the contact for the current month. Set the
parameters as follows:

e [Title] — “Calls and emails for the current month”.

e [Object ] — for the first series, it is the “Call” object, and for the second series, it is the
"Activity” object.
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e [Function] — "Count”.
e [Chart type] - "Line".
e Grouping by the "End date” column for calls and the “Due” column for activities.

e Configure filters. Specify the "End date = Current month” for calls. Specify two
conditions for activities: “Type = Email” and "Due = Current month".

e Associate the object with the section by the “Id" column of the “Contact” object.
e Save your settings.

Fig. 135 Setting up the “Calls and emails for the current month” chart
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More information about the “Chart” dashboard configuration is available in a separate article.
For correct displaying of the data, adjust the size of the chart (Fig. 136).
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Fig. 136 Resizing the chart

1l calls and emails for the current month £ X

As a result, the chart showing the dynamics of communications with the contact for the current month
will be displayed on the contact page (Fig. 137).

Fig. 137 Record page with a configured dashboard tile
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NOTE

You can display the data used for building the chart as a list. Read more >>>

SEE ALSO
®  Analytical reports

e  Dashboard tabs
e Dashboard tiles

VIDEO TUTORIALS
®  Analytics in Creatio. Working with dashboards
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Analytical reports

Analytical reports show summarized section information. For example, reports of the Contacts section
can be used to view the list of contact's noteworthy events or analyze the section data compliance.

Reports are available in the Analytics view. To view the report:

1. Select a report from the [Reports] button menu, for example, Data entry compliance (Fig. 138).

Fig. 138 Selecting a report

Reports = View ~

Moteworthy events of contact

Data entry compliance %

2. On the opened page, specify how the report should be created, for example, based on all
section records.

3. Click the [Create report] button (Fig. 139).

Fig. 139 Selecting the method of forming the report

Data entry compliance

CREATE REPORT CANCEL

Form by
Selected records (0)
Filtered records in list

@ Allrecords in list

As a result, your browser will start downloading the report file in PDF format.

SEE ALSO
e  Dashboards on a record page
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The communication panel

Use the communication panel to work with customers and colleagues with no need to switch from
your current tasks. Make calls, process emails, make approvals and use corporate social network easily.
The reminders and system notifications will make sure you never miss any important events.

Fig. 140 The communication panel

The communicational panel consists of the following tabs:

. — consultation panel. The tab is available only in bank customer journey and designed

for providing consultations to current and potential customers. Use the consultation panel to
search for clients in the database and initiate consultations.

. — CTI panel. The telephone tool in Creatio can make and receive calls directly in the
system.

. — Email. Use this tab to work with emails. Send and receive emails and connect them to
other objects in the system. Read more >>>

. — Feed. This tab displays the messages of the Feed section. Use this tab to view messages

you follow, as well as to add new messages and comments. The functionality is identical to the
functionality of the [Feed] section.

o - Notification center. This tab displays notifications about events stored in the system.
Read more >>>

° — Business process tasks. Displays uncompleted business process-related tasks. Read

more >>>

CONTENTS
e Notification center
e  Business process tasks

SEE ALSO
e Managing calls
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e Working with emails

Notification center

Click the button in the communication panel to open the notification center in Creatio. In this
section you will find notifications about activities or invoices, comments to your records or mentions in

a corporate social network, system notifications. The number on the button displays a total
number of new messages in the notification center. Information messages are displayed on separate
tabs:

. —reminders created for you by activities or invoices. Read more >>>

. I\ — notifications about events connected to your posts in enterprise social network. For
example, if you were mentioned in a post, received comments on your record in the feed or
somebody liked it. Read more >>>

. — the list of notifications that must be approved. Read more >>>
. — notifications about the noteworthy events of contacts and accounts. Read more >>>

° — system messages about completed actions in the system. For example, information
about import results. Read more >>>

Reminders and approval notifications are active until they are processed. Feed notifications, messages
about noteworthy events and system notifications are considered to be read by switching to the
corresponding tab. The history of notifications is stored on the tab for a month after they are created.
The read notifications are not added to the tab count nor to the common notification center count.

NOTE
The period of time that read notifications are stored in the system can be modified in the "Notification
storage period (days)" system setting. The period is 30 days by default.

CONTENTS
e How to process notifications in a pop-up window
e How to work with reminders
e How to work with feed notifications
e How to work with approval notifications
e How to work with noteworthy event notifications

e  How to work with system messages

How to process notifications in a pop-up window

All information messages in the notification center are displayed as pop-up windows. They are
displayed only once. The notifications received after logging off from Creatio will be displayed in the
pop-up windows upon the next log in.

NOTE
Your browser may ask you permission to display pop-up windows. If the pop-up windows are not displayed,
check the settings of your browser. The pop-up windows are not supported in Internet Explorer.
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To hide a notification, click the x button of the pop-up window. By doing this, the notification will be
considered to be unread and will be added to the number of the unread notifications on the
corresponding tab.

To open a page for a notification, click the banner in the pop-up window.
You can disable pop-up notifications in your user profile, by clicking the [Notification settings] button
and clearing the [Enable popups] checkbox.
SEE ALSO
e How to work with reminders
e How to work with feed notifications
e How to work with approval notifications
e How to work with noteworthy event notifications

e How to work with system messages

How to work with reminders

You will not miss upcoming meetings or deadlines with the reminders. All reminders that are due are

displayed on a separated tab in the notification center. To view reminders, go to the tab. The tab
number displays the total number of your active (unprocessed) reminders.

Create a reminder on the invoice or activity page by selecting the checkbox in the [Reminders] fields
group.

Data that is displayed in reminders

The reminders display activities of any category ("Meeting", "To do", etc.) that meet the corresponding
criteria:

e You are the owner or the author of the activity;

e The activity has the "Not started" or "In progress" status;

e You or any other system user created a reminder on this activity for you.
The invoices that meet the following criteria are also displayed in the reminders:

e you are the owner for the invoice;

e the invoice has the "Draft", "Unpaid" or "Partially paid" status;

e you or any other system user created a reminder on this invoice for you.

The reminder contains the title of the task or invoice number, the date, the customer of an activity or
an invoice. An icon shows if an activity is a meeting or a call.

The key information in the reminder is displayed as hyperlinks. Click the task title to view its page.

How to create a reminder

Create reminders for invoices and activities in the [Reminders] fields group of the record page. To
create a reminder for the activity:

1. Open the page of the activity that you wish to create a reminder for.
2. Select the checkbox in the [Reminders] fields block:

a. Select the [Remind owner] checkbox to create a reminder for the user specified in the
[Owner] field of the page.
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b. Select the [Remind reporter] checkbox to create a reminder for the user specified in the
[Reporter] field.

3. Specify the date and time when the reminder should be displayed for the user.
4. Save the record.

If the activity is not completed, the notification will be displayed in the notification center at the
specified time for the user selected in the [Owner] or [Author] field.

How to process a reminder

All the notifications on the tab of the notification center are active until they are processed. You
can cancel the reminder or postpone it. You can also process all the reminders at once or each
separately.

To postpone a reminder, select the [Postpone] option from the menu and specify the time (Fig. 141).
The reminder will not be displayed in the list and the number of unread reminders will decrease. The
reminder will be renewed at the end of the time specified.

Fig. 141 Postponing a reminder to a later period

Bl 9/28/2015 in 2:00 PM Clearsoft,

Grace Stewart

Prepare specificatic 5 minutes Postpone ¢
10 minutes Cancel
30 minutes I}
1 hour
2 hours
1 day

To cancel a reminder, select the [Cancel] option from the menu (Fig. 142). The reminder will not be
displayed in the notification center any more.

Fig. 142 Cancelling a reminder

9/17/2015 in 4:30 PM Axiom, -
Clayton Bruce
Prepare quotation Postpone
Cancel %

NOTE
A reminder will be cancelled automatically if the activity is moved to its final "Completed" status, and the
invoice to its final "Paid" payment status

To simultaneously process all reminders, use the [Postpone all] or [Cancel all] option on the
notification tab.
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SEE ALSO
e How to work with feed notifications

®  How to work with approval notifications
®  How to work with noteworthy event notifications
e How to work with system messages

e How to process notifications in a pop-up window

How to work with feed notifications

You will be informed if someone mentions you in a post, comments on or likes your posts in the feed.

The feed notifications are displayed on the ! tab in the notification center. The number on the tab
displays the total number of unread feed messages.

The tab gives notifications about the following events:
e Someone commented on your message in the feed section;
e Someone mentioned you in a message or in a comment;
e Someone liked your post or comment.

After opening the tab, all new notifications will be marked as read and will not be displayed on the tab.
If a new notification is received when the tab is open, the notification will be marked with a gray color
and it will be added to the notification count. Click a notification to mark it as read. As a result, the
emphasis will be removed.

SEE ALSO
e How to work with reminders
e How to work with approval notifications
e How to work with noteworthy event notifications
e How to work with system messages

e How to process notifications in a pop-up window

How to work with approval notifications

Use the 4 tab of the notification center to receive information about records that need to be
approved. The notification tab displays the total number of records to be approved. The name of the
notification corresponds to the record that must be approved. Notifications also display the date and
time of submission for approval. To view the record page, click the approval caption.

How to process an approval

All notifications on the 1 tab in the notification center are active unti they are processed. You can
set approve or reject an approval or delegate the approval to someone else. After processing an
approval the notification will not be displayed in the tab and the notification count will be updated.

Process approvals using the approvals actions menu (Fig. 143).
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Fig. 143 Approvals actions menu
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e [Approve] — sets a positive result for the approval.

NOTE

By default, approval comments are optional. You can make the [Comment] field required by editing the
[Accept approval without comment] system setting

e [Reject] — sets a negative result for the approval.

NOTE

If the approver chooses to reject an approval, a pop-up window will open where you can enter your
comments. The comment will be displayed on the approval page.

e [Change approver] assigns a different user as the approver. This action opens a window where
you can choose the user or user group. Approvers can be changed only if the [Approval may
be delegated] is selected for this approval in the Process Designer.

NOTE

You can also process an approval using the [Approvals] tab or the action panel on the page of the required
document.

SEE ALSO
e How to work with reminders
e How to work with feed notifications
®  How to work with noteworthy event notifications
e How to work with system messages

e How to process notifications in a pop-up window

How to work with noteworthy event notifications

Creatio reminds you about upcoming noteworthy events with your colleagues and customers through

the T tab of the notification center. The tab count displays the total number of unread notifications
about noteworthy events.

Data that is displayed in noteworthy events

The T tab notifies you about birthdays or foundation days of accounts for the current day or the
next two days. and the next two business days.
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NOTE

Use the "Noteworthy events notification period, days" system setting to change the period of time for
noteworthy events notification. The period is two days by default.
A history of read notifications for noteworthy events is stored on this tab for a month.
You will receive notifications for the following contacts and accounts:
e Contacts and accounts for which you are an owner.
e Contacts of type "Employee" or those for whom "Our company" is specified as an account.
e The main contacts of the accounts for which you are an owner.

e Contacts and accounts specified for the orders of which you are an owner. Orders with "Draft",
"Confirmation" and "In progress" status are considered.

e The contacts and accounts specified in opportunities for which you are an owner (by the
[Customer] field and the [Contacts] detail of the opportunity). The opportunities that are not at
the final stage are considered and those which were completed successfully during the
previous half-year.

NOTE

Use the "Noteworthy event notification period for opportunity participants, months" system setting to
change the period of time of successfully closed opportunities to notify about the noteworthy events. The
period is six months by default.

e The contacts and accounts specified in activities for which you are an owner (by the [Account]
field and the [Participants] detail of the activity). Only activities that do not have a final status
are considered.

The noteworthy event notification list is updated every 24 hours. You will receive a notification about
the upcoming event at once if you were assigned as the owner for a contact, account or opportunity.

How to process a notification for the noteworthy event

To view additional information about a contact or an account, click a hyperlink in the notification. A
contact or account page will opened. If you need to perform any action connected to the upcoming
event, create an activity for it. To do this, select the [New task] option in the actions menu.

SEE ALSO
®  How to work with reminders
e How to work with feed notifications
®  How to work with approval notifications
e How to work with system messages

®  How to process notifications in a pop-up window

How to work with system messages

All Creatio system messages are displayed on the tab. These messages do not require your
attention. They are: messages about Excel import, contacts and accounts duplicates search or bulk
email sending notices.

The tab count displays the total number of unread system messages. All messages are considered as
read if you open the tab. The history of notifications is stored on the tab for a month after they are
created.
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SEE ALSO
e How to work with reminders

e How to work with feed notifications
e How to work with approval notifications
e How to work with noteworthy event notifications

e How to process notifications in a pop-up window

Business process tasks

The [Business process tasks] tab helps you keep track of the tasks that are linked to your business

processes and cases right from the communication panel. Click the button to view business

process action notifications. The counter of the button displays the number of tasks that require
your attention.

Which data are displayed in the notifications

The notifications display case and process steps (also known as “user actions”) that require some form
of activity from you. These process-related actions may include completing Creatio activities, sending
emails, editing records, filling out pre-configured pages, etc. The tab displays process tasks where:

e You are specified as the owner.
e The process task status is "Running"”.

By default, the tab displays notifications about the process tasks for the current day. Select the [Show
future tasks] checkox at the top of the notification panel to display all notifications.

Each notification (Fig. 144) displays the following information:
e The icon of the corresponding business process element.
e Date and time of the step execution.
e Step title.
e Business process or case title.
NOTE

You can modify the business process title displayed in the notification by editing the [Process instance
caption] caption parameter in the process properties of the process designer.

Fig. 144 Business process task notification

Today at 2:16 PM
Contact customer, schedule presentation

Working with the business process task notifications

All notifications on the tab in the notification center are active until they are processed. Click the
process task title to open the page where you can complete this process task (Fig. 145).

18 ACCELERATE™


https://academy.bpmonline.com/documents?product=BPMS&ver=7&id=7053

Fig. 145 Executing a business process task
n Today at 2:16 PM
Prepare presentatign

Perform the process task on the opened page: complete the opened activity, send the email, save the
record, etc. If the process task is canceled or postponed to a later time, the corresponding notification
will be updated automatically.

After completing the process task, the notification will no longer display on the communication panel.
Once all process steps have been completed, the counter on the button disappears.

SEE ALSO
e The communication panel

e  (reatio business processes overview
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Excel data import

Use data import in Creatio to add large numbers of records. You can add customer databases, lists of
products, lookup records and other data from xlsx files within several minutes.

Use data import to populate your database with records before you start working with Creatio. You
can also use import for updating existing records.

ATTENTION

We recommend you to import data after you set up Creatio permissions, since imported records will be
assigned default permissions.
To import information from an Excel spreadsheet to Creatio:
1. Prepare the imported file in the *xIsx format. Learn more in the "How to prepare a file"
article. Use the following excel files as templates:
e An example of file for the import of accounts
e An example of file for the import of contacts
e An example of file for the import of products

2. Run the Import Wizard: go to a section in which you need to import data and select the [Data
import] action from the [Actions] button menu. You can import data to details or lookups in the
same way. In this case, the object for import will be selected automatically.

NOTE

The data import can be launched from the system designer. In this case, you will need to specify the object
(section, detail or lookup) for import manually.

3. Add an imported file: drag and drop your Excel file on the Import Wizard page, or click
[Select file] and locate the file. Specify the column mapping by connecting the columns from
the Excel file to the fields in the Creatio import object.

4. Select the columns for identifying duplicate records: select columns whose data must be
unique for each of the imported records. Depending on whether the value of a column in the
imported file coincides with the database value, Creatio either creates a new record or updates
the existing record. For example, such column can be a contact’s “Full name": if a contact with
the same full name already exists in the database, Creatio updates the existing record, if a
contact with such a full name does not exist, Creatio creates a new record.

NOTE

These steps cover general import procedure. For detailed instructions on the most common import cases,
please see the corresponding articles in the contents of this section.

5. Run the import process. The process runs in the background.

You can abort data import by stopping the “FilelmportProcess” process in the [Process log]
section. When you cancel the import, the process status changes to “Canceled” and the data
import terminates.

CONTENTS
e How to prepare a file
e How to import a customer database
e  How to import contact communication options

e How to import contact addresses
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® How to update product prices
®  How to update information about the product availability?

e Universal import from Excel FAQ

How to prepare a file

To successfully upload data, make sure the file meets the following criteria:
e The file is in *xlsx format.
e The file is not damaged.

e The file does not contain active hyperlinks. Disable all active hyperlinks in the file before
importing.

e The file contains the correct column captions and data (having the column headings in the
imported file match the field names in Creatio will save you time on column mapping during
import).

e The file contains no additional data except for the column titles in the first row.

e The file contains no more than 50,000 rows approximately. The exact limit for the number of
rows in the imported file is not a fixed value and may change depending on the number of
columns and information volume specified as column values.

Follow these recommendations while entering values in the columns of the imported file:

e Make sure that the cell formats in the file correspond to the columns in Creatio. For example,
for the [Full name] column, specify "Text" format, and for the [Start] column, specify "Date"
format.

e If you are importing website addresses, social network page addresses or any other URLs, they
must not be active hyperlinks. Disable all active hyperlinks in the file before importing.

e Specify one of the following date formats for the values:

MM-DD-YYYY;
MM.DD.YYYY;
MM/DD/YYYY;

where MM is for month, DD is for day and YYYY is for year.
e Ifyou import a value to the date/time column, specify the time after the date using a space.
Below are examples of correct date/time values in the Excel file.

01.31.15 2:01:00 PM
01.31.2015 14:02:00
01/31/2015 2:03:00 PM
01/31/2015 14:04:00
01-31-2015 2:05:00 PM
01-31-2015 14:06:00
1.31.2015 2:07:00 PM
01.31.2015 02:08:00 PM
01.31.2015 02:09:00 pm
01.31.15 02:10:00 AM

e The values of Boolean fields, such as [Do not use email] must be specified in one of the
following formats (not case sensitive):

Yes/No
True/False
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1/0

+/-

Yes/No
True/False
Y/N.

e Specify the values in the required fields. For example, specify the [Full name] field for contacts
and the [Name] field for accounts. The exceptions are the required fields, which are
automatically populated by default, such as the [Status] and the [Owner] fields. If you leave
these fields blank, they will be automatically populated with default values. For example, these
are the [Status] and the [Owner] fields.

e Please note, that when importing data to lookup fields, any values that do not exist in the
corresponding Creatio lookups will be added there automatically. When checking the values,
the opening and closing spaces and letter case are not taken into account, while special
characters are important. For example, if the imported file has the "customer" value and the
[Contact types] lookup contains the "Customer" value, new values will not be added to the
lookup and the record will be linked to the existing lookup value. However, if the “Client”
contact type is specified in the import file, a new “Client” value will be added to the [Contact
types] lookup. To avoid duplicates in the Creatio lookups, check the lookup values in the
imported file.

NOTE

Before adding an import file, please ensure that all plugins are disabled in your browser. Certain plugins may
cause errors during the import process

SEE ALSO

e How to import a customer database

How to import a customer database

Let's have look at an example of importing customer database from an Excel file.

ATTENTION

Before importing contacts ensure that the [Order of first/last names] system setting has the “Last name, First
name [Middle name]” value. It is necessary to correctly display contact names per separate columns: [Last
name], [First name], [Middle name]

To import data, go to the [Contacts] section and perform the [Data import] action from the [Actions]
button menu. The import page with automatically selected object will open in a new browser tab.

Uploading a file
Use the first page of the wizard to upload the Excel file to the automatically selected object.

NOTE

If you opened the data import window from the system designer you need to specify the object for import

Click the [Select file] button and choose the Excel file containing your customer database. You can also
drag-and-drop the file.

NOTE

File format and volume validation is performed at this stage

Click the [Next] button.
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NOTE

Before adding an import file, please ensure that all plugins are disabled in your browser. Certain plugins may
cause errors during the import process.

How to set up columns

On the next wizard step, you need to specify the column mapping in your file. Match columns in the
selected Creatio object to the columns in the imported file. On this step:

o [f the name of the column in the file corresponds to the name of the column in Creatio, it will
be mapped automatically. For example, if the name of the contact in your file is specified in the
"Full name" column, Creatio will automatically map the [Full name] column on the contact page
in Creatio. Automatic mapping is performed for the columns of the main object.

e [f the column name in the file differs from the column name in Creatio, you need to map that
perform column manually. For example, if the imported file with contacts has "Company"
column where the contact's employer company is specified, you need to map the "Company"
column from the Excel file to the [Account] column in Creatio. To do this, click the [Select
column] link (Fig. 146) and select the [Account] column from the list of contact columns.

Fig. 146 Selecting a column for mapping

Excel Creatio

Full name Full name

Job title Business phone

Business phone Business phone

Company Select column Additional contact details ~
Email Email

Mobile phone Select column Additional contact details ~
Recipient’s name Select column Additional contact details ~

Importing additional information

When importing contacts and accounts, you can also upload additional details of the objects, e.g.,
records from the [Communication options] and [Addresses] details. Use this feature if you need to
upload multiple addresses or different communication options of one type, for example, several
mobile phone numbers.

NOTE

Please note that the communication options and addresses can be imported either to the main object
columns or to the details. When importing to the main object columns, the communication option data will
also be saved in the details. By importing only to the primary object columns you can upload only one
communication option and address of each type from the list of available ones. The columns that
correspond to the main object columns can be used for the duplicate search during import

When mapping [Communication options] and [Addresses] detail, click the [Additional contact details]
and select the required column (Fig. 147).
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Fig. 147 Selecting a column to correspond to the [Communication options] and [Addresses]

details
Specify column mapping between Excel file and bpm'online
T
Excel Creatio
Full name Full name
Job title Select column
Business phone Business phone Communication option > Home phone
Address , Business phone
Mobile phone
Skype
Email
Web
Facebook
NOTE

In Creatio, you can only import an address of one type in the [Addresses] detail.
Click the [Next] button to start importing the file.
NOTE

If the data is imported to the [Accounts] section, and the “Primary contact” column is populated in, the
[Career] tab of the [Job] tab will be filled in automatically.

Duplicate parameters

Use the [Duplicate management] page to specify duplicate search parameters. If duplicate records
are found in the import file, only the first record will be uploaded. Duplicates will not be imported.

You can perform a duplicate search by the values of one or several columns.

NOTE

Be aware that the columns of the main object are used while searching for duplicates in the communication
options and addresses for contacts and accounts the columns

To use a column for duplicate search during import, select the checkbox for this column on the
[Duplicate management] page of the Import Wizard. When selecting several columns for the duplicate
search, they are joined using the "AND" logical operator which means that duplicate records will have
similar values in both selected columns. For example, you can set the duplicate check for the contacts
in the [Full name] and [Email] columns (Fig. 148). If several contacts are found with the same full name
and email address, only one contact will be uploaded into the system.
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Fig. 148 Setting duplicates search rules while importing

~) Records are considered duplicates if following columns match
+ | Full name
Business phone

Account
Email
N

Mobile phone

NOTE

Use the duplicate search while importing to update existing Creatio records. For example, you can update
phone numbers for multiple contacts. To do this, make sure that the imported file contains a column that
also exists in Creatio and can uniquely identify each contact in both. Set the duplicate search by this
column(s) that all imported records are considered duplicates. As a result, existing contacts will be updated
with new phone numbers, and other fields that are left blank in the imported file, will not affect data in
Creatio.

Uploading data

Click the [Start data import] button after specifying columns for duplicate search. The import process
will start. If you close the page, the import will proceed in background mode.

After the import is completed, you will receive a confirmation message with the number of uploaded
records. You will also receive a system notification with file name and the number of imported records
in the notification center.

NOTE

You can abort data import by stopping the “FilelmportProcess” process in the [Process log] section. When
you cancel the import, the process status changes to “Canceled” and the data import terminates. You can
view the data that managed to be imported into the system before the process stopped.

Check the import result in the [Contacts] section. You can go to the list of imported records from the
"import finished” message. All imported records will be automatically tagged with the time and date of
import. Later you will be able to easily find all imported records, using a filter by the corresponding tag.

NOTE

You can tag the imported records and open their list only when importing records to a section.
You can view information about errors during import in the [Excel import log] lookup. This lookup
contains data about those records that were not imported.

Please note that Creatio will add all lookup values that were specified in the imported file but are not
found in Creatio lookups, e.g., cities, contact and account types, etc. If you have not specified the
values for the auto-fill fields in the imported file, these fields will be filled with the default values.

SEE ALSO
e How to prepare a file

How to import contact communication options

In addition to the primary contact details of your customers, you can import additional information,
such as communication options and addresses. They are located both in the primary object (Contact,
Account) and on details on the [General information] tab.

125 ACCELERATE™



e |f communication options are contained in the same import file as the primary object records
(contacts or accounts), they will be imported along with primary object information. These
communication options will be saved both in the primary object (“Contact” or "Account”) and
on the [Communication options] detail. In this case, you can upload only one communication
option and address of each type. Communication options and addresses that are located in the
primary object can be used to search duplicates during import. For more information, please
see the Customer base import article.

e |f communication options and addresses are located in a separate file, they can be imported
after importing the customer database. To do this, select “Contact communication option” or
“"Account communication option” object.

Below is an example of importing communication options from a single file.

Prepare the import file. To do this, enter the contact full names in the first column, enter
communication option types, such as “mobile phone” in the second column and the phone numbers in
the third column. To import several communication options of the same type for a single contact, add
a new row for each phone number in the imported file. The records in the [Full name] column must
match the records of the similar column in the customer database file imported earlier.

Import the prepared To do this:
1. Open the System Designer by clicking the button in the top right corner of the application
window.

2. Click the [Data import] link in the [Import and integration] block. A data upload page will open
in a new tab of your browser.

3. Click the [Select file] button and specify the prepared import file or drag the file directly to the
Import Wizard page.

4. Click the [Other] button to select an import file (Fig. 149).

Fig. 149 Selecting object for import

Mobile xlsx x

Where do you want the data imported to?

CONTACT ACCOUNT OTHER

U

5. Select "Contact communication options” from the drop-down list and click the [Next] button.
NOTE

If you are importing communication options for the [Accounts] section records, select the [Account
communication options] object.
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6. On the next wizard step, specify the column mapping in your file. In this case, the “Number”
and "Type" columns are mapped automatically, and the “Contact name” column must be
mapped to the [Contact] column.

NOTE

To map the columns in the imported Excel file and Creatio automatically, make sure that the column titles in
the Excel file must match corresponding column names in Creatio.

7. On the [Duplicate management] page, select the “Contact” and “Number” columns. The
selected columns will be used to check if the imported records already exist in Creatio. Click the
[Start data import] button.

If you close the page after starting data import, the import will continue on the background. You will
receive a notification from the notification center when the import is complete. Check the import result
in the [Contacts] section.

SEE ALSO
e How to prepare a file

e How to import a customer database

How to import contact addresses

Contact records can contain information about several addresses of different types: business, home,
delivery, etc. Only one of these addresses can be set as the primary address and copied to the address
column of the [Contact] object.

First, prepare the import file. Each row in the Excel file must contain a contact’s full name that must be
identical to the full name value of the contact record, one address and its type. Select the contact’s
primary address in the [Primary] column and set the “True” value. For the rest of addresses, set the
“False” value. Specify country, city and postal code in the separate columns of the imported file
(Fig. 150).

Fig. 150 An example of Excel file ready for address import

Full name Address type Address City Country | Index
Alexander Wilson Legal 148 Flint Street Atlanta USA
Alexander Wilson Home 25 Washington Rd East Point USA
Alexander Wilson Business 148 Flint Street Atlanta USA

To import prepared data on the addresses detail:

1. Enter the record of a random contact in the [Contacts] section.

2. Click the button of the [Addresses] detail and select the [Data import] action.

3. Click the [Select file] button and specify the prepared import file or drag the file directly to the
Import Wizard page.

4. On the next step, the “Address’, “City", “Country”, "ZIP/postal code”, "Primary” and “Address
type” columns are determined automatically, and the “Full name” column must be mapped to
the [Contact] column. Click the [Next] button.

NOTE

To map the columns in the imported Excel file and Creatio automatically, make sure that the column titles in
the Excel file must match corresponding column names in Creatio
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5. Select the [Contact], [Address type] and [Address] columns on the “Duplicate management”
page of the Import Wizard. Click the [Start data import] button.

The import process runs on the background. After the import is complete, you will receive a message
in the notification center. Check import results.
SEE ALSO

e How to prepare a file

e How to import a customer database

How to update product prices

To update multiple product prices, import data on the [Prices] detail of the [Prices and availability] tab
on the product page. To do this, prepare the import file that contains the following columns:

e Unique codes of products whose prices must be updated.

e Currency.

e New product prices.

e Price list from which the prices originate.
If the same product is part of several price lists, each price list mush have a separate row in the
imported file (Fig. 157).

Fig. 151 An example of Excel file ready for importing product prices

Code Currency Price Price list

122268 USD 200.00 Base

347802 USD 3000.00 Base

347802 USD 3500.00 For Distributors
975355 USD 400.00 Base

922306 USD 40.00 For Partners
922306 USD 56.00 Base

975355 USD 564.56 Base

To import data on the [Prices] detail:

1. Open the record of a random product in the [Products] section.

2. Click the button of the [Prices] detail and select the [Data import] action.

3. Click the [Select file] button and specify the prepared import file or drag the file directly to the
Import Wizard page and click [Next].

4. On the next step, map all file columns to corresponding Creatio columns. If the column names
in the Excel file are identical to those in Creatio, they will be mapped automatically. Click the
[Next] button.

5. Select the duplicate search parameters: the “Product” (by a unique code) and “Price list"
columns. Click the [Start data import] button.

Creatio will notify you when the import process is complete. You can view the results in the [Products]
section and the detailed information about the import can be found in the [Excel import log] lookup.

SEE ALSO
e  How to prepare a file
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How to update information about the product availability?

To add up-to-date information about product availability in warehouses to Creatio, you can import
data to the [Availability] detail of the [Prices and availability] tab on the product page.

First, prepare the import file with the following columns:
e Unique codes of products whose prices must be updated.
e Warehouse where the product is stored.
e Number of units available.

e [f several products were ordered but not paid for, specify their quantity in a separate column.

e Quantity of products in stock.

If identical products are stored in different warehouses, then each of them has to be specified in the
import file as a separate row. Products with zero availability must also be specified in the import file

(Fig. 152).

Fig. 152 Prepared import file.

Code Warehouse InStock Reserved Available
244685 Regional Warehouse 250 40 210
367898 Central Warehouse 750 0 750
367898 Regional Warehouse 0 0 0
111659 Central Warehouse 200 0 200
111659 Regional Warehouse 1500 200 1300
996658 Central Warehouse 1440 120 1320
686657 Central Warehouse 0 0 0

To import data from the prepared file to the [Availability] detail:

1. Open the record of a random product in the [Products] section.

2. Click the button of the [Availability] detail and select the [Data import] action.

3. Click the [Select file] button and specify the prepared import file or drag the file directly to the

Import Wizard page and click [Next].

4. On the next page, all names of the file columns must match the names of corresponding
Creatio columns, the system, will map them automatically. Click the [Next] button.

5. Specify the duplicate search parameters by the "Product” (by a unique code) and “Warehouse”

columns. Click the [Start data import] button.

"

The import process runs on the background. After it is completed, you will receive an appropriate
notification. The import results can be viewed in the import log or on the [Prices and availability] tab on

the product page.
SEE ALSO

e How to prepare a file
e How to update product prices

e Universal import from Excel FAQ

Universal import from Excel FAQ

e Will the field values be overwritten when | reimport data from Excel?

e Why do duplicate records appear after import?

129

ACCELERATE™



e How do limport records to page details?

e How do Iimport products with characteristics?

e How do I import opportunities with products?

e How do Iimport leads with customer need types?

e The percentage of profile completion displayed in the list after import is incorrect. How can | update it?
e How do | update a single column without modifying other columns during import?

e How do I import records, view results and then roll back any changes made during the import?

® My import file has separate columns for first, last and middle names, while Creatio has a single [Full name]
field. How do | import contacts?

e What columns should be included into the import file?

®  How do | import users from Excel?

Will the field values be overwritten when | reimport data from Excel?

When you import, Creatio analyzes the imported file, identifies the columns (using the title row) and
then analyzes the data itself. Creatio checks whether imported records are duplicates, using the
columns that you selected on the corresponding step of the import wizard. It is recommended to
select columns that contain unique values (those that uniquely identify each record) to avoid errors
and save the data. If the records are identified as duplicates, all field values from the file will overwrite
the current values. Otherwise, Creatio will create new records with the values from the Excel file. If the
file contains empty values for imported columns, the corresponding field values in Creatio will not be
deleted.

Why do duplicate records appear after import?

During the import process, Creatio checks imported records for duplicates. To do this, the system uses
the columns that you select on the corresponding step of the import wizard. For the records that were
identified as duplicates, existing field values will be replaced with those from the imported file (unless
the value in the imported file is empty). If you select the columns that contain values that are not
unique, duplicate records will not be identified as such. As a result, Creatio will import the records from
the Excel file as new Creatio records, thus creating duplicates.

How do | import records to page details?
To import the data on the page detail, go to the detail and select the [Data import] action from the

button menu. The import page with automatically selected object will open in a new browser tab.

How do | import products with characteristics?
Unlike communication options and addresses, product characteristics cannot be imported along with
the product records. The proper import process is divided into several stages.

1. Import a file with all products and general product information, including the [Name] column,
as well as additional [Code] and [Price] columns.

2. Next, populate in the [Characteristics] lookup. If there are only a few characteristics, you can
add them manually, by specifying name, type and notes. To import characteristics, open the
[Characteristics] lookup and run the [Data import] action from the [Actions] button menu. The
file for import must contain at least two columns: The “Name” column, which will contain the
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names of all characteristics, and the “Value type” column with values like “String’, “Integer”,

"Decimal’, etc.

3. After adding all product characteristics to the lookup, you can start importing records on the
[Features] detail of the [Products] section. This table must contain separate columns for product
name, feature name and feature value.

How do | import opportunities with products?

Importing opportunities with products is done in two stages: first import opportunities, then import
opportunity products. Prepare an excel file with opportunity records and another file with opportunity
products that has columns for opportunity and product names.
1. Go to the [opportunities] section and run the [Data import] action from the [Actions] button
menu. Upload the table with opportunities.

2. Open a random opportunity record and run the [Data import] action from the button of
the [Products] detail. Please note that opportunity names must be unique and match the
names of imported opportunities. If you have several opportunities with identical names, the
corresponding products will be added to the first opportunity in the list. Likewise, the product
names must match the products in the [Product] section. Otherwise, new product records will
be added in the [Products] section.

How do | import leads with customer need types?

To import leads with the [Customer need] field, add the corresponding column to the imported Excel
file. If the customer need column was not automatically mapped by the Import Wizard, you will need
to map it manually. The customer need values in the imported Excel file must match the values in the
[Need types] lookup. If the values in the imported Excel file are different from those in the lookup, they
will be added to the lookup as new values.

How to import the lookup contents?

To import a lookup contents, populate the columns in the import file that correspond to columns
displayed in the lookup (for example the “Name" and “Description” columns). Enter the lookup in which
you need to import the data and perform the [Import data] action from the [Actions] button menu.
After mapping columns and setting parameters for deduplication, start the data import.

The percentage of profile completion displayed in the list after
import is incorrect. How can | update it?

The percentage of profile completion is updated when you open the corresponding account or
contact page, save a record or modify calculation rules in the corresponding lookup. Because of this,

after importing the displayed percentage of profile completion may be out of date. To update the
percentage, run the [Update the profile data population] business process.

How do | update a single column without modifying other columns
during import?
To modify values of a single column, add at least one column for connection with section records and

duplicate search, and a column with imported data. Any fields that are not represented in the imported
Excel file, will not be modified during import.
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How do | import records, view results and then roll back any changes
made during the import?

Creatio is aimed at data accumulation and analysis. In most cases, DBMS functions are used to roll
back changes and restore a database to a previous state. There are several options you can use to
safely view changes that will be implemented after import:

e Testimport and settings by importing small batches of data (2-3 records). In this case, you can
delete imported records to roll back the changes.

e You can request a database backup to test and configure the system on a separate site.

e You can use development options to implement automatic regular deletion of unnecessary
data.

My import file has separate columns for first, last and middle names,
while Creatio has a single [Full name] field. How do | import
contacts?

The [Full name] column in the [Contact] object is required and must be specified in the imported file. If
your imported Excel file has separate columns containing first, last and middle names, perform the
following simple steps:

1. Create a "Contact name” column in the imported Excel file.

2. Fillin the “Contact name” column. You can use a simple Excel formula to combine text from
several cells into one.

3. Save and import the resulting file.

What columns should be included into the import file?

If you are unsure which columns the imported file must contain, use one of the options below to
resolve the problem. Open the section where you plan to import records, and create a column in your
Excel file for each needed section column.

Alternatively, download an Excel template that contains all columns of the needed object:
1. Open the System Designer.
2. Inthe [Admin area] block, click the [Advanced settings] link.
3. Inthe setup menu, select [Import datal.
4

In the opened window, in the [Object] field, select the object whose records you plan to import,
for example, “Contact’, “City" or "Product”. Enter object name or open the lookup window and
use its filtering options.

5. Click the [Download template] button.

An Excel file containing all columns of the selected object will be downloaded. Required columns will
be highlighted in orange,

Examples of import files:
e An example of file for the import of accounts
e An example of file for the import of contacts

e An example of file for the import of products
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https://support.office.com/en-us/article/Combine-text-from-two-or-more-cells-into-one-cell-81ba0946-ce78-42ed-b3c3-21340eb164a6?omkt=en-US&ui=en-US&rs=en-US&ad=US
https://academy.bpmonline.com/sites/default/files/documents/docs_en/getting_started/files/Account.xlsx
https://academy.bpmonline.com/sites/default/files/documents/docs_en/getting_started/files/Contact.xlsx
https://academy.bpmonline.com/sites/default/files/documents/docs_en/getting_started/files/Product.xlsx

How do | import users from Excel?
You can import Creatio users and portal users from Excel. Learn more in the “Setting up LDAP
integration” article.
SEE ALSO
e How to prepare a file
e  How to import a customer database

®  Exporting list data to Excel
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Finding and merging duplicates
NOTE

This guide is relevant for Creatio version 7.13.3 and up. The guide for previous versions is available in a
separate article - "Finding and merging duplicates”.

Duplicate records may appear in Creatio whenever users add new records to system sections. Finding
and merging duplicates helps maintain the quality of your data in any Creatio section.

e Bulk duplicate search Bulk duplicate search is launched for the whole database (manually or
automatically).

e Local duplicate search checks for duplicates for a particular record. It is run automatically, when
a new record is added and saved in a section.

Additionally, you can manually merge any records in a section, even if they were not flagged as
duplicates. This option is available for all Creatio sections and is covered in the “Arbitrary merging of
records” article.

By default, duplicate search is available in the [Accounts], [Contacts] and [Leads] sections. In Creatio,
duplicate search is executed with the help of pre-configured rules, e.g., duplicates may be identified by
searching for identical phone numbers or email addresses automatically. Creatio enables you to
customize these rules:

e  Customize out-of-the-box duplicate search rules for contacts, accounts and leads to suit your
specific needs.

e Create custom rules for any Creatio section, including custom sections. This process is
described in more detalil in the "Duplicate search rules” article.

ATTENTION

To ensure the correct operation of bulk duplicate search, on-site users need to install additional
components. Learn more in the “Setting up bulk duplicate search” article.

CONTENTS
e Searching for duplicates

e Duplicate search setup

Searching for duplicates
CONTENTS

e How to search for duplicates
e How duplicates are merged

e How the duplicate search works
How to search for duplicates

Bulk duplicate search
Bulk duplicate search runs manually or automatically.

You can initiate duplicate search manually in any section that has at least one duplicate search rule. For
example, to run duplicate search in the [Contacts] section, use the [Show duplicate ‘Contacts’] action.
Once the search is complete, Creatio will display a list of records that have been identified as
duplicates.
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Automatic search is performed according to a configured schedule. Read more in the “"How to set up a
schedule for an automatic general duplicate search” article.

ATTENTION

To access the duplicate search window, users need to be granted certain access permissions. In the
[Operation permissions] section, open the "Duplicate search” system operation (CanSearchDuplicates) and,
on the [Operation permission] detail, provide permissions to the necessary users/roles.

Regardless of whether you search manually or automatically, the results are displayed on the duplicate
search window (Fig. 153).

Fig. 153 Duplicate search results example in the [Contacts] section

Duplicates search in the 'Contacts' section | Wnstcandoforyou » @

ACTIONS ~ VIEW ~ #
2]

Not duplicates

Jane Russel (select al

Name Account lob title Mobile phone Email
Jane Russel MNova Pharmaceuticals CEO +44 (0) 121 4146351  russel@np.com
Russel Jane Naova Pharmaceuticals CEOQ +44 (0) 121 4146351  russel@n-pharm.com

Net duplicates

Barber Andrew (select al)

Name Account lob title Mobile phone Email
Barber Andrew  Infocom Specialist  +1 206 587 1036 a barber@gros.com
Andrew Barber  Axiom a barber@gros.com
Andrew Barber andrew@infocom-global.com
NOTE

To set up columns displayed in the list of duplicates, click [View] and select [List setup].

There are several ways to open this page:
e Inasection, in the [Actions menu], select [Show duplicates] (Fig. 154).

NOTE

The [Show duplicates] action is available if at least one duplicate search rule is available in the section. Learn
more in the "Duplicate search rules” article.
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Fig. 154 Switching to the page with results using the action menu in a section

Products
ACTIONS ~
&1 Filtersifolders » Select multiple records
Select all
‘ Motherbc
B Ixf Export to Excel
Motherboards & Dataimport
= show duplicate 'Products’

N

Set up product catalog

Set up product types and filters

e Open the system designer by clicking and then click [Setup duplicates rules]. Select
the [Show duplicate accounts] or [Show duplicate contacts] option in the [Actions]
menu (Fig. 155). This option is available for the [Contacts] and [Accounts] sections.

Fig. 155 Switching to the page with duplicate search results using the [Setup duplicates rules]
section
Duplicates rules
ACTIONS ~

57 Filtersifolder Show duplicate contacts I,\\)

Show duplicate accounts

Account dug Setup automatic duplicates search

How to search for and process duplicates

1.

136

Open a section where you want to search for duplicates. For example, open the [Contacts]
section.

In the [Actions] menu, select [Show duplicate ‘Contacts’] (Fig. 154).

A page with found duplicates will open. If the duplicate search was performed earlier (e.g.,
automatically), its results will be displayed on this page. You can process previous duplicate
search results before searching again.

On the opened page, in the [Actions] menu, select [Run duplicate search].
Creatio will look for duplicates in the background. In the meantime, you can continue working
with the system.

Once the duplicate search is complete, you will receive a notification on the tab of the
notification center (Fig. 156).
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Fig. 156 Notification about duplicate search completion

Deduplication task completed

4. Open the link in the notification to view the results of the duplicate search. You can also open
this page in several other ways (Fig. 154, Fig. 155):

Duplicate records that were found based on the active duplicate rules are grouped, so that all
records in a group are potential duplicates of a single record (Fig. 157).

You can merge each group of records into a single record or indicate that the records in the
group are not duplicates. They will be added into the list of exceptions for the next duplicate
search.

Fig. 157 Selecting duplicates for merging

Andrew Barber(Clear all Merge (2) Not duplicates

Andrew Barber Axiom Sales manager andrew@infocom-global.com

Andrew Barber Infocom CEO +1206 5871036  a.barber@gros.com

a. To merge duplicates, select the necessary records, and click [Merge].
All selected records in the group will be merged into one that contains all the unique
data from all merged records. If same field contains different data for the selected
records, Creatio will prompt you to select which data needs to be saved. Read more in
the "How duplicates are merged” article.

b. To add records to the list of exceptions, click the [Not duplicates] button for the group
containing only unique records (Fig. 158).
As a result, Creatio will not consider records in the group as potential duplicates for the
next duplicate search.
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Fig. 158 Example of records which are not duplicates

Jane Russel (clear al) Not duplicates

Name Account |ob title Mabile phone Emai
Jane Russel Accom LLP CEO jrussel@accom biz
Jane Russel MNova Pharma Head of department +1 206 738 2055 russel@n-pharm.com

How to search for duplicates when saving records

Creatio starts looking for duplicates when you save records. If a duplicate search page opens while
saving a new record, it is likely that the created record already exists in the system.

NOTE

The opened page will display all similar records, even if the user does not have the appropriate access
permissions to view them. However, Creatio will only display the columns that match the pre-configured
duplicate search rules.

You can return to editing the record or save it. If you save the record, it will be displayed in the
duplicate search results in the future. A detailed guide on how to merge records or add them to the
exception list is available in a separate article - "How to search for and process duplicates”.

Arbitrary merging of records

You can merge any number of records at will, without running duplicate search. Merging is available
for section records, as well as lookup values.

To do this:
1. Enable the multiple record selection mode in the list by clicking [Actions] > [Select multiple
records].
NOTE

You can select multiple records in the section by using the Ctrl or Shift keys. Hold down the Ctrl key to select
multiple records in a random order. Hold down the Shift key to select a group of files that are contiguous (i.e.
next to each other).

2. Select records to merge.

3. From the [Actions] menu, select the [Merge records] option (Fig. 159).

Fig. 159 Merging lookup values

Cancel multiple selection
Deselect all
Select all

< Export to Excel

= Merge records I}

Delete
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NOTE

By default, the [Merge records] operation is available only to system administrators, which means that you
need to grant permissions to other users manually. To do this, in the [Operation permissions] section, open
the “Duplicate search” system operation (CanSearchDuplicates) and, on the [Operation permission] detail,
provide permissions to the necessary users/roles.

Creatio will merge the selected records. If the records have different values in the same fields, duplicate
merge window will open. Select the values to be saved in the merged record and click the [Merge]
button. Read more in the “"An example of saving data when merging duplicates” article.

Once the records are merged, you will receive a notification. Refresh the page to view the results in the
list. Detailed information about merging duplicates is available in a separate article - "How duplicates
are merged.”

SEE ALSO
e How duplicates are merged
e How the duplicate search works

®  Duplicate search rules

How duplicates are merged
When you click the [Merge] button on the duplicate page, the unique data from all merged records is
saved in one resulting record automatically. As a result:

e The record with the earliest date in the [Created on] field is used.

e The unique values of the fields and details of the duplicate records are saved in the resulting
record. All activities, calls, leads etc. that were connected to the merged records will be
available on the details of the resulting record.

e |dentical phone numbers will not be duplicated even if different types are specified, e.g., if the
same phone number is specified as a business and mobile phone.

e |dentical communication options, addresses and noteworthy events will not be duplicated.

e If some field values are different (e.g., full name, phone numbers, etc.), you can select which
values will be saved in the resulting record. You can also select which text note will remain after
merging.

e All external links that point to the merged duplicate records will point to the resulting record.

e Creatio saves the feed posts of all merged records in the resulting record.

e If any of the merged records are referenced in the records of other sections, e.g., in the
[Primary contact] field or in the [Contacts of accounts] detail of the [Accounts] section, the
resulting record will keep the connections to records from other sections after merging.

An example of saving data when merging duplicates

If values for the same field are different, you need to specify which data is to be saved to the resulting
record when merging.

An example of which data is saved in the resulting records after merging is available in the table below:

Field Duplicate 1 Duplicate 2 Duplicate 3 Resulting record
[Full name] Barber Andrew Andrew Barber A. Barber Decided by the
user
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Field Duplicate 1 Duplicate 2 Duplicate 3 Resulting record
[Typel . Client Contact person Decided by the
user
[Account] — Infocom — Infocom
[Mobile . +1206 5871036 +1-206-587-10- Decided by the
phone] 36 user
[Business +1206 480-3801 - +1206 480-3801 Decided by the
phone] user
[Email] a.barber1891@g a_barber1891@g . Decided by the
mail.com mail.com user
[Skype] barber_andrew — — barber_andrew

A window for merging duplicates will open (Fig. 160).

Fig. 160 Resolving deduplication conflicts

e solved: How it works?
®) Andrew ®) Infocom ®) +1 206 587
Barber 1036
A_Barber Specialist ®) andrew@infoc
om-
global.com
Andrew Info-com @) Sales manager +1 206 587 a.barber@gma

CANCEL

Select the radio button ‘e next to the records to be merged and click the [Merge] button.

Only one record will be saved after merging. All objects that were connected to the merged records
will now be connected to this record. For example, if the radio buttons are selected as it is shown on
the picture (Fig. 160), the resulting record will contain the following data:

e [Full name]: Andrew Barber

e [Account]: Infocom

e [Job title]: Sales manager

e [Business phone] +1206 587 1036

e [Email] andrew@infocom-global.com

SEE ALSO

®  Duplicate search setup
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e How to search for duplicates when saving records
e How the duplicate search works

e Arbitrary merging of records

How the duplicate search works

The duplicate search mechanism is identical to the global search mechanism.

Creatio uses data indexing to remove all special characters, and divide all remaining symbols and
numbers into two or three characters and records them in the index, which is then used by the search
mechanism.

NOTE
Actual section records are not modified during indexing
Local search procedure:
1. The user creates and saves a new record.
2. Creatio processes new data (removes all special characters, and divides all remaining data into

two or three characters) and requests Elasticsearch to search for records, which contain the
specified symbols.

3. Creatio displays all matches, according to at least one active duplicate search rule (the [Use this
rule on save] checkbox must be selected for this rule).

NOTE
You can learn more about duplicate search rules in a separate article - “Duplicate search rules”.
Matches with word swapping will also be found.

The bulk search is executed in a similar way, taking into account the active duplicate search rules.
Please note that the list of duplicates will not display the records which were excluded earlier via the [Is
not a duplicate] button. You can learn more about processing duplicate records in a separate article -
“How to search for and process duplicates”.

All phone numbers are compared to each other, regardless of the phone number type: [Business
phone], [Mobile phone], [Home phone]. For example, if the same phone number is registered as a
business phone in one record, and as a home phone in another — the record will be considered a
duplicate.

SEE ALSO
e How to search for duplicates when saving records
®  Duplicate search setup
e |ead duplicate search

e Arbitrary merging of records

Duplicate search setup

CONTENTS
®  Duplicate search rules

e How to set up a schedule for an automatic general duplicate search
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SEE ALSO
Setting up bulk duplicate search

Duplicate search rules

Duplicate search is performed with the help of a set of rules. By default, Creatio includes out-of-the-
box duplicate search rules for the [Accounts], [Contacts], [Leads] sections.

NOTE

All pre-configured rules are described in the “Pre-configured duplicate search rules for contacts and
accounts” article (version 7.12.0).

You can perform the following actions in Creatio:

create new duplicate search rules based on a text or a lookup field in any section

enable or disable individual rules

specify which rules will be used while saving a record

remove unused rules

NOTE

Default rules designed to search for contact and account duplicates in leads cannot be deleted. The process
of disabling these rules is described in more detail in the "How to disable a duplicate search rule” article

How to create a new duplicate search rule

1.

142

Open the system designer by clicking the button in the top right corner of the application
window.

Open the [Setup duplicates rules] link.

Click the [New rule] button.
Set up the rule (Fig. 167):

a.

In the [Type] field, select a section which will use this rule, e.g., "Products”. You can
create a rule for a section if the [Indexing for full-text search] checkbox is selected in its
properties.

Click = on the [Attributes] detail and add a column (or multiple columns) that will
used to search for duplicates. Please note that the [Attributes] detail can only store text
and lookup fields.

If you select multiple attributes, e.g., “Code” and "Name”’, the duplicate search is
performed via the "AND" operator, i.e., Creatio will look for records in which both the
code and the name are duplicated. When creating several rules with only one
attribute, e.g., if the first rule contains only the “Code” attribute and the second one
contains the “Name” attribute, then the duplicate search is performed via the "OR”
operator, i.e.,, displays records in which either the code or the name are duplicated.
Select the [Active] checkbox.

Select the [Use this rule on save] checkbox to use this rule while saving the record.
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Fig. 161 Creating a new duplicate search rule

Product duplicates. Code What can | do for you? >
CANCEL  ACTIONS ~ VIEW
type* Product Active Use this rule on save
Attributes  + 3

Code

5. Save the changes.

Creatio will display a message prompting the user to log in to the system again. As a result,
duplicate search will be performed according to the created rule, and the action [Show
duplicates] will appear in the corresponding section.

How to disable a duplicate search rule

You can deactivate a rule (permanently or temporarily) and it will not be used to search for duplicates.
To do this:

1. Open the system designer by clicking the button in the top right corner of the application

window.
2. Open the [Setup duplicates rules] link.
3. Select arule in the list and click [Open].
4. Remove the [Active] checkbox.
5. Save the changes.
As a result, the rule will not be used to search for duplicates. You can re-activate it anytime.
SEE ALSO

e How to set up a schedule for an automatic general duplicate search
e Bulk duplicate search

e How to search for and process duplicates

How to set up a schedule for an automatic general duplicate search

In Creatio, you can set up a schedule for an automatic general duplicate search, e.g., three times a
week. To do this:

1. Open the system designer by clicking the button in the top right corner of the application
window.

2. Open the [Setup duplicates rules] link.
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3. Select the [Setup automatic duplicate search] option from the [Actions] menu on the duplicate
search page.

Fig. 162 Opening the automatic duplicate search setup window

Duplicates rules

ACTIONS ~
&7 Filters/folder Show duplicate contacts

Show duplicate accounts

Account dug Setup automatic duplicates search %

4. Set the parameters for the automatic duplicate search on the [Duplicate search schedule] page
(Fig. 163):

Fig. 163 Duplicate search schedule setup

Schedule search duplicates settings | whatcanideforyou? >
CANCEL
Rule type seerehme Search days How often do you want to search
EEDEEE EEA iz for "Contacts" duplicates?
Leads 430FM TuTh,Sa at 330AM ¥ onthe following days of the week:
Accounts 11:00 PM Mo, Fr Monday Friday
Products 11:00 PM Sa Tuesday Saturday
Wednesday Sunday
Thursday

a. Select a section, for which the schedule will be configured. The list only displays the
sections that have at least one duplicate search rule configured.
b. Select the time for the search to run.
c. Select the day of the week for the search to run.
5. Click the [Apply] button.

As a result, a duplicate search will be performed automatically based on the active rules. Please
note that merging duplicates automatically is not performed in this case - all found records
need to be processed manually.

To disable the automatic duplicate search, clear the values in the time and date field, or clear the
checkboxes for the days of the week of the search and save the changes. The auto duplicate search will
be disabled in any of these scenarios.

SEE ALSO
e Searching for duplicates
e How duplicates are merged

e How the duplicate search works
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®  Arbitrary merging of records
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Data enrichment

Maintain the completeness and relevance of the customer base via the data enrichment functionality.
You can add new users to the system, and enrich contact and account data from all available sources
in a few clicks.

In Creatio, you can enrich data in three ways:
e add new contact data to the contact page from the correspondence
e add new account data from the open Internet sources
e enrichment of contacts and accounts data from their profiles in social networks
ATTENTION

To enable data enrichment from correspondence and open sources, Creatio on-site users will need to
specify a cloud service key in the corresponding system setting. More information about the setup is
available in a separate article.

CONTENTS
e Contact profile enrichment

e Account profile enrichment

SEE ALSO
e How to set up data enrichment

e Working with emails

Contact profile enrichment

Contact profile enrichment is a quick an easy way to update contact records with latest information
about their communications, addresses, noteworthy events and accounts in the system. You can create
a new contact from the incoming email, add new data to the contact page, link the contact record with
its profiles in social networks and obtain new data.

CONTENTS

e Enrichment of contacts from the incoming emails
Contact profile enrichment from the incoming email
How to enrich contact profile from the contact page
How to add a new contact from an email

®  Receiving contact information from Facebook
Connecting a contact to its Facebook account
Populating the contact page with Facebook information

FAQ on populating the contact page with Facebook information

SEE ALSO
e Account profile enrichment

Enrichment of contacts from the incoming emails

Smart enrichment allows you to maintain up-to-date contact data and create new contacts in a few
clicks. When an email is received from a contact, the system automatically searches for new
information about the contact in the message text, for example:

e contact full name
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e account name of the contact
e phone numbers
e email addresses
e social network accounts
e websites
If the information is found, you can add it to the existing contact or create a new contact record.
NOTE

If the communication option type cannot be determined for information found in the email signature, the
default communication option type will be assigned to the communication options added during
enrichment. For example, for phone numbers it will be “Business phone”. You can change the type of these
communication options on the contact page. The default communication option types are defined in the
[Default type of contact communication options] system setting.

CONTENTS
e Contact profile enrichment from the incoming email
e How to enrich contact profile from the contact page
® How to add a new contact from an email
e How to enrich contact profile from the case page

SEE ALSO

e How to set up data enrichment

Contact profile enrichment from the incoming email

The incoming emails are checked for enrichment data upon downloading. Creatio analyzes the data in
individual emails and email threads (enriching profile data of all thread participants). The signatures of
incoming email messages are compared with the contact records in the system. If enrichment data are

found, the button appears next to the message header in the email message area of the
communication panel.

To enrich a contact profile:

1. Click the button.

2. A menu with a list of all contacts to create or update records will be displayed. Select the
[Enrich "contact name"] action (Fig. 164)

Fig. 164 Enrichment of contacts from the incoming email

ﬂ John Smith

MNew agreement ENRICH DATA
Dear Andrew! A preliminary vt
be found in the attachment. Enrich John Smith
s ohn Smith
- Jo Delete

3. In the opened window, select the data you want to add to the contact page from the email
messages found in the signature (Fig. 165).
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Fig. 165 Data enrichment window

Enrnich contact

John Smith
Add new information
smith@alpha.com
+7985444 7229
+7495258 44 10
j_smith
SAVE CLOSE
NOTE

If the message is included in an email thread, the contact enrichment window will contain information on
both the current contact and any other contacts identified in the thread, such as contacts from a forwarded
message. Check the list of enrichment data before adding them to the system.

4. Save the new data.

NOTE

The contact data for enrichment, that were not selected by the user will be remembered by the system and
will not be offered for this contact anymore.

As a result, the information found in the emails will be added to the contact page and updated in all
correspondence for the previous 7 days. The new data will also be reflected on the profile data
complete indicator.

SEE ALSO
e How to enrich contact profile from the contact page
® How to add a new contact from an email
e How to enrich contact profile from the case page

®  How to process emails

How to enrich contact profile from the contact page

You can run smart enrichment of the contact data directly from the contact page. If enrichment data is
available, the button will appear in the contact profile. Data enrichment from the contact page is
similar to the enrichment data from an email message.

After adding the data to the contact page, the button will disappear from the email messages in
the communication panel and from the contact page.

SEE ALSO
e Contact profile enrichment from the incoming email

e How to add a new contact from an email
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How to add a new contact from an email

If an email is received from a contact that has not been registered in the system, the sender's data will
be displayed as "unrecognized” in the emails. In this case, you can create a new contact record directly
from the incoming email. To do this:

1. Open the emails area in the communication panel.

2. Select the author of the email for which you want to create a contact.

Tap the button.

4. Select the [Create “contact name”] from the data enrichment menu (Fig. 166).

Fig. 166 Creating a new contact from the email conversation

Hello! ENRICH DATA
Dear Sir! Let me introduce my

and | want to inform you abot Create John Black
a John Black

- Delete

iif] Beta LLC

5. Select the contact data that you want to add in the opened window.
6. Save the changes.

As a result, a new contact will be added to the system. The [History] tab of the new contact page
displays all email messages in the last 7 days where this contact appeared as the sender or recipient.
The email will be automatically linked to the new contact.

SEE ALSO
e How to set up data enrichment
e How to process emails

e Working with emails FAQ

How to enrich contact profile from the case page

Creatio enables you to enrich contact data directly from the email chain on the case page. Use data
enrichment on the case page to:

e populate the contact record with new data found in the email signature

e add a new email address to the contact page

e create a new contact based on the email and nickname of the applicant and specify it as a
contact for the case.

ATTENTION

Adding a new email address to the contact's page and creating a new contact from the email chain is only
available if automatic contact registration for unknown email addresses is disabled. Use the [Automatically
create new contacts for unknown email addresses] system setting to manage the way Creatio handles
unknown email addresses.
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Existing contact profile enrichment

The < button will appear in the email chain on the case page If Creatio detects new data in the email
signature (Fig. 167). The process is similar to the email data enrichment on the communication panel.

Fig. 167 How to enrich contact profile from the case page

< PROCESSING CLOSURE AND FEEDBACK CASE INFORMATION ATTACHMEN >

History

i, From: Justin Vernon

Qur office printer is not working. even though the
queue is being created Enrich Justin Vernon

ENRICH DATA

Read more Reply all with template

Adding a new email address for an existing contact

If the case was registered based on an unknown email address of an existing contact, you can easily
add the new address to the contact’s page directly from the case page. Click the [Connect to an
existing contact] button and specify the contact to enrich (Fig. 168).

Fig. 168 Adding an email address for an existing contact

NG CLOSURE AND FEEDBACK CASE INFORMATION ATTACHMENTS FEED >
o a
sm: Justin Vernon 91172017 at 3:53 PMvia
o . . . ENRICH DATA
ar office printer is not working. even though the print queue is
cared Create Justin Vernon

Connect to an existing contact

Reply all with template

Upon adding a new email address to the contact’'s communication options, the email will be displayed
on the [Email] detail on the contact’s page. Creatio will prompt you to select the contact as the main
contact in the case.

Creating a new contact

If the case was created based on an email from an unknown contact, you can also create a new
contact from the case page. Adding a new contact that way is similar to adding a contact from an
email on the communication panel (Fig. 169). Creating a new contact only requires the name and the
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email address of the case contact, specified in the "From” field in the email (e.g., John Best,
<john.best@gmail.com>).

Fig. 169 Creating a contact from an email on the case page

NG CLOSURE AND FEEDBACK CASE INFORMATION ATTACHMENTS FEED >
am: Justin Vernon 9172017 at 3:53 PM via
- ) 7 7 ENRICH DATA
ar office printer 1s not working, even though the print queue 1=
eated Create Justin Vernon

Connect to an existing contact

Reply all with template

The email used to create a contact will be displayed on the [Email] detail on the contact’s page. Creatio
will prompt you to select the contact as the main contact in the case.

SEE ALSO
e How to add a new contact from an email

e Contact profile enrichment from the incoming email

Receiving contact information from Facebook

Integration with Facebook allows you to maintain the information about contacts stored in the system.

Run the [Update with social networks data] action to receive additional information about a contact. To
run the action, specify the Facebook account on the [Communication option] detail of the contact
page.

CONTENTS

e Connecting a contact to its Facebook account

e  Populating the contact page with Facebook information

e FAQ on populating the contact page with Facebook information
SEE ALSO

®  Receiving account information from Facebook

e Setting up additional parameters and integrations

Connecting a contact to its Facebook account
1. On the contact page, expand the [Communication options] detail and click the button.

NOTE

Only one communication option with the “Facebook” type can be added on the contact page
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NOTE

If you have not used Facebook integration before, when you click the button, the Facebook
authorization window will open

2. The displayed Facebook search page will contain public pages and profile pages of the contact,
if any. You can change the search criteria or enter the link to the page in Facebook if it is known.

NOTE

If the link to the Facebook profile of the account does not have a numeric user ID, the profile will not be
displayed among the results.

3. Select an account to add to the [Communication option] detail of the contact page (Fig. 170).

Fig. 170 Selecting a contact account

q') Cancel
Alexander Wilsorq m ﬂ Search on Facebook

~ Select page

MName Category

9' Alexander Wilson Public figure

1?) Alexander Wilson

As a result, a new record with the "Facebook” type will be added to the [Communication
options] detail. If the account doesn't have a photo, it will be added from the Facebook page.

NOTE

If a contact has both a profile page and a public page, it is recommended to add the public page to the
[Communication options] detail because the public page contains more information about the contact.

SEE ALSO
e Populating the contact page with Facebook information
e FAQ on populating the contact page with Facebook information

e Connecting an account to their Facebook account

Populating the contact page with Facebook information

Let's review the example of populating the contact page with photo from the Facebook page of the
contact.

NOTE

Populating the contact page with data from the Facebook public page is described in the “Populating an
account page with Facebook information” article.

1. On the contact page, expand the [Communication option detail] and make sure the contact is
connected to the proper Facebook account.

2. Select the [Update with social networks data] option from the [Actions] menu (Fig. 171).
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Fig. 171 Selecting the [Update with social networks data] action

Actions ~

Set up access rights

Unfollow the feed

Update with social networks dala[}s

3. On the displayed page, you can select a new contact photo and click the [Save] button.
As a result, the contact photo on the contact page will be updated.
SEE ALSO
e Populating an account page with Facebook information
®  Fields completed in Creatio from a Facebook page

e FAQ on populating the contact page with Facebook information

FAQ on populating the contact page with Facebook information
e Why searching by user page address on Facebook returns no results?

e Why aren't some of the existing pages displayed among the results of the search by Facebook user name
and last name?

®  Why does the [Update with social networks data] action result in different amount of fields updated for
different contact records?

e Why the field for entering Facebook address becomes inactive after a Facebook profile has been added?

e How to obtain access to the Facebook page of the contact if it is protected by privacy settings?

Why searching by user page address on Facebook returns no
results?
In the Facebook social network, in addition to profile page, a user can have a public page. Facebook

public pages are visible to everyone, regardless of whether a viewer is a registered Facebook user or
Page fan.

Due to changes in Facebook privacy policy, searching for a user profile by unique page name is
unavailable for third-party applications. If the link to the Facebook profile of the account does not have
a numeric user ID, the profile will not be displayed among the search results. For example, search
request “www.facebook.com/zuck” will return no results, while searching for “https://
www.facebook.com/4” will return Mark Zuckerberg's page. You can also search by user’s first and last
names.

Searching for public pages has not changed, they can be found using direct links of any type.

Why aren’t some of the existing pages displayed among the results
of the search by Facebook user name and last name?

Facebook search data is provided through the Facebook API. If a Facebook user restricted indexing of
their page by search systems, this user’s data will not be found by Creatio.
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To search for personal pages via third-party applications, a user must permit tho show their profile in
search results (Fig. 172).

Fig. 172 Facebook privacy settings page

% General Privacy Settings and Tools
3 Security
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anguage friends of friends or Public?
@ notifications Whe can contact me? Who can send you friend requesis? Everyone Edit
[ mobile
Wha can look me up? Who can ook you up using the email addressyou  Everyone Edit
B Followers provided?
B Apps Who can look you up using the phone numberyou  Everyone Edit
2

1) Adverts provided
&I Payments Do you want search engines outside of Facebook to link to your Profile? Close

€ Support Inbex ; .
= When this seting is on, search engines may link to your Profile in heir results
{5 videos = When this setting is of, search engines will stop linking to your Profile, but this
may take Some time. Your Profile can stil be found on Facebook if people search
for your name

[# Allow search engines outside of Facebook to link to your Profile

Why does the [Update with social networks data] action result in
different amount of fields updated for different contact records?

Due to changes in Facebook privacy policies, third-party applications can obtain limited amount of
information from personal user pages. If a contact has both a profile page and a public page, it is
recommended to add the public page to the [Communication options] detail because the public page
contains more information about the contact. The list of Creatio fields that can be filled in from a public
Facebook page is available in a separate article.

Why the field for entering Facebook address becomes inactive after
a Facebook profile has been added?

When adding a new Facebook profile link, the field becomes unavailable for editing because Facebook
API generates an individual link for every contact.

How to obtain access to the Facebook page of the contact if it is
protected by privacy settings?

If the Facebook personal page of the contact is protected by privacy settings, the contact data cannot
be enriched from this page. This is due to Facebook privacy policies,. To quickly switch from Creatio to
contact data on Facebook, add a link to the user profile on the contact page as a communication
option of the "Web" type. This link can be obtained from the enrichment of contacts from the
incoming emails if the contact has links for profiles in social networks in the signature or after the
search in Facebook.

SEE ALSO
e Connecting a contact to its Facebook account

e Populating the contact page with Facebook information
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e Fields completed in Creatio from a Facebook page

Account profile enrichment

You can save time on searching and entering contact details of an account using the profile
enrichment function. Profile enrichment includes:

e Adding company website address and logo on a new account page. This function is performed
if you select one of suggested company names from the drop-down list when filling out the
[Name] field of a new account record. Read more >>>

e Adding communication options to an account page: phone numbers, email addresses and
social network profile. This is performed automatically, when you run the [Enrich data] action.
Read more >>>

e Adding information from the social network public pages to an account page. Performed by
the [Update with social networks data] action. Read more >>>

To enable data enrichment, Creatio on-site users will need to specify a cloud service key in the
corresponding system setting. Read more >>>
CONTENTS

e How to enrich the account data from the open Internet sources

®  Receiving account information from Facebook

SEE ALSO

e Contact profile enrichment

e Setting up additional parameters and integrations

How to enrich the account data from the open Internet sources

Use the [Enrich data] action to run automatic search for account information. Click the button to
run this action.

NOTE

To access the data enrichment function, you need to have permission for the [Can enrich account data]
system operation.

NOTE

Before running the data enrichment, make sure that the account profile contains at lease company name
and website address.

As a result, Creatio will search open sources for the following account data:
e email addresses
e phone numbers

e account profiles in Twitter, LinkedIn, Google+, Youtube, Instagram, SlideShare and Pinterest
social networks.

When the search is complete, a window with a list of found communication options will open (Fig. 173).
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Fig. 173 Data enrichment window

Facebook https://www.facebook.co..
Twitter https://twitter. com/#/Ter..
Web http/fwww slideshare ne.
PrimaY 41 617 765 7007

Email info@

Q

ADD CLOSE

You can edit the communication options in this window. Select records that must be added to the
account page and click [Add]. The data will be saved on the account page:

e email addresses will be saved as “"Email” communication options

e phone numbers will be saved as "Primary phone” communication options

e Facebook profile pages will be saved as "Facebook” communication options

e Twitter profile pages will be saved as "Twitter” communication options

e LinkedIn, Google+, Youtube, Instagram, SlideShare, Pinterest profile pages will be saved as
"Web" communication options.

To run the search again, click the 47 button in the data enrichment window.

NOTE

You can change the number of displayed communication options of each type using system settings. Read
more >>>

SEE ALSO
e How to set up data enrichment

e Account data enrichment from the open Internet sources FAQ

Account data enrichment from the open Internet sources FAQ
e Data enrichment cannot find account information. Why?
e Why does the list of found data contain invalid values?

e How do | limit the number of records in the data enrichment window?
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Data enrichment cannot find account information. Why?

Data enrichment function searches account information in open sources. The list of the sources is
confidential. If the search does not return any account information, please try the following:

e Ensure that data enrichment function is properly configured in your Creatio.
e Ensure that account name matches the corresponding company name.

e Add at least one company website in the [Web] field of the account page. Ensure that the
specified website address is correct.

e Specify company email.

e Check the [Social links enrichment limit], [Phone number enrichment limit] and [Email
enrichment limit] system settings. Their values must not be “0".

If the problem persists, the following may be the case:

e There is no information about the company in the open sources, or Creatio could not find the
company based on the entered data. Please contact Creatio support and send a list of
companies that cannot be found. We will use this information to improve the data enrichment
function.

e Creatio was unable to find new information. All information obtained through data enrichment
is already available in the account profile.

New Creatio versions will use more sources and better search algorithms for data enrichment.

Why does the list of found data contain invalid values?

Creatio searches information in unstructured data from the open sources using Al-like algorithms that
can process unclear data. As a result, the data enrichment window may contain invalid communication
options. We recommend reviewing the data enrichment results before saving them in the account
profile.

The data search and recognition algorithms will be perfected with each Creatio update.

How do | limit the number of records in the data enrichment
window?

Open sources may contain dozens of communication options for certain companies, such as emails of
different departments, branches and offices. Use the following system settings to limit the number of
different types of communication options displayed in the data enrichment window:

e [Social links enrichment limit]
e [Phone number enrichment limit]
e [Email enrichment limit]
By default, each limit is set to “10".
To change the limit:
1. In the system designer, open the [System settings] section.

2. Go to the [Creatio cloud services] > [Data enrichment] folder and open the needed system
settng.

3. Inthe [Default value] field, enter the maximum number of communication options to display in
the data enrichment window.
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As a result, Creatio will limit the number of communication options of this type displayed in the data
enrichment window.

SEE ALSO

e How to enrich the account data from the open Internet sources

Receiving account information from Facebook

Integration with Facebook allows you to maintain the information about accounts stored in the system.

Run the [Update with social networks data] action to receive additional information about an account.
To run the action, specify the Facebook account on the [Communication option] detail of the Creatio
account page.

CONTENTS
e Connecting an account to their Facebook account
e Populating an account page with Facebook information

e Fields completed in Creatio from a Facebook page

Connecting an account to their Facebook account

1. On the account page, expand the [Communication options] detail and click the button.
NOTE
If you have not used Facebook integration before, when you click the button, the Facebook

authorization window will open.

NOTE

To add one more communication option with the “Facebook” type to the existing ones, click [Add] —>
[Social networks] —> [Facebook]

2. The displayed Facebook page will contain the list of public pages that meet the search criteria.
You can change the search criteria or enter the link to the account page in Facebook if it is
known.

3. Select the Facebook accounts to add to the detail (Fig. 174).

Fig. 174 Selecting the public pages of a Creatio account

Cancel
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v . Axiom Company
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As a result, a new record with the "Facebook” type will be added to the [Communication
options] detail.

Populating an account page with Facebook information

4. On the account page, expand the [Communication option] detail. Make sure that the detail
contains the needed Facebook pages of the account.

5. Select the [Update with social networks data] option from the [Actions] menu (Fig. 175).

Fig. 175 Selecting the [Update with social networks data] action

Actions ~

Set up access rights

Unfollow the feed

Update with social networks dala[}S

The displayed page will contain the account data stored in Creatio and the information from all
Facebook public pages that are specified on the [Communication options] detail of the account
page.

6. Analyze and select the data to add to the existing account information:

a. On the [Communication options] detail, select the communication options to be saved
in Creatio. To add a phone number, specify its type, for example, “Primary phone” or
"Extension number” (Fig. 176).

Fig. 176 Selecting a communication option type

~ Communication options

v Web ¥ www.axioma-soft.co
v Selecttype ¥ +1412 7729432
Email
Alternate phone [}S

Primary phone

Fax
b. On the [Address] detail, enter the value in the [Address type] field. If necessary, edit the

following fields: [City], [State/province] and [Country] (Fig. 177). Select the addresses to
be saved in Creatio.
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Fig. 177 Selecting an address type
~ Addresses

Address type Address City State/province Countn ZIP/postal code

v 85 46th Street New York New York United States 29626

Delivery {b

Actual

Legal

c. Edit the information on the [Noteworthy events] detail by specifying the event type, for
example, “Company foundation day".
d. If necessary, edit the [Notes] detail.
After you edit and save all the needed data from Facebook, click the [Save] button on the
page.
As a result, the information will be added to the corresponding page details.

ATTENTION!

On the population page, if you deselect the information that has been previously added to Creatio, this
information will be deleted from the account page after the data population is completed and the changes
are saved.

Fields completed in Creatio from a Facebook page

Let's review the list of fields that can be populated in Creatio based on the data from Facebook. Fields
of the public page that can be mapped to the Creatio fields are located on the [About] tab of the
Facebook public page and are described below.

Facebook field Creatio field
Website Web is saved on the [Communication options] detail.
Phone To save a phone number, in Creatio, specify its type, for

example, “Business phone” or "Mobile phone”. is saved
on the [Communication options] detail.

Email The email address. is saved on the [Communication
options] detail.
Start Date The start date is saved on the [Noteworthy events]
detail.
Address The address. is saved on the [Addresses] detail.
Short Description Notes are saved on the [Attachments and notes] detail.
SEE ALSO

L]
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Approvals

Creatio enables the users to submit records for approval by other users who can choose to approve or
reject the record. There are two types of approvals based on who the approver is:

e Approval by a specific employee, for example, a department manager.
e Approval by an employee of the specific role (user group), such as “Finance department’,
"Administration”, etc.

NOTE

To submit one record for approval to several employees, create an approval for each of them.

By default the approval functions are available in the [Contracts], [Invoices], and [Orders] sections. You
can enable approving in any section.

How to approve a record

If someone has submitted a record for your approval, you can approve, reject or forward it to another
employee. You can manage your pending approvals with the help of:

e The notification center on the communicational panel. Read more >> >
e The [Approvals] tab on the section record page. Read more >>>
e The action panel of the record page. Read more >>>
CONTENTS
e How to set up approvals

e [Approvals] tab

How to set up approvals
To set up approvals in a section:
e Enable the approval function in the section wizard.
e Setup approving process in the in the process designer or case designer.

How to enable approving in the section

1. Select the [Open section wizard] option from the [View] menu in the list of the corresponding
section.

2. Select the [Enable approval in section] checkbox on the [Section] tab.
3. Save the changes. Saving may take some time.
As a result:

e The [Approvals] tab will appear on the section record pages (Fig. 178). You may need to refresh
the record page to display the tab.

e A new tab will appear in the notification center for approvers where they can view pending
approvals and process them (Fig. 179).

NOTE

Enabling approvals in the section wizard will not automatically create a business process or case for
approving. You will need to set up the process or case manually

161 ACCELERATE™



ATTENTION

After enabling approving in section it is not possible to clear the [Enable approval in section] checkbox. If you
do not use this function, delete the [Approvals] tab from the section page. Read more >>>

Fig. 178 [Approvals] tab on the [Documents] section record page

HISTORY APPROVALS ATTACHMENTS AND NOTES FEED >

John Smith John Smith 9/25/2017 3:33 PM Yes Positive No

Fig. 179 Tab with the approval notifications

- & G

P

the Contract for Approval

t The new Contract

How to set up the approving process

Depending on the specifics and complexity of your approval process, you can set up your approval
sequence in:

e the process designer

e the case designer.
If the approval process is complex and has several stages, use the process designer.
If the approval process is simple and has no complex conditions and transitions, or if it does not have a
set sequence and is difficult to structure, use the case designer.

NOTE

More information about setting up the section cases can be found in the process setup documentation.
e [f you set up approvals in the case designer, the approval will be created automatically when a
corresponding case stage is activated.

e If you set up approvals in the business process designer, user the [Approval] business process
element to specify the approval’s behavior.

[Approvals] tab
The [Approvals] tab is displayed on the record page if the approvals are enabled in the section
(Fig. 180).

NOTE
By default the tab is available in the [Contracts], [Invoices], and [Orders] sections. Adding the tab to another
section can be preformed in the section wizard. Read more >>>
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Fig. 180 [Approvals] tab on the record page.

GENERAL INFORMATION CONTRACT DETAILS HISTORY APPROVALS ATTACHMENTS Ab

9/25/2017 3:33 PM Yes Positive No

The [Approvals] detail contains information about all approvals created for the current record.

Approval objective Purpose of the approval. The field is populated once the approval is
created.
Approver An employee or a specific role that was specified as an approver when

the approval was created. If a role is selected instead of specific user, any
employee who is a member of the organizational role can process the
approval. The field is populated once the approval is created.

Set by Name of the employee who processed the approval.
Set on Date and time when the approver processed the approval.
Delegation permitted If this checkbox is selected, the approver can forward the approval to

another employee or a group.

Status Approval result, (“Positive”,"Negative”, etc). If the approval has not been
processed yet, it has the "To set” status.

Delegated from Name of the employee who forwarded the approval. This field is
populated if the approver choses to delegate the approval. For example,
initially, a sales department manager is specified in the [Approver] field. If
the approval is later delegated to the finance department, the
[Delegated from] field will be populated with the name of the sales
department manager.

Canceled The checkbox indicates that the approval has been canceled and
another approval is valid at the moment. You cannot cancel an approval
manually, the checkbox is selected and cleared automatically, according
to the business logic of the approval process. For example, Creatio can
automatically select the [Canceled] checkbox for the current approval if
the other approval of the same record from the same approver has the
“Negative” status.

Notes Approver's comments about the approval result. The field is filled in once
the record is approved or rejected.

Waiting for my The checbox enables filtering the approvals with the [Canceled]
approval checkbox cleared, whose approver is the current user.
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Approving actions
Use additional commands in the actions menu of the [Approvals] detail to manage approvals.

[Show all approvals]/[Show active approvals] — displays all approvals for the record, or only those for
which the [Canceled] checkbox cleared. By default, it displays active approvals only.

[Approve] — sets the approval with a positive result. After you confirm the action, the approval status
will be changed to "Positive”.

NOTE

By default, the approval comments are optional. You can make the [Comment] field required by editing the
[Accept approval without comment] system setting

[Reject] — sets the approval with a negative result. Select this action to open an additional window for
entering approval comments. After you confirm the action, the approval status will be changed to
“Negative”.

[Change approver] — changes the employee assigned as approver. The action is available for
approvers if the [Delegation permitted] checkbox is selected for the approval and the [Delegated from]
field is not filled in. This action opens a list of users and user groups that comprise the organizational
structure of your company. The user selected in this list will be specified in the [Approver] field, and the
current user will be specified in the [Delegated from] field.

[Delete] — deletes the selected approval. Requires administrator privileges. An approval can only be
deleted after being approved/rejected by the approver or if it is canceled.

The [Approve], [Reject], and [Change approver] commands can be used for approvals in the “To set”
status. The [Canceled] checkbox should be cleared.

Approval notifications

You can enable approval's email notifications in the properties of the [Approval] element in the
business process or case.
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The command line

Use Creatio command line (the field labeled "What can I do for you?") to quickly access the frequently
used operations, such as opening a record page or running a business process.

The command line is similar to the search line of web search engines. For example, enter the name and
click > button or press the [Enter] key, to find a contact record.

Execute other commands in the same way. For example, enter the command “Create Contact” to
instantly open a new contact page or “Run Process” to launch the corresponding business process. The
command line can recognize several variations of the same command. For example, both the “Create
Contact” and the “Add Contact” are both valid commands.

If you enter a partial command, the system will offer you a list of several options. For example, if you
enter "Create A", the system will offer the following options: “Create Account” and “Create Activity”.

CONTENTS
®  Global search

®  Navigation in the system
e (reating records
e  Business process launch

e The command line setup

Global search

You can search the system data by entering a search query in the command line. Creatio always
searches in all sections (including custom sections).

NOTE

On-site users need to perform preliminary registration of the global search. Learn more in the “Global search
setup” article

How to search

e The records are searched by their text and lookup fields as well as the following details:
[Addresses], [Communication options] and [Banking details]. For example, you can find an
account by its alternative name, phone number, address or account number.

e Files and links on the [Attachments and notes] tab of the record page can be found by their
name or description.

e Search requests are processed taking into account common typos and morphology of different
word forms in English (other languages are not currently supported). The query is not case-
sensitive. You only need to enter the search text, for example, contact last name or the name of
the knowledge database article. For a more accurate search, add more details to your search
query, for example, “ronald young director future vision".

NOTE

To include certain section’s data in global search results, open the section wizard for the necessary section
and select the [Indexing for full-text search] checkbox. Learn more about indexing in the “How to configure
section properties” article.

Indexing is enabled in the following sections by default: [Contacts], [Accounts], [Employees], [Knowledge
base], [Leads], [Opportunities], [Products], [Orders], [Invoices], [Contracts], [Documents], [Projects],
[Services], [Service agreements], [Configuration] (advanced settings), [Cases], [Problems], [Changes],
[Campaigns], [Events] and [Marketing plans].
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How the search results are displayed

The search results are displayed as a list of records containing the text of the search query or a part of
it. The text that matches the search query is highlighted in bold for each found record (Fig. 181).

Fig. 181 A list of search results
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The results are ranked by relevance both in the actual results list and with any configured filters. For
example, if the search is performed from the [Contacts] section the records of this section are
displayed at the beginning of the list, and records from other sections of the system will be displayed
below. For example, if you set up a filter by contact on the search result page, contacts with matching
names will be displayed at the top of the list.

If a user does not have permissions for a specific object column, e.g., for viewing an invoice amount,
such column is not displayed on the page of global search results.

NOTE

The rules for displaying search results are determined using the [Global search default entity weight] and
[Global search default primary column weight] system settings.

To display search results taking morphology, typos and fuzzy matches into account enable the [Display
search results with partial match] system setting.

To manage the amount of displayed search results with partial match and increase the chances of finding
data for inaccurate search requests, set a value for the "Match threshold for displaying in search results
(percent]” system setting.

System settings are described in more detail in “The [System settings] section” article.

Example: searching contacts by phone number

Lets find a contact by its phone number.

1.

Enter the phone number in any format in the command line. You can enter only part of the
number, with or without special delimiter characters.

Click the > button or press the [Enter] key.

After processing the search query, a list of results will be displayed with the contact you were
looking for at the top of the list and other records that contain the entered phone number
afterwards.

SEE ALSO

L]
L]
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®  The command line setup

®  Global search setup

Navigation in the system

You can use the Go to section command of the command line to quickly display contents of any
folder in any section. For example, while working with the [Activities] section, you can easily open the
"Customers” folder in the "Accounts” section. To do this, enter the command: “Go to section Accounts
Customers”.

When you enter the command, the drop-down list will display commands for opening other folders in
that particular section.
SEE ALSO

e  (Global search

e (reating records

e  Business process launch

e The command line setup

Creating records

To create records from the command line, use the Add command. When you enter it, the drop-down
list will display commands for creating records in various sections, such as "Add Activity”, "Add
Contact’, etc.

The name of the new record can also be specified as part of the command. For example, enter "Add
Contact Jones” in order to create a contact whose last name is “Jones”. As a result, a contact page will
be opened containing “Jones” in the [Full name] field.

SEE ALSO
®  Global search
e Navigation in the system
e  Business process launch

®  The command line setup

Business process launch

To start a business process, enter the Run process command and the process name in the command
line. For example, if there is a “New employee registration” process set up in the system, enter the “Run
process New employee registration”.

NOTE

The list of processes available for selection in the command line is defined in the [Process library] section.
Managing your business processes is described in a separate book.

SEE ALSO
®  Global search
®  Navigation in the system
e (reating records

e The command line setup
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The command line setup

To create new commands for the command line, enter: Add Custom command. You can specify the
command text (for example, "My tasks"), select the key word (for example, “Go to section”) and then
stipulate additional parameters depending on the selected key word (for example, you can choose the
[Activities] section and dynamic folder "My tasks").

Key words represent types of operations that can be performed by the command line.
e Search - for finding records.
e (o to section — for navigating through sections and folders.
e Add - for creating records in system sections.
e Run process — for launching a business process.
NOTE

If any objects were configured in the system, for example, new sections were renamed or added, then to
make them appear in the command line, you must perform the action "Generate metadata for command

line macros" in the system settings page. This action is available by clicking the & button in the right upper
corner of the advanced settings page.

SEE ALSO
®  Global search
®  Navigation in the system
e (reating records
e  Business process launch

VIDEO TUTORIALS

e (reatio inetrface overview
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User profile

The profile page is used to set up individual settings for current user.
There are several ways to open the user profile page:

e Choose the [User profile] option from the main menu.

e Click the [Profile] link on the home page.

e Click the profile picture at the top right corner of the window and select [Your profile].

Change password Click this button to change your account password in Creatio. You will
need to re-enter current password.

Localization Select the interface language. This affects only common interface
captions and does not change the language of the section records and
lookup values.

Time and date format Time and date format For example, when you select the "Brazilian
(Brazil)" time format, the date will be displayed as dd.mm.yyyy, 00:00 and
if you select "English (USA)" — mm/dd/yyyy 00.00 PM
The time and dates on record pages both in the list and in the exported
files are displayed in the format specified in the user profile.

Time zone Select the default time zone. The list of available time zones is
configured in the [Time zones] lookup.

The command line Set up the list of additional commands recognized by the Creatio

settings command line, for example, commands that are used for viewing a list of
your tasks or any other group of records. These commands are custom
so they are only available for the users who added them.

Configuring the Call Configure agent's telephony parameters, such as telephony server
Center parameters address, phone line, login and password.
Email accounts To send and receive email messages in Creatio, set up the parameters of

your email accounts using the [Email accounts] button. Here you can
also view the number of new messages that has been received in each of
your mailboxes.

Accounts in external You can synchronize Creatio contacts with your Google contacts, as well

resources as Creatio tasks and meetings with your Google calendar. Facebook and
Twitter can be used to search for additional data and contacts within
your social networks.

Restore default Restore default interface settings, such as column layouts in section lists,
settings parameters for sorting records, etc.
NOTE

The system automatically saves custom interface settings, such as list columns layout, parameters for sorting
records, etc. For each section, it also saves the information about active system views (sections will open in
the views that were selected for them previously).
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NOTE

The list of available time zones in the [Time zones] lookup must match the list of time zones set up on the
production server with the deployed Creatio.

SEE ALSO
®  Phone integration
® Integration with email services by the IMAP/SMTP protocol
® Integration with the MS Exchange service
®  Integration with Google services

e  |ntegration with social networks

VIDEO TUTORIALS

e (reatio inetrface overview
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Working with emails

Email integration features in Creatio enable you to enrich the history of your cooperation with
customers. The emails that you receive will be automatically bound to other objects in Creatio. You can
create and manage emails and run business processes by email directly in Creatio.

NOTE

To receive and send emails in Creatio, you need to set up the email provider connection parameters, add an
email account and set up mailbox synchronization. If your email provider uses IMAP/SMTP protocol, you will
need to set up the integration with the mailbox by IMAP/SMTP protocol. There are pre-configured providers
for popular email services, such as Gmail, Yahoo and AOL mail. If you use the MS Outlook email service, set
up the integration with MS Exchange.

Open the email area by clicking the button on the communication panel. The button counter

displays the number of unread email messages.

At the top of the [Email] tab on the communication panel you can see filters and buttons for managing
emails (Fig. 182). You can:

e Create a new email-message. Read more >>>

e Add a new account and set up your mailbox. Read more >>>

e How to upload emails to Creatio Read more >>>

e You can filter your mails, for example, display only the outbound or unprocessed email
messages.

Fig. 182 Filters and buttons for managing emails

Incoming = Processed - |_—|+

Email messages are displayed as a list. You can see the sender’s data, time of sending, email subject
and the initial text in every email. At the bottom of each email you can see the icons of all bound
objects (Fig. 183). You will understand what Creatio records your email is bound to and what additional
data you have at a single glance.

Fig. 183 Displaying of email bound objects on the communication panel

Incoming - Mot processed w &4

9 John Best

Invitation to "Marketing and Advertising Strat..
Dear Mr. Baker, we are happy to invite you to "Marketing
and Advertising Strategies 2018" conference

NOTE

You can learn more about how to bind email messages to other Creatio objects automatically or manually in
separate articles

How to set up automatic binding of emails to other Creatio objects. Read more >>>

How to bind emails to Creatio records manually. Read more >>>
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SEE ALSO

Integration with email services by the IMAP/SMTP protocol

Integration with the MS Exchange service

VIDEO TUTORIALS
Email with Marketing Creatio

How to create a new email from the communication panel

1.

Click the button on the communication panel.

2. To create an email, click the | =21 | button.

3. On the email page, populate the required fields:

172

In the [From] field select the mailbox to use for sending this email. If you configured an
email signature, it will be added to the text area.

Specify the recipient's email.
If necessary, click the [Cc] and [Bcc] buttons to display the [Carbon copy] and [Blind
carbon copy] fields.

Specify the subject of the message.
Enter the body of the email.

To add an image to the email body, paste it from the clipboard or drag-and-drop the
image to the email text (Fig. 184).
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Fig. 184 Using the drag&drop feature to add an image

From John Best <john._best business@gmail...

Ralph Watson <ralph.watson jr@gmail.com=; CC B

Subject A new regular update package

< MESSAGE GEMNERAL INFORMATION ATTACHMENTS FEED >
Verdana 14 B I U A~ Ab - iz =
E =E =E B 0 A A
system setting values will be ignored for security purposes. o

A new update package ‘

= l. L

4. Click the [General information] tab.

a. Populate the standard activity fields (such as [Show in calendar], [Start], [Due], etc.) if
the email must be displayed as a calendar activity.

b. If the email is bound to other Creatio objects, such as accounts and documents,
populate the corresponding fields in the [Connected to] field group.

5. To add an attachment, click the [Attachments] tab of the email page.
a. Click the [Add file] button.
b. Inthe opened window, select the file to attach.

NOTE

By default, the maximum size of an attachment is 10 MB. You can change this value in the "Attachment max
size" (MaxFileSize) system setting

6. Click the [Send] button.

As a result, the email will be sent from the mailbox, specified in the [From] field to the
addresses specified in the [To], [Cc] and [Bcc] fields. The email sending status will be changed
to "Completed”.

SEE ALSO
® How to create a new email based on a template
e How to upload emails to Creatio

e How to set up a personal mailbox
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How to create a new email based on a template

You can use email templates when sending emails with the action panel button. The action panel
is available in several system sections, such as [Contacts], [Accounts], [Leads], etc.

To create an email based on a template:

1. Click the button on a record page action panel.
2. Inthe email message area, populate the needed fields ([From], [To], [Subject], etc.).

3. Instead of entering a message text, click the [/...] button to open template lookup (Fig. 185).

Fig. 185 Selecting a template for an email

To Alexander Wilson =._ CC BCC From” John Best -

ubject”™ Best wishes on your birthday

age will be sent via email

{b SEND

Templates

4. Select the needed template.

NOTE

The template list displays the records from the [Email templates] lookup. If you are creating an email from a
contact page, the list displays only those templates that have the "Contact” specified as a source of macros,
as well as any templates that have no source specified at all. Same applies to accounts, leads, etc.

As a result, the text of selected template will be added to email. Macros, such as recipient’s
name and sender’s name will be highlighted in the text.

5. Edit the template text, if needed, and click the [Send] button.
NOTE

Email templates are available only when sending emails from the action panel. Email templates are not
available when creating a message through the communication panel, or from the [Communication options]
detail on pages of certain Creatio sections.

You can add and modify templates in the [Email templates] lookup. The content designer is used for
creating and editing email templates.

SEE ALSO
e Content designer
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How to upload emails to Creatio

1. Click the button in the communication panel.

2. Fromthe ° menuy, select the [Synchronize email] option (Fig. 186).

Fig. 186 Synchronizing email

ncoming - Not processed A 5 @
L
notify@salesforceig.com New email account
Synchronize email b
John D invited you Go to mailbox settings

/#* Linked Styles */ body { padc
i EDIT EMAIL ACCOUNTS

example@gmail.com

As a result, emails will be downloaded from the synchronized email server folders. Email
attachments will be automatically added to the [Files] detail of the [Attachments] tab.

NOTE

You can set up periodic synchronization of the email account using synchronization setup page.
SEE ALSO
e How to process emails
e How the fields are populated for downloaded emails

®  How to set up a personal mailbox

How to process emails

An email is considered processed if either the [Account] or [Contact] is specified and at least one of
the connection fields, for example, [Opportunity] or [Contract], is filled in.

NOTE

Emails in which the [Contact], [Account] and [Case] fields were automatically populated are not processed.

When uploaded, the emails are processed automatically according to the email binding rules. For
example, if the subject of the email contains an invoice number, this email will be automatically
connected to the corresponding invoice. Read more >>>

NOTE

An email is considered processed if the [Needs processing] checkbox on the email page is cleared. The
checkbox is selected/cleared automatically.

The emails that were not processed automatically require manual processing. To process an email:
1. Display the unprocessed emails by selecting the [Not processed] filter (Fig. 187).
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Fig. 187 Filtering emails

ncoming » Mot processed -

d

Processed

Mot processed lk

2. Select the email to process (Fig. 188).

Fig. 188 Selecting an unprocessed email

Incoming -~ Mot processed i

Case SR_182 was registered

Hello, Ralph! According to your request, we have
registered the Incident #5R_182 "Weak Wi-Fi sign

2 Ralph Watson

B~ Bind to Account L\\) Q

3. Bind an email to Creatio records. More information about binding emails is available in a
separate article.
4. Click the [Mark as processed] button.

As a result, this email will no longer be displayed in the list of unprocessed emails and the
[Needs processing] checkbox on its page will be cleared. To view the list of processed emails,
select the [Processed] filter in the filter area.

SEE ALSO
e How to upload emails to Creatio
®  How the fields are populated for downloaded emails
e How to set up rules for binding emails to other Creatio objects automatically
e How to bind emails to Creatio records manually
®  How to create a new record in a section based on an email message.

®  How to set up a personal mailbox

How to run a business process by email

You can set up the list of business processes involved in the email management. For example, if a
customer expresses interest in your products in his email, a new lead has to be created, if the email
contains a request or a question, the system has to register a case.
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NOTE

Detailed descriptions of the business process automation is available in the Creatio business process
documentation.

To run a business process by email:

1. Click the button on the communication panel.

2. Select the email to run the business process by.

3. From the menu, select the process to run by the current email (Fig. 189).

Fig. 189 Running a process by email

Q ralphwatson@gmail.com
) Delete
Information or

Hello Jonh! How are you RUN PROCESS
on the invoice is attachet
Run email processl}

As a result, the business process will be run by the selected email.
NOTE

To display the business process in the menu of the email, add the “Email Process” tag, as well as a
parameter with the "Recordld” code and the [Unique identifier] data type in the business process parameters
(see business process documentation for more information).
You can change the tag using the “Email processes tag” (EmailProcessTag) system setting.

SEE ALSO

e How to process emails

e How to set up a personal mailbox

How the fields are populated for downloaded emails
Each time an email is downloaded, Creatio automatically performs initial email processing.

1. The [From] field value is associated with the communication options of contacts and accounts
registered in the system. If the match is found, the [Account] and [Contact] fields on the email
page will be automatically filled in.

2. If no match is found, the system analyzes the values in the [To], [Cc] and [Bcc] fields. Then, if

the match is found, the [Account] and [Contact] fields on the email page will be automatically
filled in.

NOTE

When matching the [To], [CC] and [BCC] fields with contact communication options, any contacts connected
with Creatio user records will be ignored.

3. Creatio also verifies the rules for binding emails to other Creatio objects. For example, if the
email subject contains an invoice number, the email will be automatically bound to the
corresponding Creatio invoice. Read more >>>
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The emails uploaded to Creatio will be populated as follows:

Creatio field name Email message field name

From Values of the corresponding email fields.

To

Cc

Subject

Body Message body.

Start date Date and time when the email was created in the mailbox.
Due

Author User that received this email message.

Owner

Status The "Completed” value.

Priority It is populated depending on the email importance, for example,

"Average”, "High”, or “Low".

Email status The “Sent” value.

SEE ALSO
e How to process emails

e  How to set up rules for binding emails to other Creatio objects automatically

®  How to set up a personal mailbox

How to create a new record in a section based on an email
message.

You can create a new record in any Creatio section based on an email message from the
communication panel. For instance, you can add a new contact based on an email from an unknown
sender. His email address and name will be automatically filled in on his edit page with the data from
the linked email message. If you add another record (i.e., an opportunity, invoice or an order), Creatio
will automatically populate its corresponding fields on the edit page with the contact data from the
email message. Thus when you create a new opportunity the field [Customer] on the opportunity edit
page will contain the name of the account or contact.

Below is an example of creating a new record based on an email message for a contact.

1. Click the button on the communication panel.
2. Select an email message.

3. Click the 4 button in the top right corner of the email message and select [Add new]
command (Fig. 190).
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Fig. 190 Adding a new record based on an email message in the communication panel

John Best .

1:00 PM john.best@gmail.com
RE: Remarks to the Contract
Hello, we have come over some issues while confirming

your sa les contract

A~ Bind to Contact Q

v MARK AS PROCESSED L
4. Select an object (the type of Creatio record to create) from the menu, for example, “Contact”

Fig. 191).

Fig. 191 Selecting the type of Creatio record to create

Incoming + Mot processed « &4 : @
»

John Best +
1
& Contact Add new
Bl Account Link emailto  »
E  Activity
Delete
& Case Q
& Change
o]
¢ Configuration item

B rontrart

5. A new contact edit page will be created, its [Name] and [Email] will be populated with the email
message data. You can modify the entered data manually before saving the changes (Fig. 192).
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Fig. 192 Page of the contact, created from the email message

John Best '
CANCEL ACTIONS ~ rd

NEXTSTEPS(0) % m o
40 ©>
I < CONTACTINFO  CURRENTEMPLOYMENT — MAINTENANCE  HISTORY  COMMU
Type o
Full name* )
e Title Ger

Recipient's name
Full job title

Communication options
Mobile phone e ¥ +

Email > John.best@gmail.com

Business phone

B Addresses + i

Emnail

| John.best@gmail.com No data

As a result, a new record based on the email message data will appear in the [Contacts] section .
SEE ALSO

e How to process emails

®  How to bind emails to Creatio records manually

e How to set up rules for binding emails to other Creatio objects automatically

e How the fields are populated for downloaded emails

e Working with emails FAQ

How to bind emails to Creatio records manually
You can bind email messages to other records manually:
e By using a special email field where you can specify a Creatio record to bind (Fig. 193).

Fig. 193 Binding an email message to another record using email message fields

Incoming + Mot processed |_V|+
) o i
¥ 17
Case SR_182 was registerad
Hello, Ralph! According to your request, we have
registered the Incident #5R_182 "Weak Wi-Fi sign
s Ralph Watson
B - Bind to Account [} Q
v MARK AS PROCESSED Ll
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By clicking the =+ button in the top right corner of the email message (Fig. 194).

Fig. 194 Binding an email message to another record using the 4 button

Incoming « Mot processed « L_‘+ H
& e N
& B
Case SR_182 was registered Add new 3
Hello, Ral
registerey = Contact Link email to t}
B Account
- Delete
[ Activity
B~ Y Q
& Case

e By using the [General information] tab of the email message page. To open the email message

page, click its subject.
To bind an email message to a Creatio record:

1. Click the button on the communication panel.
2. Select the email message that needs linking to another record.

3. Clickthe = and select the necessary object, such as "Activity” (Fig. 195).

Fig. 195 Selecting an object (Creatio section) to link an email to one of its records

B Creative Solutions
e Q
E  Activity ? fir

8 Document

¥ Order [} nail.com

1 Lead
invoice Inv-1

itional informaticn

% Invoice

4. Select the record to link the email to in the lookup field. (Fig. 196).

Fig. 196 Binding an email to a Creatio account

g Bind to Order jzi

As a result, the bound email message will be displayed in the [History] tab of the activity page.
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You can also bind an email message to other Creatio records using the 4 button in the top right
corner of the message. To do this:

1.

2.
3.

Click the + button and select [Link email to] command (Fig. 194).
From the displayed menu, select an object, for example, "Account”.

In the opened window, select the necessary account from the lookup.

The two methods of binding emails to Creatio records work identically.

SEE ALSO

How to process emails

How to create a new record in a section based on an email message.

How to set up rules for binding emails to other Creatio objects automatically
How the fields are populated for downloaded emails

Working with emails FAQ

How to set up rules for binding emails to other Creatio objects
automatically
To bind an incoming or outgoing email to other Creatio objects, set up the binding rules in the [Rules

for connecting emails to system sections] lookup. For example, if the email subject contains an invoice
number, the email will be automatically bound to the corresponding Creatio invoice.

To set up the binding rules:

1.

woa oW

182

Open the system designer by clicking the button in the top right corner of the application
window.

Click the [Lookups] link in the [System setup] block.

Open the [Rules for connecting emails to system sections] lookup.

On the lookup page, click the [Add rule] button or open an existing rule for editing.
On the displayed page, populate the required fields (Fig. 197):

Fig. 197 Setting up the binding rules

sme  Email subject with invoice number

© Inw-[0-9]+

~ Object for connection
Object” Activity Column - Subject
~ Connected object

Object " Invoice —olumn Number
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a. Specify the rule name, for example, “Email subject with invoice number”.

b. In the [Rule] field, enter a regular expression that would match the subject text, such as
the invoice number prefix.

CASE
For example, if the following invoice auto numbering format is set up as follows: Inv-1, Inv-2,
Inv-3, ..., Inv-n, the regular expression is: Inv-[0-9]+. As a result, when the following email is

received - "Additional information for Inv-53", Creatio will automatically verify whether the
specified invoice exists. If the invoice is found, the [Invoice] field on the email page will be
populated with the corresponding value.

NOTE

To ensure the correct connection between emails and Creatio records, set up different auto numbering
patterns for different objects. For example, the auto numbering mask for invoices is "Inv-{0}", for orders —
"Ord-{0}", for contracts — "Cont-{0}", etc. In Creatio the record auto numbering is set up using the system
settings

c. Populate the [Object for connection] field group. To automatically bind emails to
Creatio objects, select "Activity” in the [Object] field. In the [Column] field, specify the
field to bind by. Creatio matches emails based on their subjects. Use the [Subject]
column for indicating the subject.

d. Populate the [Connected object] field group. In the [Object] field, select the Creatio
object, such as “Invoice”. In the [Column] field, select the column for which the search is
done. In this case, the column is [Number].

6. Save the rule.
7. Similarly, add the rules for other sections.

As a result, the message subjects will be checked according to the configured rules each time
an email is downloaded or sent from Creatio. If the match is found, the connection fields will be
automatically populated. In addition, such messages will be automatically considered
processed.

SEE ALSO
e How to set up a personal mailbox
®  How to process emails
e How to bind emails to Creatio records manually
®  How the fields are populated for downloaded emails

e Working with emails FAQ

Setting up sending localized emails

Localized email templates in Creatio enable you to send emails to your customers in their native
language. This function is used when sending template-based email messages from the action panel,
communication panel, as well as when sending notifications on business processes.

Perform the following steps to set up sending localized emails:

e Set up the languages that will be used for your communication with customers. Read
more >>>

e Set up localized email templates. Read more >>>
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Setting up languages for contact communication

The preferred language is specified on the corresponding [Contact] page. It is the language used for
sending notifications to the contact. It does not depend on the interface languages configured for user
operation or the default language. The [Customer languages] lookup values are used to specify
languages and generate multilingual templates.

e Only the languages with the [Is used] checkbox selected in the [Customer languages] lookup
are available for selection on the [Contact] page.

e By default, all languages listed in the lookup are available for usage in email templates. If you
add inactive language to a template, the [Active] checkbox will be selected for this language in
the [Customer languages] lookup.

The deactivated language becomes unavailable in the [Preferred language] field menu on the contact
page, but is still displayed if it was specified earlier. The email template tab in such language is hidden,
but emails will still be sent if this language is specified on the contact page.

If you reactivate a language, all the earlier created templates will be displayed in the lookup.

Setting up localized email templates
You can set up localized email template in the [Email templates] lookup or in the content designer.
To create a localized template:

1. Open the [Email templates] lookup in the [Lookups] section of the system designer.

2. Select the template to which you want to add localizations.

3. Click the 4% button. In the menu, you will see all languages with the [Active] checkbox
selected in the [Languages] lookup. Select a template language you want to add.

If there are no active languages in Creatio yet or you want to add a tab with the language that
has not been activated, select the [Add language] menu option (Fig. 198) and select the
template language you want to add in the opened window. The [Active] checkbox for this
language will be selected automatically.

Fig. 198 Adding languages to the template

>

Add language

setup languages

4. After you select the language, Creatio will prompt to copy the content of an existing template
to the added tab. Select this option if you need to use the configured layout for the added
localization.

5. If you need to add several languages into a template, reproduce steps 3 and 4 for each
localization. As a result, several tabs for creating emails in the selected languages will be
displayed on the template page (Fig. 199).
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Fig. 199 Localized email template

Email message template / Noteworthy events con... | whatcnidoforyou >
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Email template | Edic

6. Select the necessary tab and enter the email subject. To switch to editing the email body, click
the [Edit] button. The content designer page will open. You can learn more about creating
templates via content designer in a separate article. Similarly you can create emails in every of
the selected languages.

7. Save the changes.

NOTE

When copying a multilingual template, all of its saved localizations will be copied

How to define a language when sending multilingual email messages
To define the language of a template that is sent to a customer Creatio verifies:
1. Whether the preferred language is populated on the contact page.

e |If the field is populated, the template in the specified language will be sent to the
recipient.
e If the field is not populated, Creatio will switch to the next verification stage.
2. Whether the language of mailbox from which the email is sent is specified (only for Creatio
service products).

e |f the language of the mailbox is specified, the email in mailbox language will be sent to
the recipient.

e If the language of the mailbox is not specified, Creatio will switch to the next
verification stage.

3. Whether the [Default language for messages] system setting is populated.

e |f the system setting is populated, the email in the system setting language will be sent
to the recipient.

e |If the system setting is not populated, the email in the system default language will be
sent to the recipient.
SEE ALSO
e How to create a new email based on a template

e Working with emails FAQ
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e Content designer

Working with emails FAQ

e Why do | receive an email notification that login/password is incorrect after mailbox registration?
e How do | set up a custom email provider?

e Why no emails can be received in Creatio after successful mailbox synchronization setup?

®  Why the outgoing emails are not imported to Creatio?

e Why do | receive the "Error sending email, please contact system administrator” message when trying to
send emails?

e | cannot see the [Email] detail in the [Contacts] section. Why?

Why do | receive an email notification that login/password is
incorrect after mailbox registration?

Email server security settings sometimes block access to mailboxes from third-party applications. If you
entered all information correctly during email account registration, but still received a notification
about incorrect user name or password, do the following:

1. In the mailbox settings, enable IMAP access. Usually, email forwarding and working with POP/
IMAP protocols settings are in a separate settings group.

2. In the email account security settings, enable access to your email account from third-party
applications.

3. In most cases, the email server sends users an email about mailbox external connection
attempt. In most cases, you can confirm the connection authenticity by following a special link
from this email.

4. Repeat the mailbox registration procedure.

How do | set up a custom email provider?

To set up an email provider integration, you need to open ports 25 and 587 on the Creatio application
server. On the email provider selection page, click the [Add provider] button, select the provider type
and fill out all send/receive settings. Please see dedicated articles for detailed procedures for IMAP/
SMTP and MS Exchange email provider setup.

Why no emails can be received in Creatio after successful mailbox
synchronization setup?
This may occur if one of the following is the case:

1. An application required custom field was added to the “Activity” object.

To enable receiving emails, modify the field attributes, making it required on the page level,
but not required in the “Activity” object.

2. Emails, received from an IMAP mail server have been downloaded to Creatio and then deleted,
or they had been downloaded in any other email client earlier.

To receive the emails in the system, change the name of the lookup that was created based on
the "EmailSynchronizedKey” object to any random name.
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How to set up a shared mailbox?

Shared email accounts are used for emailing between the support team and the users. Shared mailbox
setup is similar to individual mailbox setup in general, but has a number of additional steps.

Why the outgoing emails are not imported to Creatio?

You can set up import of all emails from your mailbox to Creatio. Alternatively, you can import emails
from specific malibox folders only. Check your email account folder settings for email import.

If your mailbox security settings restrict access to certain mailbox folders for third-party applications,
these folders will be unavailable for importing in Creatio. To permit access to these folders for third-
party applications, modify your mailbox security settings.

Also, in some cases, outgoing emails may not import from MS Outlook, because not all email servers
support saving emails sent from third-party applications.

Why do | receive the “Error sending email, please contact system
administrator” message when trying to send emails?
This error may be the result of the following:
e Sending emails is restricted on the provider level;
e No connection to SMTP server;
e One of the following ports is closed on the SMTP server: 25, 465, 587.
Contact your system administrator to determine the exact cause of the error and correct it.

| cannot see the [Email] detail in the [Contacts] section. Why?

The [Email] detail is not displayed for contacts who have the "Employee” value specified in the [Type]
field, and the "Our company” value specified in the account profile. Use Creatio development tools to
modify this logic.
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Working with currencies

In Creatio, you can store monetary values in multiple currencies. The values that you enter will be
automatically converted to different currencies according to the exchange rates. These functions are
available in products with the [Products], [Orders], [Invoices] and [Contracts] sections.

The currencies are used in special “currency fields".
CONTENTS
e How to work with currency fields
®  How is the monetary amount calculated during conversion
e The [Currencies] lookup

e  Currencies FAQ

How to work with currency fields
In Creatio, you can enter monetary amounts in the special currency fields. For example, you can
specify a product price in a “currency” field.

Currency fields store both the monetary amount and the currency in which this amount is specified.
Click a currency field title to view the list of available currencies. The list contains currencies that are
available in the [Currency] lookup (Fig. 200).

Fig. 200 Selecting currency from the list in the currency field

aud

£

%

¥
NOTE
If the [Currency] lookup contains only one record, the list of currencies in the currency field will be
unavailable.

If you change currency in a populated currency field, the amount will be automatically converted to the
new value according to currency exchange rates.

NOTE

Read more about how Creatio converts currencies in a separate article.

Clicking the button in the currency field displays an additional edit window (Fig. 207).
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Fig. 201 Additional currency field edit window

Amount, $ 5,600.00
US Dollar
1.00 UsDfor 1%
Apply ancel

In this window you can:

e View the equivalent of the specified monetary amount in the base currency in the [Amount]
field. This is a non-editable field.

e Change the currency of the monetary amount (will be recalculated automatically).
e Edit the exchange rate of a currency in relation to the base currency, the amount will be
recalculated automatically. The new rate will be in effect only for the current record.

NOTE

Use the [Base currency] system setting to specify the “base currency”. All exchange rates will be calculated
according to the base currency.

e View the value of the multiplicity ratio between the specified currency and the base currency
when determining the exchange rate.

NOTE

When you select the base currency, the [Rate] field is automatically filled in with the “1” value and becomes
grayed-out

To save changes in the additional window, click the [Apply] button or anywhere outside of the currency
field edit window.

SEE ALSO
e How is the monetary amount calculated during conversion

How is the monetary amount calculated during conversion

You can work with various currencies in Creatio. The conversion is performed automatically, taking into
account the conversion currency exchange rate in relation to the base currency and multiplicity ratio.

e The base currency is the currency based on which the rate for all other currencies is set. Use
the [Base currency] system setting to select a base currency.

e The conversion currency is any other currency to which the money is converted.
e The exchange rate determines the conversion currency amount in the base currency.

e The multiplicity ratio indicates how many monetary units of the base currency correspond to
the set exchange rate.

The exchange rate and ratio of the currency are specified in the [Currencies] lookup (Fig. 202).

The exchange rate of the conversion currency is specified in terms of the base currency taking into
account the ratio. Currency rates are automatically re-calculated according to their base currency
exchange rates and ratio.
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For example if the Yen is the base currency and the USD will have the 56537.3 exchange rate value for
the 1000 ratio in the [Currencies] lookup, the exchange rate will be displayed in the additional window
of the currency field as 17.6874 USD for 1000 Yen.

Fig. 202 - Possible content of the [Currencies] lookup

MName Short name Symbo Ratio Rat
Euro EUR 3 100 107.1300
Yen UAH hrn. 100 1.9400
Us Dollar usD $ 1 1.0000
Australian Dol..  AUD aud 100 79.9600
NOTE

The [Currencies] lookup structure is described in a separate chapter. Use the "Base currency” system setting
to select a base currency

How to set up exchange rates
Set up the exchange rates for proper currency conversion towards the base currency. To do this:
1. Open the [Currencies] lookup.

2. Setthe "1" value for the rate of the base currency.

Select the currency to set up the rate (for example, euro). Click .
4. On the opened currency settings page, set the ratio, for example “1000",

NOTE

For a more accurate calculation of prices during conversion, specify a high ratio for currencies, for example
1000".

5. Specify the exchange rate between the current currency and the base currency in the [Rate]
field, considering the ratio. Save the changes.

CASE

If the base currency is yen and the euro to yen ratio is 63.9655, specify the "63965.5" as the
exchange [Rate] and “1000" as the [Ratio].

6. Repeat steps 3 through 7 for all currencies specified in the lookup.

Update all data in the lookup if the exchange rates are changed,

Calculating exchange rate with ratio.
The following formula is used for calculating exchange rates in Creatio:

[Rate]=[Amount in conversion currency]*[Ratio]/[Amount in base
currency]
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CASE

1000 Japanese yen are worth 0.84 US Dollars. Yen is selected as the base currency and the
dollar ratio is 100. The actual conversion is as follows:

[Rate]=19.40%100/1000=1.94
Thus, when the ratio is 100, the US dollar exchange rate to yen is 1.94

Calculating monetary amounts during conversion

When converting monetary amounts from the base currency into another currency, use the following
formula:

[Amount in conversion currency]=[Rate]* [Amount in base currency]/
[Ratio]

For example, 1,000 yen must be converted to US dollars. Yen is selected as the base currency, the USD
/ yen exchange rate is 1.94 and the ratio is 100. The actual conversion is as follows:

[Amount in conversion currency]=1.94*1000/100=19.4
Thus, the amount of 1000 yen is equal to 19.40 USD.

When converting monetary amounts from one currency to another, calculations are made based on
the base currency. The following formula is used:

[Amount in conversion currency(2)]=[Amount in conversion
currency (1) ]*[Ratio (1) ]1*[Rate(2)]/[Ratio(2)]*[Rate(1)]

For example, USD 100 must be converted to euro Yen is selected as the base currency. The dollar / yen
exchange rate is 1.94, with the ratio of 100 and the euro / yen exchange rate is 1.73, with the ratio of
100. The actual conversion is as follows:

[Amount in euro]=100*100%*1.73/100*1.94=89.2
Thus, USD 100 is converted to EUR 89,20.

How to calculate the product price in an order

Let's see how the product price is calculated in an order.

CASE
The order currency is yen. Add a product with the price is specified in US dollars to the order.
The base system currency is yen, the ratio of US dollar is 100, the product price is USD 14.6.

Click + on the [Products] detail to add products to the order. On the product selection page, all
products are priced in the currency used for the order (Fig. 203). In this case, “yen”.

Fig. 203 The order product selection page

Order NeORD-10 product selection

CANCEL VIEW ~
Search by product name or code X tems: 3 Total
+ Catalog
Price, § Quantity Unit of measure

- Favorites
— Al 122268 Antivirus Kaspersky Internet Security 2015 50.00 pieces h
Actual g 577231  Asus R9280X-DC2T-3GDS 450.00 pieces -
Archive 231665  Battery Back-up System APC Back-UPS ES 700va  196.95 pieces A
281666  Battery Back-up System APC Back-UPS Pro 90ova — 440.79 1.000 pieces -
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For the products with the base price specified in foreign currency, the product price is automatically
converted to the base currency according to current exchange rate specified as follows:

[Product price]*[Ratio]/[Exchange rate] - 14.6*100/1.5092=967.40
As a result, a new product will be added to the detail. The price of the product will be specified in yen.
The [Price] and [Total] fields are populated automatically and are not available for editing.
SEE ALSO
e How to work with currency fields

e The [Currencies] lookup

The [Currencies] lookup

This lookup contains a list of currencies used in mutual payments with customers, partners, suppliers,
and the like.

Name [Name] — indicate the name of the currency, for example, “US Dollar” or
“Euro”.
Code Specify a banking code that is used for a specific currency, for example,

US dollar code is 840.

Short name Shortened currency name, such as “USD” or "EUR".
Symbol Currency symbol, such as “$" or "€".
Ratio Specify the currency amount for which the exchange rate will be

calculated (for example, 1, 10, 100).

Description Additional information about the currency.

Show currency sign Choose the appropriate option from the drop-down list. Choose [on the
left] or [on the right] options to display the sign before or after the
amount.

[Exchange rate] detail
Information about exchange rates is stored on the [Exchange rate] detail.

Start The starting date for the exchange rate. The start date of a new
exchange rate is considered the end date of the previous exchange rate.

Exchange rate Exchange rate between the base currency and the current currency.
Enter a value according to the currency ratio, specified in the currency
card. The value for the base currency must be set to "1".

End The ending date for the exchange rate. Populated automatically,when
the starting date of new exchange rate is set. This is a non-editable field.

NOTE

The base currency is used to calculate the financial performance indicators, for example, it can be "US
Dollar”. Use the “Base currency” system setting to select a certain base currency.
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SEE ALSO
e Working with currencies

Currencies FAQ

e How to calculate the price of the product in an opportunity, if the base price list is listed in US dollars, and the
base system currency is the Yen?

®  How the currency conversion is performed in orders?

e (Can | use different currencies for an order and its invoices?

How to calculate the price of the product in an opportunity, if the
base price list is listed in US dollars, and the base system currency is
the Yen?

The price of a product in opportunity is always converted to the system base currency. When the
product is added to the opportunity the automatic conversion of the product price to the base
currency is performed according to the exchange rate specified in the [Currencies] lookup. The page
of a product in the opportunity displays the product price for one unit and total price of products
specified in base currency and calculated according to the exchange rate available at the date of the
offer. These data will be displayed in the order created based on an opportunity.

If the exchange rate has changed dramatically before order creation, remove the obsolete product
data from the opportunity after the agreement with the customer. When you re-add the product to
the opportunity, its price and total cost will be recalculated according to the current exchange rate.

How the currency conversion is performed in orders?

Currency conversion in an order occurs when you select or change the order currency. When adding
products to the order, their prices will be automatically converted into the currency indicated on the
order page at the current exchange rate. In case of changing the currency of an already created order,
the prices and the total amount specified on the [Products] tab of the order page will be converted to
the new currency. More information about price calculation of the a product in an order described in a
separate article.

Can | use different currencies for an order and its invoices?

Yes you can. For example, when selling products or services to foreign customers, you can keep
information on products in an opportunity and in order in the base currency and still issue invoices in
the corresponding foreign currency at the exchange rate available on the date of invoicing.

SEE ALSO
®  How is the monetary amount calculated during conversion

e How to work with currency fields
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Managing calls

In Creatio, all base telephony features (for example, receiving incoming calls and making outgoing
ones, putting calls on hold and transferring them to another number) are available on the

communication panel. To display the [Calls] tab, click the button.
By default, internal calls are available in the system. Set up integration with telephony to enable
external calls. To make and receive calls, use a headset.
CONTENTS

e Qutgoing call

®  Incoming call

e Subscriber identification

e  Conversation mode

e Putting calls on hold

e Transferring calls to another number

e Video calls

e (Calls history

e (Call recording and playback

®  Agent status menu

SEE ALSO

e Phone integration setup

e Feature Comparison for supported phone systems

Outgoing call

Outgoing call can be made in a number of ways. You can either dial the number manually on the
communication panel, make a call using the calls history or click the call button on the contact page.

Manual dial
If you know the telephone number that you want to call:

1. Onthe [Calls] tab, enter the phone number in the tab field and click the call button or press the
[Enter] key (Fig. 204).

Fig. 204 Manual dial

2102 X
Caleb Jones
Marketing, Manager
11/5/2015 4:25 PM 1103

You can also make a call by clicking the call button next to the name of the needed subscriber
in the calls history (Fig. 205).
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Fig. 205 Dialing from the calls history

Alexander Wilson v 4
[+ Alpha Business, Department manager {t’)

 10/5/2015 4:46 PM 5611

2. Wait for the connection (Fig. 206).

Fig. 206 Outgoing call

3. If the connection is successful, the call will be switched to the conversation mode.

4. To end the call, click the end call button.

Searching a subscriber by name

If you know the name of the contact that you want to call:

1. On the [Calls] tab, enter the contact name or a part of it in the tab field. The system will search
for contacts whose name contains the entered fragment and will display those contacts on the

tab.

NOTE

To start searching, enter three or more characters.

2. Find the needed subscriber in the list and click the call button next to the phone number you

want to call (Fig. 207).

Fig. 207 Searching a subscriber by name

John o

John Best
Our company Sales

Mobile phone +44 20 5-549-222 o
Business p 3030 .{,b
Taylor P. Johnson
X Factorial Services Sales manager
Home phone +44 (11) 3573 1402 -’
Mobile phone +44 (772) 451 1122 J

3. Wait for the connection.
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Quick dial from record pages and from the list
You can call a contact (an account) from the contact/account page or from the section list.
1. To start a call from the contact page:

a.  On the Communication options detail, click the phone number or the call button next
to the number you want to call (Fig. 208).

Fig. 208 Quick dial from the record page

~) Communication options | Add ~

Maobile . B Skype ¥ abarber.business
phone +1 206 587 1036 ‘@
Business +1 206 480 3801 . Email ¥  abarber@gros.com ]

phone

b. Wait for the connection.

2. To make a call from the section list, click the phone number that is displayed as a link (Fig. 209).

Fig. 209 Quick dial from the list

Alice Pf"”lpf Business phone
Q : +44 (15) 144095222
Account Mobile phone
Streamline Development +44 (782) 204 5477

Incoming call

By default, the section is hidden. It expands in the right side panel of the screen when incoming call is
received (Fig. 210).

Fig. 210 Incoming call

1. To start the conversation, click the call answer button or pick up the phone if the button is
unavailable.

2. To decline a call, click the end call button.

NOTE

The type of the Call Center used in Creatio determines whether the answer button is displayed for an
incoming call or not. For example, the answer button is available when working with Oktell Call Centre and is
not available when working with Asterisk Call Center. If your telephone network supports this feature, and
you would like to use it, open the Call Centre parameters setup page and select the [Enable picking up
phone from application] checkbox. The setup page can be opened from the user profile.
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Subscriber identification
In Creatio, a subscriber is identified by the phone number during both an outgoing or an incoming

call.
If a subscriber (a contact or an account) is identified by the phone number while calling, the

1.
name of the subscriber will be displayed on the call panel (Fig. 211).
Fig. 211 Subscriber identification
9 Bruce Clayton - %
Account Axiom
Job title Specialist
Duration: 00:04
PN G =
W@

2. If the same phone number is specified for more than one contact or account, the list of those
subscribers will be displayed on the call panel. To select the needed subscriber, click the
subscriber's record in the list (Fig. 212).

Fig. 212 Selecting one of the contacts found by the phone number
| X
~ Search results

Bruce Clayton @

! Axiom Specialist l:‘m

A\
Christine Nelson N

Novelty Specialist QI\\

3. If you need to change the selected subscriber, open the additional menu next to the

subscriber's name and select the [Select another record] option (Fig. 213).

197 ACCELERATE™



Fig. 213 Selecting another subscriber

@ Christine Nelson - %

Select another record I}

NOTE

The information about the selected subscriber will be saved in the call history in the [Calls] section.

If a subscriber is not identified by the phone number while calling, at the end of th call you will be able
to create a contact or an account or connect a call to the existing contact or account via the call
history.

Conversation mode

Once a call is received, on the panel, it switches from the dial mode to the conversation mode
(Fig. 214).

Fig. 214 Conversation mode

a Bruce Clayton - ®
Account Axiom

ob title Spedialist

00:04
> @ @ €Y
To end the call, click the end call button or put down the phone.

Putting calls on hold
While you are on a call, you can put the call on hold so that the subscriber is still on the line but cannot
hear you.

Click the (11 ) button on the call panel to put a call on hold. Click the () button to resume
conversation.

NOTE

The call cannot be transferred or finished when it is on hold.

Transferring calls to another number

While you are on a call, you can transfer the call to another phone number. by the following steps:

—

1. Click the {~#) button on the call panel. An additional field will be displayed. Use this field to
enter the phone number that you want to transfer the call to. Also, the calls history will become
available on the tab. Use it to transfer the call to a subscriber that you recently contacted.
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2. Enter the phone number or select the needed subscriber from the calls history and click the call
button (Fig. 215). You can also find the needed subscriber by name.

Fig. 215 Dialing when transferring the call

@ Bruce Clayton - %
Account Axiom

Spedialist

00:04
':/..|]_[|\:| \/_}u\l I/y:l\‘ (/%1\)
2123 . {E')
3. The call will be put on hold, and the system will start establishing the connection with the

subscriber whom you transfer the call to. The information about subscribers will be displayed
on the call panel (Fig. 216).

Fig. 216 Connecting to another subscriber when transferring the call

@ Bruce Clayton - %
Account Axiom

Specialist
v
o Duration: 00:12
E’ Christopher Brown -
n Optimum Services
Job title CEO

4. To quickly transfer the call, put down the phone, so both subscribers will be connected, and
you will be disconnected from the conversation.

5. To make an attended transfer, wait for the connection with the subscriber whom you transfer
the call to. In case if the connection is successful, the call panel will display additional buttons
used to finish the transfer or to cancel it (Fig. 217).
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Fig. 217 Conversation with a subscriber while transferring the call

a Bruce Clayton - X
e Axiom

Specialist

00:23

E Christopher Brown -
ccoun Optimum Services

CEO

Video calls

In Creatio, you can make video calls if Webitel integration is configured in Creatio. Video
communication is available only for internal calls.

Setting up video calls
You can enable/disable video calls in Creatio. To manage video calls setup:

1. Open the user profile page by clicking the [Profile] image button on the main page of the
application.

2. Click the [Call Center parameters setup] button.
3. On the displayed page, select/deselect the [Use video] checkbox to enable/disable video calls.

When video calls are enabled, during the call, you see the video image of the user that the connection
is established with and share your own video image.

Video call mode

In the video call mode, the communication panel additionally contains the video area. At the bottom of
this area, the following buttons are available:

u/ m — play/pause buttons, that resume and pause the video stream, respectively.

— sound on/off buttons.

: — slider for managing the sound volume.

E — activate/exit the full screen mode.

Also, during the video call, the video area contains a scrollbar and a time indicator to show you the
time that has passed from the beginning of the call.
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Calls history

You can view the recent calls history on the communication panel. It is available if the user is neither in
a conversation mode nor searching for a subscriber. The history is also available when transferring a
call to another number.

The calls history chronologically displays the recent incoming, outgoing and missed calls, and brief
information about the accounts/contacts that a connection was established with (Fig. 218).

Fig. 218 Calls history

E|}3I't|1'|—?\"7 manager

3 Alexander Wi
[ Alpha Busine:
w446 PM 561

— pex Solutions
|@| Customer, New York

4:07 PM +1 815-805-8093

NOTE

The number of calls displayed in the history can be set up in the “Number of records on the “Calls history”
tab” system setting.

NOTE

Do not close the browser window when making a call via the Creatio interface for proper saving the call
history. If the window was closed during the conversation, the call ent dime and its duration will not be
saved.

The calls history displays information only about the latest communication session with a certain
subscriber (account or contact). For example, if you call several numbers specified on the
[Communication options] detail of a contact, the calls history will display one record for this contact
with the number that was dialed last.

If you called a subscriber and now you need to call another of his/her numbers, go to the contact/
account page from the calls history and make a call from the subscriber page.

To do that, in the calls history, click the name of the contact/account. It is displayed as a link (Fig. 219).
The subscriber page will open. On the page, select the needed number from the numbers available on
the [Communication options] detail. You can call directly from the contact/account page by clicking
either the phone number or the call button next to the number on the [Communication options] detail
(Fig. 208).

Fig. 219 Opening a contact page from the calls history

nder Wil
[ Alpha Busir
 10/5/2015 3:08 AM 5611
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If the same phone number is associated with several subscribers (contacts and/or accounts) in the
system, then when the connection is established, different subscribers will be identified, and the calls
history will display separate records for each contact/account (Fig. 220).

Fig. 220 Calls history for one number associated with several users

In addition to viewing completed incoming and outgoing calls, you can create a contact or account,
connect the call with an existing contact and display connected activities. To process a call, use the

menu, which you can open by clicking the = button (Fig. 221).

Fig. 221 Call processing menu

Create contact L\,

Create account
Add to existing contact

Hide connections

To add a contact for the call subscriber, select [Create contact]. New contact page will open. After
saving the contact, the corresponding phone number will b automatically added to the
[Communication options] detail. By default, "Mobile phone” will be set as the communication option
type.

You can add an account based on the call subscriber. To do this, select the [Create account] menu
command. After saving the account, the corresponding phone number will b automatically added to
the [Communication options] By default, "Primary phone” will be set as the communication option
type.

To connect a call to an existing contact or account, select the [Add to existing contact] menu
command and select corresponding record from the lookup. The phone number from the call will be
added to the [Communication options] detail of the selected record.

To display call connections to contacts, accounts and other records, select the [Show all connections]
menu command. Connected account, contact and activity will be displayed below the general call
information (Fig. 222).
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Fig. 222 Call connections
Jason Robinson
Administration, Specialist

11/17/2015 3:28 PM 3100

Jasen Robinson
Our company
FE~  Bind to Activity Q

You can connect the call to a system record by selecting a record type in the menu and clicking the
Q, button (Fig. 223).

Fig. 223 Selecting a record type to bind a call to

=¥ Bind to Contact Q

~ Contact

Accoumb
= Activity

2 Lead

T Opportunity

" Order

Call recording and playback

Recording and playback of calls is available in Creatio if your Call Center supports this feature. Call
recording and playback rules can be set up in such office call centers as Oktell and Webitell.

NOTE
Additional setup is required to enable call playback.

To play a call record, go to the [History] tab of the needed contact or account. Select the needed call
record on the [Calls] detail and click the [Play] button (Fig. 224).

Fig. 224 Playing a call record

Calls
Created by Created on
John Best 11/16/2015 1:03 PM
P PLAY
O

Call records are played in a web player with basic playback options (Fig. 225).
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Fig. 225 Record playback

Created by Created on

John Best 11/16/2015 1:03 PM
n = 001 ) eomg

You can also download call record as an audio file by selecting the [Download audio file] menu
command (Fig. 226).

Fig. 226 Downloading call record file

Calls
Edit

Delete

Select multiple records
Apply filter

Sort by »
Columns setup

Detail setup

Download audio &Ie

Agent status menu

Agent status menu is displayed when you click the user image located in the top right corner of the
screen (Fig. 227).

Fig. 227 Agent status menu

® Do not disturb

Ready

® On break

Your profile

The list of available agent statuses depends on the telecommunications system that is used and can be
set up in the [User status for message exchange] lookup.

SEE ALSO

®  Phone integration setup
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Time zones

To efficiently communicate with customers and employees around the world, Creatio takes into
account timezones of each contact.

This enables you to:

e Quickly identify the current local time of an employee or a customer when planning activities
and communications.

e Synchronize employee and customer activities in different timezones, taking into account the
time difference.

The current local time and time zone is displayed for all contacts and activities.
CONTENTS
®  How to determine the current local time for a contact

e How to plan activities for participants in different time zones

How to determine the current local time for a contact

The current local time is displayed for each contact on the contact page in the contact profile and on
the contact mini page.

To quickly view a contact's local time, hover your cursor over the contact's name in the list. A contact
mini page will open, in which the contact's current time is displayed under the contact's photo.

e Time zone information, displayed on the contact mini page, includes:
e Contact's current time

e Country or city name (Fig. 228)

Fig. 228 Contact's local time, as seen on a mini page

\%" e Roberts
3 Kate Roberts + B
T .

AM, United States

Head of department / Sales / Fast Works

Mary King

When you hover the mouse cursor over the time, the time zone is displayed.

How time zones are determined
To determine local time of a customer or employee, information from the [Addresses] detail of the
contact record page is used.

Contact's time zone is automatically determined by the city specified in the home address, or the
contact's country of residence, if the city is not specified.

NOTE

Cities are assigned to time zones in the [Cities] lookup. The countries have the same timezones as their
capital cities. When adding new records in the [Cities] lookup, be sure to specify a time zone for each new
city.
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If a contact record page has 2 addresses of "Actual” type, the address that was added last is used for
determining the time zone. If no address of "Actual” type is specified, the last added address is used,
regardless of its type.

If no address is available on the contact page, the legal address of the connected account is used for
determining the time zone. If a legal address is not specified for the connected account, then the time
zone is determined by the last entered address of the account.

If the contact is a registered system user, then information from the user profile is used to determine
the time zone.

NOTE

If no information can be found in the system to determine contact's time zone, the time zone icons will look

like this: &

How to plan activities for participants in different time zones

Use the time zone function to plan tasks, calls and other activities with contacts in different time zones.
The time zone function is available on the activity page and mini page. To plan an activity with
participants in different zones:

1. Add a new record in the [Activities] section and add a participant(s).
2. On the record page, or its mini page, click the & button to specify the time zone, where the
activity will be held. It can be your current time zone or the time zone of any of the participants.
3. Specify the activity time in the selected time zone.
The system will automatically calculate the time difference and correctly plan the activity in

both your and participant's calendar.

NOTE

To calculate the time difference, use the time zone data specified in the user profile. If no time zone is
specified in the user profile, the "Default TimeZone" system setting is used

The system schedules activities in the local time of each participant. For example, if you want to
schedule a call to a contact located in Los Angeles (UTC -8) for 10:00 a.m. Los Angeles local time, and
you are located in New York (UTC -5), just specify the contact's local time. A new activity will appear in
the calendar of your contact for 10:00 a.m. In your calendar, the activity will be scheduled for 1:00 p.m.
SEE ALSO

e User profile
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Localization

Creatio supports localization into multiple languages. You can manage the list of languages in the
system designer of the [Languages] section.

NOTE

Access to the list of languages and translation is configured using the “Access to “Languages” section” and
"Access to “Translation” section” system operations. Setting up permissions for various operations is
described in a separate article

Creatio interface is translated into following languages:

ly

——— English (United States) ' Polish (Poland)
ks Arabic (Saudi Arabia) @, Portuguese (Brazi)

Dutch (The Netherlands) ‘ ' Romanian (Romania)

Hebrew (Israel) . Russian (Russia)

Spanish (Spain) Ukrainian (Ukraine)
Italian (ltaly) ‘ ' French (France)

German (Germany) ~ Czech (Czech Republic)

YD O OO

W Persian (Iran)

{

All localization tools are built-in, there is no need to install or set up additional software in Creatio.
Translation of the interface and other elements is performed in the [Translation] section.

NOTE

If the needed language is present in the list above but is not available in the [Languages] section, contact
Creatio technical support via support@creatio.com. Indicate Creatio version and product you use in your
request.

How to enable an interface language

Only English language is available in the user profile by default. You need to enable the needed
languages in the [Languages] section to add them to the list of languages in the user profile.
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1. Go to the [Languages] section in the system designer.
2. Inthe list of languages, locate the language you need and click [Open].

3. Onthe language page, select the [Active] checkbox (Fig. 229).

Fig. 229 Enabling additional language

Language / French (France)

CLOSE ACTIONS =

Name  French (France)

Active % Use by default D

4. Save the changes.
As a result, Creatio compilation will start and you will see the enabled language appear in your
Creatio user profile after the compilation is finished.

ATTENTION

Compilation is a required step when enabling additional languages. If a language is enabled, but the
application is not compiled, the user who selected this language will not be able to log in.

NOTE

If you cannot access Creatio after switching languages, you can quickly access the [Configuration] section by
adding “/dev” after Creatio application URL and initiate compilation from there.

CONTENTS

e How to change Creatio language

e How to set the default language

e How to add new languages

e How to translate the interface and system elements in Creatio
How to identify a translation string by a key
How to select specific translation strings using filters
How to display untranslated strings
How to update the list of translations

How to import translations from Excel

SEE ALSO
e How to set up access to perform operations

How to change Creatio language

You can change the system interface language in the user profile. These settings apply individually to
the users who changed their language.
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1. Click the profile picture at the top right corner and select [Your profile].
2. On the profile page, select the needed language from the available list and save the changes
(Fig. 230).

Fig. 230 Changing the interface language

Language

&
Spanish (Spain)

English (United States)

After changing language, you will need to log in again.

NOTE

If you do not see the needed language in the list, it may be disabled. You can find more information about
enabling additional languages in a separate article.

NOTE

System administrators can change interface language for different users in the [Users and roles] section.

Creatio interface, including sections, columns, pages and lookups will be displayed in the language
specified in the user profile (if the corresponding translation is available). The actual section data, such
as account or contact names, notes and knowledge base articles are not localized and will always be
displayed in the language they were entered.

NOTE

If a value has s a translation for the currently selected language, it will be displayed in that language. If no
translations are found, the value will be displayed in the language it was originally added.

SEE ALSO
e User profile page
e How to add new languages
e How to translate the interface and system elements in Creatio

®  User page

How to set the default language

After adding a new user account, system administrator specifies user’s interface language (culture) on
the user page of the [Users and roles] section. You can set default interface language for all users. This
will help when adding large numbers of users at once (i.e., by importing users, when using SSO, etc.).

To set the default language:
1. Go to the [Languages] section in the system designer.
2. Select a language and click [Open].

3. Select the [Use by default] checkbox on the opened page (Fig. 231).
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Fig. 231 Setting the default language

Language / Italian (Italy)

SAVE CANCEL ACTIONS =

Name " Italian (Italy)
Active Use by default %

NOTE

The [Use by default] checkbox can be enabled only for one language.

4. Save the changes.

When you create a new user, the default language will be automatically selected in the user’s profile.

NOTE

If the culture is not specified for the user, the interface language and localized data will be displayed in the
language, specified in the [Primary culture] system setting. More information about system settings is
available in a separate article.

Users can change language in their profile after logging in to the system. After changing the language,
the interface will be displayed in that language next time the user logs in.

SEE ALSO
e How to change Creatio language

e How to add new languages

How to add new languages

If you are localizing your Creatio application to one of the languages that are not yet available, you will
need to add that language in the [Languages] section first.

1. Go to the [Languages] section in the system designer.
2. Click the [New language] button. A new language page opens.
3. Inthe [Name] field, select the language you want to add.
NOTE
The list of languages is located in the system lookup, and is non-editable.
4. Select an image to be used as an icon for that language.
Save the changes.
SEE ALSO
e How to change Creatio language
e How to set the default language

e How to translate the interface and system elements in Creatio
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How to translate the interface and system elements in Creatio

You can localize custom Creatio elements, e.g., sections, lookups, into languages available in the
[Languages] section. The translation is performed in the [Translations] section of the System Designer
(you can also open the [Languages] section by clicking the [Go to translation] button).

The records in the [Translation] section represent a list of strings requiring translation. You can enter
translations directly in the list, without opening new pages.

NOTE

Strings from the non-customizable interface (most of it is located on the “Advanced settings” page) are
called "Core” resources. Core strings are not available in the [Translation] section. Core resources are stored
in the form of MS Visual Resources (.resources files) along with Creatio executable files on the application
server. The .resources files are localized using specialized localization tools (for example, Passolo, Catalyst,
etc.).

The translation is performed using the following columns:

e [Key] — a system string name that shows the context of the string. This is a non-editable
column. Read more >>>

e [English (United States) - Default] — the default language in Creatio is English.

e You can add a separate set of columns for each additional language. Use the [View] > [Select
fields to display] command to set up the displayed languages in the translation section (usually,
adding the target translation columns is enough).

o [Verified] — use this column for translation review. The checkbox will be automatically cleared
for new translation strings and strings where source has changed since the translation
verification.

e [Modified on] — standard Creatio column showing the date and time when the current record
was last modified.

If the untranslated text is short and fully displayed in the [Translations] section string, translate it right in
the editable list. More complex texts are easier to translate in the translation string edit window
(Fig. 232).

Fig. 232 Translation string edit window

ey * Configuration:OpportunityPageV2:LocalizableStrings CompletenessHint Value

Percentage of profile completion. Click on the indicator to view which data you need to complete the profile.

< BACK m CANCEL
1. Use the standard filters to select records for translation.

2. Click the string to modify, then click the button to switch to edit mode.
Translate the text and save the changes.

4. Click the [Next >] button to display next sting in the edit window and the [< Back] button to
display the previous string in the list.
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5. When the translation is complete, close the translation edit window and click the [Apply
translations] button. The newly translated strings will be displayed in the system next time a
user with the corresponding language selected in their profile logs in.

NOTE

The [Translation] section is designed for localization of custom functions. To translate the whole system to a
new language, we recommend exporting translation strings and using professional localization tools.

CONTENTS
e How to identify a translation string by a key
e How to select specific translation strings using filters
e How to display untranslated strings
e How to update the list of translations

e How to import translations from Excel

How to identify a translation string by a key

The context of the translation string is represented with the [Key] column. Use the [Key] column in the
[Translation] section to determine the context of each translation string. There are two general types of
translation strings: configuration resources and data resources, each having specific key structure.

NOTE

Before starting the localization, we recommend getting a basic understanding of the system architecture,
and the general functions of the [Configuration] section.

Structure of the configuration resource keys

Configuration resources contain translations for buttons, columns, notifications and other interface
elements. The structure of their keys is: <Resource type>:<Schema name>:<Key>.

<Resource type> —is always “Configuration”. It indicates that the string is a configuration resource.

<Schema name> — internal name of the schema in which the translation string is located. “Schemas”
are the "building blocks” of a Creatio configuration. There are three types of schemas: objects (they
represent database tables), pages and processes. For example, "Activity” is the "Activity” object
schema, "ActivityPageV2" is activity edit page schema, and "ActivitySectionV2" is the section page of
the [Activities] section.

NOTE

The list of all schemas is available in the [Advanced settings] section, on the [Configuration] > [Schemas] tab

NOTE

You can view internal names of schemas created for custom sections in the Section Wizard. Schema names
for custom sections are generated automatically, based on the value in the [Code] field, entered on the first
step of the Section Wizard.

<Key> —location of the string within the schema.
The following types of keys are used in the configuration resources:

e “Caption” — schema name. For example, the string "Configuration:ActivityPageV2:Caption”
contains caption of the "ActivityPageV2" schema.

e “Columns” — key for strings that contain column names of an object schema. The "Columns”
keys have the following structure: “Columns.<column internal name>.Caption”. For example,
the "Configuration:Activity:Columns.Author.Caption” string contains the caption of the “Author”
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column in the "Activity” object. Object column titles are used as the names of the
corresponding fields on the section lists, record pages and details. Thus, by localizing a column
in an object, you will localize the corresponding captions in the section and detail lists and
pages.

e “LocalizableStrings” — key for localizable strings that were added directly by developers. These
strings can be found in any schema (object, page, business process). Usually these are not
standard translation strings (i.e. Not object fields) in the page schemas, such as menus,
messages, etc. The key has the following structure: “LocalizableStrings.<Internal name of the
string>.Value”. The internal name of the string is specified by the developer or generated
automatically by the Section Wizard. For example, the string
"Configuration:ActivityPageV2:LocalizableStrings.CallTabCaption.Value” contains caption of the
[Calls] tab of the activity page.

Keys for configuration resource strings that are unique to business processes are as follows:

e “Parameters” — the string contains process parameter names and values. The process
parameter name key syntax is as follows: “Parameters.<Parameter internal name>.Caption”.
The key syntax process parameter names is as follows: “Parameters.<Parameter internal
name>.DisplayValue”. For example, the string
"Configuration:CreatelnvoiceFromOrder:Parameters.CurrentOrder.Caption” contains the name
of the "CurrentOrder” parameter in the “New invoice based on this order” process.

e "EventsProcessSchema” — key of an embedded process string. Embedded processes handle
business logic of objects and usually contain localizable error and message texts. The syntaxis
of the embedded process string keys is similar to that of the regular process strings (with the
addition of "EventsProcessSchema” at the beginning of the key).

e “BaseElements” — the string contains information about process elements. The key syntax
depends on the information type. For example, the key “BaseElements.<element internal
name>.Caption” identifies an element caption on the business process diagram,
"BaseElements.<element  internal  name>.Parameters.<element  parameter internal
name>.Caption” — key for a process element parameter name string, “BaseElements. <element
internal name> Parameters.<element parameter internal name>.Value” — key for a process
element parameter value string.

NOTE

Business process schema names are available in the [Name] column of the [Process library] section (you will
need to add this column to the list via the [Select fields to display] command, or open a process properties
page). Read more >>>

NOTE

The translation strings whose key ends with “DisplayValue” contain process diagram captions (seen on the
diagram only) and do not require translation

Below are examples of configuration resource keys and their meaning.

e Configuration:ActivityPageV2:LocalizableStrings.ActivityParticipantTabCaption.Caption - the
name of the [Participants] tab on the activity page.

"Configuration” — configuration resource key.
"ActivityPageV2" — activity page schema.
"LocalizableStrings” — localizable string.

"ActivityParticipantTabCaption” — localizable string internal name, identifying it as the
[Participants] tab.

"Caption” — the string is the caption.
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e Configuration:Account:Columns.Type.Caption — the title of the [Type] column in the “Account”
object.

"Configuration” — configuration resource key.
"Account” — "Account” object schema.
“Columns” — object column.

“Type" — column name.

“Caption” — column title.

e Configuration:ImportSettingsPage:EventsProcessSchema.LocalizableStrings.ErrorMessage. Value
error message in the embedded process of the “ImportSettingsPage” schema.

“Configuration” — configuration resource key.

"ImportSettingsPage” — import settings page schema.

"EventsProcessSchema” — identifies that this is a string from an embedded process.
"LocalizableStrings” — localizable string.

"ErrorMessage” — error message.

"Value” — message text.

e Configuration:AutoGeneratedPageUserTask:Parameters.InformationOnStep.Caption — name of
the [Information on step] parameter of the [Auto-generated page] business process element.

“Configuration” — configuration resource key.

"AutoGeneratedPageUserTask” — identifies that this is a schema of the [Auto-generated page]
process element.

"Parameters” — the string contains parameter information.
“InformationOnStep” — internal name of the [Information on step] process element parameter.

"Caption” — parameter title.
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Fig. 233 Examples of translation strings and their location in the interface of the contact page

Translation
ACTIONS ~
N Key: %Configuration:ContactPagetTabCaptionts X 77 Untranslated ~

English (Unite v
Configuration:ContactPageV2:LocalizableStrings GeneralinfoTabCaption Value Contact info
Configuration:ContactPageV2:LocalizableStrings JobTabCaption Value Current employment
Configuration:ContactPageV2:LocalizableStrings.RibbonTabCaption Value Feed
Configuration:ContactPageV2:LocalizableStrings.CommunicationChannelsTabCaption.Value Communication channels

1003 NEXTSTEPS(1) S m K
@ 248 AM
y ston Contactar el cliente, especificar la necesidad, el presupuesto y rol en toma de decisiones.

Andrew Baker (sample)

Full job title
: CONTACT INFO CURRENT EMPLOYMENT FEED COMMUNICATION CHANNELY
Specialist

hone Tone  Clstamear Fevimme SHIME

Structure of the data resource keys

Data resource keys identify data, such lookup records, that must be localized. The key format is
<Resource type>:<Table name>.<Column name>:<Record Id>.

<Resource type> —is always "Data”. It indicates that the string is a data resource string.

<Table name> - name of the table (object) that contains the localized string. For example,
"AddressType" refers to the lookup table that contains address types.

<Column name> — table column name in the database. For example, [Description] or [Name].

<Record Id> — unique Id of the localized record. Record ID is a unique code that can be viewed in the
database or in the browser address bar by opening a specific record.

Below are examples of data resource keys and their meaning.

e Data:ActivityCategory.Name:42c74c49-58e6-df11-971b-001d60e938c6 — a activity category
name.

"Data” — this is a data resource.
"ActivityCategory” — the table (object) is "Activity category”.
“Name:" — the localized value is in the “Name" column.
"42c74c49-58e6-df11-971b-001d60e938c6” — record Id.

e Data:ContactType.Name:60733efc-f36b-1410-a883-16d83cab0980 — a contact type name.
"Data” — this is a data resource.
"ContactType” — the table (object) is “Contact type”.
“Name” — the localized value is in the “Name” column.
"60733efc-f36b-1410-a883-16d83cab0980" — record Id.
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e Data:SysDashboard.Caption:e2895654-6ce4-4ef8-a126-5f75f49d9073 — a “Dashboard” tab
name.

"Data” — this is a data resource.

"SysDashboard” — table (object) is “SysDashboard” (this object contains dashboard settings).
“Caption” — the localized value is in the "Caption” column.
"E2895654-6ce4-4ef8-a126-5f75f49d9073" — the record Id.

Fig. 234 Examples of data resource translation strings in the [Translation] section and in on the
account page

Translation What can | do for you? 5

ACTIONS ~

\? ~ Key: %AccountType.Name% X F7 Untranslated ~

Key English (United Spanish (Spain)
Data:AccountType.Name:d34b9daz-53e6-df11-971b-001d60e938c6 Supplier Proveedor
Data:AccountType.Name:f2c0ce97-53e6-df11-971b-001d60e938c6 Partner Sacio
Data:AccountType.Name:57412fad-53e6-df11-971b-001d60e938c6 Qur company Nuestra compafiia
Data:AccountType.Name:03a75490-53e6-df11-971b-001d60e938c6 Customer Cliente

Data AccountType Name:f3cDced7-53e6-df11-971b-001d602938c6 Contractor Contratista

Data AccountType Name:d44b9da2-53e6-df11-971b-001d60e938c6 Competitor Competidor

Accom (sample)

Marketing SAVE CANCEL ACTIONS ~ L
Competitor
; Contacts g B
MNEXT STEPS (4) \; [ | "
Contractor
igi Leads e
Hstemer Hacer |a presentacion de propuesta
Ei Accounts Our company
Partner
Marketing plans
Supplier Preparar y acordar el contrato dentro d
Dashboards Customer {5

Owner

SEE ALSO
e How to select specific translation strings using filters

e How to display untranslated strings

e How to update the list of translations

How to select specific translation strings using filters

The [Translation] section has a set of standard filters that you can use to search for specific translation
strings. Since the [Key] column contains information about the string context, you can filter strings by
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this column to select only strings that are used in a specific part of the system: page, detail, mini page,
etc. page, detail, mini page, etc.

NOTE

The translation string key structure and meaning are covered in a separate article

To filter the strings, first you need to determine the schemas that implement the functions that you
need to localize. To do this, use the [Configuration] tab of the [Advanced settings] window.
Alternatively, you can access the required function (for example, open the page that you need to
localize) and check its schema name in the browser address bar. For example, when the [Contacts]
section is open, the following URL in the address bar looks like this: “http://creatioapp.com/0/Nui/
ViewModule.aspx#SectionModuleV2/ContactSectionV2/". The name of the [Contacts] section schema
is “ContactSectionV2".

NOTE

When searching schema names in the [Configuration] section, be sure to check if the search results contain
schema names with "V2" suffix. If search results contain schema names both with and without suffix (for
example, "ContactSection” and "ContactSectionV2"), make sure that you translate strings for the schema with
the "V2" suffix.

NOTE

Strings whose keys contain "Configuration”, followed by the schema name and the word “Caption” (for
example, "Configuration:SchemaName:Caption”) contain schema titles (displayed in the [Configuration]
section) and do not require translation

How to filter configuration resources

Configuration resources include list column and page field names, tab captions, field group names,
etc. For example:

e To translate the column names in the [Contacts] section and the corresponding field names on
the contact page, apply the following filter by the [Key] column:
"Configuration%Contact%Column%".

e To translate the section page of the [Contacts] section, apply the following filter by the [Key]
column: “Configuration%ContactSectionV2%".

e To translate the contact mini page, apply the following filter by the [Key] column:
"Configuration%Contact%MiniPage%".

e To translate contact section record page, apply the following filter by the [Key] column:
"Configuration%Contact%ContactPageV2"%. A section record page can have significant
number of translation strings if separate pages are used for different types of records.

e To translate detail list and record page, apply the following filter condition:
"Configuration:Contact%Detail%". In the list of filtered records, locate the name of the required
detail schema. Then, apply a new filtering condition with the name of the needed detail
schema, such as “Configuration%ContactCareer%" (for strings of the [Job experience] detail).

e If a section contains built-in reports, apply the following filter condition to select their
translation strings: “Configuration%Contact%Report%".

Additionally, to select strings used in the contact synchronization functions, use the following filter:
"Configuration:Contact%SyncSettings%”. Use the “Configuration:%NotificationProvider%” filter to
localize notifications.

ATTENTION

Translation string text may contain variables represented by numbers in braces, such as {0}. Make sure that
translation includes all variables from its source text
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How to filter data resources (localized lookup records)

To localize lookup values for a specific section, first determine which lookups are used in the section.
To do so, filter translation strings by the [Key] column, using the following filter: “Data:Lookup.Name%".
The resuting string list will contain names of all registered lookup schemas. You can also use the
folders in the [Lookups] section of the system designer to check which lookups are associated with
which section or function. Use lookup schema names to filter records from the needed lookups. For
example, the "Data:Job%" filter condition will return all records from the [Job titles] lookup.

The [Contacts] section, for instance, uses the following lookups:
e [Contact types] — ContactType.
e [Contact roles] — ContactDecisionRole.
e [Salutations] — ContactSalutationType.
e [Contact genders] — Gender.
e [Job titles] — Job.
e [Departments] — Department.

Lookups are not necesserily used on the record pages. For example, the [Reasons for job change]
(JobChangeReason) lookup is used on the [Job experience] detail in the [Contacts] section.

How to maximize translation efficiency using static folders

Use static folders to avoid creating complex filters. You can manually add specific strings for translation
(for example, all lookups used in specific section) and then woork only with the trans strings in the
folder.

To create a static folder, in the [Filter] menu, select [Show folders] (Fig. 235).

Fig. 235 Enabling folder tree

Translation
CLOSE ACTIONS =
°F Filter v 33 Untranslated v

Add filter
Show folders L\) Academy URL

switch to advanced mode X
essSchema Caption Business process

Click [New folder] and select [Static] (Fig. 236).
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Fig. 236 Adding a static folder

Translation (-

CLOSE NEW FOLDER ~ ACTIONS ~ APPLY TRANSLATIONS

Fav Dynarmic " W Filter ~ 77 Untranslated ~

Al Static |‘\\’

Key ~

Configuration:AcademyURL:Caption

Configuration:AcceptanceCertificateReport:Caption

Enter the name of the new folder and click [OK].

Apply a filter to select required strings, then add filtered strings to the folder. Apply next filter and add
filtered strings to the folder (Fig. 237).

Fig. 237 Adding records to the static folder

LOSE ACTIONS (4) ~ APPLY TRANSLATIONS

5 Filter ~ Update translation list

[ I < I

N Cancel multiple selaction

Configs Add to folder h

Export list to file
Configliauunmciepancece unatenepor ceocalizableStrings tableCell4 Value
Configuration:AcceptanceCertificateReport:LocalizableStrings tableCell5 Value
Configuration:AcceptanceCertificateReport:LocalizableStrings tableCell6 Value

Configuration:AcceptanceCertificateReport:LocalizableStrings.tableCell7 Value

Configuration:AcceptanceCertificateReport:LocalizableStrings.label3 Value

English (United States)

Academy URL

Product

Total:

tableCelle

Quantity

Exacutive

This way you can create and save a list of strings used in a specific section or other system function and
later use a single folder to access them all.

SEE ALSO

e How to identify a translation string by a key

e  How to display untranslated strings

e How to update the list of translations

e How to import translations from Excel
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How to display untranslated strings

To display untranslated strings, use the “Untranslated” filter and specify the target translation language.
For example, in the "Untranslated” filter you have specified Spanish. The list will display strings that
have a name or description of an item in Russian in the “Russian (Russia) - default" column, and the
"English (United States)” column will not be filled in or will have the same value as “Russian (Russia) -
default" column .

SEE ALSO
e How to add new languages

e How to change Creatio language

How to update the list of translations

After creating a new section or column or adding new values to the lookup, new strings will appear in
the system. To work with an up-to-date list of untranslated strings, update the translation list. To do
this, click the [Actions] button, select [Update translation list]. This action starts searching for new
untranslated strings. We recommend you to update your list every time you start translating.

NOTE

The translation list update occurs every time you enter the [Translations] section
SEE ALSO
e How to add new languages

e How to change Creatio language

How to import translations from Excel

You can use Excel import to quickly export and import translations. To do this:

1. Open the [Translations] section and select the needed strings. Searching and filtering
translation strings is covered in a separate article.

2. Use the [Export list to file] action in the [Translation] section to obtain a template for the import
table. A XLSX file with the currently displayed records and columns will be downloaded.

NOTE

Columns required for translation are the [Key] column, as well as source and target language columns

3. Open the system designer and click the [Data import] link. Drag the XLSX file with translations
and click [Other]. Select the “Translation” object (Fig. 238).
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Fig. 238 Importing the translation file

Data import: Upload file

CLOSE BACK NEXT

Selected file

Translation xlsx X

Where do you want the data imported to?

CONTACT ACCOUNT TRANSLATION

4. Set up duplicate check bu the [Key] column and click [Start data import].

After importing, perform the [Apply transfers] action in the [Translation] section.

SEE ALSO
e How to identify a translation string by a key

e How to select specific translation strings using filters
®  Excel data import
®  Exporting list data to Excel

e ListFAQ

How to identify errors with applying translations

After completing the translation and clicking the [Apply translations] button, some Ul elements may
remain untranslated because of errors in the process of applying translations (e.g., the schema of the
translated resource has been deleted, etc.).

NOTE

If a translation resource has been deleted, the corresponding translation strings will be deleted as well when
the translations are applied. This does not result in a translation application error.

fan error occurs when applying translations from a string, Creatio records the error text in the [Error
message] column in the [Translation] section list (Fig. 239). To display the [Error message] column in
the list of translation strings, add the [Error message] column to the list view via the [Select fields to
display] command of the [View] menu.
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Fig. 239 [Error message] column in the section list

Translation (=) (a0 What can I do for you? >
[¢Tel3 NEw FOLDER ™  ACTIONS ~ [ECERGITUEVA P VIEW ~

1 Filtersiolders ~ 7 Untranslated +

Key ~ English (United States)  [Error message

Configuration:UsrProcessi:Caption Business process Email 1 [The "Caption® resource for the "UsrProcess1" schema is not found.

Data:SysSchema.Caption:38abdff4-e76f-43c9-b080-3d814878...  Business pracess Email 2 [The "SysSchema” with Id = "38abdff4-e76f-43c9-b080-3d8148788126" not found

Use the [Translation apply errors] folder (Fig. 240) to quickly view all strings with error messages. To

open the [Translation apply errors] folder, click the [Show folders] option in the [Filter] menu of the
[Translation] section.

Fig. 240 Folder with translation apply errors

Translation a
CLOSE NEW FOLDER ~ Lo CR gy APPLY TRANSLATIONS
- Favorites > &7 Filterssfolders = % Untranslated ~
- Al Key ~ English (United States)
Translation apply errors I} @3 Configuration:UsrProcess1:Caption Business process Email 1

Data:SysSchema Caption:38abdff4-e76f-43¢9-3d814878... Business process Email 2

You can create additional folders using a filter by the [Error message] column to view specific
translation errors.

If the [Error message] column is empty for a translation string, then it has been properly applied and
should be displayed in the Ul

SEE ALSO
e How to translate the interface and system elements in Creatio
e Setting up columns
L
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Hot keys

This article lists keyboard shortcuts available in Creatio (a.k.a. "Hot keys"). Using keyboard shortcuts
improves your efficiency by decreasing the time spent on frequent micro operations, such as saving
mini pages, navigating lists, working with the campaign designer.

In the below table, you can find the most often used keyboard shortcuts.

NOTE

The table contains the shortcuts used for Windows OS. For Mac OS, use the “Command” key instead of “Ctrl”

Section list

Select multiple adjacent records.
Click the first record, press and hold the Shift key, and then
click the last record.

Select multiple separate records.

Shift + click the record

Ctrl + click the record

Move up and down the record list. One of the recordsinthe 1 and {
list has to be selected.
Open the selected record. Enter
Save the record after editing. Ctrl + Enter
Ctrl+ S
Confirm the action in the dialog windows. Enter
Mini page
Move the cursor to the next field. Tab
Move the cursor to the previous field. Tab + Shift
Save the mini page. Shift + S
Ctrl + S
Close the mini page without saving. Esc
Tags
Navigate between tags. Tand |
To display the full list of tags, press ! in the tag selection
string.
Select and apply tags. Enter
Global search
Search for currently entered value. Enter

The [Activities] section
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Navigate the tasks in the chronological order. To do this, Tab
select the task and press the key.

Move the selected task up and down the calendar. Tand !
Move the selected task to previous or next day. —and -
The [Dashboards] section
Close the opened dashboard tile. Esc
The [CTI panel] tab in the communication panel
Dial the number entered manually. Enter

Campaign designer

Copy selected elements. Ctrl + C
Paste selected elements. Ctrl + Vv
Select all elements. Ctrl + A
Select multiple separate elements. Ctrl + click the element
Search for elements. Ctrl + F
Delete selected elements. Delete
Run the campaign. Ctrl + Enter
Open help. F1
SEE ALSO

®  Process designer hot keys
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Sections

CONTENTS
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The [Home page] section
The [Accounts] section

The [Contacts] section

The [Activities] section

The [Knowledge base] section
The [Feed] section

The [Dashboards] section
The [Calls] section

The [Queues] section
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The [Accounts] section

All information about customer companies, partners, competitor banks, subsidiaries and branches of
your bank, as well as insurance companies, that you interact with are stored in the [Accounts] section,
up-to-date and easily accessible at any time.

Use the [Accounts] section of Creatio to keep record of account information, track connections
between companies, group companies by various criteria and analyze the relevant statistics. For
example, data on the number of employees can be used to estimate the size of the company.

Views

The section has several views:

. —displays accounts as a list of records. The list columns are covered in the description of
the account page below.

° —displays charts, indicators and ratings that can be used to analyze accounts.

CONTENTS
®  Account page

Record profile
The
The
The
The
The
The [Attachments and notes] tab
The [Feed] tab

General information] tab
Contacts and structure] tab
Timeline] tab

Connected to] tab

History] tab

e Finding and merging duplicates

e The [Accounts] section actions

®  How to merge several companies into one holding/company group

e How to view the history of a holding/company group activities
SEE ALSO

e Percentage of profile completion

®  Record pages

Account page
In Creatio, accounts can be:
e added manually;
e imported from an Excel filg;

NOTE

When creating an account manually, Creatio will offer to select an account from the list. The data enrichment
function must be set up beforehand. More information about data enrichment setup is available in a
separate article.
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Account profiles are located on the left. They contain basic information about the account and its
primary contact.

The action panel, which contains activities, posts and emails, created when working with the account, is
located at the top of the page.

Workflow bar enables you to:
e Schedule atask ™ .
e Send an email
e Create a post in the record feed L

e Record call results ‘*-.

Tabs, which contain account fields and details, are located below the action panel.

Record profile
General information about the account.

Photo The logo of an account. It is displayed on the page of the account and
next to the name of the account In the section list and in the feed.

Click the button to add a new image by using the standard file
selection window. We recommend uploading a square image (aspect
ratio: 1:1).

Click on the button to remove the logo.

If you mouse over the photo area, the buttons will become visible.

Company name Official name of the company.

Type Type of the account depending on its role in relation to your bank, such
as "Customer”, “Partner” or “Insurance company".
The account types can be used for filtering in other fields, so we do not
recommend deleting the values from the [Account types] lookup.

Owner Name of the Creatio user responsible for working with the account.
Web Company web-site.

Primary phone Primary phone number for contacting this account.

Category Category that defines how important the account is for your bank. For

example, "A" — top importance, “D" — low importance.

Branch Bank’s branch where the account is assigned.

— data enrichment button. Read more >>>

Primary contact profile

The primary contact profile is located below the account profile and displays full name, job title, work
and mobile phone numbers, an email address of the primary contact for the current account.
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The [General information] tab

The tab contains primary information on the account, such as segmentation fields, communication
options, connections to other contacts and accounts, banking details.

Alternate names Aliases or additional names of the accountorganization

Non-resident Select this checkbox if this legal entity is registered in a foreign country.

Blacklisted Select this checkbox if this legal entity has been added to the bank's
black list.

Blacklisted on Date of adding the legal entity to the bank's black list. This field is

displayed on the page after selecting the [Blacklisted] checkbox.

Reason for blacklisting  Circumstances surrounding the blacklisting of the legal entity. This field is
displayed on the page after selecting the [Blacklisted] checkbox.

Company code Unique code of account It is used to distinguish companies with identical
names. The accountaccount code is non-editable and is populated
automatically based on the specified template. Use the “Account code
mask” system setting to customize auto numbering for legal entities.

Taxpayer number Legal entity's registration number with the tax authority.
Liquidated Select this checkbox if the legal entity no longer exists.
Liquidated on Date of liquidation. The field becomes available if you select the

[Liquidated] checkbox.

Segmentation

Additional information about the account.

Business entity Indicates whether the legal entity is private-owned, state-owned or of
mixed ownership.

Legal entity Type of legal entity, e.g. “Corp.”, “Inc.”, "Ltd.".

No. of employees Approximate number of employees in the company, for example “51-
100" or “501-1000".

Annual revenue Possible annual revenue ranges for companies, for example, “15-20
million” or “20-30 million”.

Industry Business field that the legal entity operates in, for example, “IT
Company”, “Business services", or “Manufacturing and distribution”.

Addresses

List of all addresses of the account.

Address type Type of account address, for example, delivery, legal, actual address, etc.
It is defined when a record is added, but can be changed.
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Primary

Address

Country
State/province
City

ZIP

NOTE

Indicates the primary address. The primary address of an account is
displayed in the list and the record profile. By default, the [Primary]
checkbox is selected for the first address added to the [Addresses] detail,
but you can select this checkbox for a different address at any time. Only
one address can be set as the primary address at a time (if you select the
checkbox for a new address, the checkbox for the previous primary
address will be cleared).

Street, building number and other details of the company address.

Location of the company.

The [State/province] and [City] fields are connected to the [Country]
field. For example, if a city is located in a certain country, then when you
populate the [City] field, the [Country] field will be populated
automatically. Similarly, if you enter a province in the [State/province],
the [Country] field will be populated automatically.

When you populate the [Country] field, the [State/province] and [City]
fields will show only those regions and cities that correspond to the
selected country. You can associate a region with a certain country in the
[States/provinces] lookup, and associate a city with a country — in the
[Cities] lookup. Use the [Districts] lookup to associate a district with a
country.

Postal code of the company.

The list displays the primary address of an account (the addrss for which the [Primary] checkbox is selected)

After you populate one or several addresses of the account the [Show on map] section action

becomes available.

Communication options

The detail contains the list account's communication options: phone numbers, email addresses,
website URLs and social network profiles. The detail fields are displayed when you select the

corresponding commands in the =+ menu.

Types of the account communication options.

Primary phone
Alternate phone
Fax

Web

Email

Facebook

Twitter
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Phone numbers that can be used to contact the company.
Communication option types are defined when a record is added, but
can be changed.

Website and email addresses of the company.

Social network profiles of the account. A separate page is used to link
social network accounts to accounts.
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NOTE

If an account has multiple web addresses, the list displays the address that was entered last.

You can use default types of communication options or add custom ones. Use the [Communication
option types] lookup to add custom types of communication options.

NOTE

Custom communication option types fall into one of the pre-set “communication types”: Email, Phone,
Skype, SMS, Social network or Web. Be sure to select one when adding a custom communication option

type.

Buttons on the [Communication options] detail:

— call the company. The button is displayed on the page if at least one "Phone” communication
option field is populated. Click the button to open the communication panel and dial the
corresponding phone number.

NOTE

Phone integration is required to make calls. Read more >>>

— email the company. The button is displayed on the page if at least one “Email” communication
option field is populated. Click the button to new email draft with the corresponding account specified
in the [To] field. If you have synchronized your mail client with Creatio, the draft will be created directly
in the Creatio. Otherwise, your default mail client will open.

(7 - visit the company website. The button is displayed on the page if at least one "Web”
communication option field is populated. Click this button to open the corresponding website. The
website will be opened in your default browser.

— open Facebook search page for selecting the company’s Facebook accounts for adding to the
list of the account's communication options. If a Facebook account has already been added as a
communication option, then clicking this button will open the Facebook page of the account.
Banking details
The tab also displays banking details of the account.

Account Name of the company whose banking details are given. This is a non-
editable field.
Opportunity name Name or type of the company's banking information, such as "Primary

bank account”.
Manager Names of the chief accountant and CEO of the company.
Chief accountant

Country Country of the banking details for the account If the selected country has
a specific template for banking details in the [Countries] lookup, then this
template will appear in the [Banking details] field.

Legal entity Full name of the legal entity that will be used as part of payment details.
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Banking details Complete information on the company's banking details, for example,
account number, SWIFT number, ABA Code, etc.

Notes Additional information about the banking details,

Noteworthy events

List of company's noteworthy events.

Type Type of the noteworthy event, for example, “Company day”. Defined
when a record is added, but can be changed.

Date Date of the noteworthy event.

The [Contacts and structure] tab

This detail displays information about the company contact persons and structure.

Organizational structure
This detail displays the company structure and divisions.

Name of the company whose organization structure is established. This
is a non-editable field.

Division Name of the company division. If you select a value in the [Division] field,
this field will be populated with the selected value.

Department Name of the company department.
Manager Name of the division manager.
Notes Additional information about the division.

[Add root item] — adds root items, such as company departments.

[Add subordinate item] — adds a subordinate item for the selected one, for example, a unit within a
department.

Contacts

The list of company employees. The detail displays contacts who have this company specified as the
current employer on the [Job experience] detail or the contact profile.

To add a new contact to the system, use the T button on the detail. A new contact page will open
with the current account specified. Once the page is saved, the employment history detail will display
the record about the contact's new place of work.

The [Timeline] tab

The [Timeline] tab contains chronologically organized entries that represent records linked to the
current account. Read more >>>
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The [Connected to] tab

Connections between the current account and other accounts and contacts.

Account Name of the company which a relationship is established for. This is a
non-editable field.

is a/an Relationship type, for example, “Partner” — “"Holding company”. When
you select a relationship, the inverse relationship type is automatically
populated in the [Inverse relationship] detail.

for contact / for Name of the company or person who is connected to this account.
account
Actual This checkbox indicates whether the relationship is relevant at the

present time.

Notes Any additional information about the entities.

- chart showing the account connections. The chart shows the “Holding company — Subordinate
company” type connections of the account.

NOTE

You can change the type of the displayed connections using the “Connection type - "Parent account” system
setting.

— list showing the account connections.

The [History] tab
The [History] tab contains system records connected to the account.
Activities

Tasks connected with this account. The detail displays information from the [Activities] section. To
connect an activity to the account, populate the [Account] field of an activity page.

Calls

The list of the subscriber's incoming and outgoing calls. This detail displays information from the [Calls]
section. To connect a call to a contact, populate the [Contact] field of the call page.

You can play back a recorded call directly on the detail. Read more >>>
Emails

Emails connected to the current account. To connect an email to the account, populate the [Account]
field of an email page.

A list of contracts concluded with the current account. This detail displays information from the
[Contracts] section. To connect a contract to anaccount populate the [Customer] on the contract page.

Documents

This detail contains a list of documents connected to the selected account. This detail displays
information from the [Documents] section. To connect a document to the account, populate the
[Account] field of a document page.
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Invoices

A list of invoices connected to the company. Displays information from the [Invoices] section[Bank
accounts] section Financial accounts are connected with accounts by the [Account] field of the financial
account page.

Accounts in external banks

The list of accounts that the company opened in other banks.

Bank The bank in which the account was opened. You can select legal entities
of the “Bank” type.

Account number. The number of the account that the company opened in a different
bank.
Type Account type, for example, “Card” or “Current”.
Update on The date when the information about the account became known.
Account turnover Known cash flow of the account.
Currency The currency of the account.
Primary This checkbox identifies that the account is primary.
Description Additional information about the account.
Cards

The list of the company's cards, which displays information from the [Cards] section. To connect a card
to a legal entity, populate the [Customer] field of a card page.

The [Attachments and notes] tab

Additional information about the account, as well as files and web-resources related to the account.
Read more >>>

Attachments

Use this detail to store files and links related to the account. For example, on this detail you can add
documents that reflect the accounts relationship history, or links to the company's web resources.

Notes

The [Notes] detail is used to store additional text information about the account. You can edit and
organize notes on the detail. If you switch to another tab of the account page, the information on the
[Notes] detail will be saved.

The [Feed] tab

The [Feed] tab displays the messages from the [Feed] section that are connected to the current
account.

SEE ALSO
e Percentage of profile completion
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Finding and merging duplicates

In Creatio, you can search for duplicates and eliminate them. When creating new records, the system
automatically checks for duplicates. You can also schedule a periodic duplicates search for accounta
and contacts. Read more >>>

SEE ALSO
e  General duplicate search

e How to search for duplicates when saving records

The [Accounts] section actions

In addition to the standard actions, the section also contains special actions.

Show duplicate accounts

The [Show duplicate accounts] action opens an additional page that contains all possible duplicates of
the accounts. After the duplicates search is completed, records are added on the page automatically.
Read more >>>

Show on map

The action shows the list of the selected accounts on a map. Launching the action opens a window that
displays accounts selected in the list. If the address is not filled in for all selected accounts, the action
will not be performed. If the address is not filled in for some accounts or filled in incorrectly, then the
corresponding information will be shown in the opened window.

NOTE

You can select multiple accounts in the section using the [Select multiple records] action

If an account has several addresses populated, e.g., physical address and delivery address, the map
displays all the specified addresses. To view the detailed description, click one of the addresses.

NOTE

If an account position is not accurate on the map, open the [Addresses] detail and set the point
corresponding to the account location on the map.

Update with social networks data

This option allows you to populate the account page with additional information from Facebook. Read
more >>>

Actions when saving a record
When you save an account record, additional actions are available.
Adding a new contact person for account

When you save a new account page, a message will appear prompting you to add a new contact
person for this record. If you click the [Yes] button the page of a contact, where you can enter
information about a primary contact for the account. Click the [No] button to cancel the action.
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Duplicates search when saving a record

When you save an account, a duplicates search page might open. It means that this record might be
already registered in the system. You can edit the new record or indicate that the records found are
not duplicates of the new record being saved.

Print

Account summary Displays summarized information about the company. The table
contains the list of communication options and addresses of the
company as well as the history of interaction with it. This print option is
available on the account page in the [Print] menu.

Analytics in the [Accounts] section

The [Analytics] view contains summary data on the section: charts, metrics, ratings and reports.

NOTE
More information about working with dashboards and dashboard setup can is available in the
corresponding articles

The [Account analysis] tab

The [Account analytics] tab displays the summary of information about accounts that are registered in
the system.

NOTE

Filters set in this section are applied to all dashboard components

Customer base growth  This diagram shows the number of new clients who were added to the
system by month. Only accouts of "Customer” type are used for
calculation.

Number of customers Indicator displaying the number of legal entities of the “Customer” type
registered in Creatio.

Customers by industry ~ Diagram displaying how accounts are grouped by industry.

Customers with no List of 5 accounts that don't have any connected contacts. The data is
contacts specified sorted in alphabetical order.

Customers with no The list of top five customers who have no activities connected to them
recent activity or the end date of the last uncompleted activity has passed. It displays

records sorted in ascending order of the latest activity date. Clients
without activities or with the earliest activities will be in the top of the list.
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Reports

Data sufficiency The list of fields on the account page is given as a table. For each field
the table contains the number of records where this field is filled in and
the corresponding percentage. It also displays the number of entries that
have no data in this field.

SEE ALSO
e Dashboards

How to merge several companies into one holding/company
group

Make connections between accounts in Creatio to facilitate centralized communication and work flow
between accounts. Use the chart to manage relationships with parent and subordinate accounts.

To view the location of an account within the relationship structure, open the [Connected to] tab of the
account page. Currently selected account is highlighted in orange (Fig. 247).

Fig. 241 Company group chart

Axiom (New York) Axiom (Boston) Axiom (London)

Partner Custor

MNorth Country Branch

Central Branch

artner

Click the button to view the company's relationships chart. Click the button to switch to the

list view.

The chart only shows the “"Holding company — Affiliate company” type connections of the account.
NOTE

You can change the type of the displayed connections using the “Connection type - "Parent account” system
setting.

Let's create a holding company structure that includes subordinate companies with branches. To do
this:

1. Open the page of the holding account and go to the [Connected to] tab.

2. Click the [Add subordinate company] button (Fig. 242).
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Fig. 242 Adding an subordinate company

New holding company

Axiom

3. In the displayed field, enter the name of the subordinate company that you want to create
aconnection to. Select a company from the list (Fig. 243) or create a new one by clicking

[New...].

Fig. 243 Connecting the holding company to the subordinate company

Axiom

Lustomer

‘ Axio| Q ‘

Axiom (New York) {b

Axiom (Austin)

4. To add more subordinate companies, select the holding company in the chart and click the
existing workplace, select it in the workplace list and click the “+" button (Fig. 244).

Fig. 244 Adding a second subordinate company

Axiom

Customer
Ty

Axiom (New York)

5. Click the [+] button to add subordinate connections.
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6. Inthe displayed block, enter the name of the subordinate company.

7. In the similar way, add the subordinate company branches.

NOTE

To delete a connection between accounts, select the company connection you want to delete and click the

X" button.

How to view the history of a holding/company group activities

Use the history to view and analyze the cooperation process with the holding company and all of its
affiliates. This will enable you to view are in progress for both the holding and each subordinate

account.

To view the history:

1. On the parent account page, go to the [History] tab.

2. Expand the [Activities] detail and click the 5 | button.

NOTE

The | 553 | button is displayed on the [History] tab details and only for parent accounts, if subordinate

companies have connected records

As a result, the detail will show the activities of the subordinate companies of the account

(Fig. 245).

Fig. 245 Viewing the activity history of the subordinate companies

Activities + § |sh

Discuss delivery issues with Mr. Clayton (Axiom)
Send a copy of invoice 094-01 to Axiom again
Call Bruce back, summarize meeting results
Prepare outstanding invoice list

Prepare quotation

10/2/2016 4:05 PM
10/2/2016 8:35 PM
10/2/2016 4:10 PM
9/26/2016 7:00 PM

10/5/2016 7:30 PM

Status

Completed
Completed
Completed
Completed

Mot started

You can use the following details to view the opportunities history of the subordinate companies:
[Activities] on the [History] tab, and on the [Contacts of account] of the [Contacts and structure] tab.

The history is only displayed for the first and second nesting levels. This means that if the subordinate
company has its own subordinates, the records connected to these subordinates will not be displayed

for the selected account.
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The [Contacts] section
Contacts are your bank’s customers, accounts, your bank employees and other business or personal
contacts.

Use the Contacts section to manage information about contacts, group them by various parameters,
analyze the history of interactions with customers, and view the resulting statistics.

Views

The section has several views:

° — list of contacts. Displays contacts as a list of records. All list columns are described below
in the context of the contact page.

. — contacts analytics. Displays charts, indicators and ratings that can be used to analyze
contacts.
CONTENTS
e  Contact page
Record profile
The [General information] tab
The [Employment] tab
The [Timeline] tab
The [History] tab
The [Attachments and notes] tab
The [Feed] tab
®  Finding and merging contact duplicates
e  The actions in the [Contacts] section
®  Analytics in the [Contacts] section
e Percentage of profile completion
SEE ALSO
®  The [Accounts] section > Finding and merging duplicates
® Integration with the MS Exchange service
e  Integration with Google services
e  Integration with social networks

e Contact profile enrichment

Contact page
A contact can be:
e added manually;
e imported as an Excel file;
e received through synchronization with social networks.
e received through Google synchronization.

e created with incoming mail processing;
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created with Single Sign-On authentication.

ATTENTION

To synchronize with external resources, you need to perform initial setup. Social network integration, Google
synchronization and Single Sign-On technology are described in separate chapters.

NOTE

Contact personal data are stored in the contact’s profile, on the [Communication channels] and [Addresses]
details at the [Contact info] tab and on the [Job experience] detail at the [current employment] tab. In the
database they correspond to the following tables: “Contact”, “ContactCommunication”, “ContactAddress”
and “ContactCareer”.

The contact profile and connected account profile are located on the left side of the contact page.
Profiles contain basic information on the current and connected records.

The action panel, which contains activities, posts and emails, created when working with the contact, is
located at the top of the page.

Workflow bar enables you to:

Schedule a task ™ .
Send an email
Create a post in the record feed L

Record call results 'u.. .

Tabs, which contain contact fields and details, are located below the action panel.

Record profile

General information about a contact.

Photo A photo is displayed on the contact's page as well as next to the contact
name when displayed in other sections and in the feed.
Click the button to add a new photo. We recommend uploading a
square image (aspect ratio: 1:1).
Click on the button to remove the photo.
If you mouse over the photo area, the buttons will become visible.

Time zone and city Contact's time zone and current time, determined automatically, using
data on the [Addresses] detail. Read more >>>

Contact name First name, middle name, last name of the contact.

Full job title Contact's job title, for example, “Direcor” or “Department manager”.

Mobile phone Mobile phone number. The value is synchronized with the
[Communication options] detail of the [General information] tab.

Business phone Business phone number. The value is synchronized with the
[Communication options] detail of the [General information] tab.

=S
241 ACCELERATE


https://academy.bpmonline.com/documents?product=base&ver=7&id=1901
https://academy.bpmonline.com/documents?product=administration&ver=7&id=1637
https://academy.bpmonline.com/documents?product=administration&ver=7&id=1256
https://academy.bpmonline.com/documents?product=administration&ver=7&id=1255
https://academy.bpmonline.com/documents?product=administration&ver=7&id=1255
https://academy.bpmonline.com/documents?product=administration&ver=7&id=1637

Email Email address. The value is synchronized with the [Communication
options] detail of the [General information] tab.

Owner Name of the user responsible for the contact.

Type Contact type: customer, contact person or employee.

Branch Name of the bank branch which provides services to the individual.
Service level Here you can specify which kind of customer the individual is, e.g.,

regular or VIP.

Account profile

Under the profile with main information about contact, the profile of the account is located, in which
fields are displayed with name, type and owner of the account, website address, primary phone,
category and industry of the company the account works for.

Changing the account specified in the profile will also change information on the [Job experience]
detail of the contact page. Likewise, modifying the information on the [Job experience] detail will
update the account specified in the contact’s profile.

The [General information] tab

The tab contains date and place of birth, citizenship, home address, noteworthy events and
connections to other contacts or accounts..

Title Honorific, for example, "Mr” or "Mrs".
Gender Contact gender.
Birth date If you fill in this field, a "Birthday" noteworthy event will be automatically

created for the individual. The value in this field is also used to calculate
the individual's age, which is shown on the consultation panel during
consultations with this individual.

Birthplace Client's place of birth.

Citizenship Select a country from the lookup.

SSN Social security number.

Customer type Type of customer, for example, “Bank client” or "Potential customer”.

|dentity documents
This detail contains the list of the documents that a contact submits for identification.
Citizenship Citizenship of a contact at the time of document submission. This is a
non-editable field. The field is filled in automatically, based on the value
in the [Citizenship] field on the contact's page.

Series Letters that precede the document number.
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Number
Issued by

Primary

Document type

Issued on
Valid until

Department code

Number of the document.
The name of the authority that issued the document.

Checkbox that determines whether the document is primary at the
moment it has been issued.

Name of the document, e.g., “Passport” or “Driver's license”. This is a
required field.

Document issue date.
Document expiration date.

The code of the authority that issued the document.

The [Attachments] detail contains scanned copies of the document.

Communication options

This detail contains the list of contact's communication options, as well as the list of the banned ones.

The detail fields are displayed when you select the corresponding commands in the + menu.

Types of contact's communication options.

Business phone
Mobile phone
Home phone
Skype

Email

Web

Facebook
Twitter

Do not use email
Do not use phone
Do not use SMS
Do not use mail

Do not use fax

NOTE

The phone numbers you can use to contact the contact. Communication
option types are defined when a record is added, but can be changed.

Contact's Skype account.

Website and email addresses of the contact.

Contact's social network profiles. A separate page is used to link a social
network account to the contact

Checkboxes signify which communication options should not be used to
contact a contact. For example, if a contact does not wish to receive
mails, select the [Do not use mail] checkbox. For example, if a contact did
not consent to receive emails, select the [Do not use Email] checkbox.

When sending bulk emails via the [Send email] element in the business
process or case, Creatio ignores the [Do not use email] checkbox
selected in the [Communication options] detail.

The record list displays the last of the entered email addresses of the contact
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You can use default types of communication options or add custom ones. Use the [Communication
option types] lookup to add custom types of communication options.

NOTE

Custom communication option types fall into one of the pre-set “communication types”: Email, Phone,
Skype, SMS, Social network or Web. Be sure to select one when adding a custom communication option

type
ATTENTION

If the MS Exchange integration is configured, it is not recommended to change default communication
option types, since this may lead to synchronization errors. More information about contact fields is covered
in a separate article

Buttons on the [Communication options] detail:

— call to a contact. The button is displayed on the page if at least one field of the "Phone” type
communication options is available Click the button to open the communication panel and dial the
corresponding phone number.

NOTE

Phone integration is required to make calls. Read more >>>

— email the contact. The button is displayed on the page if at least one “Email” communication
option field is populated. Click the button to new email draft with the corresponding account specified
in the [To] field. If you have synchronized your mail client with Creatio, the draft will be created directly
in the Creatio. Otherwise, your default mail client will open.

(7] - visit the contact's website. The button is displayed on the page if at least one "Web”
communication option field is populated. Click this button to open the corresponding website. The
website will be opened in your default browser.

— open Facebook search page for selecting the contact”s Facebook accounts for adding to the list
of the contact’s communication options. If a Facebook account has already been added as a
communication option, clicking the button will open contact’s Facebook page.

Addresses
List of all addresses of the contact.

Address type Type of address of the contact, for example, “Registration” “Business”.
Defined when a record is added, but can be changed.

Primary Indicates the primary address. Select this checkbox to display this
address in the contact profile. By default, the [Primary] checkbox is
selected for the first address added to the [Addresses] detail, but you
can select this checkbox for a different address at any time. The
checkbox in the original record will be cleared.

Address Street, building number and other details of the contact’s address.
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City Contact’s location. The [State/province] and [City] fields are connected
to the [Country] field. For example, if a city is located in a certain country,

Country the [Country] field will be populated automatically when you fill in the
[City] field. Similarly, if you enter a province in the [State/province], the
[Country] field will be populated automatically. When you fill in the
[Country] field, the [State/province] and [City] fields will display only
those regions and cities, which correspond to the selected country. You
can associate a region with a certain country in the [States/provinces]
lookup, and associate a city with a country —in the [Cities] lookup.

ZIP Postal code of the contact’s address.

NOTE

The list displays the contact’s primary address

Noteworthy events

List of contact’s noteworthy events.

Type Type of the noteworthy event, such as "Birthday” or “Company day".
Defined when a record is added, but can be changed.

Date Date of the noteworthy event.

Connected to
Connections of the contact with other contacts and accounts.

Name of the contact for whom a connection is established. This is a non-
editable field.

is a/an Relationship type, for example, "Employee” or “Employer”. When you
select a connection, the inverse connection type is automatically filled in
the [Inverse relationship] detail.

For a contact Name of the connected account or name of the connected contact.

Actual This checkbox indicates whether the relationship is relevant at the
present time.

Notes Any additional information about the entities.

The [Additional information] tab

The tab contains the following information about the individual:

Education Highest level of education completed.

Social status General social group that the contact belongs to, e.g., “Public servant”,
"College student”, e.t.c.
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Consent to the Select this checkbox if a contact has given consent to process their
processing of personal  personal data.
data

Marital status
The field block contains information about the family of the individual.

Marital status Indicates whether the contact is currently married.
Spouse Select a contact who is the spouse of the current contact.
Number of family Total family size of the contact
members
Number of children Number of children

Additional

This block contains the following information about a contact:

Blacklisted Select this checkbox if the contact has been added to the bank's black
list.
Blacklisted on Date when the contact was added to the black list. This field is displayed

on the page after selecting the [Blacklisted] checkbox.

Reason Circumstances surrounding the blacklisting of the contact. The field is
displayed on the page after selecting the [Blacklisted] checkbox.

The [Employment] tab

The tab displays all information about contact's employment, including current job and the previous
ones.

Type of employment Indicates whether the employment of the contact is full time, part time or
seasonal.

Employer Account profile

Job title Position held by the contact, for example, “Department manager”.

Full job title Exact job title, such as “Sales department manager”. If you select a value

in the [Job title] field, this field will be filled in with the selected value.

Department Company's department where this contact works, for example “Sales” or
"Marketing".
Role Contact’s influence in the decision making process, for example, ", " .

The data on the [Current employment] tab is synchronized with the information on the [Job
experience] detail.
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If you fill in the [Account] and when saving the page of the contact a message will appear prompting
you to add a new record on the [Job experience] detail. When you click [Yes], a record with the new
place of employment is automatically added on the [Job experience] detail. This information includes
the company name and a day when the contact started working at the company. The [Primary] and
[Current] checkboxes are also selected.

When you change information in the fields of the [Current employment] tab that is associated with the
[Job experience] detail (for example, information about the company, department and position of
contact), a message will appear prompting you to add a new record on the [Job experience] detail or
to update an existing record. When a new record is added in the [Job experience] detail, the [Primary]
and [Current] checkboxes are selected for this record, and the [Started on] field is filled in with the
current date. The [Current] checkbox will be cleared for the previous place of work and the [Worked
till] field will be filled in with the current date.

If you clear the [Employer

Job experience
Information about all employers of the contact.

Current contact. This is a non-editable field.

Contact's employer.

Job title Position held by the contact, for example, “Department manager”.

Full job title Exact job title, such as “Sales department manager”.

Department Company department where the contact works.

Type of employment Indicates whether the employment of the contact is full time, part time or
seasonal.

Role Contact's influence in the decision making process, for example,

“Decision maker” or “Influencer”.

Start Date when the employee was assigned to work in this position.

Due date Date when the employee left the job.

Primary Checkbox indicates that this place of work is the principal one.

Current Checkbox indicates the company where contact works at the present
time.

Reason for job change  The reason why the employee decided to accept this position, for
example, “Interesting work” or “Promotion”.

Description Additional information about the contact's employment.

NOTE

The [Current employment] field group displays information about the place of work for which both the
[Primary] and [Current] checkboxes are selected

The data on the [Job experience] detail is synchronized with the information in the [Current
employment] field group.
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If either of the [Primary] and [Current] checkboxes is cleared for a record in the [Job experience] detail,
the data about the place of work will be automatically cleared in the [Current employment] field group.
When a record with the selected [Primary] and [Current] checkboxes is modified, the data in the
[Current employment] field group is updated automatically.

If you select the [Primary] and [Current] checkboxes for another record in the [Job experience] detail, a
message will appear asking whether the contact is still working in the specified position. If you click the
[Yes] button, the [Primary] checkbox for the previous place of work will be cleared. If you click the [No]
button, the [Current] checkbox for the previous place of work will be cleared.

The [Timeline] tab

The [Timeline] tab contains chronologically organized entries that represent records linked to the
current contact. Read more >>>

The [History] tab
The [History] tab displays records that are connected to the current contact.
Activities

Tasks and meetings that are connected to the current contact. The detail displays information from the
[Activities] section. To connect an activity to a contact, fill in the [Contact] field of an activity page.

Calls

The list of the subscriber's incoming and outgoing calls. This detail displays information from the [Calls]
section. To connect an activity to a contact, fill in the [Contact] field of an activity page.

You can play back a recorded call directly on the detail. Read more >>>
Documents

This detail contains a list of documents connected to the selected contact. This detail displays
information from the [Documents] section. To connect a document to a contact fill in the [Contact]
page of the document.

Invoices

A list of bank accounts of the contact. Displays information from the [Invoices] section[Bank accounts]
section. To connect an invoice to a contact fill in the [Contact] page of the invoice.

Email

Emails that are connected to the current contact. To connect an email to a contact, fill in the [Contact]
field on the [General information] tab of the email page.

Contracts

A list of contracts concluded with the current contact. This detail displays information from the
[Contracts] section. To connect a contract to a contact fill in the [Customer] field on the contract page.

Cards

List of credit/debit cards of the individual that displays information from the [Cards] section. To
connect a card to a contact, fill in the [Customer] field of a document page.
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The [Attachments and notes] tab

The [Attachments and notes] tab contains additional information and related links to web resources.
Read more >>>

Attachments

Use this detail to store files and links. For example, on this detail you can add documents that reflect a
contact's history or links to web resources.

Notes

The [Notes] detail is used to store additional text information. You can edit and organize your notes on
the detail. If you switch to another tab of the contact page, the information on the [Notes] detail will be
saved.

The [Feed] tab
The [Feed] tab displays the messages from the [Feed] section that are connected to the current
contact.
SEE ALSO
® Integration with the MS Exchange service
e  Integration with Google services

e Enrichment of contacts from the incoming email

Finding and merging contact duplicates

You can search for duplicates and eliminate them. When creating new records, the system
automatically checks for duplicates. You can also schedule a periodic duplicates search for accounta
and contacts. Read more >>>

SEE ALSO
®  General duplicate search

e  How to search for duplicates when saving records

The actions in the [Contacts] section

Show duplicate contacts

The [Show duplicate contacts] action opens an additional page that contains all possible duplicates of
contacts. After the duplicates search is completed, records are added on the page automatically. Read
more >>>

Show on map

This action shows the location of selected contacts on a map. Launching the action opens a window
that displays contacts selected in the list. If the address is not filled in for all selected contacts, the
action will not be performed. If the address is not filled in for some contacts or filled in incorrectly, then
the corresponding information will be shown in the opened window.

NOTE

You can select multiple contacts in the section using the [Select multiple records] action
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Update with social networks data

This option is for populating the contact's page with additional information from Facebook. Read
more >>>

Synchronize with Google Contacts

This action is for synchronizing Creatio with Google Contacts. Read more >>>

Set up Google synchronization

This action is available in the actions menu of the [Contacts] section. It sets up the integration between
the Google Contacts and Creatio contacts. When you start this action, a setup window will open. Read
more >>>

Synchronize with Contacts in Exchange

The action is displayed in the actions menu if the Microsoft Exchange email provider is added to the
system. The action is available if a MS Exchange account is set up in Creatio. It is used for synchronizing
Creatio with MS Exchange. Read more >>>

Actions when saving a record
When you save a record, additional actions are available.
Duplicates search when saving a record

When you save a contact, a duplicates search page might open. It means that this record might be
already registered in the system.

You can edit the new record or indicate that the records found are not duplicates of the new record
being saved.

Print

Contact's dossier This displays the summarized information about the contact person. The
table contains a list of communication options and addresses of the
contact as well as the history of interaction with it. This print option is
available on the contact's page in the [Print] menu.

Analytics in the [Contacts] section

The [Analytics] view contains summary data on the section: charts, metrics, ratings and reports.

NOTE

More information about working with dashboards and dashboard setup can be found in the corresponding
articles.

The [Contact analysis] tab

Summary data about contacts.

NOTE

Filters set in this section are applied to all dashboard components.
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Reports

List of contact's This table contains a list of contacts and their noteworthy events for the
noteworthy events. selected period. It also includes their phone numbers and displays
names of employees who are responsible for these contacts.

Data sufficiency The list of fields on the contact page is given as a table. For each field the
table contains the number of records where this field is filled in and the
corresponding percentage. It also displays the number of entries that
have no data in this field.

SEE ALSO
e Dashboards

Percentage of profile completion

You can monitor the percentage of completed profile data for contacts and accounts and track
process flow using convenient visual tools. You can configure how the percentage of complete data
will be calculated according to your internal requirements. The system will ask you to fill in the missing
data for account, contact or opportunity page.

The system allows you to set up complete data analytics and view information grouped by owners.

CONTENTS
®  Analyzing profile data

e Complete data calculation settings

Analyzing profile data

The indicator on an account, contact or opportunity page displays the percentage of profile data
complete (Fig. 246). The profile data complete indicator is located at the top left corner of a user page.

Fig. 246 Contact page data complete indicator

John Best

Head of department

NOTE

Recalculation of the profile completeness indicator is performed when opening the contact page or account
page and when saving or changing the recalculation rules in the lookup.. To update the percentage, for
example, after importing data from Excel, run the [Update the profile data population] business process.

The unsatisfactory data percentage is marked red on the indicator, the satisfactory data percentage is
marked yellow and the complete data percentage is of green color.
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The indicator also shows the total percentage of data completeness. The indicator readings will
depend on how many fields are filled in on a page. You can modify how each value item on a page will
contribute to the calculation of profile data complete. For example, you can set up the calculation so
that filling in the "Role" field on a contact page will add 10% to the percentage of the profile
completion.

NOTE

For more information about the data completion calculation settings, read the corresponding article

Click the indicator to view a hint about how many fields or details should be filled in to increase the
percentage displayed. If there are several unfilled items, they will be displayed in the descending order
of the percentage that they add to the indicator when filled in (Fig. 247).

Fig. 247 Hints about completing a contact page profile

b Lastname  Philips

¢ Firstname "~ Megan

Middle name
o Role

)% "Communication option” detail - Mobile

SEE ALSO
e Complete data calculation settings

e Percentage of profile completion

Complete data calculation settings

Creatio allows you to customize the parameters used for the calculation of the profile data. You can set
up the scale to be displayed on a contact, account or opportunity page.

The data complete calculation can be customized for the [Contacts], [Accounts] and [Opportunities]
sections. The customization process is similar for all these sections.

To set up the data complete calculation for contacts or opportunities:

1. Open the [Lookups] section. To do this, open the system designer by clicking the button at
the top right corner of the application. In the [System setup] block, click the [Lookups] link.

NOTE

You can set up access rights to this action using the [Access to “Lookups” section] system operation.

2. Select the [Data entry compliance] lookup in the list Select the lookup record and click the
[Open content] button.

3. On the opened page, select the section for which you want to configure the data complete
calculation: [Contacts], [Accounts] or [Opportunities].
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For example, let's configure the data complete calculation settings for contacts. To do this,
select the [Contacts] record in the list and click [Open].

4. On the opened page, you can set up the scale and the parameters of the indicator.

Indicator scale setup

The incomplete data percentage is marked red on the indicator, the satisfactory data percentage is
marked yellow and the complete data percentage is of green color (Fig. 248).

To set up the profile data complete indicator, define the ranges of values to be regarded as
incomplete, satisfactory and complete profile data. To do this:

1. Specify the upper limit of the range to be assigned to the incomplete profile data. This is the
lowest possible value that is satisfactory. By default it is set to "50%".

2. Specify the upper limit of the range for the satisfactory level of the profile data complete. This
is the lowest possible value that is sufficient. By default it is set to "80%".

Fig. 248 Profile data complete indicator

Scale 0 50 80 100

NOTE

The lower limit of the incomplete data range is non-editable and always equals "0%". Similarly, the upper
limit of the complete data range is non-editable and always equals "100%".

Indicator attributes setup

You can set up the indicator attributes to define how different types of profile data entered impact the
percentage of the profile data complete. For example, you can configure the settings so that entering
information about a contact's company will add 15% to the percentage of the profile data complete.

NOTE

The [Attributes] detail of the [Data entry compliance] lookup uses an editable list which is described in a
separate article

To set up the data complete attributes:
1. Go to the [Attributes] detail toolbar and click the + button.

NOTE

The total percentage of the data complete attributes must equal 100%. You can add a new attribute only if
the total percentage of the already added attributes is less than 100%.

2. Select the required attribute from the drop-down menu. An attribute can be:

a. A field value on a page. For example, contact role.

NOTE

Fields to be filled in with numeric type values are considered filled in if they contain any value except O
b. Information on connected tabs. For example, calls connected to a contact.

NOTE
The [Activities] detail displays the connected "Task" type activities only.

c. Values for different types of detail fields.
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[Addresses] and [Communication options] tabs of contacts and accounts have
different types of values to be filled in their fields. Each address type (legal, postal etc.)
and each communication option (mobile phone, email etc.) is considered a separate
attribute.

3. Specify the amount of percentage you want an attribute to add to the indicator of the profile
data. For example, you can set up the calculation so that specifying a mobile phone number
for a contact will add 25% to the percentage of the profile data complete.

You can configure other attributes in the same manner.

NOTE

When you add a new attribute to the [Data population percentage] column, the maximum possible value is
set by default.

4. Save the changes made to the [Data entry compliance] lookup after you finish the setup
process. All indicators displaying the profile data completion will be updated automatically.

SEE ALSO
®  Analyzing profile data

e Percentage of profile completion
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The [Employees] section

Use the [Employees] section to maintain information about the company employees. This section
enables you to add and maintain personal data, probation periods, onboarding plans, up—to—date
information on career movements of employees.

Views

The following views are available:
. — employee list. Displays employee data as a list of records.

. — employee analytics. Admission and dismissal dynamics, dismissal reason analytics and
other indicators are available in this view.
The "Working employees” quick filter is used in this section. The filter displays only employees with
empty “Due date” field in [Career] tab or the date has not come yet.
CONTENTS
®  Getting started with the [Employees] section
e Employee page
Record profile
The [General information] tab
The [Career] tab
The [User Account] tab
The [Attachments and notes] tab
The [Feed] tab

SEE ALSO
e  Contact page

Getting started with the [Employees] section
Perform initial setup before working with the [Employees] section:
e Configure the list of job titles of your company employees. Read more >>>

e Configure hierarchical structure of departments and divisions to display your company
structure and career movements of the employees. Read more >>>

e Fill the [Employees] section with data. Read more >>>
CONTENTS

e How to configure job titles of employees

e How to configure departments structure of your company

e How to create a new record in the [Employees] section

e How to track information about former employees

SEE ALSO
e  The [Contacts] section
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How to configure job titles of employees

The staffing table of your company may be different from the staffing table of the other companies.
Therefore, contact and employee positions are stored in separate lookups. To configure employee job
titles according to your staffing table:

1. Open the system designer by clicking the button in the top right corner of the application

window.

2. Click the [Lookups] link in the [System setup] block.

3. Select the [Employees] folder in the lookups section.

4. Open the [Employee jobs] lookup.

5. Add a new record to the lookup by clicking the [New] button.

6. Enter job name and description.

7. Repeat steps 5 to 6 for all job titles from your company staffing table.
SEE ALSO

®  How to configure departments structure of your company

e How to create a new record in the [Employees] section

How to configure departments structure of your company

Configure hierarchical structure of departments and other structural units to maintain information
about the company employees and their career movements. To do this, edit the records in the
[Organization structure items] lookup. To configure the structure:

1. Open the system designer by clicking the button in the top right corner of the application
window.

Click the [Lookups] link in the [System setup] block.
Select the [Employees] folder in the lookups section.

Open the [Organization structure items] lookup.

moa woN

Add a new record to the lookup by clicking the [New] button.
NOTE

Start adding company departments from general to specific. This will help to set links between the
departments and form the full names of departments and divisions.

6. Enter the name of the organizational unit, for example, "Board of Directors”.

7. Specify the name of this organizational unit manager in the [Head] field. Click the @, button
and select the manager from the list of employees. If the [Employees] section is empty, you can
add a head of department in two ways:

e Enter an employee name in the [head] field. You will be prompted to create a record in
the [Employees] section with specified name (Fig. 249). A mini page of adding a
record to the [Employees] department will open by clicking the prompt field. Fill out
the contact page and click [Save]. The created contact will be specified in the [Head]
field of the [Organization structure items] lookup.
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Fig. 249 Creating new record in the [Employees] section from the [Organization structure items]

lookup
Marketing Q, John Black Q, Marketing

’ ¢ fu}
Accounting Marketing Accountil

e Clickthe @, button and click the [New] button in the opened window (Fig. 250). The
new contact record page will be opened. The main personal data and communication
options will be passed to the employee's page from this new record. Specify an
account, department and position for the new employee. Save the page. As a result,
new employee will be specified as a head of the department in the [Organization
structure items] lookup.

Fig. 250 Adding new record to the [Employees] section from the value selection window

CANCEL \IE'Y%'{]D ACTIONS =

8. Configure the status of created department in the company structure by specifying the parent
department.

9. Repeat steps 5 through 8 for all departments of your company.

10. Full name of the organizational unit will be generated automatically. The values of the [Name]
and [Parent department] fields will be used in its name.

As a result, a full hierarchical structure of the company will be generated and displayed at the selection
of the employee’s organizational unit (Fig. 25T). A manager’s profile will be populated on the
employee’s page according the information about employee’s organizational unit.
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Fig. 251 Organizational unit selection window of the employee’s page

ANCEL ACTIONS *

Accounting
Development
Markeing
Marketing

Sales

SEE ALSO
e How to configure job titles of employees

® How to create a new record in the [Employees] section

How to create a new record in the [Employees] section

A new record in the [Employees] section is created based on the existing contact. The employee’s
page will pull information such as personal data, contact and address information, noteworthy events
and career changes from the corresponding contact page. Records can be imported or added
manually.

NOTE
Data import is described in the corresponding article.
To create a new record in the [Employees] section manually:
1. Click the [New employee] button.
2. Specify in the mini page:
e A contact based on which an employee record will be created.
e Employee’s job title, for example, “Department manager”.
e Exactjob title, such as “Sales department manager”.
e Department, for example, "Marketing’”.

NOTE

A list and hierarchical structure of departments is configured in the [Organization structure items] lookup.
For more information on importing communication options is available in a separate article

e Employee account.

3. The following data will be automatically passed to the new employee page from the contact
page, if they were specified:
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e Communication options.
e Addresses.
e Noteworthy events.
e Career.
The data about the user, its organizational and functional roles will be added.
4. Add the information about employee’s career at your company on the [Career] tab.
5. Save the page.
Next time you edit the data on the employee page, the changes will also be reflected on the
employee’s contact page.
SEE ALSO
e How to configure job titles of employees
e How to configure departments structure of your company

e How to track information about former employees

How to track information about former employees

In the [Employees] section, enter the data about all employees of your company, both current and
former. The base of contacts will help to work with recruiting agencies, black lists of job seekers or
when an employee returns to the company. To set up a list of employees:

1. Add data about your former employees to the section. You can add data manually or import
from a file (for more information please see the "How to create a new record in the
[Employees] section” article).

2. Open the [Career] tab on the employee page and fill the [Due date] and [Reason for job
change] fields.

NOTE

An employee is considered as working with empty “Due date” field in [Career] tab or the date has not come
yet

3. If you have information about further career of your former employee, add it to the [Job
experience] detail.
4. Save the changes.

Only records of working employees are displayed in the section list and in folders by default. Disable
the "Working employees” quick filter to display the full list of employees.

SEE ALSO

® How to create a new record in the [Employees] section

Employee page
Basic employee data (full name, communication options, title, date of birth, division is available) on the
left of the employee page. The employee’s manager information is also available in the profile area.

The action panel located at the top of the page. The action panel contains activities created when
working with an employee. It also displays employee’s activities from their schedule.

Using the action panel, you can:
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e schedule atask ™
e send an email to an employee
e create a post in the record feed |

e Record call results ‘*-.

NOTE

The data displayed on the action panel of the employee page is synchronized with the action panel of the
corresponding contact page. For example, a task scheduled using the action panel on the employee page
will also be available on the contact page.

Tabs below the action panel display detailed information about the employee.

Record profile

General employee information

Photo Employee’s photo. Photos are pulled from the corresponding contact
pages. It can be changed only on the contact page.

Contact name First and last name of the employee. The field displays the data specified
on the contact page. If you change the name on the employee page, the
data on the contact page will also be updated.

Job title Employee's current position (e.g. "Director” or “Head of Department”).
The field is populated with the [Employee jobs] lookup values.

Full job title The field is populated automatically — it duplicates the title selected in the
[Employee jobs] lookup. If necessary, the title may be edited.

Company's organizational unit where the employee works. The field is
populated with the [Organization structure items] lookup values. At the
same time, if the manager of the organizational unit is specified in the
lookup, their data will be automatically displayed in the manager’s profile
on the employee's page.

Organizational unit

The employer’s account name is specified in this field. You may only
select the accounts with the “Our Company” type. If you update this field,
the account field of the contact page will also be updated.

Business phone Employee's business phone number. The field displays the
[Communication options] detail value of the [Contact info] tab of the
employee and contact pages.

Email Employee's email address. The field displays the [Communication
options] detail value of the [Contact info] tab of the employee and
contact pages.

Birth date Employee's birth date. The field displays the [Noteworthy events] detail
value of the [Contact info] tab of the employee and contact pages.
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Gender Employee’s gender. The field displays the value of the [Contact info] tab
of the contact page. This field cannot be edited on the employee page.

Owner The Creatio user who is the author of this record in the [Employees]
section and maintains the information about this employee. The field is
populated automatically once the record is created.

General information about the owner

Photo Photo of the contact owner Photos are pulled from the corresponding
contact pages. It can be changed only on the contact page.

Contact name First and last name of the owner The field group displays the data that is
specified on the contact page. This field cannot be edited on the
employee page.

Mobile phone The field group displays the data that is specified on the contact page.
This field can not be edited on the employee page.
Business phone

NOTE

if the owner of the organizational unit is indicated in the [Organization structure items] lookup, their data will
be automatically displayed in the owner’s profile on the employee's page. If the owner is not specified the
lookup, you can specify him manually, from the employees list.

The [General information] tab

The tab contains general contact information about the employee (contact and address data,
noteworthy events etc). The data on the [General information] tab is synchronized with the
corresponding data on the contact page. If you change the communication options or any other data,
enter new information on the employee page, and it will also be displayed on the contact page.

Communication options

This detail contains the list of employee’s communication options, as well as the list of the restricted
communication channels. The tab displays the [Communication options] detail values of the contact
page. If you change the communication options on the employee page, the data on the contact page
will also be updated.

The detail fields are displayed when you select the corresponding commands in the [Add] menu.

Business phone Phone numbers that can be used to contact the employee.
) Communication option types are defined when a record is added, but
Mobile phone can be changed.
Home phone
Skype Skype account of the employee.
Email Website and email addresses of the employee.
Web
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Facebook Social network profiles of the employee. This field is populated by
searching for the social network profile of the employee on a separate
Twitter page.

Do not use email Checkboxes indicate which communication options should not be used
to contact the employee. For example, if a contact does not wish to
Do not use phone receive SMS, select the [Do not use SMS] checkbox.

Do not use SMS
Do not use mail

Do not use fax

— call the employee. The button is displayed on the page if at least one "Phone” communication
option field is populated.

—opens the Facebook search page where you can select an employee’s social network profile and
add it as a communication option. If the employee’s account has already been added as a
communication option, the button will be displayed in a blue color. Click to open the Facebook page
of the account.

Addresses

List of employee addresses. The detail displays the [Addresses] detail value of the [Contact info] tab of
the contact page.

Address type Type of address of an employee, e.g. "Home" or “Work”. Defined when a
record is added, but can be changed.

Address Street, building number and other details of an employee's address.

City Employee location. The [State/province] and [City] fields are connected
to the [Country] field. For example, if a city is located in a certain country,

Country the [Country] field will be populated automatically when you fill in the

[City] field. Similarly, if you enter a province in the [State/province], the
[Country] field will be populated automatically. When you fill in the
[Country] field, the [State/province] and [City] fields will display only
those regions and cities, which correspond to the selected country. You
can associate a region with a certain country in the [States/provinces]
lookup, and associate a city with a country —in the [Cities] lookup.

ZIP Postal code of an employee.
Noteworthy events

List of employee’s noteworthy events. The field displays the [Noteworthy events] detail values of the
contact page.
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The [Career] tab

The tab displays all information about career changes of an employee, including current and previous
positions and the place of work. When editing data on the [Career] tab of the employee's page,
changes will also be displayed on the [Workplace] tab of the employee's contact page.

General information

The field group contains such information as employment and dismissal dates, probation period and
the dismissal reasons of an employee. For current employees the information on the current position is
displayed in these fields.

Start date The date the employee started working in your company.

Probation ends The end of the probationary period.

Reason for job change  This field is populated with the [Reason for job change] lookup values.
End date Date of dismissal.

Career in our company

Employee’s career changes within the company.

The employer account name is specified in this field.

Organizational unit Company'’s organization structure unit where the employee works, for
example “Sales” or "Marketing".

Job title Employee’s title, for example, “Department manager”. The field is
populated with the [Job title] lookup values.

Full job title Exact job title, such as “Sales department manager”. This field is
automatically populated with the value that is selected in the [Job] field,
but may be edited if necessary.

Start date Date when the employee was assigned to work in this position.
Due date Date when the employee left the job.
Current Checkbox indicates the company where an employee works at the

present time.

The [Career in our company] detail data is synchronized with the general career information fields of
the employee profile. For example, if you change the date in the [Start date] field of the [Career in our
company] detail, the date in the [Start date] field of the [General information] field group also changes.
When entering the end date, the [Current] checkbox the automatically removed from the previous job
record.

Let's take a look at the process of transferring an employee to another department / unit within your
company:

1. Select the record that indicates the current position of the employee on the [Career in our
company] detail.
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2. Go to the edit page of the record by clicking [Edit] in the action menu of the detail. Specify the
end date for this position and save the changes.

NOTE

If you populated the [End date] and [Reason for job change] fields, the [Current] checkbox is automatically
removed from the job record

3. Add a new employee position by pressing the + button and fill in all the necessary data (e.g.
new position, start date, organizational unit, [Current] checkbox).

As a result, the data in the [Basic Information] field group will also update.

Job experience

Information about all work places of an employee. The data specified on the [Career] detail of the
linked contact page is displayed here. These details need to be updated when the employee is hired
and dismissed.

The [User Account] tab

If an employee is a Creatio user, their information and roles are displayed on the [User Account] tab.
Upon registering a new user account for an employee, all connected data will be displayed on the
[User account] tab of the employee page automatically.

The user login and the [Active] checkbox on the [User Information] detail cannot be edited.

The data on the [Organizational roles] and [Functional roles] details may be edited on the employee
page. If edited, the data will be updated on the contact page as well.

The [Attachments and notes] tab

Detailed information about an employee, as well as attachments and links to web resources. Read
more >>>

Attachments

Used to store employee document copies. For example, you may add an employee's ID scan copy,
employment contract, etc. to the detail.

Notes

The [Notes] detail is used to store additional text information about an employee. You can edit and
organize notes on the detail. If you switch to another tab of the employee page, the information on
the [Notes] detail will be saved.

The [Feed] tab

The [Feed] tab displays the messages from the [Feed] section that are connected to the employee
record.

SEE ALSO
e  Contact page

e  Users and roles management

264 ACCELERATE™


https://academy.bpmonline.com/documents?product=base&ver=7&id=1297
https://academy.bpmonline.com/documents?product=base&ver=7&id=1297
https://academy.bpmonline.com/documents?product=base&ver=7&id=1297
https://academy.bpmonline.com/documents?product=administration&ver=7&id=259

The [Activities] section

Use the Activities section of the Creatio to optimize your working day management, create schedules,
plan activities for other employees, track interconnections between activities and other system

sections, and keep records of completed tasks.

Views

The section has several views:

o — displays activities as an electronic day planner. Read more >>>

. — displays activities as a list of records. All list columns are described below in the context

of the activity page.

o — activity analytics. It displays charts, indicators and ratings that can be used to analyze

activities.

Filters

There are several quick filters set in the section:

e By date (the [Start] and [Due] fields) — the filter displays activities, which overlap with the
specified time period. For example, if the activity time period is longer than the one specified
in the quick filter and these time periods overlap - the activity will be displayed as a result of

filtration.

e By responsible employee (data in the [Owner] field and the [Participants] detail of an activity

page).
NEXT
e  Calendar
e  Task page
General information
The
The
The
The
The
The

e  Actions in the [Activities] section

General information] tab
Participants] tab
Attachments and notes] tab
Email] tab

Calls] tab

Feed] tab

SEE ALSO
® Integration with email services by the IMAP/SMTP protocol

® Integration with the MS Exchange service

®  Integration with Google services

Calendar

The calendar view (Fig. 252) displays activities as an electronic day planner.
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Fig. 252 The calendar view
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You can add, copy, delete, as well as open an activity for viewing or editing using the toolbar buttons.
When you copy an activity, the list of its participants will be copied too. Activities in the calendar can be
filtered in the same manner as records in the list.

The calendar area

The calendar area is divided into days. The date and day of the week are displayed in the heading of
each day column. The title of the current day is highlighted.

In the calendar area activities are displayed in the form of rectangular blocks whose height
corresponds to the duration of activities. The current time is highlighted with an orange line. To scroll
the calendar vertically, use the scrollbar at the right of the calendar or the [Up] and [Down] keys on
your keyboard.

The calendar scale

A calendar cell can display time intervals from 5 to 60 minutes. You can modify the calendar scale by
selecting the corresponding command from the [View] menu (Fig. 253).
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Fig. 253 Changing the calendar scale
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The calendar scale influences the accuracy of how activities are displayed (a calendar cell is always fully
occupied). For example, if the cell is set to the interval of “60 minutes’, the activity with 1 hour 20
minutes duration occupies 2 cells. In this case, the accurate duration of the activity is displayed
(Fig. 254).

Fig. 254 Activity start and due date in the calendar

1:45 AM-3:45 PM Corporate
training

NOTE

If the account is specified for an activity, its name will be displayed in the calendar before the activity subject.

If the current calendar scale does not allow to display the accurate start and due time, you can see it
on a mini page that appears when you mouse over the activity subject. In addition to timing, the mini
page contains basic activity information (Fig. 255).
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Fig. 255 Activity mini page in the calendar view
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NOTE

Information displayed on a mini page depends on which fields are filled-in on the activity page. For more
information on mini pages, please refer to the separate article about mini pages.

How to add activities from the calendar view

You can add tasks to the section directly from the calendar. To do this:

1. Use the mouse to highlight the time period required to complete the activity (Fig. 256).
Fig. 256 Highlighting a time period in the calendar view
9:00 AM-11:30 AM
b
2. Start typing the activity subject. A mini page containing the added text will open (Fig. 257).
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Fig. 257 Adding a task
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3. Enter text, connect activity to other records and save your changes.

As a result, a new task will be added to the system.

How to edit activities in the calendar
To edit an existing activity directly in the calendar view:
1. Click the subject of the needed record in the calendar area. Activity mini page will open.
2. Click the # button to switch the mini page to edit mode, then make necessary changes and
save the mini page.

You can also change activity duration without opening its mini page. To do this, place the cursor at the
activity time border, click the left mouse button and drag it to the desired time mark while holding
down the left mouse button (Fig. 258).

Fig. 258 Changing activity duration in the calendar view

Prepare workshop
material

To move the activity to another date or time, drag it to the desired time in the calendar view. If some
of the activities are scheduled for the same time, those activities will be displayed in the calendar view
within the same time interval.

269 ACCELERATE™



Long activities

An activity is considered as “Long” if it lasts more than 24 hours (for example, a business trip or a
vacation). Such activities are displayed above the calendar (Fig. 259).

Fig. 259 Display of long activities in the calendar view
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If the start or due date can not be specified within the time period that the calendar displays, it will
display either the start date or the due date of the activity (Fig. 259).

Activity colors in calendar view

Activities in the calendar view are highlighted with different colors depending on their status and due
date.

e Activities are highlighted red when their due time has already passed while those activity were
not in the final state yet (overdue activities).

e Blue is used to highlight activities that are not in the final state (not started or in progress) and
have not passed their due time yet.

e Grey is used to highlight activities that are in the final state (completed or canceled).

Task page

In Creatio, a task can be:
e added manually;
e received through MS Exchange synchronization;
e received through Google synchronization.

ATTENTION!

To synchronize with external resources, you need to perform initial setup. MS Exchange synchronization and
Google synchronization are described in separate chapters

The task page consists of a group of general data fields and some tabs (Fig. 260).
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Fig. 260 An example of a task page
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General information

General information about activity

Subject

Start date

Goal of the activity, for example, "Prepare documents” or “Presentation”.

The date and time when the task should be started and finished. By

default, the [Due] field value is 30 later than the [Start] field value. Use

Due date

the time zone icon (§2) when planning acivities for participants in

different time zones. Read more >>>

Duration (minutes)

Duration (hours,

Length of the activity. The fields are not displayed on the activity page,
but can be viewed in the list.

Status of the activity, for example, “In progress” or “Completed”.

minutes)

Status

Owner User who is responsible for performing the activity.
Author User who initiates the new activity.
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Priority Priority of the task, for example, "High” or "Medium”.
Category Category of the activity, for example, "Meeting” or “Paper work”".

Calendar Select this checkbox to make the activity visible in the calendar view.

The [General information] tab

The tab contains general activity data, such as its result, connection of the activity to other system
objects and reminders for owner or author.

Result
This detail specifies what has been accomplished after performing the activity.

Result Result of the activity. The field becomes editable, when the status of the
activity is changed to “Completed” or “Canceled”. For different
categories of activities the appropriate options for the [Result] field are
available.

Result details Detailed information about completing the activity. The field becomes
editable, when the status of the activity is changed to “Completed” or
"Canceled”.

Connected to
Information about system records connected to the activity.

Account Company or person that is connected to the activity. When a contact is
selected. The [Account] field is filled in automatically with the contact
information.

Contract Contract that is connected to the activity.

Document Document that is connected to the activity.

Application Application that is connected to the activity.

Reminders

This detail is used for creating reminders for the activity.

Remind owner Used for reminding the owner and/or author about an activity at a

, specified time. Information about new reminders will be displayed on the
Remind author owner's and/or author's communication panel.
Remind on Date on which the owner or author of the activity will receive reminder.

The [Participants] tab

The tab contains the list of the contacts who participate in the task/call. By default, when a participant
is added to the detail from the contact list, the detail will display the information from the [Job title] and
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[Business phone] fields of the contact page. Also, the activity will appear among the activities of all
users specified in the detail.

NOTE

The contact specified in the [Owner] or [Contact] field will be added to the [Participants] detail automatically.
When you copy an activity, the list of its participants will be copied too

The [Attachments and notes] tab

The [Attachments and notes] tab contains additional information about the current task and
attachments and links to the web resources related to the activity. Read more >>>

Attachments

Use this detail to store files and links related to the activity. For example, on this detail you can add
documents or useful links related to the activity.

Notes

The detail is used to store additional text information about the activity. You can edit and organize
your lead notes on the detail. If you switch to another tab of the activity page, the information on the
[Notes] detail will be saved.

The [Email] tab

Emails that are connected to the activity.

The [Calls] tab

The list of incoming and outgoing calls connected to the activity. Displays information from the [Calls]
section. To connect a call to activity, fill in the [Activity] field of the call page.

The [Feed] tab

The [Feed] tab displays posts from the [Feed] section that are connected to the activity.

SEE ALSO

® Integration with the MS Exchange service

®  Integration with Google services

Actions in the [Activities] section

Synchronize with Google Calendar

Launches the synchronization between Google calendar and Creatio tasks. The action is available in
the actions menu of the [Activities] section. Read more >>>

Set up Google synchronization

Launches the synchronization setup between Google calendar and Creatio tasks. The action is
available in the actions menu of the [Activities] section. Read more >>>
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Synchronize with tasks and meetings in Exchange

This action is displayed in the actions menu if the Microsoft Exchange email provider is added to the
system. The action is available if a MS Exchange account is set up in Creatio. It is used for synchronizing
the Creatio activities with tasks and meetings in MS Exchange. Read more >>>

Analytics in the [Activities] section

The [Analytics] view contains summary data on the section: charts, metrics, ratings and reports.

NOTE
More information about working with dashboards and dashboard setup can be found in the corresponding
articles.

The [Activity analytics] tab

Analytics on the activities.

NOTE
Filters set in this section are applied to all dashboard components. Particularly, filters by date and responsible
employee.
Reports
Activity report Activities of the current user for the previous week.
The [Completed activities] part displays all completed activities for the
specified time period where the selected user participated (as listed in
the [Participants] detail of the activity page).
The [Incomplete activities] part displays overdue activities (whose due
time has already passed while the activity was not in its final state) which
the selected user is responsible for.
SEE ALSO

e Dashboards
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The [Products] section

The Products section contains information about bank products offered by your bank. Use this section
to maintain detailed description and parameters for each product.

Views

The section has several views:

. — displays products as a list of records. Information about the list columns and their
purpose can be found in the description of the product page.

° —displays charts, numeric indicators, and lists used to analyze documents.

CONTENTS
e  The product page
Common data
The [General information] tab
The [Product bundle] tab
The [
The [Feed] tab

Attachments and notes] tab

e  Product catalog

e How to specify product details

e Actions in the [Products] section
®  Analytics in the [Products] section

e  The [Product categories and types] lookup

The product page

The product page contains the set of the general data fields, as well as the page tabs.

Common data
General information about the product.

Name The product name. When adding a new product, the [Name] field is
filled in automatically with the values of the [Product category] and
[Product type] fields. You can modify the product name at any time.

Available for Select the type of client (account or contact) that can purchase this
product.

The [General information] tab

The tab contains data on the product availability and requirements.
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General information

Code Identifier of the product. The product code is often used, for example, if
two products have the same name.

Category Product category, such as "Financing" or "Bank cards". This field is not
displayed on the product page, but it is displayed in the list.

Type Types of products offered within the current category. This field is not
displayed on the product page, but it is displayed in the list.

Product details

The [Product details] detail is used for storing the conditions under which the product can be provided
to a client. Different products have different sets of conditions. Use the different tabs of the [Product
details] page to specify customer parameters, product features, requirements and other product
details.

The [Product bundle] tab

The tab contains the names of the product bundles in which the current product is included. Product
bundles are records of the Products section with the “Product bundle” category.

To add a service bundle, click the [+] button and select the required bundle.

Product bundle The name of the product bundle.
Category Product category, to which the bundle belongs.
Type Product type, to which the bundle belongs.

The [Products] tab

This tab is displayed on the page of the product bundle and is designed for storing the list of products
that are included in the bundle.

To add products to a bundle, click the [+] button and select the required products.

The [Attachments and notes] tab

The [Attachments and notes] tab is used to store additional information about the product, related
files, and links to web resources.

Attachments

Use this detail to store files and links related to the product. For example, here you can add a link to
the product overview.

Notes

This detail is designed for storing comments about the product. You can edit and organize notes and
if you switch to another tab of the product page, the information on the [Notes] detail will be saved.

For more information about working with attachments and notes please see this article.
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The [Feed] tab
The [Feed] tab displays messages related to the product.

Product catalog

All the registered products are combined in a special catalog (Fig. 261), representing a separate folder
structure of the [Products] section, identified in the folder tree with the « - icon.

Fig. 261 The product catalog

= Catalog 5 Filter = <7 Tag
N Services
Current bank account
Banking cards
Catego
Banking transactions Services
+ Investment of funds l}
+ Financing
- Favorites
- All

Services

The catalog structure is created based on categories, types, filter conditions and other grouping
criteria that you can set for products. This enables you to classify and quickly search for needed
products.

To switch to the catalog, in the [Products] section, select [Filters/folders] -> [Show folders] -> [Catalog]
-> [Products].

CONTENTS

e How to set up catalog levels

How to set up catalog levels

You can set up catalog levels by certain grouping criteria, for example, by category and type. To do
this, use the [Set up product catalog] in the actions menu of the [Products] section.

Once the [Set up product catalog] action is selected, the page that displays the list of the set up
catalog levels opens (Fig. 262).
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Fig. 262 The setup page for the product catalog

Product catalog setup

CLOSE
ﬁ? Filter =

Category
Type

Class

To add a new catalog item, click the [Add catalog level] button. On the opened page, specify:
NOTE

Only lookup fields on the product page can be used to create catalog levels.

This catalog item hierarchy is defined by the sequence in which the levels are located on the setup
page. For example, to group the products by type on the upper level of the catalog, then move the

"Product type” level up by using the button on the setup page.

How to specify product details

In Creatio, a set of product details comprises the complete profile of a product. These details consist
of:

e Customer parameters — requirements that the customer must meet to be able to purchase the
product. Customer parameters include age limitations, working experience, etc.

e Product features — static parameters that characterize the product. Product features include
product currency, early repayment option, etc.

e Sales conditions — product details that change depending on each particular sale. For example,
interest rate for a 12 month loan will be different from that of an 18 months loan.

e Documents package — the list of documents that the customer must provide in order to
purchase the product. For example, if a customer needs to provide an internal passport, an
extract from a salary account, etc., to purchase a banking product.

e Condition change criteria — additional conditions that can affect the product details. Condition
change criteria include positive credity history, which can justify decreasing the interest rate.

Each record on the [Product details] detail is a separate set of conditions. A product can have multiple
sets of conditions with different terms.
CONTENTS

®  How to set up customer parameters

e How to set up product features

e How to set up sales conditions

e How to set up the document package

®  How to set up condition change criteria
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SEE ALSO
e  The [Contacts] section

®  The [Lookups] section

How to set up customer parameters
Here we will set up an example of customer parameters.
e Age: 21to 65 years.
e Residency status: resident.
e Employment status: has been employed for no less than 12 months with the current employer.
e Has been a local resident for no less than 6 months.
To specify the customer parameters:
1. Go to the [Products] section, create a new product or open the needed product page.

2. Clickthe + button on the [Product details] detail (Fig. 263).

Fig. 263 Adding a product condition

Product

bl SAVE CANCEL ACTIONS ~ &

o Loan services / Personal loans
A Individual
< General information Product bundle Attachments and notes Feed

General information

Start date  2/10/2016

End date
Product details +® :

3. On the [Product details] page (Fig. 264) enter the start and end dates for the product
conditions.
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Fig. 264 Product condition page

Product details

m CANCEL

Set up the conditions for the product Loan services / Personal loans

Start date © 2/1/2016 End date
< Customer parameters Product features Sales conditions Documents package  Condition change criteria >

ADD PARAMETER

4. Click the [Add parameter] button on the [Customer characteristics] tab.

5. Select "Male age, years’, for example, in the empty field (Fig. 265).

Fig. 265 Selecting a characteristics

< Customer parameters Produ

Malg

Male age, years

As a result, the [Male age, years] field will appear on the [Customer parameters] tab.

6. To specify a range instead of one specific value, change the view of the field for entering
values:

a. Place the cursor over the selected value.
b. Clickthe : button.

c. Select [Value range (minimum/maximum)] (Fig. 266).

Fig. 266 Changing the field view

Male age, years : X

e S L Standard view

Value range (minimum,/maximum) %

d. Enter the required range of values (Fig. 267).
Fig. 267 Specifying a value range

P

Male age, years 21 65

ADD PARAMETER
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7. Click the [Add parameter] button. Select the [Resident] parameter, for example, and set the
value to "Yes” (Fig. 268).

Fig. 268 Specifying a Boolean value

minimum maximum

Male age, years 21 65

Resident v Yes
ADD PARAMETER

8. Click the [Add parameter] button. Select the “Total work record” and specify 12" in the field
that appears to the right, for example (Fig. 269).

Fig. 269 Specifying a fixed numeric value

Male age, years 21 - ;;.i“\um
Resident v Yes
Working experience, months ‘ 17

ADD PARAMETER

9. Add and fill in the parameters for residence.
10. Tap the [Save] button.

As a result, the specified customer parameters (Fig. 270) will apply when matching products to
applications.

Fig. 270 Example of customer parameters

Male age, years 21 o g;"in'un.'
minimum masimum

Female age, years 21 65

Resident v Yes

Working experience, months 12

Residence, months 6

ADD PARAMETER
SEE ALSO

e How to set up product features

e How to set up sales conditions

e How to set up the document package

e How to set up condition change criteria

e The [Product categories and types] lookup

e The [Lookups] section
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How to set up product features
Use the [Product features] tab to set up static characteristics of a product (Fig. 271).

Fig. 271 An example of product feature list

<{  Customer parameters Product features Sales conditions Documents package Condition chi
Currency Dollar Add value

Debt repayment schedule Annuity Standard

Early repayment ~ Yes

Collateral type Guaranty Add value

Approval period, days 30

ADD PARAMETER

Typical loan features include repayment conditions, currency, repayment schedule, etc.
Creating a list of product features is identical to creating a list of customer parameters.
SEE ALSO

e  The product page

®  How to specify product details

®  How to set up customer parameters

e How to set up sales conditions

e How to set up the document package

®  How to set up condition change criteria

®  The [Product categories and types] lookup

How to set up sales conditions

The [Sales condition] page is designed for setting up those product characteristics that change
depending on the specifics of a sale, for example, correlation between the interest rate and the term of
loan, special conditions for different customer categories, etc.

Here we will set up an example of sales conditions for a loan product in which the interest rate
depends on the customer segment, loan term and amount.

1. Go to the [Products] section and open the needed product page.

2. Clickthe + button on the [Product details] detail (Fig. 272).
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Fig. 272 Adding a product condition

Product

Pl SAVE CANCEL ACTIONS ~ &

o Mame  Loan services / Personal loans
Avallable  mdividual
for
< General information Product bundle Attachments and notes Feed

B General information
Start date  2/10/2016

End date

B Product details

3. Go to the [Sales conditions] tab.

4. Clickthe + button on the [Sales conditions] tab (Fig. 273).

Fig. 273 Adding opportunity conditions

Product conditions

CLOSE

Set up the conditions for the product Loan services / Personal loans

Start date © 2/1/2016

{  Customer parameters Product features Sales conditions Documents pac

B Sales conditions

{"} ;

5. On the opened page:

a. Enter the sales condition name, for example, “For corporate customers”.

b. Click the [Add parameter] button (Fig. 274).
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Fig. 274 Creating opportunity conditions

Sales condition

m CANCEL

Name  For corporate clients

ADD PARAMETER ,h

6. In the appeared field select the “Customer segment” and specify “Corporate customer” value
for it (Fig. 275).

Fig. 275 Selecting a value

Customer segment ‘

ADD PARAMETER Payroll card holder

Public sector customer

Corporate customer {}f}
Bank employee
CTpaTeruueckuii K1neHT

Retail customer

"

7. Click the [Add parameter] button and select “Interest rate, yearly”.
8. Change the view of the value entry field to table view:

a. Place the cursor over the selected value.

b. Clickthe @ button.

c. Select "Table view” (Fig. 276).

Fig. 276 Selecting table view to create opportunity conditions

Customer segment Corporate customer

Interest rate, per year i X

{)

Standard view

ADD PARAMETER

Value range (minimum/maximum)

Table view [}S

As a result, the [Interest rate, yearly] parameter will switch to the table view (Fig. 277).
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10.

1.

Fig. 277 Table view of an opportunity condition parameter

Customer seg

ment

Interest rate, per year

ADD PARAMETER

Select [Loan term, months] in the right part of the table (Fig. 278).

Fig. 278 Opportunity condition in a table view

Interest rate, per year

N/A

ADD PARAMETER

Corporate customer

Loan)

Loan term, years

Loan term, months

Table of values

N/A

Table of values

Specify the terms in months for which the loan can be granted in months (Fig. 279).

Fig. 279 Specifying the loan terms

Interest rate, per year

N/A

ADD PARAMETER

LOAN TERM, MONTHS

Add value

In the left part of the table, select the “Amount” value and specify available ranges for the credit

amount (Fig.

Fig. 280 Formulating the credit amount ranges

280).

Interest rate, per year

AMOUNT
minimum maimum
150,000.00 299,999.00
minimum maximum
300,000.00 899,999.00
minimum maximum
900.000.00 1,500,000.00
E Add value

LOAN TERM, MONTHS

18

24

12. Specify the interest rates for each intersection of loan term and the amount (Fig. 287).
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Fig. 281 Formulating interest rates that depend on the loan terms and amounts

Interest rate, per year

AMOUNT

mnimLam maximurm
150,000.00 299,999.00
minimum maximum
300,000.00 899,999.00
minimim maximum

200,000.00 1,500,000.00

12

17.00

18,00

19,00

Add value

LOAN TERM, MONTHS

18

1725

18,25

24

17,50

18,50

19,251 N/A

13. Click the [Save] button to save the generated table of the opportunity conditions.

As a result, opportunity conditions will be formed for the corporate customers of your bank (Fig. 282).
For example, if a corporate customer applies for loan of 300 000 USD for 12 months, the interest rate
will be automatically set to 18%.

Fig. 282 Formulated product opportunity conditions

Sales condition

% CANCEL

.
Mame  For corporate clients

Customer segment

Interest rate, per year

AMOUNT
minimum maximum
150,000.00 299,999.00
minimum maximum
300.000.00 899,999.00
minimum maximum
200.000.00 1.500.000.00
: Add value

ADD PARAMETER

SEE ALSO

286

The product page

How to specify product details

How to set up customer parameters

How to set up product features

Corporate customer

12
17,00
18,00

19,00

How to set up the document package

How to set up condition change criteria

Add value

Table of values

LOAN TERM, MONTHS

18

17,25

18,25

19,25

24
17,50
18,50

19,50
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®  The [Product categories and types] lookup

How to set up the document package

Use the [Documents package] tab to set up the list of documents required for the product.

The document package can be created automatically or manually. Automatic formulation of the
document package is used if a standard document package is required for a product. You can set up
the standard document package in the [Product categories and types] lookup.

The document package is manually created if a customer must provide additional documents.
SEE ALSO

e The product page

e How to specify product details

e How to set up customer parameters

e How to set up product features

e How to set up sales conditions

e How to set up condition change criteria

e The [Product categories and types] lookup

How to set the standard document package

To enable automatic adding of standard documents to the [Product details] page, set up the [Product
categories and types] lookup first. After this, select the [Generate package] item in the menu of the
[Documents package] tab to add documents from the standard package to the product.

To set up a document package:

1. Choose the relevant condition from the[Product details] detail and click the link in the name to
go to its respective page.

2. Choose the [Document package] in the opened [Product details] page.

3. Click the button and select the [Generate package] command (Fig. 283).

Fig. 283 Adding default document package for a product

Documents package +

Generate package %

Select multiple records

As a result, the list of the documents that was set up in the [Product categories and types] lookup for
this product will be added to the [Documents package] tab (Fig. 284).
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Fig. 284 Documents in the product document package

Documents package +

stage

Driver's license Application Borrower
Sodial security number Application Borrower
ncome information Application Borrower

Manually adding documents

Document type Template

Customer
document
Customer
document
Customer
document

No No
No No
No No

Additional documents are added to the standard package manually. For example. a document
certifying military obligation may be required for men below 27 years of age. Let's consider an
example of adding an extract from salary accounts for clients who are employees of the bank. To do

this:

1. On the product page, open the current product condition by clicking the link in the title.. Click

the + button on the [Document package] tab of the [Product details] page (Fig. 285).

Fig. 285 Manually adding documents

< Customer parameters Product features Opportunity conditions

Documents package +

Documents package Condition ch

2. On the [Document in the package] (Fig. 286) page, enter the name of the document, for

example, "Statement from the salary account".

Fig. 286 The [Document in package] page

DOCU meﬁt Iﬂ paCkage What can I do for you?

CANCEL

Name  Account statement

Application
Role  Debtor

Customer document

Filtering object  Individual

Actions ¥

Type = Bank's client

<Add condition>

3. Select the belonging group of the document, for example, "Income confirmation”. The group

list is set up in the [Document groups] lookup.

4. Select a product sale stage, at which the document must be submitted.

Select the role (“Borrower”, "Debtor”, “Warrantor”, etc.) who must submit the document.
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6. Type of the document, e.g., “Customer document” or "Regulation”.
7. Select the document template if the document is a Creatio printable.

8. |If the document is required and must be submitted during contracting, select the [Required]
checkbox.

9. Configure the conditions in the filtering block. Create a filter by contact type. (Fig. 287). To do
this, specify the "Contact” object and the "Type"” column in the filter column selection window.

Fig. 287 Using the quick filter example

Filtering object  Individual

Actions ~
Type = Bank'sclient

10. Click [Save].
As a result, the document will be added to the [Documents package] detail. The document will be
available only for individuals of the “Bank's client” type.
SEE ALSO

e  The product page

e How to specify product details

®  How to set up customer parameters

e How to set up product features

®  How to set up sales conditions

e How to set up condition change criteria

®  The [Product categories and types] lookup

How to set up condition change criteria

The [Condition change criteria] tab of the [Product details] page contains additional criteria that can
affect the sales conditions of the product. For example, the interest rate of a loan may be lowered if the
customer has exceptionally high credit score.

Use the [Product categories and types] lookup to set up the list of available criteria.
To add condition change criteria to a product:

1. Go to the [Products] section and open the needed product page.

2. C(lickthe + button on the [Product details] tab.

3. Go to the [Condition change criteria] tab.

4. C(Clickthe + button.

Fill out the fields on the opened [Condition change criteria in the product conditions] page
(Fig. 288):
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Fig. 288 Example of the condition change criteria in a product

Condition change criteria in the product conditions

CANCEL

Change criteria High credit score Variable parameter  Interest rate, per year

Correcting value  -1.00

a. Select a criteria from the lookup in the [Change criteria] field.
b. Enter the value for the criteria. For example, select the checkbox for a Boolean criteria.

c. In the [Variable parameter] field, select the product feature that is affected by the
criteria. For example, if the criteria affects interest rate, select “Interest rate, per year”.
The values are selected from the [Default feature] lookup.

d. In the [Correcting value] field, enter the value by which the variable parameter value
must be adjusted.

NOTE

To decrease the variable parameter value, enter the correcting value a preceding “-" character. Otherwise
the variable parameter value will be increased by the correcting value.

6. Click [Save].

SEE ALSO
®  The [Product categories and types] lookup

e The product page

®  How to set up customer parameters
e How to set up product features

®  How to set up sales conditions

®  How to set up the document package

Actions in the [Products] section

This section features additional actions in addition to the standard ones.

Set up product catalog

This action opens the product catalog setup page. Read more >>>

Analytics in the [Products] section

The [Analytics] view contains summary data on the section: charts, metrics, ratings and reports.

The [Product analytics] tab

Product summaries.

290 ACCELERATE™



NOTE

Filters set in this section are applied to all dashboard components.

New products List of ten recently added products. Only products with the “Current”
status are counted. The data is sorted in descending order. Recently
added records are displayed at the top of the list.

Products by category Diagram displaying the number of products divided into categories.

Most popular products  List of five products with the most contracts signed. Only contracts with
the “Signed"” status are counted. The data is sorted in descending order
of number of contracts.

Least popular products  List of five products with the least contracts signed. The list includes
products with no contracts as well. The data is sorted in ascending order
of number of contracts.

SEE ALSO
e Dashboards

The [Product categories and types] lookup

The [Product categories and types] lookup is designed for creating hierarchy of bank products and
assigning parameters to the product categories and types. You can also add document packages that
will determine which documents are required for each product. Finally, the lookup contains criteria by
which a manager can modify the product sales conditions.

Lookup structure

The [Product categories and types] lookup contains the list of product categories. A product category
can encompass a number of product types (Fig. 289).
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Fig. 289 The structure of the [Product categories and types] lookup

Product categories and types

NEW CATEGORY CLOSE

Name

+ | Product bundle

- | Loan services 8
Personal and Consumer loans
Mortgages and Real Estate loans
Business loans and Leasing
Auto loans

+ | Insurance product

+ | Bank cards

+| Accounts and investments

To add a product category to a lookup:
1. Click the [New category] button (Fig. 290).

Fig. 290 Adding a product category to the [Product categories and types] lookup

Product categories and types

2. Enter product category name and select the class: “Product”, “Insurance product” or “Product
bundle” (Fig. 291).

Fig. 291 Adding a new product category

Product category

Name * Loan services‘

Class Product >

3. Save the changes.

4. Add other product categories to the lookup in the same manner.
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To add products to a category:

1.

W

4.
S.

Select the needed category in the area on the right side of the lookup page and click the

button.
Select the [New type] command (Fig. 292).

Fig. 292 Adding a new product type to a category

Product categories and types

NEW CATEGORY CLOSE

- Loan services 8
Personal and Consumer loans New type
Mortgages and Real Estate loans Edit %
Business loans and Leasing Delate

Enter the product type name.
Save the changes.

Add other product types of this category in the same manner.

The [Parameters] tab

The tab contains parameters that apply to all products of the selected category or type. The tab
contains the list of parameters.

The [Document package] tab

The tab contains the list of documents that must be submitted.

Document

Document group

Stage

Role

Document type
Template

Required

293

Name of the document, e.g., “Passport” or “Driver's license”. This is a
required field. The value is selected from the [Identity documents]
lookup.

The name of the folder where you can add the documents to be uses for
applications. For example, "ID" or "Income statement". The group list is
set up in the [Document groups] lookup.

Name of the product sale stage on which the document must be
provided.

the role of the person who submits the document in the contract, e.g.
"Debtor”, "Warrantor”, etc.

Type of the document, e.g., “Customer document” or “Regulation”.
The template of the document's printable.

Select the checkbox if the product cannot be sold if the customer does
not submit this document.
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SEE ALSO
e  How to set up condition change criteria
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The [Applications] section

The [Applications] section is used to process and store applications for your products. All actions
required to close the deal are performed in this section. Here, you can manage customer applications,
view the application history, general information about customers and selected products.

Views

The section has several views:

. — a list of applications. displays applications as a list of records. All list columns are
described below in the context of the application page.

o — application analytics. displays various indicators used application analysis.

CONTENTS
e How to work with applications

How to create an application
How to fill in deal participant application form
How to process an application
e How to configure validation actions
e  Application page
Borrower profile
Application profile
The [Selected product] tab
The [Participants and documents] tab
The [Decision] tab
The [History] tab
The [Attachments and notes] tab
The [Feed] tab

SEE ALSO
®  The [Application forms] section

How to work with applications

In bpm’online, all features needed for working with applications are concentrated in a single system
section. The [Applications] section stores all customer information starting with the initial customer
need and up until the deal closure. Applications contain vital information about the deal participants,
such as their roles, credibility and product details.

Creatio has a default application processing case designed for consumer loans with preconfigured
tasks and user hints. It includes:

1. Product selection
2. Filling in the application form
3. Validation

4. Deal closure
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You can modify the existing case or set up other cases in the section via case designer.
CONTENTS

e  How to create an application

e How to fill in deal participant application form

e  How to process an application

How to create an application

An application for bank products is created by the loan processor employee at the bank office based
on the information provided by a borrower. Applications are created in two stages: quick application
creation and filling in detailed application information.

CASE
A consumer wishes to take a loan of $50,000 for a period of 3 months.

How to create an application

Adding a new application is simple: just fill in the required fields. You can add other information later,
using the application page. To create an application:

1. Click the [Add application] button in the [Applications] section.

2. In the opened mini page, all fields are populated automatically. "Lending" and "Consumer
lending” values are specified, respectively in the [Product category] and [Product type] fields
by default. Change the field values if the consumer is interested in the products of another
category or type. Information about bank subsidiaries and branches is filled in based on the
data about the place of work of the employee who creates an application (Fig. 293).

Fig. 293 Application mini page

LD-a-n- s“erwc’;s
;‘—‘e‘r‘s;)-n.a\ e;d Consumer loans
VOLVH’ ;ﬂmpany
lﬁur‘ ;ompany
SAVE CANCEL

3. Save the application.

How to fill in an application

Before you can start processing the application, it must contain the following information: product,
deal participants and the documents required for the deal. This information is required for application
validation, during which the final decision on the deal is made.
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Product selection

On the new application page, you will be asked to fill in the information about the selected product.
The corresponding activity will be displayed on the action panel. Ask the customer about the product
and its conditions. Enter the information on the application page:

On the application page, fill out the [Selected product] tab.

1. Specify the product for which the application is created. Only products whose category and
type coincide with those specified during application creation are available for selection in the
[Products] field. If the terms of sale are set for the selected product, select the product with the
most suitable conditions in the list. In this case, we select the Lending/Consumer lending/Short-
term loans. After selecting a product, the list of conditions on the application page will be filled
in automatically.

NOTE

Product conditions include a full banking product profile and sale conditions. Product condition setup is
described in a separate article.

2. Specify the currency of the loan, its amount, term and other required parameters. In our case it
is $50 000 loan for 3 months (Fig. 294).

Fig. 294 An example of filled out [Selected product] tab

t Lending / Consumer lending portunity condition  Short-time Lending

Productterms +

Us Dollar
% 2,500.00

Term, months® 3

Participants and documents

Fill the information about deal participants after entering the product information in the application.
You can do this on the “Filling in the application form” stage.

On the “Filling in the application form” stage, another activity will be created. When you click on the
activity, the automatically created borrower application form will open. Fill out the application form. A
list of documents for the borrower will be generated automatically. When the application form is
saved, you will be asked to send the application for validation:

e If all information on the application has been entered, click [Yes] and click the [Save] button.
The application will enter the "Validation" stage.

e To add information to the application (for example, the “Guarantor” application form), click the
[Perform later] button and specify the start time, activity duration and reminder time. The
created task will appear on the application action panel.

o If the application requires significant revision, click [No]. After revising the application, send it
for validation by clicking on the corresponding stage of the indicator on the application page.
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NOTE

The application page provides a complete list of documents for all deal participants. The list of documents

for each participant is available on the application form page.

NOTE

The required documents can be set up in the product conditions

SEE ALSO

e  Application page

e How to fill in deal participant application form

e How to process an application

How to fill in deal participant application form

Application forms contain full information about a deal participant contacts - their family, income and
expenses. A bank manager fills in the application form based on the information provided by the
customer. Alternatively, you can copy the information from the application form filled out by the

customer.

NOTE

You can customize templates for printing application forms and other documents. The templates can be
printed directly from the document page. Setting up printables is described in a separate article

The borrowers application form is created automatically on the “Filling in the application form” stage of
application processing. To add application form:

1. 1. Open the [Participants and documents] tab and click [+] in the [Application forms] detail.
Select the type of deal participant. A new application form page will open. Select the [New
contact] checkbox if there is not contact record for the deal participant in the system yet (a new

contact record will be automatically created after you close the deal).

NOTE

If you clear the [New contact], select an existing contact in the [Contact] field. All relevant contact information
will be automatically copied to the application form

2. Fill'in the required fields on the [Contact info] tab:

o v p oW

298

Last name]
First name]
Birth date]
Birthplace]
Gender]
Citizenship]
Social status]

Education]

Enter contact's ID data in the [ID] fields block.
If required, fill in fields on other tabs.
Add a photo of the borrower.

Save the profile.
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NOTE

The profile will be saved only if the required fields are filled in

In the application form created as part of a case, the borrower's document bundle required for
application processing will be generated automatically. The required documents for the deal will be
automatically added in the application form after confirming the application.

SEE ALSO
e The application form page
e How to create an application

e How to process an application

How to process an application

After all information has been filled in, the application processing starts. The processing is performed in
three steps:

e Validation

e Approval

e Deal closure.

After all these steps are completed, the application will be closed.

Application validation
At the validation stage, the information provided by deal participants is verified. The validation results
are entered on the [Validation] detail of the application page.

On the "Validation” stage in the action panel of the application page, a task will be created. When you
click on the task title, a validation action window will open (Fig. 295). If the [Validation items] lookup
contains files for the current action (for example, regulations or guidelines), they will be displayed in
the validation window.
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Fig. 295 Application validation

Approve loan issuance

° Confirmed (X} Not confirmed COMPLETE

B Attachments = 22

StandartLoanRules....

B Check list
Is it determined that the barrower can repay his
financial obligations by reviewing fifnancial
Are all underwiting criterias verified?* history?#
Yes Yes

Fill in the [Result] field group. Specify the action decision by clicking [Confirmed]. Click the [Complete]
button to save the result.

If you need to validate other data for the application, enter the validation results manually. To do this:
1. On the application page, open [Application decision] tab.

2. On the [Validation] detalil, click the =+ button.

3. On the opened validation page, select the validation action you want to perform, for example
"Verify contact’s communication options.”

4. Specify the results, for example "Confirmed".
Set the role of verifier, for example, "Security", and the employee who performed the validation.

6. Fill in the [Application participant role] and [Participant] fields with information about the
contact whose application form was verified.

7. You can also leave a comment to the verification results. For example, leave a comment that
specified communication options are not primary (Fig. 296).
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Fig. 296 Validation page (example)

onitemn Validate communication channels of contact persons

Result Confirmed Role Security service
2/21/2017 Owne; Best John

The phone number specified in the

" Warranter application form is not a main one
Main phone number +1-541-754-3010 Application forn

ntrole  Warranter

Wane Henry

Application approval

At the approval stage, the application initial information and its validation results are analyzed. The
analysis results are the basis for the decision on whether to close or cancel the deal. The information
about the decision is recorded in the [Application decision] tab of the application page.

Deal closure

The deal closure is the final stage of application processing. As a result of validation and approval of
sale conditions, the agreement documents are issued. When the agreement is signed, the application
is closed.

When you proceed to the “Settlement” stage, the activity that will be displayed on the action panel of
the application page and the agreement connected to that activity will be created automatically.
SEE ALSO

e  Application page

®  How to create an application

®  How to fillin deal participant application form

How to configure validation actions

Validation actions may differ for applications for different products. You can configure the required
parameters for existing validation actions or create new ones to match the actions performed by the
verifier with bank's security policy.

How to add new validation actions

To create new validation action:

1. Open the system designer by clicking the button.

2. Click the [Lookups] link in the [System setup] block.

3. Open the [Validation items] lookup.

4. C(lick the [New validation action] button.

5. Specify the name of the new validation action and save it by clicking in the button.
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How to add a conversation script to the validation action

Conversation scripts are created by the verifier supervisor. They used by the employees as the basis for
the conversation while checking the data of the participants of the deal. To add the conversation script
to the validation action:

1. Open the [Validation items] lookup and select the action to which the conversation script will

be added. Click the button.

2. On the opened edit page, select the [Conversation script] tab.
Enter the conversation script text.

4. Save the changes.

As a result, the conversation script will be available in the validation action window on the
application page.

How to add a checklist to the validation action
The checklist is need to commit the validation results. To add the checklist to the validation action:
1. Open the [Validation items] lookup and select the action to which the checklist will be added.

Click the button.

2. Onthe opened edit page, select the [Check list] tab. Click the *+ button.

3. Enter the question and specify if it is required. If the answer to the required question is not
specified in the validation action window, verifier will not be allowed to save the results of the
action.

NOTE

When adding questions, take into account that they have "Yes", "No" and "Other" configured answers. In
case of the latter a comment field will appear near the question

4. Repeat steps 5to 6 to add all the questions.

Save the changes.

How to add the attachments to the validation action

You can attach files (for example, regulatory documentation, internal regulations of the bank,
instructions, examples of successful implementation of the validation action by bank employees, etc.)
to validation actions. To do this:

1. Open the [Validation items] lookup and select the action to which the attachments will be
added. Click the button.
2. Onthe opened edit page, select the [Attachments] tab.

e To add a file to the validation action, click the & button on the [Attachments] detail
and upload the file. You can also drag the file and drop it on the detail.

e To add a link to the validation action, click the button on the [Attachments] detail.

On the displayed page, enter the link address in the [Name] field and save the page. As
a result, the link will be added to the detail.
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3. Repeat step 5 for all files and links to add them to the validation action.

4. Save the changes.
As a result, the attachments will be available in the validation action window on the application page.
SEE ALSO

®  How to process an application

e Application page

Application page

The application page consists of the borrower and application profiles in the left side of the page and
several tabs. The application number is generated automatically, according to the template. Use the
[Application number mask] system setting to customize the automatic numbering of application.

Borrower profile

A borrower profile is displayed as a small information block at the top left side of the application page.
It contains brief information about the borrower. All contact information is added to the profile from
the application form. All profile fields are non-editable. To edit the borrower’s profile, first you need to

edit the application form.

Photo Contact's photo.

Contact name Contact's first name and last name in the application form.

Application profile

The application profile is located in the bottom left side of the page. The profile contains brief
application information: issue date, selected product, owner, etc.

Product The product for which the application is created. This non-editable field
is filled in automatically with the data from the [Selected product] tab.

Organizational unit Bank office that processes the application. The bank office information is
filled in on the mini page when creating an application. This is a non-
editable field. You can change the branch or office data on the [History]

tab.
Registration date Application creation date. This is a non-editable field.
Owner An employee responsible for creation and processing the deal.
Source How the application was created. For example, “Personal visit” or
"Website".
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The [Selected product] tab

The tab contains main information about the product of the application.

Product category Product category, such as "Financing" or "Lending". The field is enabled if
the [Product] field was cleared with type and category change.

Product type. Types of products offered within the current category. The field is
enabled if the [Product] field was cleared with type and category change.

Product The product for which the application is created. In this field you can
select products, category and type of which correspond to the category
and type specified during application creation. A list of products is
presented for all sale conditions configured on the product page (the
[Product terms] detail). If you delete a value in the field with the category
and type, all active products will be available for selection.

Product terms

Detail is automatically populated with the characteristics of the selected product that are defined based
on the active conditions of the selected product. Customer characteristics specified on the product
conditions page are not considered as product conditions in the application because these parameters

describe deal participant and are applied separately. To modify the list of conditions, click the
button and select the [Generate product conditions] action. All previously configured parameters will
be deleted, the list of conditions will be updated.

All parameters that are defined based on the product cannot be deleted. If the application requires
special conditions, you can add them manually by clicking the =+ button.

Parameters for which a single value is specified in the product will be applied automatically in the
application and not available for editing. Parameters that several lookup values specified in the product
will be marked as required. These parameters will contain a hint with acceptable range of values. Only
the values that are appropriate for the current product will be available in the parameters of the lookup
type. The sales condition parameters take precedence over the product feature parameters.

The [Participants and documents] tab

The tab contains details that display information about all the deal participants and the list of
documents required to close the deal.

Application forms

This detail displays a list of application forms of all the deal participants. The deal participants include
the borrower as well as the guarantor, lender, co-borrower, etc. The application form contains detailed
information about contacts (deal participants), for example, their registration data and solvency
information, based on which a decision on deal closure is made. You can edit this data on the
application form page. More information about application form setup is available in a separate article.

Required documents

The detail contains a full list of documents required for the deal. This list is generated in the product
conditions and is added to the detail by clicking the [Generate the list of documents] action. The
information on the detail is edited on the required documents page.
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Required documents page in the application

The documents in application page consists of a group of fields at the top of the page and the [Files
and notes] where you can attach scanned copies of documents. If the required documents have been
generated by the [Generate the list of documents] action, the field at the top of the page will be filled
automatically with information from the document bundle that was set up for the corresponding
product. You can add a custom document as well. The fields contain brief information on the
document, its purpose and connection with the application:

Document Document name.

Stage The deal stage at which the document must be provided. For example,
"Application" or "Agreement".

Role Contact's role in the current deal. If the [Application form] field is filled in
first, then the [Role] field is automatically populated with information
from the deal participant’s application form.

Application form Contact's (deal participant’s) application form. The application form is
selected from the list of all deal participants’ application forms.

Document group A group containing documents of the same purpose. For example,
“Income confirmation” or “Identification”.

Document type The document type determines where the document can be used, for
example, "Customer document” or "Protocol”.

Required The checkbox that determines whether it is required to provide the
document to close the deal.

If the document template is configured, then the [Print] button will appear on the required documents
page.

The [Decision] tab

The tab contains information about validation and application resolution.

Decision The application decision. For example, “Approved” or “Pending”.
Decision maker The employee who is the decision maker in this application.
Decision date Date of application decision confirmation.

Validation

The detail contains a list of validation activities to be executed for the application. Information is

entered and edited on the validation page, which you can open by clicking the + button.

305 ACCELERATE™



Validation page

The validation page consists of a group of fields at the top of the page and several tabs.

Validation item Validation stage For example, "Verify borrower’'s communication
options”. The field is required.

Result Validation result. For example, “Verified" or “For revision”.

Decision date Date of application decision. Populated automatically after filling the
[Result] field.

Role Verifier role in the company structure. For example, “Security”. If the

[Owner] field is filled in, then user’s roles will be available in the [Role]
field. If the Owner is included in one role, the field will be populated
automatically.

Owner The bank employee who performs validation action. If the value is not
specified, the field will be populated with the data of the employee who
modified the [Result] field.

Participant role The role of the application participant whose information must be
checked in the current action. For example, “Borrower” or “Guarantor”.

Application form Application form of the application participant. If the [Application
participant role] field is not filled in, any of the deal participants can be
selected. If the [Application participant role] field is filled in, only
application forms of participants with this role are available for selection.

Comment The comment about the current validation action.

The [Check list] tab on the validation page

The [Check list] tab on the validation page contains a list of questions. The verifier must obtain and
record the answers to the questions when performing the validation action. A list of questions is
specified in the [Validation items] lookup. Preconfigured questions are added to the detail after saving
the validation page. If the additional validation questions are required to perform the validation action,

they can be added to the validation page by clicking the + button.

The [Conversation script] tab on the validation page

The [Conversation script] tab on the validation contains a recommended script for conversation
between the verifier with the deal participants. Conversation scripts are specified in the [Validation
items] lookup. On the validation page, the scripts are read-only.

The [Attachments] tab on the validation page

The [Attachments] tab on the validation page contains reference files for the verifier, general
recommendations and links to best practices. Detail values are specified in the [Validation items]
lookup. On the validation page, the scripts are read-only.

The [History] tab

The tab contains a group of general fields, as well as the [Activities] and [Email] details that display
records connected with the application.
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Campaign profile

General information about the application.

Status Application status The field is populated automatically when the
application passed to the new stage.

Owner An employee responsible for creation and processing the deal.
Client Borrower.
Contract Agreement signed after completing the deal.
Branch Bank office that processes the application. The fields are populated
. automatically with the data from the mini page entered during
Office application creation.
Registration date Application creation date. The fields are populated automatically with

the date and time of the application registration.

Closed on Date when the application is closed. The fields are populated
automatically with the date and time of passing the application to any
final status.

Activities

Activities that are connected to the application. This detail displays information from the [Activities]
section. To connect an activity to an application, fill in the [Application] field of the activity page.

Email

Emails that are connected to the application. Emails are connected to the applications through the
[Application] field.

The [Attachments and notes] tab

Detailed information about the application, as well as attachments and links to web resources. Read
more >>>

Attachments

Use this detail to store files and links related to the application. For example, you can attach documents
that display the history of the application resolution.

Notes

The detail is used to store additional text information about a request. You can edit and organize your
lead notes on the detail. If you switch to another tab of the application page, the information on the
[Notes] detail will be saved.

The [Feed] tab

Feed messages connected to the current request.

SEE ALSO

e  The [Products] section

e The [Contacts] section
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e The [Activities] section
e The [Contracts] section

e  The [Lookups] section
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The [Application forms] section

The [Application forms] section is designed for storing information about deal participants mentioned
in the applications. Use this section to view and edit detailed information that the deal participants
submitted along with the application. This information is essential for loan processing.

By default, the section is available only in the [Supervisor] workspace.

NOTE

Filling out in an application forms when creating an application for a bank product is covered in a separate
article. Read more >>>
CONTENTS
e The application form page

Name of the deal participant.
Application profile
The [General] tab
The [Additionally] tab
The [Addresses] tab
The [Employment] tab
The
The
The

Finances] tab
Documents] tab
Feed] tab

SEE ALSO
e The [Applications] section

The application form page

The application form page contains deal participants’ profiles, application and several tabs.

Name of the deal participant.

The deal participant's profile with brief information about the contact is located in the top left side of

the page.

Photo Click the button to add a new photo by using the standard file
selection window. Click the button to remove the photo. If you
mouse over the photo area, the buttons will become visible.

The applicant’s photo is displayed in the applicant’s profile on the
application page.

Contact name Full name of the contact. This is a non-editable field. To change this

information, edit the [Personal data] detail.

Application profile

The application profile for which the application form has been created is located in the bottom left
side of the application form page. The application profile contains brief information about the
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application: its number, selected product, contact’s (deal participant’s) role. The profile will display
information about the amount, currency and loan term only after all product conditions have been
filled in.

Product The product for which the application is created. This field is filled in
automatically with the selected product name and is non-editable.

Application Number of the application for which the application from is registered.

Participant’s role Deal participant’s role, for example, “Borrower” or “Guarantor”.

The [General] tab

The tab contains the information about the deal participant:

New contact Select this checkbox if you are filling an application for a new client. After
the final loan approval, a new record will automatically be created in the
[Contacts] section based on the application form.

Contact You will see this field if the [New contact] checkbox is not selected. Use
this field to connect the application form to an existing contact If you
specify the contact, the system will automatically populate the following
fields:

Last name

First name

Middle name

SSN

Birth date

Birthplace

Gender

Citizenship

Social status

Consent to the processing of personal data
Consent to the verification of personal data
Spouse (and their data)

ID

Communication options

Addresses (Registration / Place of residence)
Primary place of employment

Primary place of employment address

f the [Contact] field is cleared, the auto-populated data will be deleted.

Last name Contact's (deal participant's) last name. The [Last name] and [First name]
fields are required.

First name

Middle name
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Previous last name.

SSN

Birth date

Birthplace
Gender

Citizenship

Social status

Education

Consent to the
processing of personal
data

Consent to the
verification of personal
data

1D

Previous last name of the contact in case it was changed, for example,
after marriage.

Contact's social security number

If you fill in this field, a "Birthday" noteworthy event will be automatically
created for the individual. The value in this field is also used to calculate
the individual's age, which is shown on the consultation panel during
consultations with this individual. This is a required field.

Contact’s place of birth. This is a required field.
Gender of the contact. This is a required field.

Citizenship of a contact at the time of document submission. This is a
required field.

Contact's social status For example, “State employee” or “Individual
entrepreneur”. This is a required field.

Contact’s education. Foe example, "Master's degree” or "PhD". This is a
required field.

Contact’s consent to the processing of their personal data

Contact's consent to the verification of their personal data

The detail is filled in with contact’s ID information.

Series
Number
Issued on
Issued by

Department code

3N

Deal participant’s ID information These are required fields.
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Main communication options

The detail contains a list of contact’s (deal participant’s) communication options The detail fields are
displayed when you select the corresponding commands in the [Add] menu.

Business phone The phone numbers you can use to contact the deal participant.
) Communication option types are defined when a record is added, but
Mobile phone can be changed.

Home phone
Internal phone

Other phone

Skype Skype account.

Email Website and email addresses.

Web

Facebook Social network profiles of the deal participant. A separate page is used to

link a social network account to the contact.
Twitter

The [Additionally] tab

The tab contains information about contact's marital status and members of their family.

Marital status Contact's (deal participant’s) marital status For example, “Married” or
"Civil marriage”.

Number of Information about the number of persons who receive long-term
dependents. tangible or monetary endowment from the deal participant.
Number of children Information about the number of deal participant’s children.
Children under 14 Information about the number of deal participant’s children under 14
years old. years old.

Spouse

The details contains information about the contact’s (deal participant's) spouse.

Last name Spouse’s last name.

First name

Middle name

Birth date Spouse’s birth date.
Contact phone Spouse's phone number.
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Main contact persons

The detail contains contacts of the deal participant and their primary communication options. The
detail fields are displayed when you select the corresponding commands in the [Add] menu.

The [Addresses] tab

The tab contains information about known residential addresses of the contact.

Same as above Select this checkbox if the contact’s place of residence matches place of
address registration. If the checkbox is selected, the [Place of residence] detail
becomes hidden.

Registration

The detail contains contact's registered address (specified in the contact’s identification card or driver
license).

ZIP/postal code ZIP or postal code for the place of employment.

Country Country of residence. The [State/province] and [City] fields are

connected to the [Country] field. For example, if a city is located in a
State/province certain country, the [Country] field will be populated automatically when
you fill in the [City] field. Similarly, if you enter a province in the [State/
province], the [Country] field will be populated automatically. When you
fill in the [Country] field, the [State/province] and [City] fields will display
only those regions and cities, which correspond to the selected country.
You can associate a region with a certain country in the [States/
provinces] lookup, and associate a city with a country — in the [Cities]
lookup.

City

Address Street, building and/or apartment number.

Place of residence

The detail is filled in if the contact’s place of residence is different from the registration address. The
detail is editable if the [Same as above address] checkbox is cleared.

ZIP/postal code ZIP or postal code for the place of employment.
Country Country of residence. The [State/province] and [City] fields are

) connected to the [Country] field. For example, if a city is located in a
State/province certain country, the [Country] field will be populated automatically when

you fill in the [City] field. Similarly, if you enter a province in the [State/
province], the [Country] field will be populated automatically. When you
fill in the [Country] field, the [State/province] and [City] fields will display
only those regions and cities, which correspond to the selected country.
You can associate a region with a certain country in the [States/
provinces] lookup, and associate a city with a country — in the [Cities]
lookup.

City

Address Street, building and/or apartment number.
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The [Employment] tab

The tab contains detailed information about the contact’s employment.

Type of employment Indicates whether the employment of the contact is full time, part time or
seasonal.
Quialification Contact's qualification at the primary place of employment, such as

“Specialist”, "Management’, etc.

Total work experience,  Total employment duration in years and months.
years

Total work experience,
months

Primary place of employment

The detail contains information about the primary place of employment of the contact.

Employer The account that is the contact’s employer.
Legal form Type of legal entity, e.g. "Corp.”, “Inc.”, "Ltd.".
Industry Business field that the legal entity operates in, for example, “IT

Company”, “Business services", or “Manufacturing and distribution”.
Business phone Contact's business phone.

Role Contact's influence in the decision making process, for example,
"Decision maker” or “Influencer”.

Job title Position held by the contact, for example, “Department manager”.

Length of Total duration of contact's employment in the company.
employment, years

Length of
employment, months

Primary place of employment address

The detail contains contact’s work address.

ZIP/postal code ZIP or postal code for the place of employment.
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Country Country of employment. The [State/province] and [City] fields are

connected to the [Country] field. For example, if a city is located in a
State/province certain country, the [Country] field will be populated automatically when
you fill in the [City] field. Similarly, if you enter a province in the [State/
province], the [Country] field will be populated automatically. When you
fill in the [Country] field, the [State/province] and [City] fields will display
only those regions and cities, which correspond to the selected country.
You can associate a region with a certain country in the [States/
provinces] lookup, and associate a city with a country — in the [Cities]
lookup.

City

Address Street, building and/or office number.

The [Finances] tab
The tab contains details that display financial information about the contact: income, expenses, current

loans, loan guarantees and property. This data is used to determine creditworthiness of the contact.

NOTE

The list of available income and expense types can be modified in the [Income and expenses sources]
lookup
Income
The detail contains information about the contact’s income from various sources.
The detail fields are displayed when you select the corresponding commands in the [Add] menu. By
default, the following income sources are available: [Primary place of employment salary], [Secondary
place of employment salary], [Rent], [Interest].
Expenses
List of individual's expenses.
The detail fields are displayed when you select the corresponding commands in the [Add] menu. By
default, the following expenses are available: [Utility payments, monthly], [Alimony, monthly],
[Personal, monthly].
Loans and loan guarantees
Information about the loans where the current contact is the borrower or guarantor. The detail fields
are displayed when you select the corresponding commands in the [Add] menu. The following
information is available on the detail: [Loan], [Loan guarantee], with loan amount and expiration date.
Owned property

The list of contact’s property that can act as collateral. The detail fields are displayed when you select
the corresponding commands in the [Add] menu. The following types of collateral are available: [Real
estate] and [Vehicle].

NOTE

The list of available collateral object types can be modified in the [Collateral object types] lookup. The list of
available property types can be modified in the [Property types] lookup

The [Documents] tab

The tab contains the list of the documents that this participant provides as part of the deal.
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Required documents

The list of documents provided by the contact as part of the deal. The list of required documents is
specified on the product conditions page. Se the [Generate the list of documents] action to add it to
the application form. Only those documents with the "Application” will be added to the list, for which
and the role of the participant of the transaction, coinciding with the one for which the questionnaire is
filled, are indicated. If the contact is supposed to provide additional documents that are not part of the

original list, you can add them manually, by clicking the =+ button. Use the document in application
page to edit the information on the detail.

The [Feed] tab
The [Feed] tab displays messages connected to the current application form.
SEE ALSO

®  The [Applications] section

e The [Products] section

e The [Contacts] section
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The [Contracts] section

The Contracts section of Creatio is designed for storing information about the contracts for bank
services.

Views
The following views are available:

o — list of contracts. Displays contracts as a list of records. All the list columns are described
later in this chapter. Read more >>>

° — contract dashboards. Displays charts, metrics and gauges for analyzing contract
statistics. Read more >>>

CONTENTS
e  Contract page
General contract data
The [General information] tab
The [Parameters] tab
The
he
The [Attachments and notes] tab

History] tab

=

[
[
[
[Approvals] tab
[
[

The [Feed] tab
e Document approval process
e Actions in the [Contracts] section

e Dashboards in the [Contracts] section

Contract page
A contract page contains a set of fields with general contract data and several tabs.

General contract data

General information about a contract.

Number Contract number. Creatio generates the number automatically. Use the
"Contract number mask" system setting to customize auto numbering of
contracts.

Application An application connected to the contract.

Client A contact or an account who is the other party in the contract.

Product Product of the contract.
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The [General information] tab

This tab contains information about the contract, its customer, as well as links to other contracts.

Status The current status of the contract. The [Contract statuses] lookup
contains the following statuses: “Signed”, “Draft”, “To be signed”,
"Canceled".

Signed on The date when the contract was signed.

Start Date The start date of the contract validity.

End date The contract expiry date.

Owner The name of a manager who is responsible for signing the contract.

Branch A branch of the bank the customer is assigned to.

Office An office of the bank the customer is assigned to.

Account banking Account payment details. The field is populated with the [Banking

details details] data of the [Account info] tab on account page.

Connected to

The field contains a parent contract of the current contract. The field is populated automatically for
contracts that are added to the [Subordinate contracts] detail.

Subordinate contracts

The detail contains connections to other contracts for which the current contract is a parent contract.

To add a new subordinate contract, click the + button. The [Parent contract] field on the subordinate
contract page will be populated automatically.

To connect an existing subordinate contract to the current contract, click the button and select
the "Connect to existing” option from the menu.

The [Parameters] tab

The [Parameters] tab contains contract-specific conditions, for example, currency, amount and
payment terms specified in the contract.

The [History] tab
The tab contains Creatio records connected to the activity.
Activities

Activities connected to the contract. Displays information from the [Activities] section. Activities are
linked to contracts via the [Contract] field of the activity page.

Email

This detail displays emails connected to the contract. Emails are linked to contracts manually or
automatically according to the [Rules for connecting emails to system sections] lookup.
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Documents

Documents connected to the contract. This detail displays information from the [Documents] section.
Documents are linked to contracts via the [Contract] field of the document page.

Invoices

Invoices connected to the contract. This detail displays information from the [Invoices] section. Invoices
are linked to contracts via the [Contract] field of the invoice page.

Cards

Cards connected to a contract. Displays information from the [Cards] section. The connection of a card
to a contract is based on the [Contract] field of the card page.

The [Approvals] tab

This tab contains information about all created and processed approvals. Working with the [Approvals]
detail is described in a separate article. Read more >>>

The [Attachments and notes] tab

This tab contains additional information on the contract as well as related files and Internet links. Read
more >>>

The [Feed] tab
This tab displays feed messages connected to the contract. You can post comments in the contract
feed or view other Creatio users’ comments.

NOTE

Working with the feed is described in a separate article. Read more >>>
SEE ALSO
e The [Products] section
e The [Activities] section
e  The [Financial accounts] section
e  The [Cards] section
e Communication panel

e The [Feed] section

Document approval process

If you need to approve a contract, for example, agree upon its terms with other employees, use
Creatio approvals. As part of the standard approval procedure, an “approver” employee sets the
approval result (approved or rejected). Approving contracts is identical to approving orders and
invoices. Working with approvals is covered in a separate article. Read more >>>

SEE ALSO
e Approval procedure

e The [Approvals] tab
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Actions in the [Contracts] section

The [Contracts] section contains standard actions, as well as the [Send for approval] action.

Send for approval

The [Send for approval] action initiates the approval process. When you run this action, additional
dialog opens, where you can select the approver, approval objective and specify whether delegation is
permitted or not. The action is available on the contract page.

The approval procedure is identical for the [Contracts], [Invoices] and [Orders] sections and is
described in a separate article. Read more >>>

SEE ALSO
e Approval procedure

Dashboards in the [Contracts] section

The Dashboards view contains consolidated analytics (diagrams, metrics, rating lists and reports)
based on the section data.

NOTE

More information about working with dashboards and dashboard setup is available in a separate article
Read more >>>

The [Contact contract analytics] tab

Summary data about contact contracts.

NOTE

Filters set in the section will be applied to all dashboard tiles

Contracts to be The list of contracts, whose End date falls within next week. The tile
prolonged next week displays signed contracts whose validity expires next week.

Contracts to comeinto  The list of signed contracts that come into effect today or tomorrow. This
effect dashboard tile displays the contracts with the “Signed” status and whose
start date is today or tomorrow.

New contracts by The diagram displays monthly dynamics of the contract number
month indicator. The contracts are grouped by contract start date and sorted in
chronological order.

The [Account contract analytics] tab

Summary data about account contracts.

Contracts to be The list of contracts, whose End date falls within next week. The tile
prolonged next week displays signed contracts.

Contracts to comeinto  The list of signed contracts that come into effect today or tomorrow. This
effect dashboard tile displays the contracts with the “Signed” status and whose
start date is today or tomorrow.
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New contracts by The diagram displays monthly dynamics of the contract number
month indicator. The contracts are grouped by contract start date and sorted in
chronological order.

SEE ALSO
®  Analytics
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The [Documents] section

In Financial Services Creatio, customer journey edition, the Documents section is designed to manage
Creatiocompany's documentation. You can use this section to register regulations, minutes of
meetings and correspondence. In Financial Services Creatio, customer journey editionCreatio, you can
also store external document files, for example, files received from customers.

Views

The section has several views:

. — documents list. It displays documents as list of records. All list columns are described
below in the context of the document page.

. — document analytics. It displays charts, indicators and ratings that can be used for
analyzing documents.

Filters
The following quick filters are available in the section:
e By date (the [Date] field of the document page);
e By owner (the [Owner] field of the document page).
NEXT
®  Document page
The [General information] tab
The [History] tab
The [
The [Feed] tab

Attachments and notes] tab

Document page

The document page consists of the field group that contains general data, and several tabs.

Common data

General information about the document.

Number Number of the document. Creatio automatically generates numbers in
accordance with a specified pattern. Use the “Document number mask”
system setting to customize automatic numbering of documents.

Type Type of the document, for example, “Disclosure statement”.

Status The current status of the document, for example, "Active” or “Inactive”.
Date Document registration date.

Owner Creatio user responsible for working with the document. The contacts

who have users created in Creatio are displayed in this field.
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The [General information] tab

This tab contains information about connected records from other sections.
Specify the account and contact connected to the document.
Connected to

The field group is used to connect a document to records from other sections. If you fill in the
[Documents] detail of a record, the record will be connected to the specified document.

The [History] tab
The [History] tab contains system records connected to the document.
Activities
Tasks that are connected to the document. This detail displays information from the [Activities] section.
Related documents
A list of documents connected to the selected document.
The [Actions] button menu contains the following options:
e [Associate with existing] — connects previously added documents to the selected document.

e [Delete connection with selected] — deletes connection with a document without deleting the
document from the system.

The [Attachments and notes] tab

Additional information about the current document, as well as attachments and links to the web
resources related to it. Read more >>>

Attachments

Use this detail to store files and links related to the document. For example, here you can attach a file
or a scan copy of the document received from a customer.

Notes

The detail is used to store additional text information about the document. You can edit and organize
your lead notes on the detail. If you switch to another tab of the document page, the information on
the [Notes] detail will be saved.

The [Feed] tab

Feed messages connected with the current document.
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The [Cards] section

The Cards section is designed to store information about bank cards. On the card page, you can view
the type of the card, its payment system, current status, expiration date, linked accounts and other
important information.

Views

The section has several views:

o — displays cards as a list of records. All list columns are described in the card page.

. —displays charts, indicators and ratings with analytical data. Read more >>>
CONTENTS

e (Card page

Common data

The [General information] tab
The [Attachments and notes] tab
The [Feed] tab

®  Analytics in the [Cards] section

Card page

The card page consists of several tabs with fields that contain general data.

Common data

Card number Card number.
Contract Contract under which the card has been issued.

Contact or account who is the owner of the card account. This field is
non-editable and filled in automatically with the contact or account
specified in the contract.

Product Product for which the card has been issued. This field is non-editable
and filled in automatically with the product specified in the contract.

Primary If a client has a number of cards for the same card account, select this
checkbox for the primary card.

The [General information] tab

The tab contains primary information about a card: its type, expiration date, linked accounts and other
important information.

Type Card type, "Credit” or "Debit".

Payment system Payment system type, for example, "Visa" or “MasterCard".
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Card category Card category, for example, "VisaElectron” or "MasterCardGold". The
[Card category] and [Payment system] fields are connected. If the [Card
category] field is filled in, the [Payment system] field is filled in
automatically. If the [Payment system] field is filled in, the [Card category]
field displays only the categories that correspond to the selected
payment system type. You can associate a card category with a payment
system in the [Card categories] lookup.

Cardholder The contact who uses the card.

First and last name First and last name of the card holder, as printed on the card.

Branch Branch that the card is serviced by. You can select accounts of the “Our
bank” type.

Office Office that the card is serviced by. You can select accounts of the "Our
bank” type.

PayPass / PayWave Select this checkbox if the wireless payments are enabled for this card.

Additional information

Additional information about a card: its status, validity terms and other data.

Status Current card status, for example, “Active” or "Blocked”.
Opened on Date the card was issued on.
Valid until Card expiration date.
Balance Balance on the card account.
ATM withdrawal limit Maximum cash withdrawal that can be made from an ATM with this card.
Debt Credit card debt.
Invoices

The detail contains the list of accounts linked to the current card. It displays information from the
Accounts section. To connect an account to a card, fill in the [Cards] detail of the account page.

Linked cards
This detail contains the list of cards that are connected to this card.

The [Attachments and notes] tab

This tab contains detailed information about the card, as well as attachments and links to the web
resources related to the card. Read more >>>

Attachments

Use this detail to store files and links related to the card. For example, you can attach documents that
display the history of interaction with the cardholder.
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Notes

The [Notes] detail is used to store additional text information about the card. You can edit and
organize your lead notes on the detail. If you switch to another tab of the card page, the information
on the [Notes] detail will be saved.

The [Feed] tab

The [Feed] tab displays the messages from the [Feed] section that are connected to the current card.

Analytics in the [Cards] section

The [Analytics] view displays the section summary information:

NOTE

More information about working with dashboards and dashboard setup can be found in the corresponding
articles.

SEE ALSO
®  Analytics
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The [Financial accounts] section

The Financial accounts section is used to store information about the bank accounts of your
customers. Here, you can store any important data about a bank account, such as its number,
customer's name, current status of the account, etc.

Views

The section has several views:

. — displays bank accounts as a list. Information about the list columns and their purpose
can be found in the description of the bank account page.

o — displays charts, numeric indicators and lists used to analyze financial accounts. Read
more >>>
CONTENTS

®  Financial account page
Common data
The [General information] tab
The [Attachments and notes] tab
The [Feed] tab

e Dashboards in the [Financial accounts] section

SEE ALSO

e The [Cards] section

Financial account page

The financial account page contains a set of fields used for displaying general data and page tabs.

Common data
General information about the financial account.

Number Unique financial account number.

Contract Contract for which the financial account was opened.

Account Contactfor which the financial account is recognized.

Product Name of the banking product that is connected to the financial account.

The field is non-editable and is populated automatically with the product
specified in the contract.

The [General information] tab

The tab contains the basic attributes of the account.

Type Account type, for example, “Deposit”, “Card”, "Credit”.
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Currency Currency of the account.

Balance Actual financial account balance.
Branch Name of the branch or office in which a financial account is opened.
Fields lookups contain the lists of accounts with “Our bank” type.
Office
Status

The detail contains information about the current status of the financial account.

Opened on Dates on which the current financial account was opened and activated.
Activated on

Status Status of the current financial account, for example, “Active”, “Blocked”,
"Closed”.

Cards

A list of cards that are registered under the current financial account, which displays information from
the [Cards] section. To connect a card to an account, populate the [Accounts] detail of the card page.

The [Attachments and notes] tab

Detailed information about the financial account including attachments and links to web resources.
Read more >>>

Attachments
Use this detail to store files and links related to the invoice.

Notes

The detail is used to store additional text information. You can edit and organize notes on the detail. If
you switch to another tab of the financial account page, the information on the [Notes] detail will be
saved.

The [Feed] tab

Feed messages related to the current financial account.

Dashboards in the [Financial accounts] section

The [Dashboards] view displays the section summary information:

NOTE

More information about working with dashboards and dashboard setup can be found in the corresponding
articles.

SEE ALSO
e Dashboards
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The [Knowledge base] section

The Knowledge base section represents an electronic library of documents that are used by
employees need every day. For example, here you can store the answers to frequently asked
questions, rules and regulations, document templates and advertising materials. You can use this
section to quickly find, discuss and evaluate articles.

ATTENTION!

While adding new knowledge base articles within the main Creatio application, the portal users are
automatically granted the right to read these articles. If necessary, you can change permissions

Views

The section has several views:

° — displays knowledge base articles as a list of records. All list columns are described
below in the context of the knowledge base article page.

. —displays charts, indicators and ratings that can be used to analyze the knowledge base
articles.Read more >>>

CONTENTS
e Knowledge base article page
General data
The [General information] tab
The [Attachments] tab

®  Analytics in the [Knowledge base] section

Knowledge base article page

The knowledge base article page consists of the field group containing general data, and several tabs.

General data

General information about the article.

Title Knowledge base article title.

Type Knowledge base article type, for example, “Rules and regulations” or
"FAQ".

Modified by User who last edited the article. This is a non-editable field.

Modified on Date and time of the last modification of the knowledge base article. This

is a non-editable field.
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The [General information] tab

The [General information] tab contains text input area and additional areas for the article tags and
comments.

Resolution Page area where you can enter and format the article text. The name of
this area is not displayed on the page.

Comments area

The bottom part of the tab contains the comments area. Functionality of this field is identical to that in
the [Feed] section of the system. Knowledge base article comments are displayed in the [Feed] section
and on the communication panel.

The [Attachments] tab

Use this detail to store files and links related to the knowledge base article. For example, on this detail
you can add accompanying documents or useful links related to the article. Read more >>>

SEE ALSO

e The [Feed] section

Analytics in the [Knowledge base] section

The Analytics view contains: diagrams, metrics, rating lists and reports.

NOTE
More information about working with dashboards and dashboard setup can be found in the corresponding
articles.

The [Article analytics] tab

The [Article analytics] tab contains files related to the knowledge base article.

SEE ALSO
®  Analytics

330 ACCELERATE™


https://academy.bpmonline.com/documents?product=base&ver=7&id=1297
https://academy.bpmonline.com/documents?product=base&ver=7&id=1236
https://academy.bpmonline.com/documents?product=base&ver=7&id=1236

The [Feed] section

The Feed section displays messages posted by you and other users. The section lists all messages
posted in objects (such as contacts and activities) as well as in channels that you are following. You can
use the Feed section to post messages in any of channels that are available to you.

Views

The following views are available:

. — feed. Displays the feed messages as a list. Read more >>>
. — channels. Displays the list of channels. Read more >>>
CONTENTS

e The [Feed] view

e The [Channels] view

The [Feed] view

The Feed view displays the following messages:
e Messages posted in channels that the current user is following.
e Messages posted in objects that the current user is following.
e Messages posted in the feed of current user's contact.
e Messages posted with a reference to the current user.

e Messages that contain comments posted with a reference to the current user.

Adding messages to the feed

To add a message to the feed, you can use the Feed tab of the Feed section that is available on the
channel page, sections record page, as well as the communication panel.

To post a message, enter its text and click the [Publish] button (Fig. 297).

Fig. 297 Adding a post

Training for new employees is scheduled on Friday.

Bank news -

If you would like to mention another user in the message, type "@" symbol and start typing a contact
name. The system displays a list of found records from which you can select the desired (Fig. 298).
After publishing a message, the mentioned user will receive a notice that appears on the
communication panel. Mentioned contact name will be displayed as a link, by clicking which a contact
page will be opened.
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Fig. 298 Mentioning a user in the feed

Today @Joh bier

e John Best
Compar {b -

When posting a new message in the Feed section or on the Feed tab of the communication panel, you
will need to select a message channel. Your message will be displayed in the feed of all users who
follow the selected channel. For example, you can post general updates in the “Company news”
channel, while the messages that deal with recruitment can be posted in a custom “"HR” channel. You
can select the channel in the special field (Fig. 299).

Fig. 299 Selecting a channel when posting

What are you working on?

Select channel -

NOTE

When posting messages on the section record pages, the message channel is defined automatically. The
channel name corresponds to the section name and the name of the particular record that the message is
related to (for example, “Contact John Best").

Displaying messages

If new messages are added to the feed by other users, a button will be displayed at the top of the feed,
showing total number of new messages. Click this button to display the messages.

The color of the vertical line to the left of the message varies depending on the section it is posted in.
The list of messages in the feed can be sorted by date of the message or by date of its last comment

(latest messages are displayed at the top of the list). To change the sort order, use the menu.

Comments can be added to the posted messages. To add a comment for a message, click the
[Comments] button under the message (Fig. 300), enter the text of the comment and click the
[Comment] button. A notice about your comment will be sent to the person who posted a message.
The notice will appear on the communication panel.

Fig. 300 Commenting a post
a John Best posted in channel Bank news
Emplovee evaluation for sales staff begins next week! Your sales team managers will schedule interviews,

Good luck!
03/04/2011 at 0&:25  [E] Com%nts o5 2 Like Delete

The following buttons are available below the posted message:

(=] Comments] — show/hide comments for a message. If a message has no comments, then a field for
entering a comment will appear when you click the [Comments] button.
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[y Likel/[r’y Unlike] — mark the message you like. This button displays total number of users who liked

the message. To remove the like, click the [&") Unlike]. You can also give your like to a comment. A
notice about your like will be sent to the person who posted a message. The notice will appear on the
communication panel.

[Edit]— click this button to edit your message. The button is available for the author of the message or
comment.

[Delete] — click this button to delete your message. The button is available for the author of message/
comment, system administrators and users who have access to system operation “Permission to delete
messages and comments”.

NOTE

If a message or comment length exceeds certain limit, only the first part of the message will be displayed. To
see the text of the message or comment in full, click the [Read more] button

Working with the feed in system sections

The section record page (for example, the contact or activity page) contains the Feed tab on which the
messages related to the current object are displayed. For example, the account page displays
messages connected to this account.

Posting messages in the object feed is done in the same manner as posting messages in the [Feed]
section.

The [Actions] button of the record page contains additional actions used to subscribe or unsubscribe a
user to messages related to the current section record. Once a user is subscribed, all messages related
to this record will be displayed in the user feed.

The [Follow the feed] action is available if the user is not following the current record feed. The
[Unfollow the feed] action is available if the user is following the feed messages.

When creating a message in the system object feed (for example, the contact's feed) or when adding a
comment to such message, you automatically follow this object's feed.

The [Channels] view

The [Channels] view displays the list of channels added to the system. You can open the [Channels]

view by clicking the button in the [Feed] section.
The channels are used to group messages by subject. For example, the “Company news” channel can
be created for the messages that contain common information about company events.

Any posted message belongs to a particular channel. The message channel is assigned automatically
(for example, when adding a message on the Feed tab of the section record page) or manually (when
posting a message in the Feed section or on the Feed tab of the communication panel).

Users can follow the channels they are interested in. For example, if you are subscribed to the
"Company news" channel, your feed page will display messages posted in this channel.

CONTENTS
e (Channel page
Common data
The [Channel properties] tab
The [Feed] tab

333 ACCELERATE™



Channel page

The channel page consists of the field group containing general data, and several tabs.

Common data

General information about the channel.

Channel name Name of the channel. This is a required field.

Channel image The image that is used to visually identify the channel messages in the
feed, for example, a channel logo. Click the button to add a new
image by using the standard file selection window. Click the button

to remove the image.

Description Additional information about the channel.

The [Follow] button is used to subscribe to the current channel, and the [Unfollow] button is used to
unsubscribe from it. The Unfollow button is unavailable if the given user does not have permission to
unsubscribe from the channel.

The [Channel properties] tab

Information about the owner of the channel and the access rights that are configured for the channel.

Owner Employee user who created the channel. This non-editable field is filled
in automatically when creating a new channel.

Channel created on The date when the channel was created. By default, this field is filled in
with the current date. This is a non-editable field.

Permission to post [All users can post] — set the option to allow posting messages for any
entries user who has the view permission for this channel.

[Only users with edit permission for this channel can post] — select this
option if you want to allow to post messages only for those users who
have the permission to edit the channel. You can set up access rights to
the channel by selecting the [Set up access rights] action of the channel

page.

Followers

The Followers detail contains the list of users whose feeds display messages of the selected channel.
The toolbar of the Followers detail contains the additional buttons.

[Add] — add a user or user group to the detail by selecting the corresponding menu command.

[Actions] — select the [Enable unfollowing] or [Disable unfollowing] commands to allow the selected
users to unsubscribe from the channel or disable this option correspondingly.
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The [Feed] tab

The Feed tab on the channel page contains the list of posts of the current channel.

[What are you working on?] — post a message in the channel. Enter the message text in the field and
click the [Publish] button. The field is available only for users who have the permission to post
messages in the selected channel.
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The [Dashboards] section

The Dashboards section displays data from different sections of the system. We recommend you use
this section to analyze and plan the work of each employee, each department and the bank as a
whole.

The functionality of this section is similar to that of the Analytics view in the system sections, and is

described in the “Dashboards” chapter.

CONTENTS

e The [Loan portfolio review, current quarter] tab

®  The [Loan applications analytics, current month] tab

The [Loan portfolio review, current quarter] tab

The tab consists of several blocks that display statistics on the loan portfolio of your bank.

Portfolio allocation by
product

Portfolio allocation by
branch

Portfolio allocation by
client

Portfolio allocation by
client

Loan portfolio
dynamics

The number of loans issued in the current quarter. The data are
allocated by product type.

The number of loans issued by branch in the current quarter. The data
are grouped by bank branches.

Number of loan agreements with private and corporate customers
signed in the current quarter. The data is grouped by dates of contracts.

Sum of loan agreements with private and corporate customers signed in
the current quarter. The data is grouped by dates of contracts.

Displays changes in the number of loan agreements signed in the
current quarter. The data is grouped by dates of contracts.

The [Loan applications analytics, current month] tab

The tab consists of several blocks that provide information on the loan application processing

dynamics.

Total

Closed successfully
Canceled

In progress
Applications by branch

Applications by
amount

336

The total number of applications submitted to the bank this month.

The total number of applications accepted and processed by the bank
this month.

The total number of applications submitted to the bank, processed and
canceled by the bank this month.

The total number of applications submitted to the bank this month that
are in progress.

The number of applications submitted to the bank branch this month.

The number of applications grouped by application status.

ACCELERATE™



SEE ALSO
®  Analytics

VIDEO TUTORIALS
®  Analytics in Creatio. Working with dashboards.
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The [Calls] section

The Calls section contains the history of incoming and outgoing calls performed by Creatio users.
Records are automatically added to the section every time you receive or make a call using the
communication panel. Use the section tools to view detailed information about each call, as well as to
build charts and generate analytical reports.

ATTENTION!

By default, the section is not displayed on the side panel but can be added to the workplace. You can find
more detailed information about the workplace settings in a separate chapter

Setting up integration with telephony

To be able to receive and make calls in Creatio, you need to set up integration with telephony. Read
more >>>

Views

The section has several views:

. — call list. It displays calls as a list of records. All list columns are described below in the
context of the call page.

o — call analytics. It displays charts, indicators and ratings that can be used to analyze calls.

Toolbar

All calls are registered automatically in Creatio, that is why the possibility to add calls manually is not
available in the section. Here you can view the information about a call, update it or delete the call.

Also, you can play back a recorded call for the external calls.

[Play] — click to play back a recorded call.

[Stop] — click to stop playing back a recorded call. By default, playback stops automatically when the
record is over.

NOTE

The playback of calls is available in Creatio for integration with Webitel and Oktell.

NEXT
e (Callpage
Common data
The [General information] tab
The [Timing details] tab
The [Attachments and notes] tab
The [Feed] tab

Additional columns

SEE ALSO
®  Phone integration setup

®  Managing calls
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Call page

The call page consists of the field group containing general data, and several tabs.

Common data

General information about the call.

From Phone number from which the call was made. This is a non-editable
field.

To Phone number to which the call was made. This is a non-editable field.

Call direction Indicates whether the call is incoming or outgoing.

Created by User who receives an incoming call or makes an outgoing call.

The [General information] tab

The [General information] tab contains information about the date and time of the call, results and
information about system objects that the call is connected to.

Start date Start date and time of the call. This is a non-editable field.
End date End date and time of the call. This is a non-editable field.
Contact Individual with which the call is connected. The field is filled in with the

name of the contact that has been identified by the system by the phone
number. When you fill in the [Contact] field, the [Account] field will
automatically be filled in with the name of the account specified on the
contact page. This is a non-editable field.

Account Company that the call is connected to. The field is filled in with the name
of the account that has been identified by the system by the phone
number. This is a non-editable field.

Redirected from agent ~ Employee user that transferred the call. This is a non-editable field.

The [Timing details] tab

The [Timing details] tab contains information about duration and other timing details of the call.

Duration Call duration specified in seconds. This is a non-editable field.
Time to connection Time taken to answer the phone, in seconds. This is a non-editable field.
Conversation time Conversation duration excluding connection time, in seconds. This is a

non-editable field.

On hold time Time the call is on hold when transferring, in seconds. This is a non-
editable field.
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The [Attachments and notes] tab
Additional information about the call.
Attachments

Use this detail to store files and links related to the call. For example, here you can attach a file with the
recorded call.

Notes

The [Notes] detail is used to store additional text information about the call. You can edit and organize
your lead notes on the detail. If you switch to another tab of the call page, the information on the
[Notes] detail will be saved.

The [Feed] tab

The [Feed] tab displays messages related to the invoice.

Additional columns

The section contains additional columns that are not displayed on the article page, but can be
displayed in the section.

Caption Caption for the call. The caption is generated automatically. It consists of
the values of the [Call direction] and [Start] fields: For example,
“Incoming”: 12.02.2014 3:26 PM".

Number Subscriber telephone number who received or made the call.

Activity Activity that the call is connected to.

Transferring number Phone number from which the call was transferred to another number.
Number being Phone number that the call was transferred to.

transferred
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System designer

System designer comprises the Creatio configuration tools. It enables you to:

Create and edit sections, set up section and page properties via the Section Wizard.
Create and edit details via the Detail Wizard.

Set up the system appearance by uploading your corporate logo, changing the color of the
section panel, setting up workplaces for different types of users.

Import Excel data.

Generate your company’s organizational structure, add users, set up functional roles and
access permissions.

Set up reports and indicators based on the information from Creatio sections to obtain
analytical data.

Set up custom integrations with third-party REST-services.
Configure the mobile version of Creatio via the Mobile Application Wizard.
Access the development tools in the advanced settings area.

To open the System Designer, click in the top right corner of the application or click the [System
Designer] link on the Creatio home page.

Processes

Process management tools.

Process library Opens the [Process library] section where you can edit your existing

process diagrams and create new ones. From here, you can access the
process designer.

To use this section, the user must have permission to the “Access to
"Process design" section” system operation.

Process log Opens the [Process log] section for managing running processes

("process instances ") and viewing statistics on completed processes.
To access this section, the user must have permission to the "Access to
"Process log" section” system operation.

NOTE

Detailed descriptions of business process management are available in the Creatio business process
documentation.

Users and administration

Tools for registering users, distributing access rights and auditing the system operations.

System users Opens the [Users] section where you can set up the structure for your

company, register users and sort the employees by role. Read

Organizational roles more >>>

Functional roles
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To access this section, the user must have permission to the “Manage
user list" (CanManageUsers) system operation.
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Object permissions Opens the [Object permissions] section where you can set access
permissions to system objects, e.g., to sections or lookups, as well as
separate columns and records in these objects. For example, you can
change the permissions to edit or delete records in the "KnowledgeBase”
object. Read more >>>
To access this section, the user must have permission to the "Access to
"Access rights" workspace” (CanManageAdministration) system

operation.
Operations Opens the [Operations permissions] section where you can set up user
permissions rights and roles for different system operations. For example, you can set

up your workplaces or Excel import parameters. Read more >>>

To access this section, the user must have permission to the “Access to
"Access rights" workspace” (CanManageAdministration) system
operation.

Audit log Opens the [Audit log] page containing information about the events that
occur in the system, for example, user authorization, modifying the user
role structure, modifying access rights to objects. Read more >>>
To access this section, the user must have permission to perform the
“View "Audit log" section” (CanViewSysOperationAudit) system
operation.

Import and integration

Import and data synchronization features.

Data import Opens the import setup window that you can use to import records from
an Excel file to your system. Read more >>>
To access the import setup window, the user must have permission to
perform the “Excel import” (CanimportFromExcel) system operation.

LDAP integration setup ~ Opens the LDAP integration page that you can use to register users in
Creatio automatically as they sign in to a domain, and to enable domain
authorization. Read more >>>
To access the integration setup page, the user must have permission to
the "Access to "Access rights" workspace” (CanManageAdministration)
system operation.

Web services Opens the [Web services] section, where you can add and set up new
integration setup integrations, including the parameters for connecting to the web service
and calling its methods. Read more >>>
To access this section, the user must have permission to the “Access to
"Configuration” section” (CanManageSolution) system operation.

Mailing log (available Opens the [Mailing log] section that contains information about bulk
in Marketing Creatio email preparation and execution steps. Read more >>>
and CRM-bundle). All users can access this section by default.
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Website events
tracking (available in
Marketing Creatio,
bank sales and CRM-
bundle).

Applications

Extension management.

Installed applications

System setup

Opens the [Website events] section used to track all user actions on your
website, and to set up the website events tracking service. Read

more >>>

To access this section, the user must have permission to the “Website
events tracking” (CanManageEventTracking) system operation.

Opens the [Installed applications] section that enables you to manage
installed marketplace applications. Read more >>>

To access this section, the user must have permission to the "Access to
"Configuration" section” (CanManageSolution) system operation.

User tools for Creatio configuration setup.

Setup duplicates rules

Languages

Translation

Set up portal main

page

Lookups

System settings
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Opens the list of rules for finding and deleting duplicate records. Read
more >>>

To access the duplicates search rules page, the user must have
permission to the “Access to "Duplicates rules setup”
(CanManageDuplicatesRules) system operation.

Opens the list of available interface languages. Read more >>>
To access this section, the user must have permission to the “Access to
"Languages” section” (CanManagelanguageSection) system operation.

Opens the [Translations] section where users can localize the interface
and other system elements. Read more >>>

To access this section, the user must have permission to the “Access to
"Translation" section” (CanManageTranslationSection) system operation.

Use to edit the main page of the self-service portal. Read more >>>

To access this section, the user must have permission to the "Access to
portal main page setup module” (CanManagePortalMainPage) system
operation. Please note that the portal functionality is licensed separately.

Opens the [Lookups] page that enables you to set up values for different
lookups: "Job titles", "Industries", "Activity categories", etc. Read

more >>>

To access this section, the user must have permission to the “Access to
"Lookups" section” (CanManagelookups) system operation.

Opens the [System settings] section where you can modify global
(system-wide) settings. System settings include the base currency, email
settings, etc. Read more >>>

To access this section, the user must have permission to the “Access to
"System settings" section” (CanManageSysSettings) system operation.
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Section Wizard Opens the Section Wizard, where you can create and set up your own

sections in Creatio. Read more >>>

To access this section, the user must have permission to the "Access to
"Configuration” section” (CanManageSolution) system operation.

Detail Wizard Opens the Detail Wizard that allows you to create and set up new details

in Creatio sections. Read more >>>
To access this section, the user must have permission to the “Access to
"Configuration" section” (CanManageSolution) system operation.

Mobile Application Opens the Mobile App Wizard that allows you to configure your Creatio
Wizard mobile application. Read more >>>

To use the Mobile Application Wizard, the user must have permission to
the "Mobile app setup” (CanManageMobileApplication) system
operation.

Set up view

Additional tools for setting up Creatio interface.

Workplace setup Opens the page where you can set up the structure of workplaces to be

available on the side panel. Read more >>>

To access the workplac setup page, the user must have permission to
the “Access to workplace setup” (CanManageWorkplaceSettings) system
operation.

Logo customization Opens the page that allows you to change the logos displayed in the

application. Read more >>>
You can customize the logo only if you have permission to perform the
"Logo customization changes" (CanManagelogo) system operation.

Color customization Opens a separate page that enables you to change the color of the side

panel. Read more >>>

You can customize the color only if you have the right to perform the
"Access to color customization" system operation
(CanManageSectionPanelColorSettings).

Admin area

Developer tools for setting up Creatio configuration.

Advanced settings Opens a separate workplace containing a set of developer tools to

344

configure Creatio.
To access this section, the user must have permission to the “Access to
"Configuration" section” (CanManageSolution) system operation.

NOTE

Detailed descriptions of the developer configurations can be found in the Creatio platform development
documentation (SDK).
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NOTE

Operation permissions are granted in the [Operation permissions] section in the System Designer.

CONTENTS

Section Wizard

Detail wizard

Setting up the business rules
The MS Word printables setup
Workplaces setup

Logo customization

Color customization
Managing users

Object permissions

System operation permissions
The [Lookups] section

The [System settings] section
Change log

Audit log

VIDEO TUTORIALS

345

System designer

ACCELERATE™


https://academy.bpmonline.com/online-courses/bpmonline-administration-and-configuration-0

Web service integration

Creatio can integrate with custom REST web services. You can set up web service integration, including
web service connection parameters and methods in the [Web services] section of the [Studio]
workplace. Alternatively, you can open this section by clicking the [Web service integration setup] link
of the System designer.

NOTE

The complexity of the setup procedure largely depends on how the web service itself is implemented and
documented. Most common web service integrations do not require programmer background
The general setup procedure is as follows:
1. Study the documentation for the REST services that you need to use for resolving your business
task and develop a deep understanding of how they are called.
2. For each of the web services:
a. Setup web service properties, including its URI in the [Web services] section.
b. Add HTTP methods that Creatio can call to trigger web service functions and set up
their parameters.

3. Implement calling of the integrated web services as part of your BPMN business processes.

EXAMPLE
Set up automatic updates of the currency exchange rates in the [Currencies] lookup using a
free web service "Fixer” (http://fixer.io/).

Implementation of this example requires that we set up integration with the Fixer service itself,
set up a method for obtaining exchange rates for the needed currency, and finally, set up a
business process that would call this method at the required intervals and update the
[Currencies] lookup.

The following chapters cover web service integration setup, using the “Fixer” REST service as example.
CONTENTS

e Studying Web service documentation

e Setting up general properties of the web service

e Setting up web service methods

e Setting up the parsing of the web service response parameters

e Testing the web service integration

Studying Web service documentation

Before you start setting up integration with a REST web service, you need to have a complete
understanding of how to call this web service and what kind of response it will return. This information
is available in the web service documentation.

For example, to obtain currency exchange rates from http://fixer.io/, you can use one of the two GET
method requests:

e https://data.fixer.io/api/latest — to obtain latest exchange rates.

e  https://data.fixer.io/api/2000-01-03 — to obtain exchange rates for specific date (in this case,
January 3, 2000).

The following parameters can be used in requests:
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e access_key — specifies your personal APl access key for authentication on http://data.fixerio/
api/. You can obtain this code for free, by registering on http://fixer.io/. This is a required
parameter.

e base — specifies base currency, in relation to which the exchange rates will be obtained. For
example, to get exchange rates in relation to US dollar, use the following request: https://
data.fixer.io/latest?base=USD. If the "base” parameter is not passed, the rates will be returned
in relation to Euro.

e symbols — specifies the currencies, whose exchange rates must be returned. For example, to
get exchange rates for US dollar and British pound only, use the following request: https://
data fixer.io/latest?symbols=USD,GBP. If the “symbols” parameter is not passed, the rates will
be returned for all currencies that the web service supports.

Regardless of the request method and parameters, the web service returns responses of the same
structure:

{"success":true, "timestamp":1521527348, "base" : "EUR", "date":"2018-02~
22", "rates": {"AUD":1.5699,"BGN":1.9558, ...,"ZAR":14.384}}

Each response contains 3 parameters:
e success — indicates whether exchange rate query was successful.

e timestamp — object containing a standard UNIX time stamp indicating the time the given
exchange rate data was collected.

e base — specifies base currency, for the exchange rates. For example, "base":"EUR" indicates
that the rates are returned in relation to Euro.

e date — specifies the date of the exchange rates. For example, "date":"2018-02-22" indicates
that the rates are returned for February 22, 2018.

e rates — contains an array of nested parameters, each of which represents exchange rate
between the base currency and one of the supported currencies. For example,
"rates":{"GBP":0.88343,"USD":1.2276} means that the web service returned exchange rates
for British Pound ("GBP":0.88343) and US dollar ("USD":1.2276).

Thus, to integrate with this web service, Creatio must be configured to execute the needed requests
with the needed parameters and parse the response obtained from the web service.

SEE ALSO
e  Setting up general properties of the web service

Setting up general properties of the web service

Although the general integration setup steps are the same, the details largely depend on the web
service specifics. To set up integration with a new web service:

1. Go to the [Studio] workplace and open the [Web services] section.
2. Add a new web service integration by clicking the [New web service] button.

3. Enter the web service address in the mini page and click [OK] button (Fig. 301).
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Fig. 301 Entering the web service address in the mini page

AN UL AL

[yt ar 1oy un youz -

m CANCEL

Name* /apiflatest

#* QUICK SETUP ~

TCode* UsrMethod1
"Method address* /apiflatest

http://data fixer.io/api format=(valt

Request type* GET
Contenttype  JSON

Response timeout, ms* 5,000

Complete address Paccess.|

{value}

< REQUEST PARAMETERS

:

RESPONSE PARAMETERS

Name Type Default value
T Access_key Query parameter
T Format Query parameter

T symbals Query parameter

NOTE

Use authentication

Name* Access_key
Parameter type* Query parameter
7 Code in query* access_key
"Code in bpmonline* UsrAccesskey

TRequired [

If you enter a web service URL with parameters, they will be automatically added as request parameters to

the created web service integration.

4. Verify and populate the web service page fields (Fig. 302), if needed:

Fig. 302 Populating general web service properties

Currency exchange rate (Fixer)

SAVE CANCEL

Name* Currency exchange rate (Fixer)

FCode* UsrFixer

What can | do for you? >

'Web service URI* https://data fixer.io/api/

"Retries on call failure 10

Type REST

4 Package* UsrWebServices

FIELD NOTES

Enter the name that will be
displayed in the [Which service to

Name

call?] field for the [Call web service]

business process elements.
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FIELD NOTES EXAMPLE

Code Enter the name that will identify the  UsrFixer
web service integration in Creatio
source code. Usually, it consists of
the service name and the “Usr”
prefix.

Web service URI Complete address for calling the http://data.fixer.io/api/
web service will consist of this URI
and settings specified on the
method setup page.
Use same protocol (http/https) as
your Creatio application protocol.
If the web service is located in a
package that cannot be modified,
its URI can still be edited.

Retries on call failure  Times to repeat the service call if 10
the response from the web service
contains an error code or is timed
out (please take into account the
request timeout settings that you
specify when adding web service
methods).

Package The package in which this web UsrWebServices
service integration implementation
will be saved.
The list contains all packages that
can be modified by the current
user.

NOTE

Web service integrations are saved as configuration items. If a web service configuration item is located in a
package that cannot be modified, you will be able to edit only its URI. To make other changes to such web
service integrations, copy the corresponding configuration items to custom packages

CONTENTS
e Web service authentication
e Setting up an OAuth 2.0 application

e OAuth application common setup issues

Web service authentication

Depending on the specifics of a each particular web service, it may process any and all requests, or
require some form of authentication before the web service can be used. Creatio web service
integration supports two types of authentication: Basic and OAuth 2.0.
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e HTTP Basic authentication involves passing a login and password as part of a web service
request to authenticate Creatio to the integrated web service. It is a simpler form of
authentication to use, however, it is not secure without SSL/TLS.

e OAuth 2.0 Authorization code grant is based on providing secure delegated assess without
sharing login credentials. This is a more secure authentication type, supported by most of the
popular service providers, including Facebook, Google and Amazon.

Using basic authentication
To enable HTTP basic authentication:
1. Obtain login credentials for basic authentication.
2. Open the [System designer] go to the [System settings] section and add 2 system settings:
a. A’string” type system setting for storing a login for the web service.
b. An “encrypted string” type system setting for storing the password for the web service.

3. Populate the system setting values with the login and password for authentication with the web
service.

4. Open the web service page and go to the [Authentication] tab.
In the [Authentication] field, select “Basic”.
6. In the [Username] and [Password] fields, select the system settings that contain the login and

password for accessing the web service (Fig. 303).

Fig. 303 The [Authentication] tab

Currency exchange rate (Fixer) What can | do for you? >
CANCEL
Name* Currency exchange rate (Fixer) Web service URI® httpi/fdatafixer.io/api/
Code* UsrServicel Retries on call failure 10
Type REST
cage* Custom
< METHODS AUTHENTICATION >
* Basic

@p

The system settings used in the authentication will be bound to the web service package. The system
settings are bound without values, so the password and login values will not be bound to the package.
After installing the web service integration package on a new application, make sure that you populate
the login and password system settings.
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Using OAuth authentication

To use OAuth authentication, provided the application has been set up before (e.g., when installing a
package with web service integration):

1. Open the web service page and go to the [Authentication] tab.
2. Inthe [Authentication] field, select “OAuth 2.0".
3. Inthe [Application] field, select an existing OAuth application (Fig. 304).

Fig. 304 Selecting an existing OAuth application

< METHODS AUTHENTICATION

Authentication® OAUth 2.0

(T4

Google API

SEE ALSO
e Setting up an OAuth 2.0 application

Setting up an OAuth 2.0 application

To set up a new OAuth application for authentication with the web service:
1. Open the web service page and go to the [Authentication] tab.
2. Inthe [Authentication] field, select “OAuth 2.0".
3. Inthe [Application] field, click [+] (Fig. 305).

Fig. 305 Adding a new OAuth application

< METHODS AUTHENTICATION

Authentication® OAuth 2.0

+

O

Populate the OAuth application setup page (Fig. 306). The values are usually available in the web
service documentation or via API of that service, e.g., access to Google APIs is available through the
"Credentials” section of Google developer console, as well as in the APl documentation.
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Fig. 306 OAuth application setup page

€ OAUTH SETTINGS FEED >

Client ID* 100241630283-7u0un2tol7.. Client sacret* FELRLQ-oNfZ7WOQXiFTWY-gR

uest URL* https://accounts google.com/o/oauth2/auth

oken request  hitps:/fwww.googleapis.com/oauth2/v3/token 2= = As Basic auth header
URL* n toke: =

ken URL https://example.com/oauth...

LOGIN

Scopes + 1 (i)

Scope ~

https:/iwww.googleapis.com/auth/gmail.readonly

Since different services have different terminology, APl and documentation structure, the
authentication setup will also be different. Common OAuth setup issues, their causes and cures are
available in a separate article.

Below are general recommendations on populating OAuth setup parameters and tips on where to find
values to populate these parameters with.

ATTENTION

OAuth authentication setup must be performed both on Creatio side and on the side of the integrated
application.

Name

In the [Name] field, enter the name for the new application, which will be displayed in the [Application]
field when the users populate it on the [Authentication] tab. You can also select an image to be used
as an icon for this OAuth application.

Client ID

In the [Client ID] field, enter the client identifier issued to you by the authorization server of the
integrated web service. In the documentation and API of different web services, it may be referred to
as:

e Application ID
e Consumer ID
e Public key
This will be the value of the client_id parameter of the request. Read more >>>
CASE

Client ID for Google APIs is available in the “Credentials” section of Google APIs console (https:/
/console.developers.google.com), in the “Client ID” field. Read more >>>
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Client secret

In the [Client secret] field, enter the “client secret” issued to you by the authorization server. In the
documentation and API of different web services, it may be referred to as:

e Application secret
e Consumer secret
e Secret key
This will be the value of the client_secret parameter of the request. Read more >>>

CASE
Client secret for Google APIs is available in the “Credentials” section of Google APIs console
(https://console.developers.google.com), in the “Client secret” field. Read more >>>

Auth code request URL

In the [Auth code request URL] field, specify the URL, which will serve as an endpoint for requesting an
access from the user who can grant it. For example, when Google informs you that an application
attempts to receive access to certain information, you act as the “user who can grant access”.

This is the auth_uri parameter of the request. Read more >>>

CASE

Auth code request URL for Google APIs is "https://accounts.google.com/o/oauth2/auth”. You
can get if from the documentation, describing the example of an OAuth application for
integration with Google. Also, it is available in the json file with settings, which can be
downloaded from the “Credentials” section of Google developer console.

Access token request URL

In the [Access token request URL] field, specify the URL, which will serve as an endpoint for requesting
an access token to use for subsequent requests to the service. Read more >>>

CASE

Access token request URL for Google APIs is “https://www.googleapis.com/oauth2/v3/token”.
You can get if from the documentation, describing the example of an OAuth application for
integration with Google. Also, it is available in the json file with settings, which can be
downloaded from the “Credentials” section of Google developer console.

Redirect URL

When setting up OAuth authentication on the web service side, you need to specify URL where the
authentication server will redirect users after authentication. This “redirect URL" is displayed on the
OAuth application setup page (Fig. 307).
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Fig. 307 Redirect URL on the OAuth application setup page in Creatio

< OAUTH SETTINGS FEED >

Client [D* 932498208625-crqvgdss7sha7eTr Client secret® E7ATDIMAAUIAHE-EbnbR_MP

e request URL* https://accounts.google.com/o/oau...

As Basic auth header

Make sure that you specify this URL in the settings of the integrated service as the proper redirect URL.

Send client credentials in token request

Select which part of token request will contain the access token. Auth permits variations as to where
the token can be passed. Creatio can send client credentials as Basic auth header, include them in the
request body, or pass in query string as a GET request. The option to choose depends on the specifics
of the third-party system and is usually covered in its documentation.

In request body

A lot of popular services, e.g., Google, Linkedin, JIRA, etc. process requests where access token is
passed in the request body.

CASE

POST /token HTTP/1.1

Host: server.example.com

Content-Type: application/x-www-form-urlencoded

grant type=refresh token&refresh token=tGzv3JOkFOXG5Qx2T1KWIA
&client id=s6BhdRkgt3&client secret=7Fjfp0ZBr1KtDRbnfVdmIw

As Basic auth header

Some services, such as QuickBooks, Docusign, GoToWebinar require that client id and client secret are
passed in the form of basic authentication and would not accept client id and client secret in the
request body.

CASE

curl -X POST "https://api.getgo.com/oauth/v2/token" \

-H "Authorization: Basic {Base64 Encoded consumerKey and
consumerSecret}" \

-H "Accept:application/json" \

-H "Content-Type: application/x-www-form-urlencoded" \

-d

"grant_type=authorization code&code={responseKey}&redirect uri=http%3
A%2F%2Fcode.example.com"
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In query string as a GET request

Several services may handle authentication differently. For example, instead of POST request with
parameters in body and headings, Facebook uses a token GET request with all parameters specified in
the request URL.

CASE
https://developers.facebook.com/docs/facebook-login/manually-build-a-
login-flow/#confirm\

GET https://graph.facebook.com/v3.2/ocauth/access token?\

client id={app-id}\

&redirect uri={redirect-uri}\

&client secret={app-secret}\

&code={code-parameter}

Revoke token URL

In the [Revoke token URL] field, specify the URL, which will serve as an endpoint for revoking the access
token to deny subsequent requests to the service.

This is an optional parameter. In a regular scenario, a user who has access to the integrated service can
revoke access to specific OAuth applications. For example, you can disable access to specific
applications from your Google account settings.

CASE
The URL for making a request to revoke a Google API token is “https://accounts.google.com/
o/oauth2/revoke”. You can get if from the Google APl documentation.

Login

Click the [Log in] button, log in to the service using the shared user’s credentials and approve access
for Creatio OAuth application.

Scopes

Scopes (also known as “permissions”) are used to grant an application different levels of access to data
on behalf of the end user. Scope URLs are usually available in the service documentation. Each API
may declare one or more scopes.

CASE
Google API scopes, such as "https://www.googleapis.com/auth/gmail.readonly” (permission to
view your email messages and settings) are available in the APl documentation.

OAuth application common setup issues
This article contains an overview of several typical issues that you may encounter when setting up
integration with a web service using authentication via OAuth 2.0.
CONTENTS
e Connection settings are invalid or out-of-date, compared to those in the integrated application
e Incorrect Redirect URL is specified in the integrated third-party application
e |nsufficient permissions (scopes) to perform an operation

®  The scopes must be specified in the integrated application
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®  The scopes requested by Creatio are denied during login

e  The "Use authentication” checkbox is not selected in the web service method or wrong authentication
method selected

e Shared user was not configured in the OAuth application
®  Other access limitations have been set up in the integrated service

e "Missing refresh token” on login

Connection settings are invalid or out-of-date, compared to those in
the integrated application

The error may appear in the Client ID, Client secret, authentication and token URLs and Scopes.

When does the error appear
e The error appears when adding a user on the OAuth application page.
e The error appears when calling the web service (i.e., Creatio attempts to obtain access using
invalid settings).
How to fix

Verify each setting on the OAuth application setup page in Creatio, make sure that they match
corresponding settings in the integrated third-party application. After that, attempt to add a new user
again.

Incorrect Redirect URL is specified in the integrated third-party
application

OAuth authentication setup must be performed both on Creatio side and on the side of the integrated
application. Security requirements often involve specific URL for redirecting after access token is issued
by the authentication server. Also, the domain for redirection URL often requires separate verification.

The proper redirect URL is displayed on the OAuth application setup page in Creatio (Fig. 308).

Fig. 308 Redirect URL on the OAuth application setup page in Creatio

< OAUTH SETTINGS FEED >

Client ID* 932498208625-crqvgdss7Sho7e7f. Client secret* E7ATbJM4AulAHE-EqbnbR_MP

th code request URL* https://accounts google com/o/oau...

©  As Basic auth header

This URL must be copied to the corresponding settings of the integrated third-party application
(Fig. 309).
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Fig. 309 Entering a redirect URI in Google API

Restrictions
Enter JavaScript origins, redirect URIs, or both Learn More

Origins and redirect domains must be added to the list of Authorized Domains in the OAuth consent settings.

Authorized JavaScript origins

requests from a browser. This is the origin URI of the client application. It can't contain a wildcard

(https:/ ample.com) or a path (https://example.com/subdir). If you're using a nonstandard port, you must include it
in the origin URI.

https./fwww.example.com

Authorized redirect URIs
to after they have
r access. Must have a protocol.

server. This is the path in your application that u
| be appended with the authorization
Cannot contain URL fragments or relative paths. Cannot be a public IP address.

https./fwww.example.com

3 o

If the link specified in the integrated third-party application does not match the one on the OAuth
application setup page in Creatio, access token will not be issued.

When does the error appear
The error appears when adding a user on the OAuth application page.

How to fix

Specify correct redirect URL by copying the URL from the OAuth application setup page in Creatio to
the corresponding field in the integrated third-party application.

Insufficient permissions (scopes) to perform an operation

In OAuth 2.0, the access token is often issued with specific limited permissions to call functions of the
integrated application. For example, applications may have a separate scopes for reading and
modifying data. In this case, the list of needed scopes must be specified in Creatio, the integrated
service, or upon user login.

The scopes must be specified in Creatio, on the [Scopes] detail of the OAuth application setup page.
Creatio will be requesting these scopes when the user logs in to authentication server. If the needed
scope has not been added to the [Scopes] detalil, it is likely that the user will not be able to log in.

When does the error appear

When attempting to call the integrated web service, for example, to modify its data without sufficient
scopes, the integrated application will return an error.

How to fix
1. Add all needed scopes to the [Scopes] detail.

2. Delete the integrated service user from Creatio, so that the previously issued access token is
revoked.

3. Revoke access for Creatio application in the integrated service (e.g., you can disable access to
specific applications from your Google account settings).

4. Add the user once again.
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The scopes must be specified in the integrated application

Sometimes, the scopes must be specified in the integrated application. For example, the extent of
permissions can be specified during the application setup in the integrated service. In this case, the
scopes specified in Creatio must correspond to those permitted for this application in the integrated
service.

When does the error appear

Depending on the architecture of the integrated application, the following scenarios are possible if
scopes specified in Creatio exceed those permitted in the integrated service:

e The user will be unable to log in.

e When attempting to call the integrated web service to modify its data, the integrated
application will return an error.

How to fix

If the user is unable to log in:
1. Add the needed scope in the integrated application.
2. Attempt to log in again.

If the integrated application returns an error when attempting to call the integrated web service to
modify its data:

1. Add the needed scope in the integrated application.

2. Delete the integrated service user from Creatio, so that the previously issued access token is
revoked.

3. Revoke access for Creatio application in the integrated service (e.g., you can disable access to
specific applications from your Google account settings).

4. Add the user once again.

The scopes requested by Creatio are denied during login

The properly specified scopes in Creatio may be denied during login attempt. In some applications,
e.g., Facebook, the list of scopes that are actually issued can be modified by the user of the integrated
service during login.

For example, reading and modifying the data (2 records on the [Scopes] detail) are permitted in the
application settings by default. On login, the user cleared checkbox for modifying data. In this case,
when Creatio requests access to reading and modifying the data, the application will issue the token
only with the permission to read data, which will be added to Creatio.

When does the error appear

When attempting to call the integrated web service to modify its data, the integrated application will
return an error.

How to fix

1. Delete the integrated service user from Creatio, so that the previously issued access token is
revoked.

2. Revoke access for Creatio application in the integrated service (e.g., you can disable access to
specific applications from your Google account settings).

3. Add the user to Creatio again, this time selecting all needed scoped during login.
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The “Use authentication” checkbox is not selected in the web service
method or wrong authentication method selected

This is not an OAuth-specific issue, rather it refers to the entire web service integration setup process.
Its symptom is “Web service replies with 403 Unauthorized” error.

When does the error appear

The error appears when calling the web service (i.e., Creatio attempts to connect without passing of an
access token).

How to fix

Set proper authentication type on the [Authentication] tab of the web service setup page and/or select
"Use authentication" checkbox in web service methods.

Shared user was not configured in the OAuth application

When does the error appear

The error appears when calling the web service (i.e., Creatio attempts to connect without passing of an
access token).

How to fix
Add a common user on the OAuth application setup page.

Other access limitations have been set up in the integrated service
Some services may limit access by IP or domains. For example, Facebook may limit access by domains.
When does the error appear

The error appears when adding a user on the OAuth application page.

How to fix

Add and verify your Creatio application IP and/or domain on the integrated service side.

“Missing refresh token” on login

Refresh token is required to update access token automatically. As a result, integration will be working
for as long as the token stays updated, without the need to confirm access. The refresh token is not
always used. Depending on the architecture of the integrated application, this may or may not
constitute an actual integration error.

There are three typical cases:
e Application token does not expire
e Application was not built to update its access tokens
e Token updating must be enabled in the application settings

Application token does not expire

The integrated application issues an access token, which does not expire (no need to update it). This is
a rare case. Despite the warning, the integration may be operational for long periods of time.
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How to fix

Study the documentation of the integrated service. Make sure that it actually does not issue refresh
tokens and does issue access tokens that do not expire. In this case, you may disregard the warning
and continue working with intergated service.

Application was not built to update its access tokens

The integrated application issues an access token, which will eventually expire, but cannot be updated
due to limitations of the integrated application. This is often the case with billing applications which by
design should not grand long-term access.

Such applications will not work with shared user, as common user is a means of not having each
Creatio user log in separately to the integrated application.
How to fix
Study the documentation of the integrated service. Make sure that it actually does not issue refresh
tokens and does issue access tokens that do expire.
Token updating must be enabled in the application settings
The integrated application issues an access token, which will eventually expire. The token cannot be
updated due to the integrated application current settings. For example, application may have a
separate scope for requesting refresh token.
How to fix
1. Study the documentation of the integrated service. Make sure that it actually does issue refresh
tokens.
2. Find out which settings permit issuing refresh tokens and implement them.
Revoke the current token.

4. Add a common user in Creatio.

Application issues a refresh token only once per user

External application may issue a refresh token only once. l.e., the corresponding user is already logged
in to the application, has already received a refresh token, and is not eligible for a second refresh
token.

CASE
Creatio administrator added a token for the same integrated application.

The administrator has deleted the token from Creatio without revoking it (e.g., delete the the
token from the database without populating the [Revoke URL] field).

When the administrator adds a new token in Creatio, the integrated application will not issue a
second refresh token, as it has already issued the first token that has not been revoked yet.

Alternatively, the administrator may log in to the same integrated application from a different
system, and then attempts to log in from Creatio.
How to fix

Study the documentation of the integrated service. Make sure that it actually does issue refresh tokens.
Find a way to revoke access: usually, integrated services have some form of Ul to manage third-party
access. Delete the token of the application that the user adds to Creatio (e.g., remove integration with
Creatio).

After this, the integrated application will issue a refresh token upon adding an access token to Creatio.
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The refresh token has been invalidated in the integrated application, while
Creatio still stores the invalidated token

This may occur if administrator logs in to Creatio and the integrated application, and then deletes
access on the token management page of the integrated service. As a result, Creatio will store
outdated access token and refresh token.

When does the error appear

The authentication error appears when the web service is called.

How to fix
1. In Creatio, delete the user from the OAuth application setup page.

2. Add the user once again.

SEE ALSO

e Setting up web service methods

Setting up web service methods

For each web service that you integrate with Creatio, you can set up calling of the necessary methods.
You can set up several methods per web service. You can add the request and response parameters
manually or by importing from request or response example by clicking the [Quick setup] button and
selecting a type of example (CURL, RAW or JSON) in the pop-up window. Also you can add request
parameters from the "Method address” field

EXAMPLE

According to the "http://fixer.io/” web service documentation, the latest currency exchange
rates can be obtained via a simple GET method request to http(s)://data fixer.io/api/latest
endpoint. To have Creatio obtain the currency rate information, we need to implement this
method in the [Methods] detail of the [Web services] section.

NOTE

You can call any number of web service methods within a single process flow by using multiple [Call web
service] business process elements and mapping incoming and outgoing parameters between them.

1. Open the setup page of your web service integration and add web service methods by clicking
the [+] button on the [Methods] tab (Fig. 310).
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Fig. 310 Adding a web service method

Currency exchange rate (Fixer)

m CANCEL

Name® Currency exchange rate (Fixer)

Code* UsrServicel

Description

< METHODS AUTHENTICATION

Web service methods @ :

2. Populate the method properties (Fig. 317):

Fig. 311 Web service method properties

What can | do for you? >

Web service URI* http://data fixer.io/api
Retries on call failure 10
Type REST

Package* Custom

m CANCEL #+ QUICK SETUP « X
Name* Get latest exchange rates Request type* GET
Code* UsrlLatest Content type  JSON
Method address* {endpoint} Response timeout, ms* 500
Complete address  http://data fixer.io/api/{endpoint} Use authentication
FIELD NOTES EXAMPLE
Name Enter the name that will be displayed Get latest exchange rates
in the [Which method to call?] field for
the [Call web service] business process
elements.
Code Enter the name that will identify the UsrLatest
web service method integration in
Creatio source code. Usually, it
consists of the method name and the
"Usr” prefix.
=
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FIELD

Method address

Request type

Content type

Response timeout, ms

Complete address

363

NOTES

Use the web service documentation to
determine this value. You can specify a
static value, or map it to a "“method
address parameter” of your request.
For instance, http://fixer.io/ can
process two endpoints: “latest” — to
return the latest rates and date in text
format (such as “2000-01-03") to
return rates for that date.

You can set a specific endpoint, such
as "latest’, simply by entering it in this
field.

If you need flexible integration, pass
endpoint as a "‘method address
parameter”, by specifying that
parameter name in curly braces (in the
current case we use the “{endpoint}”
parameter).

You can pass several method address
parameters, for example,
“{parametert}/{parameter2}".

Type of HTTP method used by
request. Standard HTTP methods are
supported. The type of request to use
is determined in web service
documentation.

For example, to retrieve data, such as
currency exchange rates use "GET”
method.

Currently, only JSON content type is
supported.

Time after which Creatio will deem a
web service request as timed out.
Upon timeout, Creatio will retry the
request or return an error, depending
on the number of retries available for
this service call.

The method call address is generated
automatically. It consists of the web
service URI and the method address in
the form
"?paramCodeT=value1&paramCode2=
value2”.

This address is displayed for reference.

EXAMPLE

{endpoint}

GET

JSON

500

http://data.fixer.io/api/
{endpoint}

ACCELERATE™


https://www.json.org/

CASE

Complete address of the method request has the following structure: "Web service URI" +
"Method address" + "?" + "A set of request parameters separated with &". For example:
http://data.fixer.io/latest?base=USD&symbols=GBP.

After that, you can add the request parameters manually or by importing from examples.
Adding parameters from the “Method address” field
1. Populate the "Method address” field with the web service URL with parameters and click the
4+ icon in field or select the [From field "Method address’] option in the [Quick setup]
menu(Fig. 312):

Fig. 312 Adding parameters from the “Method address field”

m CANCEL #+ QUICK SETUP +

ame* Method 1 Request type* GET

* UsrMethod1

= JSON

api/{enpointj?access_key=6e0115b48bca876d7d9a7148f4d5bes595&base=eur # Respon

http://data fixer.io/api/latest?access_key=6e0115b48bc876d7d9a7148f4d5be595&base=eur Use authentication

< REQUEST PARAMETERS RE:

ADD PARAMETER

SE PARAMETERS

2. Inthe opened parameters list, select necessary request parameters and click [Save] (Fig. 313):

Fig. 313 An example of method address parameter set

o .

Name pe

I' Enpoint Method address parameter
I Access_key Query parameter
I Base Query parameter

As a result, selected parameters will be added as request parameters. You
can modify the settings of parameters (for example, select the “Required”
checkbox for the “Access_key") to adjust them for further using in the [Call
web service] business process element.
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Adding parameters manually
1. Add request parameters by clicking the [Add parameter] button on the [Request parameters]
tab (Fig. 314).

Fig. 314 Setting up request parameters of a web service

m CANCEL #+ QUICK SETUP ~ =

Name* Get latest exchange rates

Code* UsrLatest

e<* {endpoint}

ss  http:/rdata fixer.io/api{endpoint} Use authentication

< REQUEST PARAMETERS RESPONSE PARAMETERS >

ADD PARAMETER
o0 preveren |

The following types of request parameters are available:

Method address Use these parameters as “variables” to generate the request method
parameter address.
Add names of method address parameters, enclosed in curly braces in
the [Method address] field of the method, for instance:
{parameterNameT}/{parameterName2}, etc.
On the actual web service call, these “variables” will be replaced with
actual components of the method address (specified for corresponding
[Call web service] element in the process designer), for instance: http://
web.service.uri/parameterValuel/parameterValue2
For this parameter type, the [Required] checkbox is selected and non-
editable.

Body parameter This type of parameter is used for sending a data of any type (including
collections) in the body of request. Read more >>> (the parameter is
not available for the GET method)

Query parameter These parameters will be added to the request after method address
and the "?" character. Read more >>>

Header parameter This type of parameter is used for generating header section of request.
Read more >>>

Cookies parameter Use parameters of this type to pass cookies in your requests. For
example, you can pass an authentication cookie, received earlier. Read
more >>>
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2. Populate parameter values. If you have set a variable for method address (e.g. {endpoint}), a
corresponding method address parameter must be added (Fig. 315).

Fig. 315 Method address parameter settings

< REQUEST PARAMETERS RESPOMNSE PARAMETERS >
ADD PARAMETER
Name Type Default value Name* Endpoint
I' Endpoint Method address  latest «* Method address parameter
parameter

Code in address* endpoint

Code in bpm'online* UsrEndpoint

red

Default value Constant « latest

NOTE

The system settings used in method parameters will be bound to the web service package. This will simplify
the transfer of the web service to another system

NOTE

If your request parameter is an array, select the “Body parameter” in the [Parameter type] field and “Object”
in the data type field. After this, nested parameters will become available. Read more >>>

3. Add the "Base currency” request parameter of the "Query parameter” type for passing the
base currency and populate its values (Fig. 316).

CASE
By default, the web service will return the exchange rates in relation to Euro. According to the web
service description, you can obtain rates in relation to a specific base currency by passing this currency
in the "base” parameter of your request.

Fig. 316 “Base currency” query parameter settings

< REQUEST PARAMETERS RESPOMNSE PARAMETERS >
ADD PARAMETER
Name Type Default value Name* Base currency
I' Base currency Query usb Parameter type* QUery parameter
parameter
I' Endpoint Method address Code in query* base
parameter

Code in bpm'online* UsrBaseCurrency

Default value  Constant ~ USD

Use parameters of different types in the "Parameter type” field to generate web service requests
according to the web service documentation. In this case, we set up a single "Query parameter” for
passing base currency. Also, we specify the "USD" as the default value of the parameter in the "Default
value” field. The value can be set as constant or selected from the system setting. If the field is
populated, the "Required” checkbox is automatically cleared and non-editable.
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4. Add the "API key" request parameter of the "Query parameter” type for passing your personal
access key and specify tis parameter as required by selecting the “Required” checkbox
(Fig. 317).

NOTE

You will need to register on https://fixer.io/ to obtain your API key.

Fig. 317 "AP| key” query parameter settings

< REQUEST PARAMETERS RESPONSE PARAMETERS >
ADD PARAMETER

Name Type Default value Name* APIkey

' Base currency Query parameter Parameter type* QUEry parameter

I APlkey Query parameter Codein cuery® access_key

Endpoint Method address
: i Code in bpm'online® UsrAccessKey
parameter

Required

Default value  Constant =
As a result, Creatio will be able to call methods of this web service using the following request
template:

http://data.fixer.io/api/{endpoint}?access key={your access
key}é&base={base currency}

The full URL address with parameters is generated in the "Complete address” field according to the
added request parameters (Fig. 318).

Fig. 318 Complete address of the web service

m CANCEL  #* QUICK SETUP ~

Name* Get latest exchange rates
Code* UsrLatest

Method address* {endpoint}

| Complet= address  http://data fixer io/api/{endpoint}?base={value}&access_key={value}

< REQUEST PARAMETERS RESPONSE PARAMETERS

ADD PARAMETER
Name Type Default value
T Base currency Query parameter
I APIkey Query parameter
T Eendpoint Method address

parameter

The values in curly brackets ({endpoint} and {base currency}) will be specified in the [Call web service]
business process element, for instance:
http://data.fixer.io/api/
latest?access_key=00000000000000000000000000000000&base=USD
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NOTE

When creating a new web service you can enter a URL with parameters to the mini page and they will be
automatically added as request parameters to the created web service.

SEE ALSO
e Setting up the parsing of the web service response parameters

Setting up the parsing of the web service response
parameters

As a result of calling a web service method, a certain response (a JSON object, which is basically a
structured text) will be returned. To use data from that response, you need to set up parsing of the
web service response parameters, i.e., which part of the returned code represents the data that was
the goal of this web service integration.

EXAMPLE

Calling the “latest” method returns the requested information in a form of code string. To
process the web service response, set up how Creatio should parse the received code by
configuring the response parameters.

The response comes in the form of values for the following three parameters:
e "base” —base currency, in relation to which the rates are calculated, for example:
"base" :"EUR"
e “date” —the date when these exchange rates were valid, for example:
"date":"2018-02-19"

e ‘rates” —exchange rates of a set number of currencies (each represented as a separate nested
parameter) in relation to the base currency, for example:

"rates":{"AUD":1.5676,"BGN":1.9558,..."ZAR":14.461}

The simplest way to implement this is to parse only exchange rates for the needed currencies. Each
exchange rate can be parsed as a separate parameter. In this example we will also parse the "base”
and “date” parameters.

How to add the response parameters via Quick setup option

If you have the server response in JSON form, you can add the response parameters automatically by
clicking the [Quick setup] button.

1. Click the [Quick setup] button and select the [Example in JSSON] option in the “From response
example” section (Fig. 319):
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Fig. 319 the [Example in JSON] action for the response example

m CANCEL #+ QUICK SETUP ~

FROM REQUEST EXAMPLE
Nan Example in cURL
Co Example in RAW

Example in ]SON

From field "Method address” se=({value}&access key={value}

FROM RESPONSE EXAMPLE
< REQUEST PARAN Example in RAW

Example in JSON
ADD PARAMETER| S

2. Inthe opened window, paste the JSON code of the server response (it will be displayed in your
browser if you try to open a call web service URL) and click the [Next] button (Fig. 320):

Fig. 320 Response in JSON code

Response body setup from JSON example

oo R

1 [{"success":true,"timestanp": 1528881008, "base'

"date”:"2018-86-13", "rates"”:{"AUD":1.556006,"USD":1.175224}}

3. In the opened parameters list, select necessary parameters to add to the response and click
the [Save] button (Fig. 321):
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Fig. 321 List of parameters from JSON example

mple

Select parameters to add to the response

Name Type Default value
[0 [¥] Success Body parameter
D Timestamp Body parameter
| Base Body parameter
[ Date Body parameter
Rates AUD Body parameter
Rates USD Body parameter

As a result, selected parameters will be added as response parameters. You can modify the settings of
parameters (for example, change the data type of the currency rate to “decimal”) to adjust them for
further using in the [Call web service] business process element.

How to add the response parameters manually

To add response parameters manually, click the [Add parameter] button on the [Response

parameters] tab and populate their values.

1. Add "Base currency” parameter, which will indicate the base currency for the received

exchange rates. Specify the parameter type as the “Body parameter” and the “Text” data type.
The “Path to element “JSONPath” should contain the JSON syntax. JSSONpath “$.base” gets the
value of the "base” parameter (i.e.: "base":"EUR") in the web service response, which in the
current case is "USD". (Fig. 322):

Fig. 322 Base currency response parameter settings

< REQUEST PARAMETERS RESPONSE PARAMETERS >
ADD PARAMETER
Mame Type Defaultvalue Name* Base currency
I' Base currency Body parameter + Body parameter
" $base
Cod # UsrBaseCurrency
b. * Text
Is array D

Default value Constant
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2. Add "Date” parameter, which will indicate the validity date for the received exchange rates.
Specify the "Date” for the parameter (Fig. 323):

Fig. 323 Date response parameter settings

< REQUEST PARAMETERS RESPONSE PARAMETERS >

ADD PARAMETER

Name Type Default value Name* Date
& Date Bl EE R Parameter type™ Body parameter
T Base currency Body parameter Path to element g gate
{JSONPath)*®

Code in bpm'online* UsrDate
Data type* Date
Is array D

Defaultvalue Constant -

NOTE

JSONpath “$ date” gets the value of the "date” parameter (ie: "date": "2018-02-16") in the service
response, which in the current case is "2018-02-16".

CASE
As part of this case, we will be parsing each exchange rate as a separate parameter. For
example, Australian dollar rate will be passed as a value of the "RatesAUD" parameter.

3. Add parameters for parsing the exchange rate values. Specify the "Decimal” data type
(Fig. 324):

Fig. 324 RatesAUD response parameter settings

< REQUEST PARAMETERS RESPONSE PARAMETERS >

ADD PARAMETER

Name Type Default value Name* RatesAUD
=] Date Body parameter Parameter type* Body parameter
I" Base currency Body parameter Pathto element ¢ ratac AUD
i (ISOMPath)*
05 RatesAUD Body parameter

Code in bpm'online* UsrRatesAUD
Data type* Decimal

Is array D

Default value Constant «

NOTE

JSONpath “§.rates. AUD" gets the value of the “AUD" parameter, which is nested in another parameter,
‘rates” (i.e. "rates":{"AUD":1.5676}) in the service response. In this case, the value of the $.rates AUD is
1.5676.

4. Set up response parameters for parsing all needed currencies (Fig. 325).
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Fig. 325 Setting up response parameters of a web service

m CANCEL  #' QUICKSETUP ~ S

Name* Get latest exchange rates
Code* UsrlLatest

+ {endpoint} Response timeout

http://data fixer.iofapi/{endpoint}

< REQUEST PARAMETERS RESPONSE PARAMETERS >

ADD PARAMETER

Name T

: t value Name* RatesAUD
) Date Body parameter

Body parameter
I' Base currency Body parameter $.rates AUD
0.5 RatesAUD Body parameter
05 RatesUSD Body parameter )

Adding response and request parameters of the collection
type
Collection (or array) is a set of items. There are two types of collection parameters:

e Simple collection. Any parameter can be made a collection by selecting the [Is array] checkbox.
Simple collections are arrays of values of the same data type, each value being a separate
collection item, e.g., "1, 2, 3" is a simple array of integer values, “Boston, New York, Chicago” - is
a simple array of text values, etc.

e Object collection. To add this type of collection, select “Object” in the [Data type] field of the
request or response parameter. Each item in an "Object” collection can have a set of
parameters of different type. These collection item parameters are represented as nested
parameters of the parent collection parameter. For example, an array of contacts can have
nested parameters for contact name, date of birth and age (Fig. 326).

Fig. 326 An example of collection of contacts

- Array of contacts
T Contact name
) Date of birth

Age
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An actual collection of such a structure would look like this:

Contact name Date of birth Age
Jane Barber 04/12/1991 27
Aaron Shepard 10/24/1985 33
Kate Smith 12/05/1989 29

Creatio can pass collections in web service requests and parse web service responses that contain
collections. You can set up both request and response “collection” parameters, provided the web
service supports receiving and/or sending arrays.

NOTE

The collection data type can be selected only for parameters of the “Body parameter” type. This type of
parameters is not available for methods with the GET request type.

To add a response or request “collection” parameter with nested parameters:
1. Click [Add parameter] on the [Request parameters] or [Response parameters] tab.
2. Select the "Object” value in the [Data type] field.

3. Add nested parameters of the needed type to this collection by clicking the [Add parameter]
button and selecting the [Add nested parameter] option (Fig. 327).

Fig. 327 Adding a nested parameter to a collection

< REQUEST PARAMETERS RESPONSE PARAMETERS >
ADD PARAMETER ~ @
Add parameter to root Type Default value MName* Items
Add nested parameter % Body parameter =* Body parameter

$.items

UsrRatesObj

For example, the response collection parameter that gets the contact records from the server will look
as follows (Fig. 328):
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Fig. 328 Nested response parameters

m CANCEL  #' QUICKSETUP ~

Name* Query contacts

Code* labQueryContacts

https://nas3.

< REQUEST PARAMETERS

ADD PARAMETER ~

ess* /services/data/

- Records

API record URL
Name

Email

Home phone
Mobile phone
Phone

Full job title

Full mailing address.

/services/?q={value}

RESPONSE PARAMETERS

Body parameter
Body parameter
Body parameter
Body parameter
Body parameter
Body parameter
Body parameter
Body parameter

Body parameter

Name* Records

=* Body parameter

$.records

nbpm'online* labRecords

Object

The value of the JSONPath for the nested parameters is specified as suffix of the JSONPath of the root
parameter. For example, if the root parameter has the"$.records”value in the JSONPath field and the
“$.records.name” value should be specified for the “Name" nested parameter, you need to specify only

the “name” value in the “Path to element” field.

Web service response parameters of the collection type can be used as incoming parameters in the
"Call web service” business process element. More information about using collections in business
processes can be found in the article.

SEE ALSO

e Testing the web service integration

Testing the web service integration

Since Creatio calls web services as part of a business process, you need to set up a test process that
would display the retrieved values of its response parameters. The simplest way of implementing this is

to map the response parameters to fields of an auto-generated page or pre-configured page.

1. Open the Process designer and design a process with a [Call web service] element and a pre-

configured page (Fig. 329).
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Fig. 329 A process to obtain currency exchange rates using web service

oY ®

Get currency Display currency
exchange rates exchange rates
(Fixer)

2. Set up the properties of the [Call web service] element as shown on (Fig. 330).

Fig. 330 The [Call web service] element properties area

Call web service

Exchange rates 1

Which service to call?

Currency exchange rate (Fixer) E

Which method to call?
Get exchange rates

1

Maximum execution time, in seconds "\

Default (1 sec)

Request parameters

T Endpoint*

latest

T APIkey

00000000000000000000000000000000

I Base currency

usp

NOTE
In the [API key] field, enter your actual APl key instead of “00000000000000000000000000000000". You will
need to register on https://fixer.io/ to obtain your API key.

3. Inthe pre-configured page designer, set up the pre-configured page element by adding three
decimal fields (one for each currency): “Australian dollar”, “Euro’, “Ruble’, text field "Base
currency” and date "Date” field. Save the page.

4. In the pre-configured page properties area, map the fields to the corresponding outgoing
parameters of the [Call web service] element (Fig. 337, Fig. 332).
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Fig. 331 Setting up page parameters on the pre-configured page properties area

Pre-configured page

. Display currency exchange rates

Which page to open?

Currency exchange rates | UsrClientUnit2 &

Page parameters

Australian dollar

Euro [z Process parameter @

[#Get currency exchange rate 5 System setting

Ruble fr Formula

[#Get currency exchange rate (Fixer).RatesRUB#]

Fig. 332 Mapping parameters of the pre-configured page to the [Call web service] element

Select parameter X
SELECT CANCEL
< PROCESS ELEMENTS PROCESS PARAMETERS >
Search process element Q Search element parameter Q
Get currency exchange rate (Fixer) 0.5 RatesAUD

s

0.5 RatesEUR
0.5 RatesRUB

0.5 RatesUsD

5. Save and run the process.

As a result, a pre-configured page (Fig. 333) will open with the currency exchange rates passed
to its fields.
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Fig. 333 Currency exchange rates displayed on a pre-configured page

Currency exchange rates

SEE ALSO
e [Call web service] process element

e [Pre-configured page] process element

What can | do for yo

Base currency  USD

Date 2/23/2018

e How to use web service integration for updating currency exchange rates in the [Currencies] lookup
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Predictive analysis

This article covers the principles of how you can use Creatio to predict values in lookup, detail and
section records.

Basic principles

In Creatio, predictive analysis enables the prediction of target events based on large volumes of
historic data and current facts. It is used for increasing the speed and accuracy of business decisions,
relieving the users from performing routine operations and improving the overall efficiency and
performance.

Predictive analysis in Creatio is implemented via a set of algorithms — machine learning models. In the
[ML models] section, you can create, train and use your custom machine learning models to predict
values for virtually any object in Creatio.

NOTE

Starting from version 7.14.0, all out-of-the-box machine learning models (such as lead scoring in Sales
Creatio and Marketing Creatio and predictive case routing in Creatio service) have been updated to enable
their configuration in the no-code Ul. You can identify the new models in the list of [ML models] section by
version number “(7.14.0)" in their names. For users who initially deploy version 7.14.0 and up, these models
are enabled by default. Users who upgrade to version 7.14.0 will still be using original out-of-the-box
models. To enable the updated machine learning models, go to the [ML models] section and select the
[Prediction enabled] checkbox for the needed model

ATTENTION

To use the functionality of predictive data analysis in Creatio on-site, perform the corresponding preliminary
setup. See the Machine learning service setup” article for more details.

Currently, Creatio can predict the following values:

Lookup value prediction — configuring this prediction model will enable Creatio to predict
lookup field values based on existing data. For example, you can create a model that will
predict the most likely category of an account. Read more >>>

Numeric value prediction — enables calculating an estimate of a numeric field. For example,
predicting the budget of a lead based on the type of customer need and the customer’s
company size, country and industry. Read more >>>

Predictive scoring — determines scores for Creatio records based on historical and current
data. For example, you can create a model that will rate the quality of your leads based on their
budget and successful hand-off to sales. Read more >>>

Creatio gives you complete control as to what records are predicted and when. Once the prediction
model is created, use the [Predict data] process element to add machine learning to your new or
existing business processes (Fig. 334).
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Fig. 334 Prediction model used in a business process

o 4’
Account End

added Predict account
category
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NOTE

Creatio devotes a lot of resources to predict field values, especially when the process involves a substantial
number of record values. We do not recommend running predictive scoring for multiple records
simultaneously, since this may influence Creatio performance. The best solution is running the operation for
each separate record (e.g., when adding or modifying the record).

CONTENTS
e Basic predictive analysis glossary
e How to create a lookup value prediction model
e How to create a numeric value prediction model
e How to add predictive score to records
e  How to use machine learning models

®  Machine learning model training

Basic predictive analysis glossary

Predictive analysis — a class of data analysis methods that enables the prediction of object future
behavior under given conditions. It uses statistical methods to analyze current and historical data and
make a prediction about future events.

Lookup value prediction — one of the predictive analysis tools. It enables you to predict the value of a
lookup field based on the analysis of existing Creatio data. Read more >>>

Predictive scoring — determines scores for Creatio records based on historical and current data. Read
more >>>

Numeric value prediction — enables you to predict the value of a numeric field based on the analysis
of existing Creatio data. Read more >>>

Machine learning problem — a set of instructions, which describes a problem that must be solved by
predictive analysis. The list of problems is available in the [ML problem types] lookup.

Machine learning model — an algorithm that defines the data, which are a basis for the predictive
analysis of solving a machine learning problem. The list of machine learning models is available in the
[ML models] section.

Machine leaning model instance — a set of patterns obtained by the machine learning model as a
result of processing the historical data.

Historical data — a collection of data obtained from system records to create a model. The historical
model takes into account records that were created and populated with data before starting a new
machine learning model instance.

Model training — a process, during which the machine learning model processes historical data to
identify patterns that enable it to solve a particular machine learning problem. A new machine learning
model instance is created during model training. Use the [ML models] section to specify the model
retraining frequency.

Prediction — a list of possible values of a lookup field including their probability. The probability of
prediction is indicated in percentage (rounded up to integers) for each lookup value.

Quiality metric lower limit — the prediction probability threshold that has to be met in order to use the
prediction service. The instances that do not meet the quality metric lower limit are not used by
Creatio, and are placed into queue for retraining. We do not recommend setting up the quality metric
lower limit to a value lower than 0.50. You can modify the model quality metric lower limit value in the
[ML models] section.
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SEE ALSO
e How to create a lookup value prediction model

®  How to create a numeric value prediction model
e How to add predictive score to records
e How to use machine learning models

e Machine learning model training

How to create a lookup value prediction model

You can set up a machine learning model that will predict the value in a specific lookup field. The
prediction will be based on the data available in the record and existing records, where the predicted
field has already been populated. For example, you can create a model that will predict the most likely
category of an account.
To create a lookup value prediction model:

1. Open the [ML models] section from the system designer and click [New].

2. Populate the mini-page for creating the ML model (Fig. 335):

Fig. 335 Mini-page for lookup value prediction model

B
]

.

Account Category

Lookup prediction

Account

a. [Name] — enter the name of the prediction model, which will help you easily identify it
in the list of the [ML models] section and when selecting a model for the [Data
prediction] process element.

b. [Type] — specify the task to be resolved via the ML model. For example, “Lookup
prediction”.

c. [Object] — the prediction model will be configured for the records of this object
(section, detail or lookup). For example, to predict values for the [Accounts] section,
select the "Account” object in this field.

3. Once the initial fields are populated, click [Next] and go to the [Parameters] tab and specify
additional model parameters (Fig. 336):
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Fig. 336 Additional parameters of the prediction model

<

PARAMETERS TRAINING ATTACHMENTS AND NOTES FEED >

Wh

at value should be predicted?

Category

Wh

Adv
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ich columns does the predicted value depend on?  +

Annual revenue
Industry

No. of employees

/anced to id columns

ich records should be included in the training dataset?

Actions ¥

Categon fille

B o

Wh

Ca

Aut

at column to use for saving prediction result?

tegory

omatic model training settings

< 30 Quality metric lower g 50

[What value should be predicted?] — select the field to be predicted. For example, to
predict the account category, select the [Category] field from the list. The list contains
all lookup fields of the selected object. The result of the prediction will be displayed as
one of the [Category] lookup values.

[Which columns does the predicted value depend on?] — specify the columns that
will be used by Creatio to determine certain behavior patterns, related to the predicted
lookup value. For example, if you normally determine an account’s category based on
the number of company employees, revenue and the industry that the account
operates in — add the [No of employees], [Annual revenue], and [Industry] columns
here. Creatio will analyze how the [No of employees], [Annual revenue], and [Industry]
columns were populated for existing records and how this correlates with the
corresponding values in the [Category] column.

[Advanced tools to add columns] — if necessary, use queries to add additional training
data to the prediction model. This functionality is intended for the developers. More
information about creating data queries for machine learning models is available in the
Development guide.

[Which records should be included in the training dataset?] — specify the filter for
selecting records for “model training”. Creatio will use these records to determine
correlation between the predicted value and the columns that the prediction is based
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upon. For example, to train an account category prediction model, we would need to
analyze only the records where the [Category] field is populated.

NOTE

You can add columns from the connected objects to the training selection.

e. [What column to use for saving prediction result?] — Usually, the prediction result is
saved in the column whose value was predicted. If you prefer that Creatio does not
modify the predicted column, select a different column here.

4. Populate automatic model training settings. Creatio will pericdically “retrain” by analyzing the
updated training dataset.

a. In the [Retrain after, days] field, specify the interval between model training sessions.
After the set number of days, the model will be retrained using records that match the
filter. The first model training session starts automatically, when the [Prediction
enabled] checkbox is selected.

b. In the [Quality metric lower limit] field, specify the lowest quality metric of the
prediction model. When the model is trained for the first time, this threshold will
determine the lowest possible quality the model needs to reach before it can be used
in Creatio. If the model is being used and the number reaches this threshold, it will be
deemed unusable. We recommend setting up the quality metric lower limit to a value
no lower than 0.50. The accuracy score of the machine learning model ranges from
0.00 to 1.00 (1.00 being the highest, and 0.00 being the lowest). The accuracy of
machine learning models is calculated by dividing the number of successful predictions
by the total number of predictions to evaluate the success rate of its learning patterns.
Please refer to the following article to learn more about how the prediction accuracy
score is calculated.

NOTE

The quality of the prediction model may decrease during subsequent training sessions if, for example, certain
columns are no longer being populated on the record page, but are still specified in the [Which columns
does the predicted value depend on?] field. To prevent this from happening, make sure that the columns
used in the prediction model are relevant before each training session to prevent it from reaching the lowest
quality threshold.

Click [Save] to save the model.

6. Select the [Prediction enabled] checkbox to activate the prediction model. We recommend
configuring the model fully before enabling it.
Once the model is fully configured, click [Train model] to start the training process. The prediction

itself will start only when the model is trained up to sufficient quality, specified in the [Quality metric
lower limit] field.

As a result, a new ML model will be added in Creatio. When triggered by a business process, the
model will predict and populate the values for the needed records.

The account category prediction model will analyze the values in the [No of employees], [Annual
revenue], and [Industry] columns of accounts whose [Category] column is populated. The more data it
analyzes, the higher quality metric will become.

Once the quality is high enough, the model will predict the value in the [Category] field, based on the
values in the [No of employees], [Annual revenue], and [Industry] fields.
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NOTE
Use the [Training] tab to view the history of model training, and get the necessary information regarding
each model training iteration (e.g., the number of records used for training, quality metric evaluations, etc.).

SEE ALSO
e  Basic predictive analysis glossary

®  How to create a numeric value prediction model
e How to add predictive score to records
®  How to use machine learning models

e Machine learning model training

How to create a numeric value prediction model

You can set up a machine learning model that will predict the value in a numeric field. The prediction
will be based on the data available in the record and existing records, where the predicted field has
already been populated. For example, you can create a model that will predict the budget of a lead
based on the type of customer need and the customer’s company size, country and industry.

NOTE
The [Leads] section is available in the following Creatio products: Marketing Creatio, Sales Creatio, team
edition, Sales Creatio, Commerce edition and Sales Creatio, enterprise edition.

To create a numeric value prediction model:
1. Open the [ML models] section from the system designer and click [New].

2. Populate the mini-page for creating the ML model (Fig. 337):

Fig. 337 Mini-page for numeric value prediction model

MNa

Lead budget

Tvoe®

Numeric prediction

Lead

a. [Name] — enter the name of the prediction model, which will help you easily identify it
in the list of the [ML models] section and when selecting a model for the [Data
prediction] process element.
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384

b.

[Type] — specify the task to be resolved via the ML model. For example, “Numeric
prediction”.

[Object] — the prediction model will be configured for the records of this object
(section, detail or lookup). For example, to use the model in the [Leads] section, select
the “Lead"” object here.

Once the initial fields are populated, go to the [Parameters] tab and specify additional model
parameters (Fig. 338):

Fig. 338 Additional parameters of the prediction model

< PARAMETERS TRAINING ATTACHMENTS AND NOTES FEED >

What value should be predicted?

Budget

Which columns does the predicted value depend on?  +

Country
Industry
No. of employees

Customer need

B Advanced tools to add columns

Which records should be included in the training dataset?

Actions =

B ano

What column to use for saving prediction result?

Budget

Automatic model training settings

a.

- Quality metric lower g 5q

[What value should be predicted?] - select the field to be predicted. The list contains
all numeric fields of the selected object. For example, to predict the lead budget, select
the [Budget] field from the list.

[Which columns does the predicted value depend on?] — specify the columns that
will be used by Creatio to determine certain behavior patterns, related to the predicted
lookup value. For example, if a lead budget must depend on the customer’s need,
number of employees, country and industry — add the [Customer need], [No. of
employees], [Country], and [Industry] columns here. Creatio will analyze how the
[Customer need], [No. of employees], [Country], and [Industry] columns were
populated for existing leads and how this correlates with the corresponding values in
the [Budget] field.
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c. [Advanced tools to add columns] —if necessary, use queries to add additional training
data to the prediction model. This functionality is intended for the developers. More
information about creating data queries for machine learning models is available in the
Development guide.

NOTE

If the [Query for selecting additional training data] and [Query for selecting additional prediction data] values
are identical, you can populate only the [Query for selecting additional training data] field.

d. [Which records should be included in the training dataset?] — specify the filter for
selecting records for “model training”. Creatio will use these records to determine
correlation between the predicted value and the columns that the prediction is based
upon. For example, to train a lead budget prediction model, we would need to analyze
only the records where the [Budget] numeric field is populated.

NOTE

You can add columns from the connected objects to the training selection.

e. [What column to use for saving prediction result?] — Usually, the prediction result is
saved in the column whose value was predicted. If you want the prediction result to be
saved in another column, specify it in this field. For example, you can add a [Predictive
budget] column to the lead page via the section wizard and save the obtained result
therein.

4. Populate automatic model training settings. Creatio will periodically “retrain” by analyzing the
updated training dataset.

a. In the [Retrain after, days] field, specify the interval between model training sessions.
After the set number of days, the model will be retrained using records that match the
filter. The first model training session starts automatically, when the [Prediction
enabled] checkbox is selected.

b. In the [Quality metric lower limit] field, specify the lowest quality metric of the
prediction model. When the model is trained for the first time, this threshold will
determine the lowest possible quality the model needs to reach before it can be used
in Creatio. If the model is being used and the number reaches this threshold, it will be
deemed unusable. We recommend setting up the quality metric lower limit to a value
no lower than 0.50. The accuracy score of the machine learning model ranges from
0.00 to 1.00 (1.00 being the highest, and 0.00 being the lowest). The accuracy of
machine learning models is calculated by dividing the number of successful predictions
by the total number of predictions to evaluate the success rate of its learning patterns.
Please refer to the following article to learn more about how the prediction accuracy
score is calculated.

NOTE

The quality of the prediction model may decrease during subsequent training sessions if, for example, certain
columns are no longer being populated on the record page, but are still specified in the [Which columns
does the predicted value depend on?] field. To prevent this from happening, make sure that the columns
used in the prediction model are relevant before each training session to prevent it from reaching the lowest
quality threshold

5. Click [Save] to save the model.
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6. If you want Creatio to predict the numeric value for all existing records, enable the [Setting up
background update of prediction results] setting and configure the filter (Fig. 339). As a result,
the values will be predicted for all existing records that met the filter criteria on the
background, in batches. For example, the [Budget] field will be predicted for all leads that meet
the filter criteria. The [Setting up background update of prediction results] setting enables
predictions for batches of records that meet the specified filter criteria. Numeric prediction
models can be triggered either by a business process or this setting.

Fig. 339 The [Setting up background update of prediction results] setting filter

Setting up background update of prediction results
@D rerform background update of prediction results daily during the maintenance window

Update all records that match condition

Actions *

8 s

NOTE

Batch predicting is preformed during the Creatio maintenance windows. You can set up the time period
when CreatioCreatio is least loaded (for the purpose of running resource-heavy processes) in the
[Maintenance periods] lookup.

7. Select the [Prediction enabled] checkbox to activate the prediction model. We recommend
configuring the model fully before enabling it. When the model is configured for the first time,
selecting this checkbox will trigger the model training process. The prediction itself will start
only when the model is trained up to sufficient quality, specified in the [Quality metric lower
[imit] field.

As a result, a new ML model will be added in Creatio. When triggered by a business process, the
model will predict and populate the values for the needed records.

The lead budget prediction model will analyze the values in the [Customer need], [No. of employees],
[Country], and [Industry] fields of leads whose [Budget] field is populated. The more data it analyzes,
the higher quality metric will become.

Once the quality is high enough, the model will predict the scores for the lead budget based on the
values in the [Customer need], [No. of employees], [Country] and [Industry] columns.
CONTENTS

®  Basic predictive analysis glossary

e How to create a lookup value prediction model

e How to add predictive score to records

e  How to use machine learning models

e Machine learning model training

How to add predictive score to records

You can set up a machine learning model that will predict the score (quality) of a specific record. The
predictive score is calculated according to the scale from 1to 100 points. You can display the obtained
value on the record page as a numeric field or a chart. Read more about adding charts to pages in the
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Dashboards on a record page article. For example, you can create a model that will rate the quality of
your leads based on their budget and successful hand-off to sales. In this case, we will determine the
score based on the [Lead stage], [Budget] and [Annual revenue] columns.

NOTE
The lead score prediction model is set up by default in Creatio. This model is implemented via developer
queries and tools. This article demonstrates how this prediction model can be configured without coding.

NOTE
The [Leads] section is available in the following Creatio products: Marketing Creatio, Sales Creatio, team
edition, Sales Creatio, commerce edition and Sales Creatio, enterprise edition
To create a predictive scoring model:
1. Open the [ML models] section from the system designer and click [New].

2. Populate the mini-page for creating the ML model (Fig. 340):

Fig. 340 Mini-page for creating a predictive scoring model

Mame*

Lead scoring

Predictive scoring

a. [Name] — enter the name of the prediction model, which will help you easily identify it
in the list of the [ML models] section and when selecting a model for the [Data
prediction] process element.

b. [Type] — specify the task to be resolved via the ML model. For example, "Predictive
scoring”.

c. [Object] — the prediction model will be configured for the records of this object
(section, detail or lookup). For example, to use the model in the [Leads] section, select
the ‘Lead’ object here.

3. Once the initial fields are populated, go to the [Parameters] tab and specify additional model
parameters (Fig. 341):
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Fig. 341 Additional parameters of the predictive scoring model

< PARAMETERS TRAINING ATTACHMENTS AND NOTES FEED >

What records to be considered as successful?
Actions «
Budget > 50,000.00
o Lead stage = Handoff to sales

Which columns does the predicted value depend on?  +

05 Budget
! Annual revenue

Lead stage

Advanced tools to add columns
Which records should be included in the training dataset?
Actions ¥
Budget s filled in
AND
What column to use for saving prediction result?

Automatic model training settings

Retrain after, days 30 yuality metric low

a. [What records to be considered as successful?] — configure a filter on the basis of
which Creatio will determine the most “successful” records, i.e. records that can be
given the highest rating from the get-go. In our case, a lead is considered successful if
its budget is higher than $50,000 and if it was successfully handed off to sales (Fig. 341).

b. [Which columns does the predicted value depend on?] — specify the columns that
Creatiowill analyze to predict the lead quality. For example, if the quality of a lead is
based on the budget, annual revenue and its stage in the pipeline — add the [Budget],
[Annual revenue], and [Lead stage] columns here. Creatio will analyze how these
columns were populated for existing leads, compare it to the most successful records,
and predict the score.
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c. [Advanced tools to add columns] —if necessary, use queries to add additional training
data to the prediction model. This functionality is intended for the developers. More
information about creating data queries for machine learning models is available in the
Development guide.

NOTE

If the [Query for selecting additional training data] and [Query for selecting additional prediction data] values
are identical, you can populate only the [Query for selecting additional training data] field.

d. [Which records should be included in the training dataset?] — specify the filter for
selecting records for "model training”. Creatio will use these records to determine the
correlation between the predicted quality of a lead and the columns that the prediction
is based upon. For example, to train a lead score prediction model, we would need to
analyze only the lead records with the [Budget] field filled in.

NOTE

You can add columns from the connected objects to the training selection.

e. [What column to use for saving prediction result?] — specify a numeric column which
will store the prediction result.

NOTE

You can add a special column that will store the prediction result in the section wizard

4. Populate automatic model training settings. Creatio will periodically “retrain” by analyzing the
updated training dataset.

a. Inthe [Retrain after, days] field, specify the interval between model training sessions.
After the set number of days, the model will be retrained using records that match the
filter. The first model training session starts automatically, when the [Prediction
enabled] checkbox is selected.

b. In the [Quality metric lower limit] field, specify the lowest quality metric of the
prediction model. When the model is trained for the first time, this threshold will
determine the lowest possible quality the model needs to reach before it can be used
in Creatio. If the model is being used and the number reaches this threshold, it will be
deemed unusable. We recommend setting up the quality metric lower limit to a value
no lower than 0.50. The accuracy score of the machine learning model ranges from
0.00 to 1.00 (1.00 being the highest, and 0.00 being the lowest). The accuracy of
machine learning models is calculated by dividing the number of successful predictions
by the total number of predictions to evaluate the success rate of its learning patterns.
Please refer to the following article to learn more about how the prediction accuracy
score is calculated.

NOTE

The quality of the prediction model may decrease during subsequent training sessions if, for example, certain
columns are no longer being populated on the record page, but are still specified in the [Which columns
does the predicted value depend on?] field. To prevent this from happening, make sure that the columns
used in the prediction model are relevant before each training session to prevent it from reaching the lowest
quality threshold.

5. Click [Save] to save the model.
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6. If you want Creatio to predict the score for all existing records, enable the [Setting up
background update of prediction results] setting and configure the filter (Fig. 342). As a result,
the score will be predicted for all existing records that met the filter criteria on the background,
in batches. For example, the score will be predicted for all leads that have not yet been handed
off to sales. The [Setting up background update of prediction results] setting enables
predictions for batches of records that meet the specified filter criteria. Predictive score models
can be triggered either by a business process or this setting.

Fig. 342 The [Setting up background update of prediction results] setting filter

Setting up background update of prediction results
@D Ferform background update of prediction results daily during the maintenance window

Update all records that match condition

Actions
Budget s notfilled in
AND

NOTE

Batch predicting is preformed during the Creatio maintenance windows. You can set up the time period
when Creatio is least loaded (for the purpose of running resource-heavy processes) in the [Maintenance
periods] lookup

7. Select the [Prediction enabled] checkbox to activate the prediction model. We recommend
configuring the model fully before enabling it.

Click [Train model] to start the model training. The prediction itself will start only when the model is
trained up to sufficient quality, specified in the [Quality metric lower limit] field.

As a result, a new ML model will be added in Creatio. When triggered by a business process, the
model will predict the score for the needed records.

The lead score prediction model will analyze the values in the [Budget], [Annual revenue] and [Lead
stage] columns of leads whose [Budget] field is populated and compare it to all leads that have been
handed off to sales. The more data it analyzes, the higher quality metric will become.

Once the quality is high enough, the model will predict the scores for leads based on the values in the
[Budget], [Annual revenue] and [Lead stage] columns.
SEE ALSO

®  Basic predictive analysis glossary

e How to create a lookup value prediction model

e How to create a numeric value prediction model

e  How to use machine learning models

®  Machine learning model training

How to use machine learning models

Once your prediction model is created, set up the actual predicting as a business process using the
[Predict data] process element. This gives you complete control as to what records are predicted and
when.
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For example, you can set up prediction of account category whenever a new account with empty
[Category] field is saved (Fig. 343).
In this example, we will be using the account category prediction model created earlier.

Fig. 343 An example of ML model implementation process

Account End

added Predict account
category

To implement this:

1.

391

Create a new business process and add the [Signal] start event on its diagram. The start event
should be triggered whenever a new record in the [Accounts] section is added. Signal element
parameters (Fig. 344):

Fig. 344 Signal element parameters

Signal

Which type of signal is received?

Object signal

Object*

Account

Which event should trigger the signal?

Record added

The added record must meet filter conditions

Actions =
Category is not filled in

AND

-+ Add condition

Run following elements in the background

a. [Which type of signal is received?] - “Object signal".

b. [Object] - "Account”.

c. [Which event should trigger the signal?] - “Record added".

d. [The added record must meet filter conditions] — “Category is not filled in".
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e. [Run following elements in the background] — “true”. This way, all preceding system
operations of the process will be performed in the background without displaying the
loading mask.

2. Add the [Predict data] element on the diagram. Set up the element parameters (Fig. 345):

Fig. 345 [Predict data] element setup area

Predict data

Predict account category

Machine learning model*

Account category

What type of prediction to use?

Predicting for one record

What record to perform prediction on?
[#Account added.Unigue identifier of record#]

a. In the [Machine learning model] field, choose the prediction model to use. For
example, to predict the category of the account, select the “"Account category” model
created earlier. The model setup is described in the "How to create a lookup value
prediction model” article.

NOTE

Prediction models have to be trained before they can be used in the business process. If the model is not
trained, it will not be available for selection in the [Predict data] element.

b. [What type of prediction to use?] - "Predicting for one record”.

c. Inthe [What record to perform prediction on?] field, click the button and select
[Process parameter]. In the window that appears, go to the [Process elements] tab and
select the signal created in the previous step, and then select [Unique identifier of
record)].

3. Save the process.

As a result, whenever the [Predict data] element is triggered during a business process, it will use the
specified ML model to predict the data of the specified record. In our case, the [Category] field value
will be predicted and populated each time a new record is saved in the [Accounts] section. The
prediction will be based on the values specified by users when populating the [Category] field of
historical records.

SEE ALSO

e Basic predictive analysis glossary

e How to create a lookup value prediction model
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®  How to create a numeric value prediction model
e How to add predictive score to records

e  Machine learning model training

Machine learning model training
The models are trained in the cloud service. Due to historical data analysis Creatio determines certain
patterns that may further be used for predictions. The data used for model training is not saved in the
cloud service. Instead, the cloud service is used to store the prediction patterns. Increasing the volume
of historical data increases the accuracy of predictions. Therefore, all models must be retrained on a
regular basis.
NOTE
Predictive analysis in Creatio enables you to train models on collections containing up to 75,000 historical
records. If a collection contains more than 75,000 records, the service will randomly select 75,000 records
from the collection to train a machine learning model. To achieve the quality metric lower limit of 50%, it is
recommended to use at least 20,000 historical records for training models that perform text data analysis
and at least 1,000 historical records for training models that perform numeric data analysis.
The training progress bar on the machine learning model page enables you to track the current
training stage of a model (Fig. 346).

Fig. 346 Training progress bar

Mame*

Case priority prediction

Case

Not started
I

Prediction enabled

O

Once the model is successfully trained, a machine learning model instance is created and activated
automatically. Retraining models and saving new instances occurs automatically in the background
mode. Retraining frequency is configured in the [ML models] section.

The list of factors that affect the evaluation metric or the quality of a trained ML model (aka
"predictors”) are displayed on the [Training] tab of the model, at the top of the page (Fig. 347). The
numbers show how strongly each factor will affect the prediction result. The factors will be displayed
once the model training is complete.
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Fig. 347 Factors that influence the predictive score
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When setting up prediction models, the analysts can use this data to fine-tune the model parameters.

SEE ALSO
®  Basic predictive analysis glossary

e How to create a lookup value prediction model
e How to create a numeric value prediction model

e How to add predictive score to records
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Section Wizard

Use the Section Wizard to create new custom sections or customize existing sections.

You can customize section base properties, record pages, business rules and cases.

ATTENTION!

All changes made to the Creatio configuration via the Section Wizard are saved in the package specified in
the "Current package” system setting. If the package is unavailable for the current user or no package is
specified in the “Current package” system setting, Creatio will prompt to select another package from the list
when you open the Section Wizard. Use the [Configuration] section to manage packages and the [System
settings] section to manage system settings.

NOTE

All customizations made to the Creatio configuration via the Section Wizard, such as adding new objects or
columns to the existing objects, are applied when you save changes in the Section Wizard.

To add a new section via the wizard, open the System Designer by clicking the # button in the top
right corner of the application window. Click the [Section Wizard] link in the [System setup] block
(Fig. 348).

Fig. 348 Adding a new section

Bl System setup
Setup duplicates rules
Languages
Translation
Set up portal main page
Lookups
System settings
Sectiongwizard
Detail wizard

Mobile application wizard

ATTENTION!

You can open the Section Wizard only if you have access to the [Access to “Configuration” section] system
operation.

To modify an existing section, open it and select the [Open Section Wizard] option from the [View]
menu (Fig. 349).
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Fig. 349 Editing an existing section
VIEW ~

=T Sort by »
Set up summaries

== Select fields to display
o0l Open dashboards

[Z¥ Open section wﬁard

[ Set up section cases

Section Wizard includes:

e Section general properties page, where you can set up section title, icon, enable mini pages
and customize other general properties of the section. Read more >>>

e Page Designer, where you can customize layout of section record pages: add or modify page
fields, widgets and tabs, their titles, properties and position. Read more >>>

e Source code page, where you can view and edit the section page source code. Source code
editing is performed by developers only. Read more >>>

e Mini Page Designer. You can set up mini pages used for adding, editing or previewing section
records without opening their pages. The designer is available if mini pages are enabled in the
section main properties. Read more >>>

e Business rule configuration page, where you can customize the section business logic, e.g.,
make different fields visible, required, editable or filter lookup values based on different
conditions. Read more >>>

e Case Designer that can be used to manage the sequence and contents of steps in section
cases. Read more >>>

e Business process setup page for customizing business processes that the users can run by the
section records. Read more >>>

NOTE

Case Designer and Process Designer are described in the "Business process setup” documentation

CONTENTS
® How to create a section

e How to configure section pages
e How to configure section mini pages
e How to set up the start of the business process for any section record

e Section Wizard FAQ

SEE ALSO
e Setting up the business rules
e  (Case Designer

e Process Designer
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VIDEO TUTORIALS
e Section Wizard

How to create a section
To add a new section:
1. Open the System Designer by clicking the button in the top right corner of the application
window. Click the [Section Wizard] link in the [System setup] block.
2. Populate the primary properties of the new section (Fig. 350).

Fig. 350 Section base properties

Section settings

Title* Indexing for full-text search
Ideas

Code*
Usridea
Workplace

General -

Section pages

Mini page

Add record Edit record View record

Approval

Enable approval in section

e |nthe [Title] field, enter the section name.

e In the [Code] field, enter the section code (unique name of the section object) for
developers to use. For example, if you are creating a custom section named [Ideas], the
code can be "Usrldeas". The section code can only contain integers and Latin
characters. After saving or switching to edit mode, the field becomes grayed-out.

NOTE

The section code must contain a prefix, which identifies the author of the configuration changes. The prefix is
specified in the "Prefix for object name” system setting. By default, the "Usr” prefix is used.

ATTENTION

Please make sure that you DO NOT USE any of the following prefixes: “Base,” “Sys”, “Vw" or suffixes:
"InFolder", "Lcz", "Settings”. Otherwise, you will not be able to import the section records from Excel.
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e Select the [Indexing for full-text search] checkbox, if you want to display the section
data in the global search results.

NOTE

If you have configured the duplicate search rules or the section, the [Indexing for full text search] checkbox
will be selected automatically and will not be editable

NOTE

If you have enabled indexing for a section that already contains records, the data will be displayed in the
search results only after the section records have been indexed (indexing may take some time).

3. Replace the standard section icon displayed in the application side panel. Hover the cursor
over it and click , Upload a new image. We recommend using a white icon on a transparent
background. Image format - PNG or SVG, size - 38x38 px.

4. When adding a new section, select a workplace in the [Workplace] field. A section can later be
included in other workplaces. One section can belong to several workplaces.

NOTE

This field is not displayed for the existing sections. You can manage the workplaces using the System
Designer. Detailed information about configuring workplaces is available in a separate article.

5. Select the [Enable approval in section] checkbox to enable approval functions in the section.
Read more >>>

6. Proceed to section page setup. More information about adding and setting up pages is
available in a separate article.

NOTE
You can also save the section and edit the section page later. When saving, a base edit page will be created

for the section. In the [Section pages] area, the [Set up page] button will be changed for [Edit page], a +
button that enables adding pages to section will appear.

7. To use mini pages in the section, select the corresponding checkboxes. You can set up mini
pages for adding, editing and viewing section records. For more information on mini pages,
please refer to separate article. Read more >>>

SEE ALSO

e How to configure section pages
e How to configure section mini pages

e How to set up the start of the business process for any section record

VIDEO TUTORIALS

e Section Wizard

How to configure section pages
You can manage edit pages via the [Section pages] block of the Section Wizard.

e For a new section, the block contains a [Set up page] button. When you click it, a record edit
page is added and you can proceed with its setup.

e For existing sections with one edit page, the block displays the [Edit page] button. When you
click it, you switch to the page edit options.
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e For existing sections with several edit pages, the block displays the list of configured pages. To
switch to editing these pages, click the corresponding page name.

You can configure the list of section page fields and tabs via the Page Designer, which is a part of the
Section Wizard. You can switch to the Page Designer once the section main properties are set.

NOTE

You can quickly proceed to customizing an existing section page by selecting the [Open Page Designer]
option from the [View] menu on any section page.

The Page Designer consists of a number of blocks (Fig. 357).

Fig. 351 Page Designer
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), Lookup © Detail: Addresses @
T string B Detail: Noteworthy events

[ onnected to

Existing columns AccountProfile
T = NEW FIELDS GROUP NEW DETAIL

Q Account

Q_ Address type

(1) = The page elements area contains the elements that you can add to the page: new fields,
existing fields and widgets.

2) — Record profile setup area.

NOTE

Workflow bar is displayed on the section page if the corresponding case is set up for the section. Setting up
cases is described in the business process setup guide. Read more >>>

By default, the new section page contains a record profile and the [Attachments and notes] and [Feed]
tabs. The rest of page content blocks must be configured.

The record page layout is pre-configured and cannot be changed. However, you can configure
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the contents of each page block, e.g., position of tabs, details and groups of fields. You can rearrange
the existing connected record profiles if there are more than one of those.

Page setup includes:

e Setting up tabs Read more >>>

e Setting up fields Read more >>>

e Setting up page details and field groups Read more >>>
After you create the first section page, you will be able to add other pages that will be displayed in the
[Add page] menu. Read more >>>
CONTENTS

e  How to set up page tabs

e How to set up page fields

®  How to set up page details and field groups

e Setting up multiple section pages
SEE ALSO

®  Record pages

®  Dashboards on a record page

e How to configure section mini pages

e Section Wizard FAQ

VIDEO TUTORIALS
e Section Wizard

How to set up page tabs

You can set up tabs and their contents by using the tab settings (Fig. 352). You can also add new tabs,
edit existing ones, and manage the order in which they are displayed on the page.

Fig. 352 Page tab setup area

< ACCOUNT INFO HISTORY L& X >

To add a new tab on the page, click the = button of the tabs setup window. In the opened window,
enter a caption for the new tab and click the [Save] button.

To rename a tab, click the  #  button in the right part of the tab area.

To modify tab content, add a folder and drag the required fields from the [New column] and [Existing
columns] areas. You can also add details to a tab in this manner.

To change tab position, hover the cursor over a tab title and drag it to the required place.
To delete a tab, open it and click the = button to the right side of the tab area.
SEE ALSO

e How to set up page fields

e How to set up page details and field groups
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How to set up page fields

You can add and hide fields, modify their width and position on the page, multi-line text fields can
change their height as well. You can set up fields both in the record profile and page tabs.

NOTE

The connected record profile fields are pre-configured and cannot be modified

How to add an existing column to a page

To add an existing column to the page, drag it from the [Existing columns] area to the required place
of the section page. The areas where you can drag the field are highlighted. The columns that are
already added to the page do not disappear from the column selection field, but they are colored in
pale gray.

To delete a field from the page, highlight it and click

ATTENTION

Removing a field from the page will not delete the corresponding column from the section object. You can
delete an object column through the [Configuration] section only. You can delete only the columns that were
created by you and only if they have not been added to any other pages. Base columns, such as “Id”,
"Created by’ etc., cannot be deleted.

How to add a new column to a page

When populating information on pages, use different types of fields. For example, to specify the full
name of a contact, use a text field; to specify the amount of invoice - use a decimal numeric field.
Below is the list of available types of data fields:

Text fields (String) can contain letters, numbers and other characters. Use these fields to enter
any arbitrary information. Most of the text fields are editable. Text field may be a single line of
text, for example, the [Full name] field on the contact page. Use multi-string text fields for
entering long texts, such as the [Result details] field on an activity page.

Numeric fields, such as [Opportunity amount] can only contain numbers. There are two types
of numeric fields in Creatio: integer fields, e.g., the number of product items in stock and
decimal fields, for example, the [Budget] field on opportunity page.

NOTE

If you use a field of “integer” type on the page, the analytical data that are generated based on the values of
this field will be displayed rounded up to integers. If you need to analyze average values, use the “Decimal”
type.

Date fields are necessary for registering calendar information, e.g., for paying the invoice.

Lookup fields enable you to select values from a list that was created manually or imported.
The values available in the list are stored in the corresponding “lookups”, such as the [Cities]
and [Activity types] lookups. Depending on the number of lookup data, the field can be
populated either from the list or from the pop-up window.

Boolean fields can contain one of the two logic values: "Yes/No". Examples of Boolean fields
include the [Remind owner] and [Remind author] fields on the activity pages. A Boolean field
cannot be required.

To add a new column to the section, select the type of column to add in the [New column] area and
drag it to the page.

ATTENTION!

When you add a new field to a section, the corresponding column is added to the section object
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In the opened window, specify the field parameters (Fig. 353). The set of available parameters may
differ depending on the type of the field.

Fig. 353 Example of setting up the [Full job title] lookup field parameters on an employee page

tle? Full job title

Name in DB* UsrFulljobTitle

Vake copy

Common parameters for all column types
1. In the [Title] field, enter the field caption that will be displayed in the section list and on the

record page, provided that the [Caption on the page] field is empty. The field title remains in
the database and is displayed on all section record pages.

NOTE

If you need to use a different field title on a specific section record page, populate the [Caption on the page]
field. More details about the [Caption on the page] field are available further in this article.

2. In the [Name in DB] field, enter a unique name for the corresponding column in the Creatio
database table. The column name cannot contain non-Latin characters and spaces. Creatio will
warn you if a column with the same name already exists. Custom field names must contain a
prefix. The prefix is specified in the “Prefix for object name” system setting. By default, the
"Usr” value is specified in the system setting.

3. Select the [Is required] checkbox if the new field must be populated before the page can be
saved. This checkbox is not used for fields of the “Boolean’, “Integer” and “Decimal” types.

You can also apply column advanced settings:

1. The [Caption on the page] field is used to make a field title of a specific section record page
different from field titles in other sections.

NOTE
If the [Caption on the page] field is not populated, Creatio will use the title, specified in the [Title] field
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2. Select the [Read-only] checkbox if the new field must be grayed out when the page opens.
Select the [Hide caption] checkbox if you need to hide the field title on the record page.

4. Select the [Make copy] checkbox if you need to copy the value of this field when the entire
record is copied. If a column contains values that must be unique for each record (such as
invoice number, for example), do not select this checkbox for this column.

Parameters for the “String” column type

If a field must store more than one string of text, select the [Multi-string text] checkbox. Multi-string
text fields have variable height and are designed for entering larger volumes of text. The checkbox is
available only when creating a “String” (text) field. If the checkbox is selected, text field height can be
modified.

Parameters for the “Lookup” column type

Depending on whether there is a required lookup in the system or you need to create a new one,
select the [Select existing lookup] or [Add new lookup] option.

e When adding an existing lookup, select the lookup object in the [Lookup] field. The records in
the lookup object will be available for selection in this field. Any object can be used as a lookup
object.

e When adding a new lookup, enter the caption and code for the lookup object. The lookup

code must contain a prefix. The prefix is specified in the "Prefix for object name” system
setting. By default, the "Usr” value is specified in the system setting.

NOTE

After you save the changes in Section Wizard, a new lookup will automatically be registered in Creatio and
bound to the package where the wizard saves changes. The lookup name will match the one that you
indicate in the [Title] field. You can view and modify the lookup content via the [Lookups section]

Set up the lookup view.

o If the [List] display method is selected, the lookup values in this field will be selected from a
drop-down list.

e [f the [Pop-up window] display method is selected, clicking on the lookup field opens the
lookup window (Fig. 354), where the users will be able to filter, edit or delete existing records,
as well as add new ones.
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Fig. 354 Lookup value selection window
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Select the [Cascade connection] checkbox under [Advanced settings], if you need to delete the
connected records of the current object when deleting a record from the object specified in a [Lookup]
field. For example, if when deleting a contact you need to delete its addresses, then in the "Contact
address" object of the "Contact" column (which is used to connect a contact and an address) you need

to select the [Cascade connection] checkbox.

Editing page field size and position

After adding a field, you can change its location on the page. To change field display order, simply
drag a field to the desired location. To adjust column width, place the mouse cursor on the left or right
border of the field, and when the border turns green, grab and pull it in the desired direction

(Fig. 355).
NOTE

The width of the profile fields is fixed and cannot be changed.

Fig. 355 Changing the field width

T Skype
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You can also adjust the height of multi-line fields (Fig. 356).
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Fig. 356 Changing the field height

T salutation £ X

SEE ALSO
®  How to set up page tabs

e How to set up page details and field groups

How to set up page details and field groups

The Section Wizard enables you to add and delete groups of fields and details to a page, arrange their
order, edit the names of field groups and configure detail connections.

How to add field groups on a page

Page fields can be combined into groups. For example, the record of the [Accounts] section contains
the [Categorization] field group used to categorize companies by various parameters.

To add a new field group, open the tab where it should be located, and click the [New fields group]
button in the lower part of the page (Fig. 357).

Fig. 357 Adding a field group on a tab

< CONTACT INFO ~ CURRENT EMPLOYMENT

Detail: Job experience

Detail: External fees

NEW FIELDS GFﬁUP NEW DETAIL

In the opened window, enter a field group name and click the [Save] button.

As a result, the empty field setup area will be added on the tab. Add the required fields using the new
and existing columns areas.

Field groups can be renamed, deleted and moved the same way as tabs.
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How to add a detail on a page

To display an existing detail on a page, open the tab where the detail should be located, and click
the [Add detail] button in the lower part of the page. The detail connection setup window will open
(Fig. 358).

Fig. 358 Setting up detail connection

Detail” Activities -
C on on the page* Activities
Detail column® Created by v

ect column® Id A

SAVE CANCEL

In the [Detail] field, select the detail you want to add to the page from the drop-down list.

In the [Detail column] field, select the column of the object by which it will be connected to the object
of the current section. For example, the [Activity] object can be connected to the [Contact] object by
the [Author], [Owner] or [Contact] columns. If the object can be connected to the object of the current
section only by one field, the field is populated automatically.

In the [Object column] field, select the section object column by which a detail object will be
connected to the field. For example, the [Activities] detail of the [Contact] object is connected by the
[Id] column. Thus, only activities connected to the current contact are displayed.

As a result, a new detail will be added to the page. This detail will display the list of records of the
object specified in the [Detail] field. In the example on Fig. 358, the [Activities] detail was added to
display activities whose [Author] field corresponds to a detail selected in the [Contacts] sections.

To change the binding settings of a detail or to edit the detail title displayed on the record page,
clickthe # button.

NOTE

Modifying a detail title on a page via the [Caption on the page] field will affect only current section.
To delete a detail, select it and click the = button.

NOTE

The detail wizard is used to add and set up new details.

SEE ALSO
e Detail wizard

e How to set up page fields
®  How to set up page tabs

e How to configure section mini pages
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How to set up the start of the business process for any section record

VIDEO TUTORIALS

L]

Detail wizard

Setting up multiple section pages

You can set up several edit pages for a section, for example, separate pages for different contact types.

How
To add

1.
2.

407

to add section pages

edit pages to section:

After you set up the first page, click the 1 button in the [Section pages] area.
Populate the fields in the opened window(Fig. 359):

e [Which field will determine the page layout?] — select the field, whose values will
determine which page should be used for each record. For example, in the [Accounts]
section, you can set up different edit pages fro different types of accounts: customer,
partner, supplier, competitor, etc.

e |f lookup columns have already been added to the section, they will be
available in the drop-down list of this field.

e |f the section has no lookup columns, a new [Type] lookup field will be
automatically added in the section.

e Select the value of the "..." field for which the new page will be used - the value of
the lookup field specified at the previous step. You can specify which page to use for
each value in the lookup.

NOTE
For new sections, populate the corresponding lookup with values in advance to have the needed values for
the [Select the value of the "..." field for which the new page will be used] field. Read more >>>

e [Page name] — the name of the new section page. For example, "Edit page: "Partner”.

Fig. 359 Window for adding a new edit page

Which field will determine the page layout?

Type -
Select the value of the "Type” field for which the new page will
be used

Customer -
Page name

Edit page: "Account” (Customer)

CONTINUE CANCEL
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3. Click the [Continue] button. The Content Designer page will open.

4. Configure the added page. Setting up additional section pages is performed similarly to setting
up the first page.

How to delete a section page

To stop using the configured page in the section, delete the value in the [Values of the “..." lookup]
column in the [Section page] area. After you delete the data, the field will be automatically set to the
“Not used” value. The page will be saved, but will not open for users (Fig. 360).

Fig. 360 The [Accounts] section edit page, which is not used

Section pages

Page values of the “Type" lookup &

Account edit page ot used >
Edit page: "Account” (Customer) Customer A
Edit page: "Account” (Partner) partner -
Edit page: "Account” (Supplier) ot used A
~+ Add page

How to modify the column that determines the page view

To modify the column that determines the page view:

1. In the [Section pages] area, click the
(Fig. 361).

button in the right top corner of the page list

Fig. 361 Changing the column that determines the page type

2. Inthe opened window, select the new lookup field.

After you change the column, the [Values of the "..." lookup] field value will be set to “Not used”
for all edit pages configured earlier.

3. Specify the selected lookup values that will use the configured edit pages.
SEE ALSO

e How to set up page fields

e How to set up page tabs

e  How to set up page details and field groups
How to configure section mini pages

Mini pages enable you to add and edit section records, as well as preview them without having to
open the complete record page. Configuration is performed in the Section Wizard.
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NOTE

For more information on mini pages, please refer to the separate article. Read more >>>
To configure a mini page for a custom section:

ATTENTION
Please note that the example below refers to a custom case. The [Requests] section was created by custom
means, it is not included in the base Creatioconfiguration.

1. Go to Section Wizard from the [Requests] section: [View] —> [Open Section Wizard].
2. Select an option when you want to use the mini page (Fig. 362):

e [Add record] — the mini page will open when the user clicks the [Add] button in the
section. The user can then open standard record page from the mini page.

e [Edit record] — to edit the existing records (adds an “edit” button to the mini page).
Enable editing by clicking the # button at the top right corner of the mini page.

e [View record] — to view the main information about the record without opening the
record page (mini-page will open when you hover your cursor over the record link
shown in a list).

Fig. 362 Enabling mini pages for adding and viewing section records

Mini page

Add record [] Editrecord View record

EDIT MINI PAGE

NOTE

Adding and configuring mini pages are only available in the sections containing a configured edit page.

Click the [Edit mini page] button.

4. Select the mini page mode. E.g., to set up a mini page for adding records, select [Add mode].
Click the [Edit mini page] button to switch to Mini Page Designer.
NOTE

The HeaderContainer element at the top of the field setup area of the Mini Page Designer is non-editable
and is used for the correct display of the mini page caption.

6. Drag the necessary columns from the column selection area (the left part of the page) to the

field setup area (Fig. 363). Click # to modify column properties.

NOTE

Working with column properties on mini pages is similar to that of the regular section page. Read
more >>>,
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Fig. 363 Columns of the mini page for adding a section record in the [Requests] section
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7. Click the [View mode] button and set up the fields that must be displayed in the mini page
used to preview records.

8. C(lick the button to return to the Section Wizard.

9. Save the changes.

As a result, a mini page will open in the section when clicking the [New...] button (Fig. 364). When a
cursor is hovered over the section record link in any list, the preview mini page will pop up.
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Financial Services Creatio

Fig. 364 Mini page for adding a section record in the [Requests] custom section

Requests

Name
request for vacation

Request type*
Paid vacation

Created by
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Created on
7/20/2018

SEE ALSO
®  How to create a section

e How to configure section pages
e How to set up the start of the business process for any section record
e  Section Wizard FAQ

VIDEO TUTORIALS
e Section Wizard

How to set up the start of the business process for any section
record

The start of the business process can be set up for any section record or detail.

NOTE

Setting up business process for detail records is covered in the separate article. Read more >>>

As a result, the [Run process] button will appear on the record page. Clicking the button will open a
menu with available business processes (Fig. 365).
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Fig. 365 Running a process for the record of the [Contacts] section

Contacts What can | do for you >

[ Filter = Tag

John Black Qur
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m COPY DELETE ») RUN PROCESS +
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CASE
Set up the start of the employee dismissal process for the [Contacts] section records.

To set up:

1. Check if the necessary process is available in the process library. If the necessary process is not
available in the library, create it via the Process Designer.

NOTE

Working with the Process Designer is described in the BPMS documents. Read more >>>

2. To connect with the records for which it will be executed, a business process requires unique Id
of that record. Using the Process Designer, set up a process parameter, where Creatio will be
passing the record Id.

a. Open the business process in the [Process library] section (in this case — "Dismiss
employee”). The Process Designer will open in a new tab of your browser.

b. Select the [Parameters] tab in the process properties area and add a parameter for
passing the record Id to this process (in our case it will be a contact). To do this, click
the [Add parameter] button and select “Lookup”. Fill in all fields as given on the
sampleFig. 366.
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Fig. 366 Adding a process parameter
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c. Save changes on the [Parameters] tab and save the business process.

3. Connect the process with a section record for which it will be launched. Configuration is
performed in the Section Wizard. To do this:

a. Click the [View] button in the [Contacts] section and select the [Open Section Wizard]

command. Section properties page will be opened.

b. Open the [Business process] tab. Click the -+ button on the [Run business process

from section] detail. The window of the business process launch settings will be

opened.

Select the necessary process in the [Which process to run] field.

d. To start the process for separate section records, select the “For selected record” radio

button.

NOTE

If you select the “Regardless of record” radio button, the process will not be connected to a specific record.
This type of launch can be used for example for the process of the new employees registration.

e. Specify the parameter name that you configured in previous step in the [Process
parameter where the record is passed] field. (a “Contact’, in our case) (Fig. 367). Save

the changes.
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NOTE

If the process already has a parameter that matches the launch settings of the configured process, it will be
selected automatically. If there are two or more parameters, then select the corresponding parameter from
the list.

Fig. 367 Configuring the launch of a business process

Which process to run?

DismissEmployee

Regardless of record
@) For selected record

Process parameter where the record is passed

Contact
SAVE CAMCEL

f. Save all changes in the [Contacts] Section Wizard.
As a result, you will be able to launch the employee dismissal process for any record of the [Contacts]
section (Fig. 365).
SEE ALSO
e Record pages
®  How to create a section

e Section Wizard FAQ

Section Wizard FAQ

e What is the maximum number of sections that can be added to the system?
e How do | delete a custom section or detail?
e How do | connect a detail to a section?

e How to configure section cases

What is the maximum number of sections that can be added to the
system?

There are no restrictions on the number of sections that can be created in the system. It is recommend
to weigh the need of creating a new section carefully, to avoid a decline in system performance in the
future.
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How do | delete a custom section or detail?

To delete a custom section or detail in Creatio, you need access to the system configuration tools and
its database.

ATTENTION

Before delete custom detail/section, unlock the corresponding detail/section in the SVN storage.

First, delete the database records. Use the following script to delete a detail:

DECLARE @Caption nvarchar (max) ;

SET @Caption = 'ToDelete';

DECLARE QUId UNIQUEIDENTIFIER;

select @UId = EntitySchemaUId from SysDetail

where Caption = @Caption

delete from SysDetail where EntitySchemaUId = QUId

Replace the "ToDelete” value with the detail schema name, which you can view in the [Advanced
settings] of the System Designer. After deleting data from the database, delete the custom detail
schema in the [Configuration] section. The [Advanced settings] in the System Designer allow to delete
the object of the deleted detail.

NOTE

If a section was created based on the object that must be deleted, this section must be deleted first

The section deletion process is similar to deleting a detail, but more records must be deleted from the
database. Use the following script:

DECLARE QUId UNIQUEIDENTIFIER;

DECLARE @ModuleEntityUID UNIQUEIDENTIFIER;

DECLARE @ModuleID UNIQUEIDENTIFIER;

DECLARE @Name NVARCHAR (max) = 'ToDelete';

select @UId = UId from SysSchema where Name Like @Name

select @ModuleEntityUID = Id from SysModuleEntity where
SysEntitySchemaUId = QUId

select @ModuleID = Id from SysModule where SysModuleEntityId =
@ModuleEntityUID;

delete from SysModuleInWorkplace where SysModuleId = @ModulelD;
delete from SysModule where Id = @ModulelD;

delete from SysModuleEdit where SysModuleEntityId = @ModuleEntityUID;
delete from SysModuleEntity where Id = @ModuleEntityUID;

delete from SysDetail where EntitySchemaUId = @QUId;

delete from SysLookup where SysEntitySchemaUId = QUIdJ;

delete from [Lookup] where SysEntitySchemaUId = @UId;

Please note that the "ToDelete” value must be replaced with the custom section schema name. After
deleting database records, delete section custom schemas in the [Configuration] section (loca