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  COSENTINO  Mnu: 31   ARC/400 Customer Management Menu     9/29/05 09:19:26  CAC

    Customer Information                    Tele-Service & Call Management      

 01 Work with Customers and Contacts     30 Tele-Service Call Management        

 03 Print Label for One Customer         31 Change User Call Queue              

                                         32 Send a Fax Item                     

    Product Information                  35 Letter Selection                    

 05 Work with Products                   36 Letter Select for non-DB Contact    

 06 Bar Code Number Search               37 Diary Entry                         

    Customer Orders and Status              Other Tools                         

 11 Work with Customer Orders            71 Send Internet Mail                  

 12 Work with Customer Invoices          72 RMA Search (Customer Service Mode)  

 13 Work with Accounts Receivables                                              

 14 Credit Memo Entry/Maintenance           iSeries Functions                   

 15 Customer Returns Reconciliation      81 iSeries Query                       

 17 Open Order Line Item Search          82 Work With Printed Output            

 18 Sales Assignment Look Up             88 Change Your Password                

 19 UPS Ship Fee Calculator              90 Sign Off System                     

                                         95 Send a Message                      

                                         96 Receive Your Messages               

                                                                        More... 

  Select Option: __     CodeTables                    NextPage    My Main Menu   
Customer service functions are located in many menus and accessible from a variety of screens for a variety of different service personnel, such as Tele-Service.  The above menu is the primary service menu that contains most of the normal functions used by a Customer Service Representative throughout the workday.

Not all customer service functions are found in this section of the manual.  Because of the integrated nature of ARC/400, many customer service functions are grouped with their primary functions; such as invoice inquiry is found in the AR section of this manual.  The same is true for other areas as well.  The following functions that are genuinely customer service functions are grouped with an explanation where the information is documented.


Customer Record Keeping
Customer locations and contacts are maintained along with the variety of related information that pertains to a customer or to any location maintained by the ARC/400 system.  

Information is found in this chapter.


Tele-Service Functions
Although most customer service functions can be reached from the call management screen in Tele-Service, some typically Tele-Service functions can be reached through the Customer Management menu.

Full information on call management, letter, diary and call queues is found in Chapter 5  Tele-Service User.


Product Information 
All product information is reached from the Product Search and Inquiry screen.  This allows a “display only” view of all product information.  

For full information, see Chapter 4  Product Functions and Chapter 10  Inventory Control.


Order Processing
Order processing contains information on how to search for, inquire on and build new orders.  This is found in Chapter 6  Order Processing.


Invoice and AR Inquiry
Invoicing rules and accounts receivable inquiry information is found in Chapter 8  Accounts Receivable.


Customer Returns
A product returned from a customer requires a review from service personnel because one of many different outcomes may be appropriate, such as a call back, a credit memo, a replacement order, etc.  The returns reconciliation screen is the service representative’s tool in performing any analysis and planning next steps.  Customer Return processing is discussed in detail in Chapter 9  Warehouse Operations.


Credit Memo Processing
Depending upon the policy of the organization, credit memo entry and approval may or may not be a customer service function.  

Full information is found in Chapter 8  Accounts Receivable


Sales History
On-line sales history data for both products and customers is readily displayed with both summary fiscal information and detail transaction information.

   
Customer Record Keeping

   
Primary Storage File For All Addresses

The customer location file is more than customers.  All addresses for a variety of organization types are included in the customer location file.  These include all sales people, vendors, outside distributors, producers, and others.  Some locations may exist for employees, public relation contacts, etc.  

Because many different types of locations share the same customer location file, a method is necessary to differentiate between them.  The organization type code is useful when performing searches and obtaining lists of the various non-customer organization types.  For example, enter VEND in organization type on the Customer Location Search screen and see a list of all vendors/suppliers.

   
Two Tiered Customer File

ARC/400 uses a two-tiered customer structure, which means that location information is kept separate from individual information.  An organization is called the Customer Location and the person is called a Contact.

The Customer Location record stores information about an organization located at one address or closely associated groups of addresses (such as a campus setting).  At that location, there may be various contacts.  The Contact record includes information about an individual that is linked to the customer location.

An account number identifies the Customer Location record; ARC/400 calls this number the customer location number or simply the customer number.  It is a 7-digit number that is assigned by ARC/400 sequentially starting with number 10,000 and incremented by one every time a new customer location record is created.  Information stored in the customer location record includes the organization name, address, customer identification fields and other control fields of various sorts

The customer number and a three-digit suffix identify the Contact record.  The suffix starts with 1 for each customer location and is incremented by one for every new contact.  Information stored in the contact record includes name, title, department, and various control information.

The contact record is optional and really does not need to be used.  If the customer organization has one contact, maybe you do not need the contact information.  In the long run, you will likely want to use the features of the contact information especially in formatting letters, etc.

  
Individuals vs. Contacts within a Company

Even though ARC/400 has locations and contact in a two tiered customer file, this structure works well for both contacts and individuals.  For an individual, there is one contact record and one location record, but the display is more suited for an individual.  

An individual is set by leaving the Organization Name blank.  To give flexibility and correct mistakes, an individual can be converted to a contact within an organization, and vise versa.  In any context where this conversion makes sense, there is a button on the Location Maintenance screen that will perform the conversion.  

ARC/400 address screens are sensitive to the differences between an individual and a contact within an organization.  Differences are handled automatically.  
   
Numbering Scheme

Customer location numbers are assigned by ARC/400 starting with number 10,000 and incremented by one for every new customer location.  See the Company Control File for the last number used.

Contact numbers always begin with 1 for every customer location.  They are incremented by one for each new contact for that customer location.  It is the combination of customer location number and contact sequence number that makes the contact number unique.
Customer location numbers ranging from 1 to 9,999 are reserved for sales people who also have customer location records assigned to them.  Sales people have an organization type of “SALE”.  These customer location numbers are the same as the sale person numbers used elsewhere in the system.

  
Addresses in the Customer Data Base

All addresses are associated with Locations and with Contacts.  For example, if one were to make a shipment, ARC/400 will want to know WHO the shipment will be going to and not the address where the shipment will be going to.  
Every location has a main address and every location has an alternate shipping address.  Typically, mail will go to the main address and packages sent through the Shipping System will go to the shipment address.  Very useful for locations where the mail address is a post office box and the shipping address is a street address.  

If the alternate shipping address is not set, the main address is used for shipping.

However, every contact also has a mailing address and a shipping address which are used when the contact has a different address than associated with the main account.  If specified, the contact’s addresses are used; otherwise, the location’s address is used.  This applies to both mail addresses and shipping addresses.
This address scheme in ARC/400 is different than many other systems, but create greater flexibility and power.  The main concept to remember is that ARC/400 wants to know WHO will be mailed something and WHO will be shipped something.  Then, the addresses associated with the person is used for the mailing or the shipping.
   
Customer Location Screens

Customer location information may be entered, displayed, and updated on three screens described in this section.  These are the a) Main screen, b) Order Screen and c) Address screen.  Use  Main Screen, Order Defaults and Ship Address to move among the three screens.  The Main screen is as follows:

                            Customer Location Modify         15:40:22   1/03/02 

                                   Main Screen                                               

 Company: Fox Photo Inc______________________      Location Number:  292494     

 Address: 1706 Washington Ave________________                                   

          ___________________________________ Usage: Sold: Y  Bill: Y  Ship: Y  

          ___________________________________ Last Order: 06/23/01 Inv: 06/26/01

 City,St: Saint Louis______________ MO Res: N Entered by: conversion 02/13/00   

 Zip Code 63103__  - ____  Country: USA       Updated by: JOHNSON    09/03/01   

Status Code ....: ACTIVE____  Mkt Potential ..: __________  AR Control Values   

Status Date ....: 08/15/2001  Time Zone ......: CST_______  AR_Terms: 30NT      

Market .........: __________  Fiscal Month ...: __________  Credit: OK          

Organization Type CUST______  Industry .......: __________  Bal:          .00   

Employee Numbers: __________  Abbreviation ...: __________  Accept website PO N                    

Source Code ....: LIST145___  Employee Numbers: __________                                       

User Field .....: __________                                 Taxable Status: Y  

Revenue Range ..: __________  Miscellaneous...: __________    _______________   

                                                             Parent...: _______ 

 Sales_Rep_Override: ___                                  Sort: FOX PHOTO INC   

 Customer Web Site: www.foxphoto.com____________________________________________

     Tags    Note Pad    KWOC    Phone    Parent    Contact List    View Diary   

  Diary Entry    Order Defaults    Ship Address                                 

    Convert to Individual                      Exit    Cancel    Accept      

User defined and user controlled fields are highlighted above in the darker shading.  An installation option allows for these 16 screen entries to be displayed as any of the 24 possible ARC/400 fields including user defined fields.  See Chapter 13, Systems Administration, User Screen Definition and Validation for more information.
The Order Defaults screen is as follows:

                            Customer Location Modify         15:48:50   1/03/02 

                             Order Defaults Screen                                                

 Company. .: Fox Photo Inc                         Location Number:  292494     

 Address. .: 1706 Washington Ave                                                

 City,St. .: Saint Louis                MO Residence: N                                     

 Zip Code .: 63103    -       Country: USA                                      

  Default Order Values    Price_List..: ____        Invoice/Pck..: __           

                          Ship_Method.: FDEX__      Invoice_Copies __           

                          Back_Method.: ______      PO_Required..: _            

                          Sales_Div. .: ____        Promotion....: __________   

                          Discount_%: _______       Backorder_Opt: ____         

                          Discount_Rsn: ___        Parent_Protect: _            

                                             Ship_Fee_Calc_Method: __________   

                          Ship_To: _______ ___      Ship Carrier Interface                            

                          Bill_To: _______ ___      Payer Type...: _                           

                                                  Account to Bill: __________              

    Tags    Note Pad    KWOC    Phone    Parent    Contact List    View Diary   

  Diary Entry    Ship Address      Main Screen                                  

    Convert to Individual                     Exit    Cancel    Accept      

Enter values in the Order Defaults screen to override other defaults.  Leave blank to use system default values.

For example, the shipping method for the sales group may normally be set to UPS, but this customer requests all shipments to be sent via Federal Express.  Therefore, one would enter Federal Express as the default ship method on this screen to override the otherwise used default.

An alternate shipping address screen for the customer location is as follows:

                             Customer Location Modify         15:52:34   1/03/02 

                               Ship Address Screen                                                  

 Company. .: Fox Photo Inc                         Location Number:  292494     

 Address. .: 1706 Washington Ave                                                

 City,St. .: Saint Louis                MO Residence: N                                      

 Zip Code .: 63103    -       Country: USA                                      

              Alternate Shipping Address                                        

 Address. .: 1721 Washington Ave_______________                                 

             __________________________________                                 

             __________________________________                                 

 City,St. .: Saint Louis_______________ MO Residence: N                                     

 Zip Code .: 63103__  - ____  Country: USA                                      

            Note: Alternate addresses not used in Location Search               

     Tags    Note Pad    KWOC    Phone    Parent    Contact List    View Diary   

  Diary Entry    Main Screen       Order Defaults                               

    Convert to Individual                     Exit    Cancel    Accept      

The following fields are stored, accessed and displayed for each customer in the  customer location screens:

	Location Name
	The name of the organization.  Enter using mixed case as you want displayed for correspondence and reports.  Maximum length is 30.

	Address, City, State/Province, Zip/Post Code, and Country
	The address.  For USA and Canadian locations, the city and state/province are required.  An additional database using ARC/400 software may be purchased to automatically verify or insert the city and state if the zip is entered, or to automatically verify or insert the zip if the city and state are entered (see “Zip-City Prompting” section of Chapter 13 for further information about purchasing this database).

The country code is an abbreviation that will be spelled out in an address block.  The country is not displayed if the location’s country code is the same as the Home Country as defined in the company control file.

	Res
	Specify if this is a residential address.  This information is passed onto any Carrier Interface programming such as the UPS WorldShip system for better shipping rates.

	Usage
	A “Y” indicates that this location has been used in an order as a sold-to, bill-to, or ship-to (see “Sold-To/Bill-To/Ship-To” section in this chapter).  This information is filled in automatically by the order processing system.

	Last Order; Last Invoice
	The last date when this location placed an order, and the last date when it was invoiced.  This information is filled in automatically by the order processing system.

	Entered by; Updated by
	Person who originally entered this location, and the date on which it was entered, as well as the person who last updated this location, and the last date on which it was updated.

	Status Code and Status Date
	The status of the record.  ACTIVE is normal.  INACTIVE is used when a record is no longer needed.  Other status codes are available.  See discussion of status codes in this section.  The status date is the date of the most recent status code change.

	Market
	The market code is user defined.  Use "?" for list.

	Organization Type
	The organization type.  This is used to classify internal address types like sales people, vendors, distributors, employees, etc.  Other types can be established to meet your reporting requirements.

	#/Employees or
Emp # Range
	The number of employees at this location or the employee number range code.  One method or the other method of tracking number of employees is selectable in the Company Control File.

	Source Code
	The lead source where this location record came from.  Usual values are the names of purchased lists, specific trade shows, advertising, etc.  The source code is used for your reporting requirements.  

Usually, the source code is either validated using Campaign code or using other source codes.  Campaign codes are used for the “source of order” code but are sometimes used for both the lead source and the source of order.  See the Company Control File to specify an alternative validation table.

	User Field
	A user defined field that is searchable on the Customer Location Search screen.  Use this field in any way that makes sense to your business. 

To use a validation table and activate “?” logic for acceptable values, one must create a validation table using Table Maintenance.  The table number is entered into the Company Control File, marketing system parameters.

	Revenue Range
	The revenue range or the revenue potential of this customer.  This code is used for your reporting requirements.  

	Sales Rep Override
	Field is only displayed if “Allow User Sales Overrides” is set in the company control file, marketing system parameters.  Enter the sales person who will override any geographical settings for this customer.  This is an alternate method of setting “assigned accounts” in conjunction with Territory Override Maintenance.  

	Potential Code
	The marketing potential.  This code is used for your reporting requirements.

	Time Zone
	The time zone where the customer location resides.  This may be used to organize calls based upon the geographic location across the country.

This field is automatically calculated by ARC/400 with reasonable (but not perfect) accuracy.  To force calculation, blank out the field and ARC/400 will insert the calculated value.  The automatic calculation may be changed if desired.

	Fiscal Month
	This fiscal month may be used as the first month in the fiscal year or the primary selling month or for other user defined purposes..

	Industry
	The Standard Industry Code (SIC) or other industry code.  Use a ? in field to select the SIC code assistance pop-up windows.  A series of three windows will display the major, intermediate and minor SIC codes to make the final SIC code selection easier.  The SIC code pop-up requires activation in the Company Control File.

	Abbreviation
	Used for a short abbreviation of the customer, primarily with custom modifications to ARC/400.

	Accept website PO
	Specify “Y” or “N” if this organization is authorized to accept a PO on the website.  Default is NO.  This applies only to the ARC/400 Webshop shopping cart.  Website InstatllationParameters must also allow the PO payment option.  

	Sort Name
	The sort name is used to sort this customer location onto reports and search screens.  The default value is the customer location name used when initially created on the database.  This may be changed to a better value.  For example, change "The Gallager Company" to "GALLAGER" to sort with the G's instead of the T's.

	Taxable Status
	Specify “Y” or “N” depending upon the tax status of the customer.  If not taxable, the tax registration number can be specified.  

For Canadian systems, specify if GST, PST or HST taxable.  If a tax exempt number is entered, it will be printed on all invoices.

The taxable field may be blocked from user input; see the Company Control File, Accounting System Parameters 2.  If the Allow Change Tax Flag is set to N then all tax status data must be entered into the Credit Management screen in the AR Menu.

	Tax # (below taxable status)
	Number for tax-exempt locations.  See “blocked” issue above.

	Parent
	The parent company number.  This may be useful for large organizations to link multiple divisions/departments/locations of the organization.  With this information, a parent and children search can be performed using Customer Search features.  See “Parent/Child Selection Utility” section of Chapter 12 for more information.  Use Parent to select a Parent number.

	Customer Web Site
	Specify the customer’s web site URL.

	Price List
	Code associated with the designated price list (set up previously) for this customer’s orders.

	Default Order Values (Ship Method, Sales_Div, Discount %, etc.)
	Various default order values are displayed.  None of these are required, but if specified will override system wide defaults for these values.  See order processing procedures.

	Ship-To
	When this location is used as the Sold-To in an order, any specified location number and the contact number is used as the Ship To Contact.  When an order is entered, this contact number and his/her address will be used as the Ship-To.  This contact may be overridden in the order.

Depending upon selecting “Update Cust Bill/Ship Default” in Company Control File, when a Ship-To is changed in an order, this Ship-To is automatically changed to allow the same Ship-To to be used in subsequent orders.

	Bill-To
	When this location is used as the Sold-To in an order, any specified location number and the contact number is used as the Bill To Contact.  When an order is entered, this contact number and his/her address will be used as the Bill-To.  The Bill-To will be tracked in Accounts Receivable.  This contact may be overridden in the order. 

Depending upon selecting “Update Cust Bill/Ship Default” in Company Control File, when a Bill-To is changed in an order, this Bill-To is automatically changed to allow the same Bill-To to be used in subsequent orders.

	Payer Type
	Specifies how shipping fees are billed through the carrier interface, particularly UPS WorldShip.  The default is Prepaid by Sender.  Other options include Freight Collect, Third Party, Consignee Billed, etc.  The account number (see following field) is required for some of these options.

	Account to Bill
	The account used by your shipping service/carrier so the actual shipping fees will be directly billed to the customer by the carrier.  This feature causes the account number to be printed on packing lists for attention by shipping personnel.  For selected Carrier Interface software, this account may be automatically entered into the shipping carrier system. 

	AR Control Values (AR Terms Code, etc.)
	Various AR parameters for your information.  See the Accounts Receivable procedures for more information.  

	Alternate Shipping Address, City, State, Zip Code, and Country



Residence
	The alternate shipping address that will be used in place of the mailing address for order shipments.  This is especially useful for organizations with PO Boxes for mailing addresses and street addresses for shipping.  For USA and Canadian locations, the city and state/province are required.  

Specify if this is a residential address.  This information is passed onto any Carrier Interface programming such as the UPS WorldShip system for better shipping rates. 

An additional database using ARC/400 software may be purchased to automatically verify or insert the city and state if the zip is entered, or automatically verify or insert the zip if the city and state is entered (see “Zip-City Prompting” section of Chapter 13 for further information about purchasing this database).


Function Key and Pushbutton Options for the Customer Location Screens:

	
	F2=Tags allows operator to enter user defined tag field for the customer (see the “Using the Tag Fields” section in this chapter).

	
	F3=Exit returns to a previous screen.

	
	F4=Note_Pad allows operator to enter a note for this customer (see “Note Pad” section in this chapter).

	
	F5=Restart_Edits restores this customer’s information as it appeared when the current customer screen was first entered. 

	
	F6=Accept accepts current information on customer screen as permanent changes.

	
	F7=KWOC allows operator to add a keyword for this customer (see “Keyword” section in this chapter).

	
	F8=Phone allows operator to add a phone number for this customer (see “Phone Numbers” section in this chapter).

	
	F9=Parent displays the parent/child selection utility screen.  If no parent number had been entered, the utility will display all locations with the first three keywords found for the selected location.  If a parent number had been entered, that location number is displayed on the parent/child utility screen.  By selecting a parent in the parent/child utility, the parent number will be moved into the proper field on the location screen.

	
	F10=Contact_List displays list of contacts for this customer (see “Contact List” section in this chapter).

	
	F12=Cancel returns to a previous screen (perhaps a more recent previous screen than Exit).

	
	F13=View_Diary displays diary pages for this customer (see “Diary List” section in this chapter).

	
	F14=Diary_Entry allows operator to add a new diary page for this customer (see “Diary Entry” section in this chapter)..

	
	F20=Order_Defaults allows operator to display the order information about this customer location.

	
	F21=Ship_Address allows operator to add an alternate shipping address for this customer.

	
	F22=Convert to Company changes the current Individual account to a Company account.  See section “Customers who are Individuals vs. Employees of Companies”

	
	F22=Convert to Individual changes the current Company account to an Individual account.  See section “Customers who are Individuals vs. Employees of Companies”.  This conversion is only available if the Company account has only one contact (including both active and inactive contacts).


  
Cloning a Customer Location

One can clone a customer location by selecting option “C” on the Customer Location Search screen.  Cloning will make a copy of the customer location information onto the Add Customer Location screen for easier entry of a new location.  

When a Customer Location is cloned, most information at the Customer Location level is copied, including any alternate shipping address.  The following is not cloned:  the list of contacts, any notepad entries, any diary entries, any KWOC keywords, and any phone numbers.

  Contact List

                                 Contact List                16:18:03   1/03/02 

                Location #:  292494 Fox Photo Inc                               

                                    Saint Louis MO 63103                        

 1=Select  2=Edit  3=Display                                                    

 4=Note_Pad  5=Diary  7=Telephone            Filters: Active: Y Sort: CONTACT # 

 T=Tags 8=History C=Clone_Contact E=Order_Entry O=Order_Search  Go_To: __0        

 sel     contact name                           telephone number      status____

  _   2 Sandy Bradford                   WORK 314-436-0420              PROSPECT

          Training Director                                             Mk AAA  

  _   3 Mr. Frank Reneger                WORK 314-436-0420              ACTIVE  

          Vice President                                                        

  Location    Note Pad    Fold    View Diary    Diary Entry                   

                               Codes   Exit    Cancel    Add Contact      

The contact list screen provides a summary of all the contacts associated with a particular customer location.  This screen provides a variety of options for working with any contact: select the customer, edit the contact’s information, create a note, create a diary page, enter a new phone number, or clone the contact’s information.

Use the Active question to display either only Active contacts or All contacts including inactive.  

Use the Sort option to sort the contacts either in Contact Number order (the default), Department order, Last Name alphabetical order, or Marketing Priority order.

Use the Go To option to find a particular contact in a long list.  If the sort is Contact Number then enter the contact number.  If the sort is Last Name or Department, or Priority, enter a character string to position within the list accordingly.  

Selection Options for the Contact List screen:

	
	1=Select allows the contact number to be remembered for use in a future screen.

	
	2=Edit displays contact information for editing purposes.

	
	3=Display displays contact information for this contact.

	
	4=Note_Pad allows operator to enter a note for this contact.

	
	5=Diary displays a list of diary pages for this contact.

	
	7=Telephone displays the phone numbers for this contact.

	
	8=History displays the customer location’s Sales History screen.

	
	T=Tags displays the Tag fields for this contact

	
	C=Clone_Contact clones this contact information for a new contact.

	
	E=Order Entry enters the order entry program with this contact as the Sold-To.

	
	O=Order Search enters the order search screen.


Function Key and Pushbutton Options for the Contact List screen:

	
	F2=Location displays the customer location for these contacts (see “Customer Location Screen” section in this chapter).

	
	F3=Exit returns to a previous screen.

	
	F4=Note_Pad allows operator to enter a note for the customer (see “Note Pad” section in this chapter).

	
	F5=Refresh displays the current screen with the most recent information.

	
	F6=Add_Contact allows operator to add a new contact for this customer location (see “Contact Record” section in this chapter).

	
	F9=Parent displays the Parent/Child Utility screen to assist in selecting the parent organization.  Selection using this screen will return the parent # into the parent field.  Then Parent/Child selection and processing will apply to this customer location.

	
	F11=Fold displays either 1 line or 2 lines of information for each contact on this screen.

	
	F12=Cancel returns to a previous screen (perhaps a more recent previous screen than Exit).

	
	F13=View_Diary displays diary pages for all contacts at this customer location (see “Diary List” section in this chapter).

	
	F14=Diary_Entry allows operator to add a diary page for this customer location (see “Diary Entry” section in this chapter)..


   
Customer Contact Screens

Contact information may be entered, displayed, and updated on two screens described in this section.  The first screen is as follows:

                               Contact File Modify          16:25:51   1/03/02 

                                   Main Screen                                              

 Contact Name: Ms.__  Sandy_______ Bradford____________   Location:  292494   2 

              (mr/s)  (first name) (last name)                                  

     Title: Training Director__________________ Status Code.: PROSPECT 08/15/01 

 Mail_Drop: ___________________________________ Entered by: conversion 02/13/00 

  Location: Fox Photo Inc                       Updated by: COSENTINO  01/03/02 

            Saint Louis MO 63103                Last Ordered Date....: 05/23/00         

 Alt_Zip+4...: ____                        Used as Sold-To N Bill-To N Ship-To N

 Alt_Greeting: Dear Sandy_________________        Blanket_PO#.:                 

Job_Type........: __________  Decision_Level..: __________  Mail_Flag.......: Y 

Source_Code.....: LIST145___  Purchase Timing.: __________  Fax Flag........: Y 

Mkt_Priority....: __________  Taxable.........: __________  E-Mail Flag.....: Y 

Market..........: AAA_______  Must Pre-Pay....: N_________  Allow List Rental Y 

Budget Size.....: __________                                Call Flag. . . .: Y                    

Group Size......: __________                                E-Mail Invoices.: N                    

Language .......: __________                               Bill-To: _______ ___                      

Default Version : __________  Mail Type ......: __________ Ship-To: _______ ___
Default Extension __________  PO Valid Date...: __________ Contract: _______  
 E-Mail_Addr.: sbradford@foxphoto.com______________________________________ 
      Tags    Note Pad    KWOC    Phone No                View Diary             

  Diary Entry    Address Screen     Password           Exit    Cancel    Accept      

.
User defined and user controlled fields are highlighted above in the darker shading.  An installation option allows for these 18 screen entries to be displayed as any of the 44 possible ARC/400 fields including user defined fields.  See Chapter 13, Systems Administration, User Screen Definition and Validation for more information.

The following fields are stored, accessed and displayed for each contact in the first contact record screen:

	Contact Name
	Optional.  The name of the contact.  The salutation is validated from a list.  Use "?" for list.  If the last name is blanks, the job title will be used on marketing letters instead of the contact name.

	Job Title
	The individual's job title.  If the last name is blank, the job title will be used on letters.

	Dept./Mail Drop
	The department or mail drop code.  This information is used on labels.  Letters and larger labels will use both the job title and the mail drop if available and if there is enough room on the label.  If not enough room for both, the mail drop will be used as the second line in the address.

	Status Code
	The status of the record.  ACTIVE is normal.  INACTIVE is used when record is no longer needed.  Other status codes are available.  See discussion of status codes in this section.

	Alternate Zip Plus 4
	If entered, the value will replace the zip plus value on the location address.  This is used for campus addressing where each individual or workgroup has a different zip plus value.

	Alternate Greeting
	Alternate greetings line for letters.  Normally, the greeting line will be the salutation and last name, such as “Dear Mr. Smith:”.  Use an alternate greeting such as “Dear Bob:”.  If blank, the default greeting will be used.

	Job Type
	The job type code.  Use "?" for a list.  The job type code is used for your reporting requirements.

	Source Code
	The source where this contact record came from.  Usual values are the names of purchased lists, specific trade shows, advertising, etc.  The source code is used for your reporting requirements.  See the Company Control File to specify an alternative validation table.

	Marketing Priority
	Marketing priority.  This information is displayed on the Tele-Service call management screen.

	Market
	The market code is user defined.  Use "?" for list.  If a market code exists for the customer location level, new contacts will default to that market code.

	Budget Size
	The size of budget that the contact controls.

	Group Size
	The size of the group that the contact is responsible for.

	Language
	The usual language which the contact speaks or receives information.

	Blanket PO#
	A customer PO number that is used for all orders for product.  This number will be automatically entered into every new order for this contact.

	PO Valid From
	Optional field.  If entered, the Blanket PO will be automatically entered into new orders only once this date is reached.  If left blank, the Blanket PO will always be entered into orders (see PO Valid Date).

	PO Valid Date
	Optional field.  Once this date is reached, the Blanket PO will no longer be automatically entered into new orders.  If left blank, the Blanket PO will always be entered into orders (see PO Valid From).

	E-Mail Addr
	The e-mail address to be used for sending Internet e-mail.

	Used as Sold-To, Bill-To and Ship-To
	A “Y” is displayed if the contact has been used in an order as either the Sold-To, Bill-To or Ship-To previously.  This information is updated by invoicing as orders are shipped and/or invoiced.

	Decision Level
	Used for marketing purposes to specify the decision making level of the contact.

	Purchase Timing
	Used for marketing purposes to specify the normal purchase time of the year for the contact.

	Decision Level
	Used for marketing purposes to specify the decision making level of the contact.

	Taxable
	Used to override the tax status of the organization.

The taxable field may be blocked from user input; see the Company Control File, Accounting System Parameters 2.  If the Allow Change Tax Flag is set to N then all tax status data must be entered into the Credit Management screen in the AR Menu.

	Must Pre-Pay
	Specify “Y” if contact must pre-pay before an order is accepted.  If “Y”, a warning will be displayed in order entry when the order is entered.

	Mail Flag Question
	Question whether contact is eligible for mailings using the Direct Mail features of Tele-Service.  Enter a "Y" or "N".

	Fax Flag Question
	Question whether contact is eligible for broadcast fax using the Broadcast Fax features of Tele-Service.  Enter a "Y" or "N".

	E-mail Flag Question
	Question whether contact is eligible for broadcast e-mail using the Direct Mail features of Tele-Service.  Enter a "Y" or "N".

	Allow List Rental Question
	Question whether contact is eligible to be included on a list rental.  Enter a "Y" or "N".

	Call Flag Question
	Question whether contact is eligible for Call Queue Selections using the Call Queue Build features of Tele-Service.  Enter a "Y" or "N".

	E-Mail Invoices
	Question whether invoices ought to be e-mailed to customer instead of mailed.  When set to Y, the invoicing process will not print the invoice, but send the invoice as a PDF attachment to an e-mail.

	Mail Type
	User field to specify what type of mailing this contact should be included.  This field should be used on the Direct Mail screens to segregate mailing lists, if desired.

	Ship-To
	Specify the location number and the contact number of an alternate contact which will be used in orders as the Ship To Contact.  When an order is entered, this contact number and his/her address will be used as the Ship-To.  This contact may be overridden in the order.  If the Ship-To override is specified at both the Customer Location level and the Contact level, the contact level will be used.

	Bill-To
	Specify the location number and the contact number of a alternate contact which will be used in orders as the Bill To Contact.  When an order is entered, this contact number and his/her address will be used as the Bill-To.  The Bill-To will be tracked in Accounts Receivable.  This contact may be overridden in the order. .  If the Bill-To override is specified at both the Customer Location level and the Contact level, the contact level will be used.

	Contract
	The contract number associated with this contact if the contact is used in Monetary Plan type orders.

	Merged To Number
	The merged-to number is entered by ARC/400 when this contact record is merged with another contact record.  This is used to eliminate any duplicate records in the data base that may have been inadvertently created.

This is displayed only if the status is MERGED.


Function Key and Pushbutton Options for the Main Contact File screen:
	
	F2=Tags allows operator to enter user defined tag field for this contact (see the “Using the Tag Fields” section in this chapter).

	
	F3=Exit returns to a previous screen.

	
	F4=Note_Pad allows operator to enter a note for this contact (see “Note Pad” section in this chapter).

	
	F5=Restart_Edit restores this contact’s information as it appeared when the current contact screen was first entered. 

	
	F6=Accept accepts current information on customer screen as permanent changes.

	
	F7=KWOC allows operator to add a keyword for this location (see “Keyword” section in this chapter).  Note: keyword is not contact sensitive.

	
	F8=Phone_No allows operator to add phone numbers for this contact (see “Phone Numbers” section in this chapter).

	
	F12=Cancel returns to a previous screen (perhaps a more recent previous screen than Exit).

	
	F13=View_Diary displays diary pages for this contact (see “Diary List” section in this chapter).

	
	F14=Diary_Entry allows operator to add a new diary page for this contact (see “Diary Entry” section in this chapter)..

	
	F19=Password allows one to view and change a user’s password.  The password is used for the ARC/400 Shopping Cart and other Internet enabled applications.

	
	F20=Address allows operator to add alternate shipping or mailing addresses for this contact (see the next screen in this section in this chapter).


Alternate mailing and shipping addresses for the contact are handled by the Addresses Contact screen as follows:

                               Contact File Modify      16:47:41   1/03/02 

                                 Addresses Screen                                             

 Contact Name: Ms.    Sandy        Bradford               Location:  292494   2 

        Title: Training Director                      Status: PROSPECT 08/15/01 

    Mail_Drop:                                                                  

     Location: Fox Photo Inc                                                    

              Standard Mailing Address            Alternate Shipping Address    

                                                      same as mailing: N        

 Addr:  1706 Washington Ave_________________ 1721 Washington Ave__________________
        ____________________________________ _____________________________________

        ____________________________________ _____________________________________

 City:  Saint Louis_______________ State: MO Saint Louis_______________ State: MO      

  Zip:  63103__  - ____  Country: USA        63103__  - ____  Country: USA      

        Residence: N



Residence: N
            Note: Alternate addresses not used in Location Search               

            Alternate Address NOT in effect ... location address displayed.     

             Changing address will put Alternate Contact Address in effect.     

      Tags    Note Pad    KWOC    Phone No                View Diary             

  Diary Entry    Main Screen          Codes   Exit    Cancel    Accept      

The following fields are stored, accessed and displayed for each customer in this second contact record screen:

	Alternate Mailing Address, City, State, Zip Code, and Country
	The alternate mailing address for this contact.  For USA and Canadian locations, the city and state/province are required.  

If no alternate address had been entered, then the displayed address will be the same as the customer location mailing address.  If modified on this screen, the contact mailing address and the customer location mailing address will be maintained independently.  If then the contact mailing address is changed back to be the same as the customer location, then the two will be considered the same and changes at the location level will also apply to the contact level again.

An additional database may be purchased to automatically verify or insert the city and state if the zip is entered, or automatically verify or insert the zip if the city and state is entered (see “Zip-City Prompting” section of Chapter 13 for further information about purchasing this database).

	Alternate Shipping Address, City, State, Zip Code, and Country
	The alternate shipping address for this contact.  For USA and Canadian locations, the city and state/province are required.  

If no alternate address had been entered, then the displayed address will be the same as the customer location shipping address.  If modified on this screen, the contact shipping address and the customer location shipping address will be maintained independently.  If then the contact shipping address is changed back to be the same as the customer location, then the two will be considered the same and changes at the location level will also apply to the contact level again.

An additional database may be purchased to automatically verify or insert the city and state if the zip is entered, or automatically verify or insert the zip if the city and state is entered (see “Zip-City Prompting” section of Chapter 13 for further information about purchasing this database).

	Residence
	Specify if this is a residential address.  This information is passed onto any Carrier Interface programming such as the UPS WorldShip system for better shipping rates.


Function Key and Pushbutton Options for the second Contact Record screen:
	
	F2=Tags allows operator to enter user defined tag field for this contact (see the “Using the Tag Fields” section in this chapter).

	
	F3=Exit returns to a previous screen.

	
	F4=Note_Pad allows operator to enter a note for this contact (see “Note Pad” section in this chapter).

	
	F5=Restart_Edit restores this contact’s information as it appeared when the current contact screen was first entered. 

	
	F6=Accept accept current information on customer screen as permanent changes.

	
	F7=KWOC allows operator to add a keyword for this location (see “Keyword” section in this chapter).  Note: keyword is not contact sensitive.

	
	F8=Phone_No allows operator to add phone numbers for this contact (see “Phone Numbers” section in this chapter).

	
	F12=Cancel returns to a previous screen (perhaps a more recent previous screen than Exit).

	
	F13=View_Diary displays diary pages for this contact (see “Diary List” section in this chapter).

	
	F14=Diary_Entry allows operator to add a new diary page for this contact (see “Diary Entry” section in this chapter)..

	
	F20=Main Screen allows operator to return to the main information screen for this contact (see the first screen in this section in this chapter).


   Cloning a Contact

One can clone a contact by selecting option “C” on the Contact List screen.  Cloning will make a copy of the contact information onto the Add Contact screen for easier entry of a new contact.  

When a Contact is cloned, most information at the Contact level is copied, including any alternate shipping address and phone numbers.  The following is not cloned:  the any notepad entries and any diary entries.

  Contact Passwords

The ARC/400 Shopping Cart, streaming access, and other Internet enabled applications require the contact to specify and use a password.  Use the Password button on the Contact Maintenance screen to view, to change, or to cancel the contact’s password.

           Review and Change Password            

              myaddress@cacorp.com              

   Existing Password: password                   

        New Password: __________                           

                Return    Accept                 

In order to change or cancel passwords, the ARC/400 user must have the authority to change protected fields.  This authority is set in the ARC/400 User File screen.

Note that ARC/400 will only accept unique e-mail addresses if there is a password associated with it.  If one tries to add a password where no password has previously existed, an error will occur if the e-mail address is being used by a different contact with an existing password.  Therefore, e-mail addresses do not need to be unique in ARC/400 if no password is entered.  So, if you get a message "E-mail Address In-Use by Another Contact ... request can not be accepted" then you will need to resolve the fact that the e-mail address is in use by more than one contact, which is not allowed.

Note:  when any contact is made inactive, any existing password is immediately revoked.

  Diary Notes Display

                                Diary Notes Display          13:07:47  10/17/94 

           Location:   10072 Fox Instrument Co.               Dept: SALES        

           Contact.:       1 Ms. Barbara Burton                                  

M=Change-Diary          Contact Person               Entry Person       Reason
_ 07/21/94 09:08 AM TH  Ms. Barbara Burton           SALES/COSENTINO      LETR

           Letter: cold call introduction letter                                 

             Customized In: MYFOLDER / ARC400_#.004                              

_ 06/03/93 08:09 AM MO  Ms. Barbara Burton           SALES/COSENTINO      LETR

           Letter Sent: cold call introduction letter  Enc: AAA                  

_ 05/12/93 02:08 PM WE  Ms. Barbara Burton           SALES/COSENTINO      LETR

           Letter Sent: cold call introduction letter                            

_ 10/06/92 09:12 AM TH  Ms. Barbara Burton           SALES/COSENTINO      TM  

                  she loved the demo and wants to buy NOW!                       

_ 09/15/92 10:45 AM FR  Ms. Barbara Burton           SALES/COSENTINO      LETR

           Letter Sent: quality letter  Enc: AAA                                 

_ 09/14/92 09:01 AM TH  Ms. Barbara Burton           SALES/COSENTINO      TM  

           Conversion of Preview to sale ... follow up in two months.            

_ 09/14/92 09:33 AM TH  Ms. Barbara Burton           SALES/COSENTINO      LETR

           Letter Sent: Video Bid Letter  Enc: AAA                               

    LocationDiary    EnterNewNote    Exit    Cancel    AllDepartments       

Function Key or Pushbutton Options for the Diary screen:

	
	F3=Exit returns to a previous screen.

	
	F4=Location_Diary/Contact_Diary controls display of diary pages for only this contact or for full customer location (see description below)

	
	F6=My_Department_Only/All_Departments controls display of diary pages for only this department or for all functions (see description below)

	
	F7=Enter New Note displays the Diary Entry screen to enter a new diary note

	
	F12=Cancel returns to a previous screen (perhaps a more recent previous screen than Exit).

	
	M=Change_Mode available only for authorized users as determined in the User File.  Enter an “M” in the selection field next to any diary entry.  This causes a window to display for you to change or delete any diary entry.


The diary is a continual display of notes that are displayed by date (most recent first) to provide a log of conversations and activities with a customer location or contact.

The diary is especially useful when all activity is recorded as the activity happens, such as a customer telephone call or customer correspondence.  Later, when discussing an issue with the customer over the phone, the diary gives the system user a quick recap of past conversations and activities.

The diary display is found on various menus and screens including the Schedule A Call Back screen within Tele-Service.  All require a customer location and/or contact to be selected first.  It operates in several modes:

1.
If a contact had been selected, the Location Diary or Contact Diary will be displayed.  Pressing will move the display back and forth between contact mode and location mode.  In contact mode, only the diary notes for that contact are displayed (contact name at top of screen).  In location mode, all diary notes for all contacts are displayed (no contact name at top of screen).

If no contact had been selected, the display is in location mode only and the ContactDiary function is not displayed.

2.
The diary screen will display diary notes for only the department that the user is a member of.  See the Dept. field at the top of the screen.  For example, if the user is in the sales department, only notes made by sales department members will be displayed.

One can change the department field to any other department to see diary notes for only that different department.  Use a "?" in the department field to obtain a list of valid department codes.

Pressing My_Department_Only or All_Departments will move the display back and forth between department mode and company mode.  In department mode, only the department in the department field will be displayed.  In company mode, all departments are displayed ("all departments displayed" message at top of screen).

The diary will display the following information for each note entered:

	Date of Diary Note
	The date when the note was entered.

	Time of the Note
	The time when the note was entered.

	Day of Week
	The day of the week when the note was entered.

	Contact Name
	The contact name.  If the contact name is not entered into the system, the contact title is displayed.  If no contact is associated with the diary note, "Customer Level Diary" is displayed.

	Entry User Department
	The department code for the person who entered the note.

	Entry User ID
	The user ID for the person who entered the note.

	Reason Code
	The reason code used when the note was entered.  Letter selection will use "LETR".  The Direct Mail feature will use "MULT".   

When the diary note is entered through the TeleService End Call screen, the reason is the Call Result code.

	Notes Text
	Up to 99 lines for each note.


Diary entries are automatically created under the following circumstances:
1.
A letter is selected using the letter selection features of Tele-Service.  Displayed will be the name of the letter and any enclosure codes.  If the customize option is used, the document name in the user's OfficeVision folder will be displayed as a second line.

2.
The Direct Mail feature will optionally (under user control) enter a note with the name of the letter, mailing piece, or other text as determined by the user.  If a letter was created, the diary note will be prefixed by “Letter:”.  If the request was for labels only, the diary note will be prefixed by “Labels:”.

3.
Tele-Service adds a diary note if the LM (left message) result code is used.  The follow-up date is entered into the diary.  The creation of this diary note for any “call back result code” is controlled by the table (009) using table maintenance.

4.
Tele-Service adds a diary note if a fax item has been sent.  The name of the fax item is displayed.

  
Customer Diary Entry

      Up    Dn           Customer Diary Entry                               

    Location:   10072 Fox Instrument Co.                    Insert_After: __            

   10/27/97 GILL       CONSULTING   Location Level Diary           Rsn: CSRQ   

   01 ______________________________________________________________________   

   02 ______________________________________________________________________   

   03 ______________________________________________________________________   

   04 ______________________________________________________________________   

   05 ______________________________________________________________________   

   06 ______________________________________________________________________   

   07 ______________________________________________________________________   

   08 ______________________________________________________________________ + 

                                              Exit    Cancel    Accept                 

Function Key or Pushbutton Options for the Diary Entry Screen:

	Insert After
	Insert a blank line in the text after the line number specified

	
	F3=Exit returns to a previous screen.

	
	F5=Restart_Edit restores this customer’s information as it appeared when the current customer screen was first entered. 

	
	F6=Accept accepts current information on this screen as permanent changes.

	
	Page Up and Down allows a longer note to be entered on the diary page.

	
	F12=Cancel returns to a previous screen (perhaps a more recent previous screen than Exit).


Notes, reminders, or any other information may be entered on a diary page for a location or contact.  A reason code may also be added for the entry.  Possible reason codes may be seen by typing a “?” in the reason code field. 

   
Diary Change

This feature allows for any diary entry to be changed and/or deleted.  Enter an “M” in the selection field on the Diary Display screen to cause the display of the following change screen.

Diary Change is only available to authorized users as determined in the Users File.  To use this feature, the Allow Diary Changes question in the User File Maintenance must be set to “Y”.  Therefore, this feature can be allowed only for authorized personnel and not for other personnel.  

    Up    Dn            Customer Diary Change                                       

   Location:   10072 Fox Instrument Co.                    Insert_After: __    

  03/12/97 COSENTINO  CONSULTING Cont: Ms. Barbara Burton         Rsn: RENT    

  01 this is my note from this call________________________________________    

  02 where I have booked a rental__________________________________________    

  03 and I can type anything here that I want______________________________    

  04 ______________________________________________________________________    

  05 ______________________________________________________________________    

  06 ______________________________________________________________________    

  07 ______________________________________________________________________    

  08 ______________________________________________________________________ +  

                                           Exit    Cancel    Accept    

Text can be added to and removed from this screen.  To add a blank line between two other lines, put the first line number in the Insert After field and press enter.  When done, press Accept.  Note: the reason can be changed and the text can be changed.  The original date, time or contact name cannot be changed.

A diary entry can be deleted by blanking out the entire diary entry and pressing Accept.

   
Note Pad

                Contact NotePad for Sandy Bradford                

    Up    Dn              Fox Photo Inc                           

     1 very conservative in thinking and has to be treated____       

     2 formally.  Ask her about where she will be living______          
3 next_year.  Her husband's name is George.______________
     4 _______________________________________________________                                         

     5 _______________________________________________________ + 

      Location Notes    OE Notes       Cancel    Accept       

Function Key or Pushbutton Options for the Note Pad  screen:

	
	F3=Exit returns to a previous screen.

	
	F4=Location/Contact_Notes controls display of notes for only this contact or for its customer location (see description below).

	
	F5=Restart refreshes this screen to its original display prior to editing.

	
	F6=Accept makes current edits to the contact or customer location note a permanent change.

	
	F12=Cancel returns to a previous screen (perhaps a more recent previous screen than Exit).

	
	F14=OE_Notes displays the Order Entry Notepad.


The note pad is a "scratch pad" area for each customer location and each contact.  It provides up to 999 lines of text to include any information that would be useful.  Common examples are birthdays, important dates, reminders, etc.  The note pad is an area to review before working with a customer.

The note pad may be in Display Mode or Change Mode depending upon from where it was initiated.  

Display Mode
If the contact is selected, the contact note pad is displayed.  Contact_Notes and Location_Notes moves back and forth between the contact and customer location level note pads.  If there is no contact note pad, the customer location note pad is displayed.

If the contact is not selected, the customer location note pad is displayed.  If a note pad does not exist, a message is displayed.

Change Mode
If the contact is selected, the contact note pad is displayed.  Contact_Notes and Location_Notes moves back and forth between the contact and customer location level note pads.  If there is no contact note pad, a blank note pad is displayed ready for your entry.  

If the contact is not selected, the customer location note pad is displayed.  If no note pads are created, a blank note pad is displayed ready for your entry.

    
Order Entry Note Pad

              Order Entry NotePad for Sandy Bradford              

    Up    Dn              Fox Photo Inc                           

     1 Special requirement to send a confirming message to____        

     2 boss when anything is ordered.  Send invoice to John___       

     3 Wilson in Accounting.__________________________________    

     4 _______________________________________________________    

     5 _______________________________________________________  + 

      Location Notes           Exit    Cancel    Accept       

The order entry notepad is a similar notepad as used for location and contact notes (see Note Pad).  The key difference is that if there are notes entered, the notes will be automatically displayed when a new order is entered or when an existing order is changed.  If notes exist for both the customer location and for the contact, both will be displayed at order entry.  If no notes exist, the order entry notepad is not displayed at order entry.

Function Key or Pushbutton Options for the Order Entry Note Pad screen:

	
	F3=Exit returns to a previous screen.

	
	F4=Location/Contact_Notes controls display of notes for only this contact or for its customer location (see description below).

	
	F5=Restart refreshes this screen to its original display prior to editing.

	
	F6=Accept makes current edits to the contact or customer location note a permanent change.

	
	F12=Cancel returns to a previous screen (perhaps a more recent previous screen than Exit)..


The order entry note pad is a "scratch pad" area for each customer location and each contact.  It provides up to 999 lines of text to include any information that would be useful.  

The order entry note pad may be in Display Mode or Change Mode depending upon from where it was initiated.  

Display Mode
If the contact is selected, the contact order entry note pad is displayed.  Contact_Notes and Location_Notes moves back and forth between the contact and customer location level note pads.  If there is no contact note pad, the customer location note pad is displayed.

If the contact is not selected, the customer location note pad is displayed.  If no note pads are created, a message is displayed.

Change Mode
If the contact is selected, the contact note pad is displayed.  Contact_Notes and Location_Notes moves back and forth between the contact and customer location level note pads.  If there is no contact note pad, a blank note pad is displayed ready for your entry.  

If the contact is not selected, the customer location note pad is displayed.  If no note pads are created, a blank note pad is displayed ready for your entry.

  Location and Contact Phone Numbers

          Telephone Number Inquiry             

              Sandy Bradford                           

   Lvl    Desc  --Numbers---     Ext.   

  LOCN    GENL 708 231-7575____  ____   

  LOCN    FAX_ 708 231-8938____  ____   

  ____    ____ ________________  ____   

Change                                 

       Exit    Cancel                                                       

Any number of phone numbers can be entered for any customer location and/or any contact.  If entered for the location, all will be associated with each contact as well.

It is best to attach a centralized number, both phone and fax, to the customer location.  The contact numbers will include direct lines, extensions, home, voice mail and other personal numbers.

The phone numbers window is always entered in display mode.  A window is presented on the screen with a list of phone numbers, starting with contact level numbers and finishing with all customer location level numbers.  The window includes the level (either CONT for contact or LOCN for customer location), a description, the phone number and extension.

To change or add or delete phone numbers, press Change.  The contact telephone maintenance will be displayed with only the contact level numbers.  Make changes as necessary and accept with Accept.

To change customer location level numbers, use the Location Number or Contact Numbers to switch back and forth between the customer location level and the contact level.  Make changes and accept with Accept.

If no contact number has been selected when requesting telephone numbers, only the customer location level information is displayed and there is no Contact Numbers Toggle.

When phone numbers are displayed such as on the Call Management screen or the Contact List screen, the contact phone numbers are displayed first.  If room is left on the screen, customer location level phone numbers are displayed.  In any case, all phone numbers are displayed using the Telephone # options on these screens.

In order to maintain correct US and Canadian telephone area codes, which change with great frequency, Works Right Software Inc. offers a disk to update phone number area codes that have changed.  See “Telephone Number Area Code Updating” in Chapter 13 for more information.

  
Customer Location Search and List Screens

    Up    Dn                 Customer Location Search    12:10:32   4/23/01 

 Key_Words/Name: WILSON________________________   Location #: _______  Mode: L  

 Phone #: _____________ Zip: ________   State: __   Org: ____ User: _________   

 Filters: Market: ____ S_Div: ____ Rep#: ____ Parent_Only: N Status: ACTIVE____ 

1=Select 2=Change 3=Display 4=Note_Pad 5=Diary 6=Contacts 7=Telephone 8=History 

 T=Tags  C=Clone  O=Order_Search  P=Parent  X=Ship/Bill  S=Sold  E=Order_Entry  

 Sel locn#  organization name              city                      search key 

  _   1082  AARP                           Washington           DC   WILSON     

   ACTIVE   601 E Street NW                S/B/Sh: N N N Mkt: B/G  Org: DRCT    

  _   2210  Albright & Wilson              Sumerville           SC   WILSON     

   ACTIVE   101 Smithfield                 S/B/Sh: N N N Mkt: B/G  Org: DRCT    

  _ 288021  wendy's International          CHICAGO              IL   WILSON     

   ACTIVE                                  S/B/Sh: N N N           Org: *TEI    

  _ 294511  ATT Universal Card Services    Jacksonville         FL   WILSON     

   ACTIVE   8787 Bay Pine Road             S/B/Sh: N N N Mkt: 8    Org: CUST    

   _289632  Bank of America                Albuquerque          NM   WILSON     

   ACTIVE   3900 Vassar                    S/B/Sh: N N N Mkt: 8    Org: CUST    

  _ 293038  Bennys Bagels                  Dallas               TX   WILSON     

   ACTIVE   2636 Walnut Hill Lane          S/B/Sh: N N N Mkt: 2    Org: CUST    

  _   1452  Bethlehem Steel                Bethlehem            PA   WILSON     

   ACTIVE   701 East Third Street          S/B/Sh: N N N Mkt: B/G  Org: DRCT  +

     Clear   Fold   New Customer   Advanced Search  Add Location   Cancel
The customer location search is the primary method of finding a customer location and all supporting records such as contacts, etc.  

The search screen requests one or more selection criteria to be entered.  A list of customer locations that meet all criteria is then displayed.  The selection criteria can be changed at any time to obtain a new list.  Various options exist for working with any of the listed customer locations.

  Customer Search Modes of Operation

Customer Search will operate in two distinct modes of operation: Location level and Contact level.  For location level, one list entry will be made for each location (account or customer number) that meets the search criteria.  For contact level, the location entry will be displayed just like in location level mode, but each contact will then display below the location as separate list entries.

The following is an example of the contact level mode display:

    Up    Dn                 Customer Location Search    12:10:32   4/23/01 

 Key_Words/Name: WILSON________________________   Location #: _______  Mode: C  

 Phone #: _____________ Zip: ________   State: __   Org: ____ User: _________   

 Filters: Market: ____ S_Div: ____ Rep#: ____ Parent_Only: N Status: ACTIVE____ 

  1=Select  2=Change  3=Display  4=Note_Pad  5=Diary  6=Contacts  7=Telephone   

8=History  C=Clone  O=Order_Search  P=Parent  X=Ship/Bill  S=Sold  E=Order_Entry

 opt locn#  organization name              city                      search key 

  _   1082  AARP                           Washington           DC   WILSON     

   PROSPECT 601 E Street NW                S/B/Sh: N N N Mkt: B/G  Org: DRCT    

  _   1082  Ms. Carola Wilson                                        WILSON     

   PROSPECT                                S/B/Sh: N N N Mkt: B/G               

  _   2210  Albright & Wilson              Sumerville           SC   WILSON     

   PROSPECT 101 Smithfield                 S/B/Sh: N N N Mkt: B/G  Org: DRCT    

  _   2210  Mr. Bill Helfenftein                                     WILSON     

   PROSPECT                                S/B/Sh: N N N Mkt: B/G               

  _  11819  wendy's International          CHICAGO              IL   WILSON     

   PROSPECT                                S/B/Sh: N N N           Org: *TEI    

  _  11819  Mr. Harry Wilson                                         WILSON     

   PROSPECT                                S/B/Sh: N N N                        

  _  18309  ATT Universal Card Services    Jacksonville         FL   WILSON     

   PROSPECT 8787 Bay Pine Road             S/B/Sh: N N N Mkt: 8    Org: CUST  + 

     Clear   Fold   New Customer   Advanced Search  Add Location   Cancel      
  Search Criteria and Options

	Mode
	Use L for location level mode and C for contact level mode.  The default is location level mode.

	Keyword
	From one to five keywords can be entered, separated by at least one space.  The order is not important.  A keyword is any word in the organization name, any contact last name, and any city name.  Any single character is ignored as a keyword.  Only the first 10 characters in any word is used as the keyword.

Partial keywords can be entered by using an asterisk to initiate a generic search.  For example MOTOR* will select motors, motorboat, and all other keywords which start with MOTOR.

Use a "?" in any keyword field to obtain a list of all keywords with the number of occurrences of the keyword.  This is especially useful in finding a misspelled name.

The KWOC (keyword out of context) feature can be used to add any additional keyword to any customer location.  For example, add the keyword GMAC to General Motors Acceptance Corporation.

Keywords (except KWOC) are two characters or more.  A word of more than 10 characters will use the first 10 characters as the keyword.  A list of "out words" exists to eliminate trite words from the keyword file.  Trite words are: AND, ASSOCIATES, BUREAU, CENTER, CENTRAL, CHURCH, CITY, CLINIC, CO, COLLEGE, COMPANY, INC and many more.

	Location Number
	The customer location number of the customer location record.  If a location number is entered, all other search criteria will be ignored and this location will be listed.

	Phone Number
	The phone number which includes an area code and phone number.  The area code can be specified alone.  If the phone number is entered, the area code must be entered.  

Partial phone numbers can be entered.  For example 312246 will select all phone numbers in area code 312 with a prefix of 246.  .

Enter phone numbers without blanks or special characters if the entire phone number will not fit into the space provided.

	Zip/Post Code
	The zip code of the customer location.

Partial zip codes can be entered.  For example 606 will select all zip codes with a prefix of 606.  .

	State/Province
	The state or province code for the customer location.  Use a "?" for a list.  Search criteria available only for US and Canadian versions.

	Country
	The Country code.  Available in International ARC/400 version; also available in  US/Canadian ARC/400version if the Country Search is selected as an option in the user’s User File (instead of the user field search).

	Organization Type
	The organization type.  These are used to classify internal address types like sales people, vendors, distributors, employees, etc.  Use a "?" for a list

	User Field
	A user defined searchable field.  See the user field on the customer location screen.  A validation table could have been set up for this field in the Company Control File.  If so, use a "?" for a list of valid entries.

The user field is not available on the search screen for US/Canadian ARC/400 version where the Country Search is selected as an option in the user’s User File.

	Market Filter
	The market code for the customer location or any contact.  A filter is not a search criteria and must be used in conjunction with a search criteria to be used.

	Sales Division Filter
	The primary sales division which this customer is a member of.

	Sales Rep Filter
	The sales person who is assigned to this customer.

	Parent Only Filter
	Specify "Y" to list only parent customer locations.  Specify "N" to list all customer locations.  A filter is not a search criteria and must be used in conjunction with a search criteria to be used.

	Status
	Limits the selected locations based upon the location status and the location’s Sold-To, Bill-To, and Ship-To flags.

NO FILTER – no filtering in effect.  Includes all organization types including employees, vendors, producers, sales people, etc.  All other filter codes will exclude these non-customer organization types unless the organization type search criteria is used.  Also includes INACTIVE, MERGED, and WITHDRWN status codes.

ACTIVE – all active customer locations are displayed.  Excludes organization types and status codes as described under NO FILTER.

ALL SALE – all sales contacts are displayed.  These organizations either have a Sold-To flag set to Y or have no Sold-To, Bill-To, or Ship-To set yet.  Also excludes status codes of SHIPONLY, BILLONLY and BILLSHIP.

ALL SHIP – all shipping locations are displayed.  These organizations either have the Ship-To flag set to Y or have no Sold-To, Bill-To, or Ship-To set yet.  Also excludes status codes of BILLONLY.

ALL BILL.- all billing locations are displayed.  These organizations either have the Bill-To flag set to Y or have no Sold-To, Bill-To, or Ship-To set yet.  Also excludes status codes of SHIPONLY.

PROSPECT – all prospects are displayed.  These organizations have no Sold-To, Bill-To, or Ship-To set yet.  Also includes status code of PROSPECT.

AR BALANCE – all locations with a non-zero AR balance are displayed.


The above selection criteria will cause a list of customer locations to be displayed on the screen.  Once displayed, various options can be selected.

Selection Options for Search and List screen:

	
	1=Select allows the customer location number to be remembered for use in the next function.  The search screen ends and the previous function or menu is displayed.  Any customer function can be selected which will use the customer location which was selected.

	
	2=Change and 3=Display displays the customer location screen in either change mode or display mode.

	
	4=NotePad, 5=Diary, 6=Contact List, 7=Telephone # and 8=History (sales history) call those functions.

	
	C=Clone copies the contents of the selected customer location into the customer location screen displayed in add mode.

	
	O=Order Search and E=Order Entry calls these functions using the customer location selected as the sold-to customer.

	
	P=Parent changes the list of customers.  A message at the bottom reads "Children of Parent 0001234 Displayed ... press F5 to restore".  The parent organization of the selected customer location is 0001234 in this example.  All children are displayed in the list.

This feature provides an excellent way to display other related organizations to find a location which you are interested in.  See “Parent/Child Selection Utility” section of Chapter 12 for more information.

	
	X=Ship/Bill changes the list of customers.  The list now includes all ship-to locations and bill-to locations where the selected customer location was the sold-to.

	
	S=Sold changes the list of customers.  The list now includes all sold-to locations where the selected customer location was either a bill-to or a ship-to location.


Function Key or Pushbutton Options for Search and List screen:

	
	F2=Clear clears the screen of all selection criteria and product lists.

	
	F3=Exit returns to a previous screen.

	
	F5=Restart_Scan clears search screen for a new search.

	
	F6=Add_Location displays a new Customer Location screen for a new customer to be  added.

	
	F11=Fold displays one or two lines of information for each customer found by the search process.

	
	F12=Cancel returns to a previous screen (perhaps a more recent previous screen than Exit)..

	
	F15=New Customer displays a screen which provides an expedient way to enter both a new customer location and contact on one screen (see “Location & Contact Prospect Entry Screen” section in this chapter).

	
	F22=Advanced Search Options displays more criteria for a customer search.  See following section Advanced Search Mode.


Note regarding the Sales Division and Sales Rep filter on the search screen:

The filter is using information that is updated nightly so very current sales changes and additions may not be accurate.  Requires the nightly running of the GETSALE job in the Report Control File.  

Note regarding very long searches

For large searches, the screen will stop after reading 1000 records and every 1000 records after that.  This will give the user the option of continuing by pressing CONTINUE or canceling the search by pressing STOP.  The screen will display these instructions for the user.

  Advanced Search Mode

Advanced Search allows for additional search criteria to be used in conjunction with the standard searches.  Press the Advanced Search button to display the additional criteria.

Note:  Depending upon the search criteria and the size of your customer data base, an advanced search may take longer to display than other standard searches.  

One may enter one or more Advanced Search criteria along with zero or more standard search criteria and then press Accept.  The results are displayed just like the results are displayed with the standard search criteria.

                           Advanced Search Options                           

   Customer Location Search Fields                                           

             Industry Codes: ____                        Sold Flag: _        

                Market Code: ____                        Ship Flag: _        

                Source Code: __________                  Bill Flag: _        

                Status Code: ________                 Recency Band: _        

              Mkt Potential: ____                     Recency Cell: _        

                  Time Zone: ___                    Frequency Cell: _        

            Entered by User: __________              Monetary Cell: _        

         Entered date range: __________ to __________   Alpha Name: ____     

       Lifetime Sales Range: __________ to __________                        

      Last Order Date Range: __________ to __________                        

    Last Invoice Date Range: __________ to __________                        

Contact Search Fields                                                     

             Decision Level: __________                  Sold Flag: _        

            Purchase Timing: __________                  Ship Flag: _        

                   Campaign: __________

     Contact Last Call Date: __________ to __________                        

      E-mail: ____________________________________________________________
                          Clear    Cancel    Accept                          

  Advanced Search Criteria and Options

	Customer Location Search Fields
	Customer location searches include fields on the Customer Location Maintenance screen.  These are industry code, market code, source code, status code, Marketing Potential code, and Time Zone.  These entries are entered by the user on the maintenance screen.  Use a question mark to list appropriate values for your selection.

	Sold, Ship and Bill flags
	These are fields that are set by ARC/400 during invoicing to signify that the customer and/or contact has been used as a Sold To and/or a Bill To and/or a Ship To in the order.  This makes it easy to select only contacts that have purchased before by setting the Sold To to Y.

	Date and Amount Range Searches
	Searches include the entry date range, the lifetime sales amount range, the last order date range, and the last invoice date range.  Leaving the first or FROM value blank will accept any lower end value.  Leaving the secord or TO value blank will accept any higher end value.  For example, entry of a last order date of January 1, 2002 into the FROM date and leaving the To date blank, one will list all locations with an order posted from January 1, 2002 to current.

	RFM Searches
	Recency, Frequency and Monetary searches use the Bands and Cells as calculated by the RFM routines.  This is a feature that is turned on or off in the Company Control File, Marketing Parameters (see RFM Support flag).  For full information, see Chapter 7, TeleService and Marketing Management, ARC/400 Data Base Marketing.

	Recency Band
	Recency Band is a value of 0 or greater.  0 for never purchased, 1 for a purchase in the most recent band (default is one year), 2 for a purchase in the next band ( 1 to 2 years ago), etc.  

	Recency Cell
	Recency Cell – 0 for never purchased; 1 through 5 (or otherwise selectable) which divides all customers into 20% groupings based upon the most recent purchase date.  1 for the top 20% of purchasers; 5 for the bottom 20%; etc.

	Frequency Cell
	Frequency Cell – 0 for never purchased; 1 through 5 (or otherwise selectable) which divides all customers into 20% groupings based upon the most number of orders.  1 for the top 20% of purchasers; 5 for the bottom 20%; etc.

	Monetary Cell
	Monetary Cell – 0 for never purchased; 1 through 5 (or otherwise selectable) which divides all customers into 20% groupings based upon the highest invoiced amounts.  1 for the top 20% of purchasers; 5 for the bottom 20%; etc.

	Alpha Search
	The value entered will select any customer location SORT Name beginning with the entered values.  The SORT Name is normally the same as the Organization Name for companies or the Last Name for individuals.  

	Contact Search Fields
	Contact searches include field on the Contact Maintenance screen.  These are Decision Level and Purchase Timing.  These entries are entered by the user on the maintenance screen.  Use a question mark to list appropriate values for your selection.

	Campaign
	When one searches by campaign code, the resultant list will include customers and/or contacts that have been previously included in the listed campaign.  

This feature can be very useful when used in conjunction with other search criteria, such as sales division or sales person number.  For example, a sales person can very quickly list the contacts in his or her territory that were included in a specific campaign.

	E-Mail Search
	If a full email address is entered then the search will find the contacts using this email address.  If not already set, the result display is changed to Contact Mode displaying contact information.  See the section above entitled: Customer Search Modes of Operation.

	E-Mail Domain Name Search
	If the email address starts with an @ symbol, the search will find all email addresses using the domain name following the @ symbol.  Such a search may take a little longer to perform.  For example, entry of @cacorp.com will find all email address using the cacorp.com domain name.


  Printing a Customer Search List

Using function key F24 (see the function keys by pressing the Pause/Break key on any ARC/400 screen) will cause the list to be copied to the Direct Mail results file with a file name which is the same as your User ID.  See the Direct Mail List Review and Change function on the TeleService Management menu.  From that screen, the list can be printed.  Note:  the list is limited to about 9,999 contacts using the F24 method.
  Location & Contact Prospect Entry Screen

                        Location & Contact Prospect Entry    14:13:23   1/04/02 

 Contact: _____ ____________ ___________________         Location Level         
         (mr/s) (first name)   (last name)          Source Code ....: __________
                                                    Market .........: __________
  Job Title...: ___________________________________ Employee Numbers: __________
 Dept/Mail Drop ___________________________________ Revenue Range ..: __________
                                                    Industry .......: __________
  Company Name: ___________________________________ Organization Type __________
    Address. .: ___________________________________ Mkt Potential ..: __________
                ___________________________________                            .   
                ___________________________________      Contact Level          

    City,St. .: ________________________  __ Res: _ Mkt_Priority....: __________
    Zip Code .: ________ - ____  Country: USA       Budget Size.....: __________
                                                    Group Size......: __________
 Telephone. .: WORK ____________________ Ext: _____ Market..........: __________
               FAX  ____________________ Ext: _____                            . 

       E-Mail. : ___________________________________________________________                  

 Sales_Override: Div: ____  Rep: ____                                           

                   Note Pad    KWOC    Phone No     Parent    Diary    Catalogs  

 Batch_Entry: N                      Codes   Exit    Cancel    Accept      

User defined and user controlled fields are highlighted above in the darker shading.  An installation option allows for these 8 Location Level screen entries to be displayed as any of the 24 possible ARC/400 fields including user defined fields, and allows for these 5 Contact Level screen entries to be displayed as any of the 44 possible ARC/400 fields including user defined fields.  See Chapter 13, Systems Administration, User Screen Definition and Validation for more information.

This customer entry screen provides a quick way for an operator to enter a new customer location and contact on just one screen; if the operator is entering the new customer while on the phone and wants to enter the customer information quickly, this screen provides that option.

Note Pad, Accept, KWOC, Phone No, Parent, Diary, and Catalog will Accept the screen and create customer and contact records in the data base.  All except Accept will display the selected screen after creating the records but before clearing the screen for the next entry (if batch entry is set to Y).

See the Customer Location and the Contact screens for an explanation of all fields.  

Batch Entry question determines if the screen will continue to display after pressing any pushbutton accepting the screen input.  Use Y if entering from a list or response cards where a number of customers are entered over and over again.  Use N if entering a single location and you wish to return to a previous screen.

Duplicate Checking:  upon accepting your input, ARC/400 will attempt to find highly similar customer location accounts that already exist, which may be a potential duplicate.  If one or more is found, the user will have the option of using an existing customer location or continuing to create a new account.  

    Possible Duplicate Locations - Select Existing or Create New Location    

  Sel Organization Name                          City  State Zip____________              

   _   16099  Ace Hardware Corp              Oakbrook IL 60523-2100           

     ACTIVE   2200 Kensington Court       S/B/Sh: N N N Mkt: 6    Typ: CUST  

    1=Select  2=Display            Cancel    Create New Location                      

Function Key or Pushbutton Options for the Location & Contact Prospect Entry Screen:

	
	F3=Exit returns to a previous screen.

	
	F4=Note_Pad allows operator to enter a note for this customer (see “Note Pad” section in this chapter)..

	
	F5=Restart_Edit restores this customer’s information as it appeared when the current customer screen was first entered. 

	
	F6=Accept accepts current information on this screen as permanent changes.

	
	F7=KWOC allows operator to add a keyword for this customer (see “Keyword” section in this chapter).

	
	F8=Phone_No allows operator to add a phone number for this customer (see “Phone Numbers” section in this chapter).

	
	F9=Parent displays Parent/Child Selection Utility screen.

	
	F12=Cancel returns to a previous screen (perhaps a more recent previous screen than Exit).

	
	F14=Diary allows operator to add a new diary page for this customer (see “Diary Entry” section in this chapter)..

	
	F16= Catalogs allows for quick entry of a letter for sending a catalog.  Also allows for quick scheduling of a call for a sales person.  This is usually used when entering many names from a list or from response cards.


  Parent/Child Selection Utility

Customer locations can be grouped based upon their common parent organization.  This is often done with divisions of a large corporation or departments of a University or agencies of a governmental department.  Through this grouping, these different customer locations can be associated together in reports, used together for sales person assignment, or referenced using the Customer Location Search screens.

Identifying the children of a parent often requires some judgment and research.  To assist this process, ARC/400 has the Parent/Child Selection Utility.  This utility program can be used either from the File Maintenance Menu or from the Customer Location Maintenance screens (using Parent).

When Parent is selected from the Customer Location screen, the Parent/Child Selection Utility will be displayed.  The Parent/Child screen looks very much like the Customer Location Search and it works similarly.  The keywords to be searched are derived from the organization name from the original Customer Location.

                      Parent/Child Selection Utility        14:04:55  10/27/98 

 Key Word/City/Last Name: AMERITECH_ ___________ __________ Location #: _______ 

 Phone #: _____________ Zip: ________   State: __   Org: ____ User: __________  

   Filters: Market: ____  S_Div: ____  Rep#: ____  Active: Y  Parent_Only: Y    

  1=Select                                                                      

                    P=Parent  X=Ship/Bill  S=Sold  M=Mark    Parent #: _______ 

 Sel locn#  organization name              city                      search key 

  _  10939  Ameritech Mobil Comm. Inc.     Hoffman Estates      IL   AMERITECH  

   ACTIVE   2000 W. Ameritech Center       S/B/Sh: N N N Mkt: B    Typ:         

  _  11108  Ameritech Information Systems  Chicago              IL   AMERITECH  

   ACTIVE   500 W. Madison, Suite 160      S/B/Sh: N N N Mkt: B    Typ:         

     Clear            Add Location    New Customer     Cancel    Accept      

Use the search criteria on the top of the screen to find the parent.  Note that the parent-only question will default to Y so only locations that are considered parents will be displayed; other children are not.  Once you find the parent, use Selection Option “1” to bring the customer number into the original Customer Location screen.  Remember to press Accept.

Procedure to begin using Parent/Child numbering

To use the utility, select from the file maintenance menu.  It is best to do this one company at a time.  The following example uses IBM.

Step 1
Select the parent.  Use the searching facilities on the Parent/Child Selection Utility screen to find the parent.  Record the parent number on the screen:  Parent #: ___________

Step 2
Find the children of the parent.  Enter IBM in the keyword search to find all of the locations with IBM in the name.  

Step 3
Enter an “M” in the option field next to each location that is a child of the parent number selected in step 1.  Optionally, use the other selection options to determine if any particular location ought to be a child of the selected parent.

Step 4
Press Accept to cause the locations marked with an “M” to have the parent number changed in each of their location records.  Note:  you can use options 2 or 3 to verify that the change occurred.

Step 5
Use the selection criteria to find other locations that ought to be linked to the parent and repeat steps 3 and 4.

Step 6
Do the same for other parent companies.

Step 7
If you make a mistake, use the location maintenance screen to “blank out” the parent number.

Sales Assignment Tip:
If you want to assign all of the parent and children locations to a particular sales person, use the “sales person assignment change utility” on the file maintenance menu.  In this utility, enter the parent customer number and the new sales person number.  Be sure that the “Change Children” flag is set to “Y”.  

  Customer Location and Contact Concepts

  Various Alternate Addresses for a Location or Contact

ARC/400 supports a variety of addresses for a customer organization.

A company may have a mailing address that is a post office box as well as a street address for shipping packages.  ARC/400 supports this alternate shipping address for customer locations; each of the two addresses is used at the appropriate time.

A company may be spread out over a small geographical area within one city (i.e. a campus address) or among nearby cities.  To accommodate this situation, ARC/400 allows two additional addresses to be assigned to each contact; thus these contacts with different addresses may still be grouped under one customer location, in order that the customer history may be associated properly under one customer account.

Each location is given a primary address; this address is the primary mailing address.  Additionally, the location can be given a separate shipping address that is used in place of the mailing address for shipping purposes (i.e. shipping documents and shipping labels).  If no alternate shipping address is specified, the mailing address is used for shipping.

In addition to the above two addresses for each location, every contact may be given up to two alternate addresses 1) for mailing purposes, and/or 2) for shipping purposes.  If a contact has an alternate address, the contact address will be used instead of the location address.  If no alternate address is specified for the contact, the address for the location is used.

Important point:  ARC/400 will continue to consider the location address as the primary address of the organization.  Therefore, the location’s address will continue to be used for location search purposes and for time zone calculations.  The alternate contact addresses will not be used for these purposes.

See screens for alternate mailing and shipping addresses in the “Customer Location Screen” and “Contact Record” sections of this chapter.

  Rules for Customer Keywords

Every customer location and contact will generate keywords which can be used in the search screen.  The following rules apply:

1.
A keyword is created for every word in the customer organization name when the customer location record is originally added to the data base.  All keywords are adjusted thereafter if any change to the organization name occurs.

2.
A keyword is created for every word in the customer's city name when the customer location record is originally added to the data base.  All keywords are adjusted thereafter if any change to the city name occurs.

Note that searching for “Las Vegas” requires a search for LAS or a search for VEGAS because these are separate words. 


Note also that alternate addresses are NOT included in keyword searches.

3.
A keyword is created for the last name of a contact when the contact record is originally added to the data base.  It is adjusted thereafter if any change to the contact's last name occurs.

Certain adjustments occur to the last name to make it easier to find.  Any leading spaces and punctuation are removed and replaced with blanks.  Also, these suffixes are removed:  Jr, Sr, II, III, and IV.

For example, the last name of Wilson will have a keyword of WILSON.  The last name of Johnson Sr. will have a keyword of JOHNSON.  A last name of O’Brien will have a keyword of OBRIEN.  A last name of Smith-Jones will have a keyword of SMITHJONES.  

If the last name consists of separate words with blanks, the blanks are removed to make the keyword.  For example, a last name of Mc  Arthur and McArthur and Mc  Arthur Jr. will all have a keyword of MCARTHUR.

 When a contact is made inactive, the last name keyword is removed.

4.
Trite words are not used as keywords.  A trite word will be a word that is used so often in the data base that it is useless as a search word.  One example is "INC" which will be used in most company names.  

Trite words are found in the EXCLDC file.

5.
All punctuation and special characters are removed from all keywords.  

6.
All leading spaces are removed.

7.
All lower case text is converted to upper case text for keywords.  Therefore, all keywords are in capital letters.

8.
All keywords must be at least two characters.  Any word with only one letter will not be used as a keyword.

9.
The KWOC (keyword out of context) feature can be used to add any additional keyword to any customer location.  For example, add the keyword GMAC to General Motors Acceptance Corporation.  This feature is found on the customer location maintenance screen.

A KWOC keyword may be any 10 characters including blanks and special characters.

10.
Keywords can have a maximum length of 10 characters.  Words longer than 10 characters will use the first 10 characters as the keyword.  All keywords must be at least two characters long.

11.
A keyword inquiry function is provided by using a "?" in any keyword field on the Customer Location Search screen.  A list of all keywords used by ARC/400 plus the count for each keyword will be displayed.  This is a valuable feature to assist in finding misspellings in the data base.

   
Definition of a Sold-To / Bill-To / Ship-To

Every customer order specifies a sold-to customer, a bill-to customer and a ship-to customer.  The sold-to person is usually the marketing contact that makes buying decisions.  The bill-to is the person who receives the invoice.  The ship-to person determines where the goods get shipped.  It is common for one customer location and one contact to be all three for one order.

ARC/400 tracks these so that one knows if a particular contact or location has ever been used in a customer order as one or more of these.  This information is updated when the order is shipped and invoiced. 

Various screens including the customer location and contact screens will have this information displayed.  It is referred to as: Usage:  Sold: Y  Bill: N  Ship: Y.  A "Y" means it has been used and a "N" means it has not been used in that context.

   
Customer Location and Contact Status Codes

Every customer location record and every contact record has a status code.  The usual status is ACTIVE.  When a record is no longer needed, the status is changed to INACTIVE or WITHDRWN.  Valid status codes are:

	ACTIVE
	The normal status is an active customer.

	INACTIVE
	Inactive customer locations and contacts will not display on search screens.  They are restricted against any new order on the system.  They are not included in selected customers on the letter, label or call queue build facilities.

	WITHDRWN
	Same as INACTIVE.

	MERGED
	Same as INACTIVE, but this number has been merged with another customer number.  The new number is located on the customer location screen for the Merged customer.

	BILLONLY
	Reserved for billing only.  Restricted from being used as a sold-to or ship-to on a customer order.  These are not included in selected customers on the call queue, broadcast fax or direct mail build facilities.

	BILLSHIP
	Reserved for billing shipping only.  Restricted from being used as a sold-to on a customer order.  These are not included in selected customers on the call queue, broadcast fax or direct mail build facilities.

	SHIPONLY
	Reserved for shipping only.  Restricted from being used as a sold-to or bill-to on a customer order.  These are not included in selected customers on the call queue, broadcast fax or direct mail build facilities.  

	MAILONLY
	Reserved for mailings only.  Can not be used in a customer order.  

	PROSPECT
	Overrides the normal prospect designation causing ARC/400 to treat the customer location as a new prospect.  Normal designation for a prospect is to have the Sold-To, Ship-To and Bill-To flags set to N.


  Enhanced Customer Status Profiles

This feature allows for the automatic setting of customer location and contact status codes based upon sales volume over a pre-defined period.    

A Customer Status Profile definition screen will allow the user to determine what status codes will be assigned to what sales ranges.  For example, customers with sales of zero dollars are given LEVEL1, customers with sales in the range of 1 penny to $300 are given a LEVEL2 status code, customers with sales in the range of $300.01 to $440 are given a LEVEL3 status code, etc.  All ranges and status codes are under the control of the user.  See option 73 on the Tele-Service Management menu.

                    Customer Status Profile  - List          12:19:50   8/15/01 

     Invoices To Consider: Since Date: ________  or Previous Months: _2        

                         Include Finance Charges: N                  Active: Y  

                        Sel       Limit      Status                             

                         _             0    LEVEL1                              

                         _           300    LEVEL2                              

                         _           440    LEVEL3                              

                         _         1,000    LEVEL4                              

                         _         5,000    LEVEL5                              

             Select:  1=Display  3=Copy_to_New_Record                             

                                                  Exit    Search Screen      
The user will determine how far back to calculate sales.  The default of 12 months will determine status codes based only on the sales volume for the past 12 months.  This period is determined by entering either a start date or a number of months.  Using a start date, sales volume will be determined by adding all sales since the entered date.  Using previous months, the start date is figured as of the first of a month.  Enter either a Since Date or a Previous Months.  Either one or the other must be entered, but not both.

The user will also have the option of specifying if Finance Charges will be determined in the calculation.  These are transactions with a line type of FC.

The entire feature may be turned off by specifying Active = N.  

The rules for entering the above values are the same as with any other File Maintenance screen in ARC/400.  The maintenance screen allows the user to add or change individual entries.

Note:  Any location or contact with a status code of either “PROSPECT” or the default value in the Company Control File will have its status changed to “ACTIVE” when the first non-zero invoice is processed for the location and/or contact.  However, the ACTIVE will likely change during the next nightly processing to the status code value set in the Customer Status Profile screens.

                  Customer Status Profile  - Detail          12:24:28   8/15/01 

                             Display Mode                                       

                       Limit. . . . __________0                                 

                       Status . . . LEVEL1___                                      

         Last Maint Date: 08/15/01     Last Maint User ID: COSENTINO            

  List Mode    Change Mode                                  Previous    Next  

                             Exit    Search Screen                        
For each entry, specify the upper limit on the range and the status code that should be associated with the range.  The range is determined by the upper limit of the next lower entry up to the upper limit of this entry.  Use an upper limit of zero to change the status of those who have not had sales in the period.  Use List Mode to return to the list screen to view all of the ranges together.

New status codes are added to table 025 in Table Maintenance on the Systems Administrator menu.  To add new status codes, the user MUST be the ARC/400 Administrator as defined by the Systems Administrator ID in the ARC/400 System Parameters in the Company Control File.  

  Eligible Customers

Automatic changing of status codes will only apply to customers who have had at least one sales history line item in its lifetime as the sold-to customer.  In addition, the following status codes are not eligible for status code changing:  INACTIVE, MERGED, WITHDRWN, BILLONLY, SHIPONLY, and BILLSHIP.  The following organization type codes are not eligible for status code changing: PRDC (producers), DEAL (dealer), DIST (distributor), SALE (sales person), EMPL (employee), and VEND (vendor).

  Initial Setting of Customer and Prospect Status Codes

The default status code for all new customer locations and contacts is determined by the Default Status Code field in the Marketing System Parameters in the Company Control File.  We suggest a value of “PROSPECT” or similar.  

To initialize the status codes of all existing customers and contacts, the following procedure should be used:  

· run program CMSTINIT.  This will initialize all customers and contacts that are eligible for status code changing to the default value in the Company Control File.  If not set in the Company Control File, the default status of “PROSPECT” will be used.

· wait for the next daily status code update which is run nightly.

  Setup Instructions for Customer Status Profile Feature

This information is provided for general background understanding, and setting up any report control file entries is not required by any user to activate this feature.  Set up as follows:

             Report Control Maintenance - Display Screen    16:24:16   8/15/01 

                             Display Mode                                       

            Exit ID . . . .  05                                                 

            Sequence. . . .  ZY                                                 

            Frequency Code.  D                                                  

            Day of Week . .  7                                                  

            Report Distribution: __________________________________________     

            Descriptive Text:                                                   

            Customer Status Profile Daily Update___________________________     

            Command Text. .                                                     

SBMJOB CMD(CALL PGM(CMSTPROF)) JOB(CM_PROFILE) JOBQ(ARC400) USER(ARC400)____    

         Last Maint Date: 08/15/01     Last Maint User ID: COSENTINO            

    List Mode    Change Mode                                  Previous    Next  

                               Exit    Search Screen                                   

The program defined in the Report Control Maintenance will calculate and update the customer and contact status codes periodically.  If this is run daily then any changes to the status code will not be applied until the end of the day.  If this is run less often, the status code changes will not occur until that time.

  Duplicate Customer Location Checking

Duplicate checking is performed using a report that is automatically run every month end and is also available from the reports menu.

Duplicate checking is based upon two customer locations having a similar location name and a similar last address line and an equal state/province code or an equal zip/post code.  The report will compare all new customers since a provided date (monthly report uses the previous month end date) with all other customers on the database.  If sufficiently similar, both are included on the report.  The decision to merge two locations is a user decision and is not performed automatically by ARC/400.

Similarity in the customer name and address is implemented by creating normalized names and addresses for comparison purposes.  This is done by converting all to capital letters to eliminate any mixed case differences, removing all special characters, removing excess blanks, removing one character or digit words, removing trite words which could cause difficulties and removing common address words (like PO BOX).  

This procedure will only find obvious duplicates.  The system users must find other duplicates.

   
Merging Customer Locations

Duplicate customer location numbers can be corrected by merging one location into another.  

Two locations can be identified for potential duplicates by the user or using the Potential Duplicate Customer Report.  This report is run automatically monthly checking all new customers added that month.  It can also be run at any time through the Reports Menu.  

When using the reports menu, a date will be displayed.  The date is the oldest date for a new customer to be checked for duplicates.  For example, if 06/01/99 was entered, all new customer locations since that date will be checked against the entire data base for duplicates.

The report will match all customers with a similar name and similar address.  If two new customers are matched with one or more older customers, it is likely that the locations will occur on the report more than once.  Use the first since it matches the oldest with the newer customers.

Once locations are identified for merging, all merge requests are made through the "Merge Customer Locations" screen located on the Tele-Service Management Menu.  Once the request has been validated and accepted, the actual merging of the customer locations will occur during the next nightly processing run.

                           Merge Customer Locations         9:35:47  10/19/99 

           Merge From Customer: __12244  Western Digital Corp.                  

                                         8105 Irvine Center Dr.                 

                                         Irvine               CA 92677          

      Customer Merge                                                                          

             Merge To Customer: __12262  Western Digital Corporation            

                                         8105 Irvine Center Dr.                 

                                         Irvine               CA 92718          

      Contact Merge                                                                          

             Merge From Contact: ____                                                                   

               Merge To Contact: ____                                                                 

  Merge-From Search    Merge-To Search      Exit    Cancel    Accept                        

Merging options include Customer Merge and Contact Merge.  

For Customer Merge, the merge-from customer and the merge-to customer numbers must be entered.  This will merge the locations and merge all contact together under the merge-to location number.  The contact merge fields must be left blank for customer merges.  

For Contact Merge, the merge-from customer number is entered and the two contact merge numbers are entered.  This will merge the merge-from contact into the merge-to contact.  The merge-to customer must be left blank for the contact merge.

Virtually all data from the merged-from customer will be moved into the merged-to customer as if all activity was against the merged-to customer location all along.  A merge request is accepted when:


The merged-from customer and contact must not have been previously merged.  This is determined by the status code that is changed to "MERGED" after the merge takes place.


The merged-to customer or contact must not be inactive, withdrawn or merged status.

The merged-from customer location record will remain on the system.  The status is changed to "merged".  Use the customer number search to display.  Keyword searching is disabled for merged customers.  Most data such as contacts, diary notes and sales history will not be available through the merged-from customer anymore ... use the merged-to customer.

Merged-from contacts will be moved to the merged-to customer location.  If a duplicate contact exists (i.e. first name and last name are exact matches), the contact information will be merged.  Otherwise, merged-from contacts are merely moved to the end of the merged-to contact list.

It is a good practice to check the customer location and contact screens for both the merged-from and the merged-to locations to determine if various codes have been moved according to your wishes.  There are many possibilities for inconsistencies that are not correctly resolved by the computer.  It is the responsibility of the user to verify the intent of the merge.

AR credit statistics are not updated through the merge.  Update occurs during the next AR credit statistics update run which the company control file determines.

Customer sales rankings and status profiles are not updated through the merge.  Update occurs during the next update run which the company control file determines.

Any AR dunning in progress is not updated.

Any Preview dunning in progress is not updated.

Any Letters or Labels in progress are not updated.

Any call queue build in progress is not updated, although all call queues are updated. 

   
Override Ship-To and Bill-To Numbers

When a customer location is used as a sold-to on a new customer order, the order entry system will default the bill-to and the ship-to to be the same as the sold-to.  That is, unless an override ship-to number or bill-to number are located in the sold-to customer location record or the contact record.  If different information is kept at the location and the contact records then the contact information is used.  

These override numbers are entered into the customer location record using the order entry system.  Use the Order Address Relationships screen (Order Addresses in order entry) to display the Ship-To and the Bill-To address.  Use the function keys to change.  After any change, the new values will be moved into the customer location record and will be used as defaults for future orders.

   
Deleting Prospects from Data Base

 A customer location and all records associated with that customer location may be deleted from the database through the “Delete Prospect Locations” screen (Tele-service Management menu option 45).  If a location has been used in any order as a sold-to, bill-to, or ship-to customer, the location will not be deleted.  See “Deleting Prospects from Data Base” section of Chapter 7 for further details.

  Customers who are Individuals vs. Employees of Companies

ARC/400 operates slightly differently when the customer is an individual instead of an employee of a company.  The determination is made when the customer is originally entered into the data base based upon whether the company name is blank or not.  

· Individuals have the contact’s name on the Customer Location screen as well as in the Contact screen.

· Although individuals do have both a Customer Location screen and a Contact screen (just like a company employee), there can only be one contact entry for the customer.  One can not add additional contacts.

· Labels and addresses will format the address without any company name.

· Keyword search will include the person’s full name (including the first name) and the city name (even if the city name is normally turned off).

On the New Customer screen (Location & Contact Prospect Entry) which is the preferred way to enter all contacts, one will enter an individual by simply leaving the company name blank when entering the contact’s name, address, etc.  When you try to accept your input, you will be required to confirm the choice for entry as an individual.  

  Changing from Company to Individual and Vise Versa

Once a company or an individual is originally entered, ARC/400 will allow you to change from a Company to an Individual or Individual to a Company.  This is true unless a Company has more than one contact, then the conversion to an individual is not possible.  The one contact rule is enforced even if there is only one ACTIVE contact, but there are more than one total ACTIVE and INACTIVE contacts.

If the conversion is possible, press the Convert to Company or the Convert to Individual button on the Customer Location maintenance screen.  Once pressed, the screen will show the changed values, but the change will become permanent only after pressing Accept.

  Tracking Orders and Sales Information

Order and sales information is tracked by ARC/400 for all customer locations and contacts.  This information is found on:

Customer History
This display shows a variety of sales information and statistics.  Additionally, all sales transactions are displayed with the most recent first.

Order Search

All orders for a customer are listed by using the customer location number as the sold-to, the bill-to or the ship-to search criteria.

Invoice Search
All invoices for a customer are listed by using the customer location number as the sold-to, the bill-to or the ship-to search criteria.

AR Search & Inquiry
All AR transactions for a customer are listed by using the customer location number as the sold-to, the bill-to or the ship-to search criteria.

Inventory Transactions
All inventory transactions relating to a customer are listed by using the customer location number as the sold-to customer number.

   
Customer Sales History

The customer sales history is a very powerful screen that is used extensively by sales and other personnel.  There are four modes: a) sold-to history detail, b) sold-to history summary, c) sold-to current orders, and d) ship-to history detail.  

In addition, each of these three modes can display two different types of heading information: a) dates or b) units.

  Sold-To Sales History Mode

This mode displays the sales history for the customer when used as the Sold-To in an order.

                        Sold-To Customer Sales History    14:59:59  10/27/97 

 Organization:   10072 Fox Instrument Co.             West Chicago         IL   

   Sales/MTD . .          .00  Date/Last Ord. 04/08/97  Cust Status   ACTIVE    

   Sales/YTD . .          .00  Date/Last Inv. 10/18/95  Cust Since    09/14/92  

   Sales/Last Yr          .00  Date/Last Pmt. 08/17/95  On File Since 09/14/92  

   Sales/Prev Yr       150.00  AR Balance . .       227.87                      

   Sales/Life. .     3,217.50  AR Status. . . OK       Sort By Date             

  1=Select  2=Invoice  3=Product  4=Order  6=By_Contact  7=By_Prod  8=By_Line   

   Filters:  Version: __  Extension: ____  Type: __  Sales_Div: ____            

 sel  date   product #       sold to       type qty  unit price   amount______        

 _ 10/18/95 0BBP01V    VHS  Burton          PV    1      50.00       50.00      

   BLOODBORNE PATHOGENS                                                         

 _ 08/17/95 0000402    VHSX Burton          PV    1      25.00       25.00      

   A PASSION FOR CUSTOMERS                                                      

 _ 06/28/95 0000601    VHS  Burton          PV    1      37.50       37.50      

   QUALITY THROUGH PEOPLE / IN SEARCH OF #1                                     

 _ 06/28/95 0000602    VHS  Burton          PV    1      37.50       37.50      

   QUALITY THROUGH SYSTEMS/ IN SEARCH OF #2                                     

 _ 06/28/95 0000603    WRKB Burton          SL    1        .00         .00      

   IN SEARCH OF QUALITY SERIES WORKBOOK                                         

 _ 04/06/95 0HAZ00V    VHS  Burton          PV    1      50.00       50.00      

   HAZARD COMMUNICATION                                                       + 

 AR    Units    Summary    Current    Ship-To    Exit    More            

Selection Options for the Customer Sales History screen:

	
	1=Select allows this sales history transaction to be remembered for use in a future screen.

	
	2=Invoice displays invoice information for this sales history transaction.

	
	3=Product displays product information for this sales history transaction.

	
	4=Order displays order information for this sales history transaction.

	
	6=By_contact displays only those sales history transactions of the current group for the contact of the specified transaction.

	
	7=By_Prod displays only those sales history transactions of the current group for the product of the specified transaction.

	
	8=By_Line displays only those sales history transactions of the current group for the product line of the specified transaction..


Filters for the Customer Sales History screen:

	
	Version: displays only those sales history transactions of the current group for the specified version.

	
	Extension: displays only those sales history transactions of the current group for the specified extension.

	
	Type: displays only those sales history transactions of the current group for the specified transaction type, such as SL for sale, RT for rental, etc.

	
	Sales_Div: displays only those sales history transactions of the current group for the specified sales division.


Function Key or Pushbutton Options for the Customer Sales History screen:

	
	F3=Exit returns to a previous screen.

	
	F5=By_Date displays all sales history transactions of the current group sorted by date with the most recent first.  This is the default.

	
	F6=By_Contact displays only those sales history transactions of the current group for the contact selected from a contact selection screen.

	
	F7=By_Product displays only those sales history transactions of the current group for the product selected from a product selection screen.

	
	F8=By_Line displays only those sales history transactions of the current group for the product line selected from a product selection screen.  The product line type must have been defined prior to the shipping of the item in each line displayed (see Chapter 4  Product Functions for more information about product line types).

	
	F9=AR_Inq allows the operator to view accounts receivable information.

	
	F11=Units/Dates displays the alternate heading information that is either a set of dates or a set of product units.

	
	F14=History/Summary/Current displays the alternate screens, which are Sales History Detail, Sales History Summary or Current Orders. 

	
	F15=History/Summary/Current displays the alternate screens, which are Sales History Detail, Sales History Summary or Current Orders.

	
	F18=Ship-To/Sold-To displays either the Ship-To view of sales history or the Sold-To view.


  Units Option for Sales History

Following is the alternate heading with units, which is displayed when Units is pressed.  Pressing Dates will revert back to the date oriented heading.

                         Sold-To Customer Sales History    13:32:29  10/27/98 

Org:   10072 Fox Instrument Co.             West Chicago IL 60188              

                     Revenue      Sold   Returns   Rentals  Previews  Conv2Sale

  Sales/YTD . .       900.00         1         0         1         1         0 

  Sales/Last Yr     1,440.00         1         0         2         0         1 

  Sales/Prev Yr          .00         0         0         0         0         0 

  Sales/Life.       5,557.50        18         2         3        13         5

The Customer Sales History screen is accessed either through the Customer Management menu or the Tele-Service call management screen.  It displays summary sales information at the top of the screen and displays detail transactions in a list.  

Summary sales information is displayed including month-to-date, year-to-date, last year, previous year, and lifetime sales dollar volume.  Other information is displayed as well.

Detail transactions are displayed in a list with the most recent first.  If the item has been returned or credited then this information is displayed along with the original transaction.

The list may be displayed in a variety of ways, as described in the tables above.  Displaying the list in any of those ways will not affect the summary sales information at the top of the screen.  

See the Marketing Management section of this manual for the rules regarding how units are counted.

  Sold-To Sales History Summary Mode 

This mode displays one line per unique product.  This is very useful especially if a single customer purchases a single item over and over again.

     Up    Dn              Sold-To Customer Sales Summary     9:28:08  11/23/98 

 Org:   10072 Fox Instrument Co.             West Chicago IL 60188              

   Sales/MTD . .          .00  Date/Last Ord. 10/31/98  Cust Status   ACTIVE    

   Sales/YTD . .     1,350.00  Date/Last Inv. 10/31/98  Cust Since    09/14/92  

   Sales/Last Yr     1,440.00  Date/Last Pmt. 05/10/96  On File Since 09/14/92  

   Sales/Prev Yr          .00  AR Balance . .     2,478.09                      

   Sales/Life.       6,007.50  AR Status. . . OK       Sort by Product Name     

 1=Select 3=Product     Filters: Date range: ________ to ________               

  Product #: _______  Version: __  Extension: ____  Type: __  Sales_Div: ____   

 sel  product      product name                           units       revenue   

 _ 0000402    VHSX A PASSION FOR CUSTOMERS                    1          25.00  

 _ 0000401    VHS  A WORLD TURNED UPSIDE DOWN                 3       1,440.00  

                                                              3          50.00  

 _ 0FILM01    VHS  BACHELOR PARTY (1984)                      1         600.00  

 _ 0FILM03    VHS  BIG                                        2         490.00  

 _ 0BBP01V    VHS  BLOODBORNE PATHOGENS                       3       1,000.00  

                   INDUSTRIAL FIRST RESPONDERS                1                 

 _ 0BBP01V    WRBK BLOODBORNE PATHOGENS                      10            .00  

                   INDUSTRIAL FIRST RESPONDERS                                + 

   Units    History    Current                       Exit    More          

The above screen may look similar to the sales history screen is some respects but all transactions for a given product are summarized into one line.  Then, there are different sort sequences available to sort the lines.  SortAlpha will sort alphabetically by product name, SortProduct will sort by product number, and SortRevenue will sort by the revenue field (descending with largest value first).  

  Sold-To Current Orders Detail Mode 

This mode displays only lines which are open on current orders either to be shipped or to be returned (i.e. a rental) .  Lines are displayed in an oldest first order with  only the “to be shipped” quantity or  “to be returned” quantity displayed.   The amount is only that portion of the line for either of the  previously mentioned quantities.

    Up    Dn               Sold-To Current Orders Detail     10:25:57  11/23/98 

 Org:   10072 Fox Instrument Co.             West Chicago IL 60188              

   Sales/MTD . .          .00  Date/Last Ord. 10/31/98  Cust Status   ACTIVE    

   Sales/YTD . .     1,350.00  Date/Last Inv. 10/31/98  Cust Since    09/14/92  

   Sales/Last Yr     1,440.00  Date/Last Pmt. 05/10/96  On File Since 09/14/92  

   Sales/Prev Yr          .00  AR Balance . .     2,478.09                      

   Sales/Life.       6,007.50  AR Status. . . OK                                

 1=Select 3=Product 4=Order      Filters: Date range: ________ to ________      

  Product #: _______  Version: __  Extension: ____  Type: __  Sales_Div: ____   

 Sel  Product      St Tp Whs ShipDate  Sales Rep Ordered      Out       Amount  

 _ 0000400    3/4  OP PV 001 09/16/92  BUSN   25       1        0         50.00 

   THE LEADERSHIP ALLIANCE (64 MI L#:    1 use_from: 09/23/92 to 10/07/92       

 _ VHS101     AA   OP SL 001 01/25/93  BUSN   25       1        0           .00 

   LEGAL ISSUES FOR DEPUTIES      L#:    2                                      

 _ 0000401    VHS  PS RT 001 05/01/93  BUSN   25       1        0           .00 

   A WORLD TURNED UPSIDE DOWN     L#:    1 use_from: 05/07/93 to 05/07/93       

 _ 0000601    VHS  SH PV 001 05/12/93  BUSN   25       0        1           .00 

   QUALITY THROUGH PEOPLE / IN SE L#:    2 use_from: 05/19/93 to 05/28/93       

 _ 0000602    VHS  SH PV 001 05/12/93  BUSN   25       0        2           .00 

   QUALITY THROUGH SYSTEMS/ IN SE L#:    3 use_from: 05/19/93 to 05/28/93       

 _ 0000601    VHS  PS PV 001 09/20/93  BUSN   25       1        0         37.50 

   QUALITY THROUGH PEOPLE / IN SE L#:    2 use_from: 10/01/93 to 10/06/93     + 

     AR        Units    History    Summary                         Exit      

  Ship-To Sales History Mode

This mode displays the sales history for the customer when used as the Ship-To in an order.

     Up    Dn             Ship-To Customer Sales History    14:59:59  10/27/97 

 Organization:   10072 Fox Instrument Co.             West Chicago         IL   

   Sales/MTD . .          .00  Date/Last Ord. 04/08/97  Cust Status   ACTIVE    

   Sales/YTD . .          .00  Date/Last Inv. 10/18/95  Cust Since    09/14/92  

   Sales/Last Yr          .00  Date/Last Pmt. 08/17/95  On File Since 09/14/92  

   Sales/Prev Yr       150.00  AR Balance . .       227.87                      

   Sales/Life. .     3,217.50  AR Status. . . OK       Sort By Date             

  1=Select  2=Invoice  3=Product  4=Order  6=By_Contact  7=By_Prod  8=By_Line   

   Filters:  Version: __  Extension: ____  Type: __  Sales_Div: ____            

 sel  date   product #       sold to       type qty  unit price   amount______        

 _ 10/18/95 0BBP01V    VHS  Burton          PV    1      50.00       50.00      

   BLOODBORNE PATHOGENS                                                         

 _ 08/17/95 0000402    VHSX Burton          PV    1      25.00       25.00      

   A PASSION FOR CUSTOMERS                                                      

 _ 06/28/95 0000601    VHS  Burton          PV    1      37.50       37.50      

   QUALITY THROUGH PEOPLE / IN SEARCH OF #1                                     

 _ 06/28/95 0000602    VHS  Burton          PV    1      37.50       37.50      

   QUALITY THROUGH SYSTEMS/ IN SEARCH OF #2                                     

 _ 06/28/95 0000603    WRKB Burton          SL    1        .00         .00      

   IN SEARCH OF QUALITY SERIES WORKBOOK                                         

 _ 04/06/95 0HAZ00V    VHS  Burton          PV    1      50.00       50.00      

   HAZARD COMMUNICATION                                                       + 

 AR    Units                          Sold-To    Exit    More          

   
User Defined Tag Fields

A tag is any subject or area of interest to you where you wish to collect information about a customer location, a contact, a product or a product extension.  What makes tag fields different from “ordinary” fields is that a tag field can contain up to 999 values associated with the specific customer, contact, etc.  “Ordinary” fields contain only one value.

The various areas of interest are called the “tag contexts”. Almost any number of tag contexts can be set up for any of the supported records.  Examples of common tag contexts for the contact record may be “product interest areas” and “catalogs requested”.  Note from these two examples that more than one value may be commonly applied to one contact person.

In addition to the tag fields described above, a tag field may be free form text field; this free form text field is similar to having a note pad associated with a user defined field.

   
Using the Tag Fields

From the Customer, Contact, Product Title or Product Extension screens, press Tags to obtain a list of the tag contexts.  Select one by putting a “1” in the selection field and another window is displayed with the values which had been assigned to this particular record (customer, contact, etc.).

For Tele-Service users, tag fields can be viewed from the call management screen.  Enter a 45, 46, 47, or 48 into the Select Options field.  These correspond to the location, contact, product and product extension fields.  Information is displayed for the customer or product selected at the time.  If you forget these numbers, enter a ? in the Select Options field and look in the list.

   
Setting Up A New Tag Context

To set up a new tag context, one must add the tag context into the appropriate tag context table using Table File Maintenance screens.  Use table 890 for Customer Location tags, 891 for Contact tags, 892 for Product Title tags, and 893 for Product Extension tags.  

All table entries describe a tag context associated with this type of record.  Use Add New Record to add.  Enter the tag context name (10 characters or less).  Enter a tag description.  The Validation Table ID should be left blank for now.  If the new tag context is a free form tag field, the free form question on the definition screen must be set to a “Y”.  Press Accept.

   
Adding and Changing Tag Values In a Record

To change a tag value, the screen must be in maintenance (change) mode.  

Select the tag context by pressing Tags and putting a “1” in the tag context which you desire.  This will display a window of the tag values which have already been entered for this particular record.  Any existing value can be changed by overwriting it.  Any existing value can be deleted by blanking out the field.  Any new value can be added by typing on a blank line.  If more blank lines are needed, press Lines to add two more.  Do not worry about duplicates because ARC/400 will remove duplicates for you.

Always press Accept when done to accept.  Press Cancel to cancel your work.

   
Using Code Table Validation For Tag Values

After a tag context is initially set up, any characters entered as a tag value will be accepted.  However, you may decide that you want validation of the tag values so that user entered tag values will be controlled.  

With code table validation, all tag values entered by the users will be checked against the list of valid codes which you have set up.  Additionally, the user may enter a “?” in the code value window to obtain a list of the valid codes from which to select.

Note that the usage of a validation table is not used and is not allowed with free form tag fields.

To add validation, you must create a new table using the table maintenance program.  Once the table is created, all valid entries should be added to that table.  For information about the table maintenance program, see Chapter 12.

Once this is accomplished, you must update the tag context definition table.  Do this by using Table File Maintenance and entering the tag context code (see setting up a new tag context).   Press List Items.  Find the appropriate record from the list.  Select by entering a “1”.  Enter the table ID value of the validation table (this is the table which you just created above) into the Validation Table ID field.  Then press Accept.  Hereafter, all new and changed tag values will be checked against the validation table and mismatches rejected.

An example of a tag context which uses table validation is Contact Interest Areas.  When you view the context definition, the Validation Table ID field is “881”.  Press CodeTables from any menu and view table 881.  It contains the list of valid contact interest areas.  

   
Using Tag Fields In Query/400, Call Queue or Direct Mail

The tag file must be “joined” with the customer, contact, product or product extension record for all queries.  The customer and contact tag file is named TABLXC, and the product and product extension tag file is named TABLXT.

Join the appropriate fields to TXCOMP, TXDIV, TXKEY1, TXKEY2, and TXTBID.  Key1 and Key2 correspond to the customer and contact numbers for the customer and contact records and to the product and product extension numbers for the product and product extension records.  TXTBID is the context name.  To join the customer record to the tag field, you must join the dummy contact field CLDCON to TXKEY2.  

To make customer queries easier, use the file TMBUILD5 which already has set up a join among the customer, contact and tag records.  The tag fields which you will need to query are CLTBID, CLCODE, CNTBID and CNCODE.  The CL fields are customer location fields and the CN fields are contact fields.  

For example, to select all contacts with an interest in “golf”, use the following:


CNTBID = “INTEREST”   *AND   CNCODE  =  “GOLF”

Please note that there are multiple occurrences of tags for each customer and contact record so your selection criteria must take this into consideration.

  Free Form Tag

A free form tag operates similarly to other tags except that instead of accepting a list of specific values, the value is a free form text window of varying length.  For example, a free form text window may look like:

                   Free Form Tag: NOTES   Free Form Text                    

                              for Ace Hardware                               

    Up    Dn                                                                 
     1   _______________________________________________________           

     2   _______________________________________________________           

     3   _______________________________________________________           

     4   _______________________________________________________           

     5   _______________________________________________________        +  

                                        Exit    Cancel    Accept             

You can enter any notes here very similarly to Customer Notepads or Product Annotations.  The main difference is that you can determine the usage.  

The free form text can be many pages long; use the page down and up (roll) keys to view the next pages.

To create your own free form tag fields, follow the same procedure as in creating field value tags.  When you define the tag, specify Free Form Tag = Y.  Then in your usage of the tag field, you will have the free form window display instead of the values list window.
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