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  Tele-Service Management Menu

COSENTINO  Mnu: 37    ARC/400 Tele-Service Management     4/06/00 16:37:35  CAC

    Routine Tasks                           Direct Mail Tasks                   

 01 Print Queued Up Letters              51 Direct Mail List Selection Criteria 

 02 Print Queued Up Labels               52 Direct Mail List Review & Change    

                                         53 Direct Mail Build from List         

    Call Queue Tasks                     54 Standard Letter Maintenance         

 11 Call Queue List Selection Criteria   55 Automatic Letter Generation Control 

 12 Call Queue List Review & Change      56 ARC for Word Request Log by Date    

 13 Call Queue Build from List           57 Register an E-Mail Attachment       

 14 Call Queue Maintenance Utility       58 Broadcast E-Mail Build from List    

 15 Call Queue Statistics Report                                                

 16 Automatic Call Queue Build Control      Sales Management                    

                                         60 Call History Logs Search            

    Broadcast Fax Tasks                  61 Sales Performance Display           

 31 Broadcast Fax Selection Criteria     62 Campaign File Maintenance           

 32 Broadcast Fax List Review & Change   63 Stick Ratio Report Request          

 33 Broadcast Fax Build from List        64 Order Entry Transaction Audit       

 34 Fax Item Maintenance                 65 Mark Sales History to Current Rep   

 35 View Guest Output Queue              66 Diary Audit for User for Date       

                                         67 Merge Customer Locations Request    

                                                                        More...
   Select Option: __    CodeTables                    NextPage    My Main Menu
COSENTINO  Mnu: 37    ARC/400 Tele-Service Management     1/11/02 16:27:29  CAC

 68 Mark Locations to Current Sale Rep      iSeries Functions             

 69 Delete Prospects from Data Base      81 iSeries Query                 

                                         82 Work with Printed Output     

    Set Up & Configuration               88 Change Your Password         

 71 Table File Maintenance Utility       90 Sign Off System              

 72 User File Maintenance                95 Send a Message               

 73 Customer Status Profile Definition   96 Receive Your Messages        

 74 Update Sales Reps in Open Orders     99 End ARC/400                  

 75 Move Calls To Current Sales Rep                                      

 76 Sales Assignment Change Utility                                      

 77 Sales Person Master Maintenance                                      

 78 Sales Territory Maintenance                                          

 79 Territory Override Maintenance                                       
   Select Option: __   CodeTables    PreviousPage                My Main Menu  

Chapter 7 describes the functions is the tele-service management menu, as well as several other marketing management functions.

  Routine Tasks

  Print Queued Up Letters

Queued up letters are printed by this task.  Standard letters (not customized by user) are not printed immediately, but batched until this option is taken.  The concept is that the letters need to be fulfilled by a support person; rather than having letters print one at a time when requested, it is better to print as a group by the person responsible for letter fulfillment.

The user is prompted for a label format which will be used only if the letter is supposed to print labels in addition to the letter body.  The letters and their corresponding labels are then sent to the ArcPcServer Server Mode for the completion of the Microsoft Word Mail Merge.  

  Print Queued Up Labels

Queued up labels are printed by this task.  Labels can be requested through the Print Label for One Customer and through Custom Letters.  These labels are not printed immediately, but batched until this option is taken.  The concept is that the labels need to be fulfilled by a support person; rather than having labels print one at a time when requested, it is better to print as a group by the person responsible for fulfillment.

The user is prompted for a label format.  The labels are then sent to the ArcPcServer Server Mode for the completion of the Microsoft Word Mail Merge.
   Call Queue Tasks

  Call Queue Build Process

The Build Call Queue process is used to enter a mass of customers into one or more call queues, fast and simply.  You select the customers using AND and OR type selection criteria, such as all customers that are in the state of Michigan AND have not been called since January 1.  The selected customers are added to the call queues in mass.

Using Build Call Queue, you can select which call queues to add customers into or you can let the computer select the call queues based upon the sales assignment files.  This latter feature is especially useful if you keep your sales assignment files up to date.  This is highly recommended.

The process consists of three parts which are performed in this order:

	
Call Queue List Selection Criteria
	You specify the selection criteria and determine what call queues to use.  A preliminary selection is made, putting those customers selected into a temporary holding area.  No call queues are updated yet!

	
Call Queue List Review & Change
	You see how many customers were selected for each call queue to determine if your selection criteria were appropriate.  You can view certain information about each selected contact and delete if necessary.

	
Call Queue Build From List
	Once you are satisfied with the number of customers and your selection criteria, you now place the customers into the call queues.  Customers are removed from the temporary holding area and placed into the call queues.


  Call Queue List Selection Criteria

                     Call Queue List Selection Criteria     16:42:32   4/06/00 

            List:  COSENTINO_ List of all customers in Illinois_________________
        Campaign:  ANY_______ Campaign Name Which I Gave it         Save: Y     

 Selection Logic:  File: CUSTOMER__                                             

    clst = "IL"___________________________________________________________                                                                 

    ______________________________________________________________________                                                                            

    ______________________________________________________________________                                                                             

    ______________________________________________________________________                                                                             

    ______________________________________________________________________                                                                             

    ______________________________________________________________________                                                                             

 Exception Logic:  File: SALES HIST                                             

 _______________________________________________________________________________                                                                               

 _______________________________________________________________________________                                                                               

 _______________________________________________________________________________                                                                               

                                                    Contact Options: __________                          

             Sales_Division: BUSN            Clear_Previous_Results: Y          

          OR  Force_to_User: __________            Allow_Duplicates: Y          

  Use Codes and Help to display selection criteria rules and assistance.   

  Campaign Maintenance    Select Campaign    Exit    Cancel    Accept      

The selection criteria screen is the start of the build process.  This is where you specify which customers are to be put into call queues.  This is done by determining the selection criteria .  You enter selection criteria such as:

CLST  =  %VALUES("IL"  "IA")   *AND   CLLCDT  = %range(“01/01/0002”  “02/01/1999”)
This selection asks for customer locations in Illinois or Iowa that have not been called since February 1, 1999.  The range is used because ARC/400 stores a low value date in fields that have not been used yet.  The variety and complexity of the selection criteria is up to you.

  List Selection

The Call Queue Build Selection will create a list of contacts for possible later inclusion into call queues.  The list selection allows you to create and work with multiple lists at the same time.  Normally, each person will use his/her user id as the list name so one person using these screens will not overwrite the work of another person.  But, the list name can be almost any name.

Name rules:  must start with an alpha character.  Can then consist of alpha characters, numbers, and the special characters @#$.  There can not be any embedded blanks in the name.  You will receive an error message if the name is not properly specified.

Enter a list name in the list field.  Use a ? to obtain a list of all of the current list names.  If you select a list name that does not exist, it will be created.  If you select a list name that already exists, the Clear Previous Results question on the screen will determine if the old information will be kept or discarded.

For a list, a list description must be entered so you may better refer to this list later.  

  Campaign Selection

The selection of a campaign is optional, but useful in marketing analysis.  To set up a new campaign, press Campaign Maintenance (this subject is discussed further later in this chapter).  To select an existing campaign, press Select Campaign to select one from a list.

If a campaign is selected, the name of the campaign will be displayed.  Additionally, the selection criteria and file will be moved from the campaign to the selection screen.  This makes it easier to enter selection criteria that re-occurs from time to time.

The SAVE question which is displayed after a campaign is selected specifies if any changes to the selection criteria and file should be moved back to the campaign file.  If yes, any changes will be available for the next use of this campaign.  If no, the previously entered selection criteria will be kept.

  File Selection

There are various types of selections available depending upon what data you wish to select.  

Call Results
The call results file consists of records created whenever the Tele-Service person ends a call.  Therefore, only customers with any end-of-call results will be in this file.  The fields which can be selected for the selection criteria are any customer field or any call results field.

Sales History
The sales history file consists of records for every invoice line created by ARC/400.  Therefore, only customers with shipped items or invoiced items will be included on this file.   The fields which can be selected for the selection criteria are any customer field or any sales history detail field.

Ship-To History
This file is identical to the Sales History file except that the Ship-To customer is displayed instead of the Sold-To customer.
Customer
The customer file consists of records for every location and contact in the data base regardless of their call results or sales history.   The fields which can be selected for the selection criteria are any customer field.

Collection
The collection file consists of records of all customers and AR contacts with an open balance greater than zero along with the customer’s AR statistics. The fields which can be selected for the selection criteria are any customer field or any AR statistics field.

User Tags
User tags consists of all customers and contacts with both the customer tag fields and the contact tag fields. The fields which can be selected for the selection criteria are any customer field or any tag field.  See User Tags in Chapter 3  Customer Service.  

Campaign
This file consists of the campaign statistics for each contact including the contact sales amount and the response flag.

Orders

This file consists of the order files to possibly select based upon orders that have not yet shipped.

Query

This file signifies that a user file with results from Query/400 or a PC file will be used.  For more information, see “Query/400 with Call Queue, Fax and Direct Mail Selections” later in this Chapter.

  Marketing Lists Contact Control

Marketing lists can be used for many purposes such as a Direct Mailing, Broadcast Fax, Calling Campaign, Labels, etc.  With ARC/400, all such lists would select contacts in the data base based upon the selection criteria.  There are three options for selecting contacts:

· SELECT ALL.  This is the default if nothing specified.  All eligible contacts within a location are selected.

· SELECT ONE.  Only the one contact that had been used the most recently is selected.  Other contacts at the same location will not be selected.

· GENERIC.  No contact will be selected.  The contact information is blank.  This option can be used for a general mailing to the “General Manager” of companies.  Or, this option can be used for TeleSales where the sales person will use other ARC/400 facilities to select the contact(s).

  Boolean Selection Criteria

You have six lines to enter your selection criteria using AND/OR logic which is called Boolean algebra.  If you make a mistake, the system will display a message for you shortly after you accept the screen using Accept.  When you return, the same logic is displayed as you last used it.

You will need to have some idea of which customers that you want to select.  You must also be familiar with the data base variables which are available and how to write a selection criteria expression.  The exact syntax for the expression is found later in this document.

  Exception Logic

The exception logic is written exactly the same as the selection criteria.  However, any customer meeting the criteria is not included in the set of selected customers.  Therefore, to be selected, the customer must meet the selection criteria logic and not meet the exception logic.  For example, use the logic of  clst = “IL”  in the exception logic to exclude all customers in the state of Illinois.

  Sales Division

Enter the sales division that you are working with or leave blank.  This field is required in order to calculate the sales territory of each customer for determining which call queue to place the customer.  You must work with only one sales division at a time.  Leave blank if the "Force To User" field is used.

If sales territory assignment is used to determine which user's call queue to place the customer into, the sales division field will contain the correct sales division and the force to user field will be blank.  Then, each customer will be matched with the sales person based upon the sales territory records which have previously been established.

  Force To User

Using this field will force all selected customers to the call queue of the user specified.  The automatic sales territory assignment will not be used.

  Clear_Previous_Results

Specifying "N" for no, the results of this particular selection will be merged with the results of the previous selection list.  You can run the selection criteria one or more times before actually updating the call queues using the Call Queue Build Production Update screen.  

Specifying "Y" for yes, the intermediate list is cleared before adding new customers.

  Allow Duplicates

Specify "Y" if any selected customer should be added to the user's call queue even if the customer is already in the user's call queue.  In this case, the customer will be in the queue more than once.  This is useful if you are doing campaign calling where the customer may be called more than once for different reasons.

Specify "N" if you want all duplicates ignored and not placed in the user's call queue.

  Contact’s Call Flag

One can set a contact so that the contact is NEVER selected during the Call Queue Build process.  Set the Call Flag in the contact screen to N; otherwise, the contact may be selected by this process.

  When You Are Done

When you have completed the above fields, press Accept.  You will receive a message that a batch job has been submitted and you will be notified when it is done.  It will take several minutes or longer for the selection to be completed depending upon the overall size of the customer data base.  You can do other work while you are waiting.

If you press Cancel or Exit before you have pressed Accept, the request is canceled and you are returned to the menu.

  What Is Happening Inside the Computer

After pressing Accept, a job is started that reads the selection criteria and builds an intermediate list of all customers selected.  A second intermediate list is created for Exception Logic if specified.  If the job finds a syntax error in the selection criteria or exception logic, a message is relayed back to the user.  If there is no error, the intermediate files are built.  The Clear Previous Results field in your screen will determine if this intermediate file will be cleared or not before any new customers are added.

The result of this operation is an intermediate file, but as of yet no updates have been made to call queues

  Call Queue List Review & Change

After the selection criteria job is completed., you need to know how many were selected.  For example, if you were expecting 50 hits and you received 5000, there is something wrong and the selection criteria needs to be reviewed again.  

   Up    Dn         Call Queue List Review & Change       14:33:35  11/23/98 

 List ID: COSENTINO_  sample list number one                                    

               Sort: LOCATION__ Go To:______  #_of_Contacts:      312                                                                       

   Filters:   Last_Name: __________ State: __  Market: ____  Org_Type: ____        

  2=Change  4=Note_Pad  5=Diary  6=Contacts  7=Telephone  8=History  9=Address  

       S=Schedule_Call_Back  E=Diary_Entry  D=Delete  C=Clear_Delete_Flag       

 Sel Whose/Q  Organization name              City                 St Campaign   

 _ COSENTINO  Customer Name Not Specified    Minneapolis MI 55435               

              Charles R.  Carter        Mkt_Prty:      Org:      Market: B      

 _ COSENTINO  Aaim Management Association    St. Louis MI 63144                 

              Jim Hertel                Mkt_Prty:      Org:      Market: B      

 _ COSENTINO  Aaim Management Association    Saint Louis MI 63144               

              Harold R.  Redohl         Mkt_Prty:      Org:      Market: B      

 _ COSENTINO  Abbott-Northwestern Hospital   Minneapolis MI 55407               

              Marietta Jacobsen         Mkt_Prty:      Org:      Market: B      

 _ COSENTINO  Abbott-Northwestern Hospital   Minneapolis MI 55407               

              Mary Lambert              Mkt_Prty:      Org:      Market: B      

 _ COSENTINO  Adc Telecom                    Minneapolis MI 55435               

              Frank Stewart             Mkt_Prty:      Org:      Market: B      

 _ COSENTINO  Adc Telecommunications         Minneapolis MI 55435               

              Gail Ripley               Mkt_Prty:      Org:      Market: B    + 

   Print List                      Exit    Cancel                            

The Call Queue List Review & Change screen will allow you to review the results of your selection prior to actually putting any calls into call queues.  You can review the list, review details of selected contacts, and delete calls from the list.  If you wish, you can print the list for paper review.

Review the list carefully to determine if your selection criteria is right or wrong.  If you do not like the results, return back to the Call Queue List Selection Criteria and re-do your selection before changing any call queues.

Note that all counts do not take into consideration whether the call might be skipped because the customer is already in the call queue.

  Call Queue Build from List

                          Call Queue Build From List    10:25:02  12/06/94 

     List: COSENTINO_  sample list number one                                                                           

         Default Campaign Code: __________      {if not already specified}      

            Marketing Priority: __________      {optional}                      

                Sales Division: ____            {blanks = ALL}                  

                  Sales Rep ID: __________      {blanks = ALL}                  

                     Call Date: ________        {blanks = non-specific          

                                                             call back}         

                   Max per Rep: ___0            {zero/blank = no maximum}       

                Every Nth Item: _____           {zero/blank = every item}       

 Enter Campaign in Contact Tag:  Y                                              

        Update Campaign Counts:  Y                                              

                                Exit    Cancel    Accept For Build      
This is the step that triggers the actual placement of the customers into the call queues. Press Accept to start the update process.  

  List

Select the list name which has the contacts to be added to the call queues.  Use a ? to get a list of all of the list names and descriptions.

  Default Campaign Code

Campaign codes are sometimes selected when the initial selection screen was used (see Call Queue Build Selection).  For any customers which were selected without a campaign, you may specify the campaign here to be used for these customers.  If a campaign was used in the selection process, that campaign will be used for those selected customers.

Use a @ in the field to add a new campaign code to the system or a “?” to see a list of existing campaign codes.

  Marketing Priority

You may set the priority of this call by establishing the marketing priority code.  The Tele-Sales user can sort the customers in the call queue by Marketing Priority so that high priority customers will be taken first.  Use a ? in the field to get a list.  Use a @ in the field to add a new priority code to the system.  This field is optional and is often left blank.  

  Sales Division

Specify to limit call queue updates to sales representatives in this sales division only.  Other customers that were selected will remain on the intermediate file while customers to this sales division will be added to the call queues and removed from the intermediate file.  Leave blank to allow customers to be added to the call queues of all sales divisions.  This field is usually left blank.

  Sales Rep ID

Specify to limit call queue updates to a single sales representative only.  Customers that were selected for other sales reps will remain on the intermediate file while customers assigned this sales rep will be added to the call queue and removed from the intermediate file.  Leave blank to allow customers to be added to the call queues of all sales reps.  This field is usually left blank.

  Call Date

Specify to schedule all call queue entries for a particular call date.  Leave blank for addition as unscheduled calls.  This field is usually left blank.

  Max per Rep

Specify to limit the number of new call queue additions to any one call queue.  Customers not added to the call queues will remain on the intermediate file.  A zero or blanks will allow all possible customers to be added to all call queues.

  Every Nth Item

Specify a number where every nth item will be selected for output.  For example, if there are 1000 items selected for one sales rep with the selection criteria, but you only want 100 items for calling, you place a 100 in the Max per Rep.  However, this selects the first 100.  For a more random sampling, enter a 10 for every nth item.  Every 10th selection will be output skipping the other nine.

  When You Are Done

Many times, only the campaign code is entered.  Then press Accept for building the call queues.  Press Exit or Cancel to cancel and not build any queues.

  Enter Campaign in Contact Tag

One may record the campaign into a contact tag field so that the Tele-Service person knows that this campaign was selected for this customer.  Using the Contact Tag inquiry (46 from Tele-Service Call Management menu and other places), a list of all campaigns and marketing solicitations is displayed with the SOLICITS tag field.

Enter a “Y” to automatically update the contact tag field for each contact selected.  Enter a “N” and no tag fields will be updated.

  Update Campaign Counts

Specify “Y” to add the number of solicitations to the campaign file.  Specify “N” if the solicitation counts should not be updated.

  Call Queue Build Hints

1.
If a large number of customers were selected by the selection criteria, it is a good idea to limit the number of customers to be placed onto any call queue so that the Tele-Sales person will not feel overwhelmed with the number of customers.  Do this by the "Max per Rep" field.  Since the customers that are not selected will remain on the intermediate file, the "Call Queue Build Production Update" can be run again and again, maybe every week.  The customers will remain on the intermediate file until either they are added to the call queue or the "Call Queue Build Selection Criteria" is run with the Clear_Previous_Results=Yes option.

2.
Each sales division is usually managed by a different person.  Each manager can work with these screens without interfering with each other.  Use the "Sales Division" field on the "Call Queue Build Production Update" screen to limit each manager to affecting only their own sales division.  This way you need not give too much consideration to selecting customers from other divisions since they will never be added to any call queues.

  Using Boolean Selection Criteria

Selection criteria is very simple if you think logically.  This is a subject taught in most high school mathematics classes and used in many disciplines.  Follow the examples, learn the field definitions, and you should have few problems.

The selection criteria is a test which will be applied against every customer in the data base.  The selection will either be true or false.  True selects the record and false does not.  

Each selection criteria is a list of one or more expressions which get evaluated together to get the one true or false response.  Each expression is separated by an *AND or *OR.  For example:   expression1  *AND  expression2.  In this case, expression1 must be true AND expression2 must be true for the entire selection criteria to be evaluated as true.  Another example:   expression1  *OR  expression2.  In this case, expression1 may be true OR expression2 may be true for the entire selection criteria to be evaluated as true.  

Expressions

Any expression consists of a variable, an operator, and a operand.  For example:  CLST  =  "IL".  The CLST is the name of the State field on the customer data base.  The operator is the equal sign.  The operand is the character string "IL".  The expression is true if the customer is in the State of Illinois.  Another example:  CNLCDT  >  “01/01/1993”.  Here, we are looking for all contact records with a last call date after January 1, 1993.

Data Field (Variable) Names

The names of selected fields can be found by pressing CodeTables or Codes from any menu or other pertinent screens.  Table 012 contains the fields for the CUSTOMER file.  Table 013 contains the fields for the CALL RESULTS file.  And so on.  See tables 012 to 018 for a complete list.

Use the field name of SASDIV for the assigned sales division and SAREP# for the assigned sales person.  For example, if a selection is necessary for only the customers in the territory of customer number 34 then use the following:   SAREP#  =  34 ; the result will be a list of all customer accounts assigned to sales person 34.  Of course, this can also be used in conjunction with all of the other field selections available in these selection screens.
Operators

The operators can be any one of:  *EQ  *NE  *LT  *LE  *GT  *GE.  The following have the same meanings and can be used interchangeably:  =    ¬=   <   <=   >   >=  

Translating a Field to Upper Case

Often, it is desirable to translate a field to all upper case so that a “case insensitive” test might be performed.  This is done by using the %XLATE (translate) function.  For example, you can translate the customer’s last name to upper case to test for the last name of “Johnson” regardless of how it was entered (mixed case or not).

Use %XLATE(cnlast qsystrntbl) = “JOHNSON”  note: cnlast is the field name for the contact last name.  qsystrntbl is an IBM supplied translation table that must be specified exact.  

Contains Operator

A special operator is *CT which means "contains".  Use this to scan a character string for the existence of a smaller string.  For example:  

%XLATE(clname qsystrntbl) *CT  "ARMY"

This expression is true if the character string CLNAME which is the organization name contains the word ARMY.  The name is converted to upper case using the translate function and then scanned for the character string of ARMY.

Operand

The operand can be any character or decimal value depending upon the type of the variable.  Enclose all character values in double quotes such as  "value".  For example:  CLSRCE *EQ "MAIL".  Be sure to specify the correct case for values.  The computer will treat “MAIL” as a different value than “mail” or “Mail”.  Use the translate table if the value should be converted to upper case prior to the test.  Amount fields should not use quotations.  For example:  CLCBAL  >  5000 or CLCBAL  *LT  99.99.  

Ranges and Multiple Values

An operand can be a special function such as a list of values or a range of values.  Use the functions %RANGE and %VALUES.  For example:  

CLORDD  =  %RANGE(“01/01/1993”  “12/31/1993”)  

requests all customers with a last order date in 1993.  Another example:  

CLST  *EQ  %VALUES("IL"  "MO"  "IN"  "WI")  

requests customer in the four mentioned states.  In both cases, you can not put a space between the special function and the parenthesis.

Substrings

Another special function is the substring function.  This allows a larger field to be dissected so that a piece of it can be used.  For example:  %SST(CNMJMK  2  1)  =  "R".  This function takes the field CNMJMK and picks a substring starting in position 2 for a length of 1 and compares it to the string "R".  

Wildcards

Substrings are good at dissecting a field for a particular value.  So is the Wildcard feature.  One can test a variable for starting with a string of characters, ending with a string, or ignores part of the string.  

For example,  cnmjmk = %wldcrd(“B_EO”) will test the market code field for a B in position 1 and an EO in positions 3 and 4.  It does not care what the value of position 2 is.  Note that the special character to ignore part of the field is an underscore which is found above the minus sign on the keyboard.

Another example, cnmjmk = %wldcrd(“BA*”) will test the market code field to start with the character string of BA.  The remainder of the field is not tested.

Another example, cnmjmk = %wldcrd(“*EO) will test the major market code field to end with the characters EO.

Dates

Dates constants always require quotation marks around the values.  

You must specify all dates in your local format which is usually mm/dd/yy or mm/dd/yyyy for the US and dd/mm/yy or dd/mm/yyyy for the UK.  Examples use the US format. e.g.  ohentd *eq "03/04/1999"  for March 4, 1999 in US format.  

2 or 4 position years

Dates may be entered using either a two position or a four position year.  For two positions, such as “01/04/99” the year is assumed in this case to be 1999, which is correct.  The rule is that if the two position year is 40 to 99 then the century is 1900.  If the two position year is 00 to 39 then the century is 2000.  This will work well in most cases, but a more explicit 4 position date is recommended.

To subtract dates to get the number of days between dates , use the %DAYS function:   %DAYS(date1) - %DAYS(date2)    If you would have just subtracted dates such as  date1 - date2 , the result would have been in a YYYY-MM-DD form such as 3 months and 2 days.

IMPORTANT NOTE: Some date fields will contain either a date or a NULL value. 

The null value is used if no date applies, such as a last call date but there were no calls yet.  The null date is 01/01/0001 in USA format.  To exclude values with a null date, you must specifically exclude such as  cnlcdt *ne "01/01/0001" or cnlcdt = %range("01/01/0002" “01/01/1999”)  Note:  we used the year of 0002 merely to exclude the null date year of 0001.

If you are subtracting dates with a result in number of days, subtracting using a null date may get unexpected results.  The result in number of days will usually be a very large positive or negative number.  So, use a range for best results:   

Less than test:  %days(%curdate) - %days(cnlcdt) < 90
Greater than test:  %days(%curdate) - %days(cnlcdt) = %range(90 100000)
Use the keyword  %CURDATE  to use today's date.  For example, to determine the number of days since the last telemarketing call is made, use  %days(%curdate) - %days(cnlcdt) .  For example, to select orders with an order entry date less than 90 days ago, use:  %days(%curdate) - %days(cnlcdt) < 90
Use the keywords  %year ,  %month  and  %day  to extract these portions of the date to be used for arithmetic or other purposes.  For example, to extract the fiscal month from a date and to compare to 1999/01 use:   %year(hdindt) * 100 + %month(hdindt) = 199901   

Use the keywords  %duryear ,  %durmonth , and  %durday  to add or subtract a duration from a date.  To determine a date of 90 days ago, use  %curdate - %durday(90) .  The result is a date which can be compared to another date.

Use Cnlcdt < %curdate - %durday(120) *and cnlcdt *NE “01/01/0001”

to accomplish the exact same result as in the example above.   A date is created by taking the current date and subtracting 90 days from it.  This is compared to the contact last call date (cnlcdt).  Notice that we must still account for the null date.

Groupings

Groupings are powerful tools and use parentheses.  Use parentheses around groups of expressions that should be determined first.  For example:

CLST = “IL”  *and  (cnmjmk = “ABCD” *or %SST(cnmjmk 1 1) = “G” *or CLEMP# > 300)

The parentheses will evaluate the last three expressions first so the result is:  all customers who are in the state of Illinois and has one of the following true:  the major market is ABCD, or the major market begins with a G or the employee count is greater than 300)

When you enter the selection criteria on the screen, there is no checking for validity.  When you press Accept, the first thing that happens is a validity check.  If there is a problem, you will be notified with a message on your screen, breaking into whatever you are doing.  Return back to the Selection Criteria screen and fix the error.

  Personal Call Queue Builds

The call queue build process allows management to add calls to individual call queues based upon some criteria and company policy.  Often, this is strictly a management task without any involvement of the individual sales people.  However, in some organizations, the sales people will want to build a call queue using these facilities for him or herself.

On the TeleService User Menu, options 61, 62, and 63 will perform the same functions as the management screens, but the scope of the activity is only the individual sales person.  Only accounts that are defined in the sales person’s territory will be considered for inclusion into the call queue.  No other call queues will be affected.

The process for using these features is exactly the same as the Call Queue Build described earlier in this chapter.  Certain screen features that would only apply to the management screens are not available, but overall functionality and features are not reduced.

  Call Queue Maintenance Utility 

                      Call Queue Management Maintenance     15:35:32   4/23/98 

                 Tele-Service Rep ID: __________                                          

                   Moved to Queue ID: __________                                          

    Rep ID required for all operations and identifies the queue to be acted     

    upon by function keys.  Moved to queue used only for Move operation.        

  Clear All Marked Calls    Delete Marked Calls    Move Marked Calls         

  Call Queue Maintenance    Call Queue Inquiry       Exit    Cancel      
Function Key or Pushbutton Options for Call Queue Maintenance Management screen:

	
	F3=Exit returns to a previous screen.

	
	F6=Call_Queue_Inquiry allows a designated sales rep to review the calls in his/her call queue (see the Call Queue Inquiry section of chapter 5).

	
	F8=Delete_Marked_Calls deletes the marked calls for a designated sales rep.

	
	F9=Move_Marked_Calls moves marked calls from one sales rep to another.

	
	F10=Clear_All_Marked_Calls clears all marked calls for a sales rep.

	
	F11=Call_Queue_Maintenance allows rep to mark calls for moving or deletion (see Call Queue Maintenance section of chapter 5).

	
	F12=Cancel returns to a previous screen.


The Call Queue Maintenance Utility allows the user to move, delete, or clear marked calls for a given sales rep.  The user specifies the sales rep of the desired calls.  In the case of moving calls, the user also designates the sales rep to whom the calls should be moved.

  Call Queue Statistics Report

Run Date: 10/21/94                                  ARC/400 Distribution Sys tem                                     Page #:   1 

Tele-Service Call Queue Statist ics Report                                          

     Call Queue       # of entries    scheduled    unscheduled    past due next week    after 1 year    deletion       move   

     COSENTINO            598           172           426            76       85           32             0             7   

                          Campaign Codes        # of Entries                                                                      

                            HIGHROLLER                  1

The call queue statistics report is used to evaluate the current call queues.  A variety of statistics are available.

A call queue must be controlled to be manageable.  It is our experience that when a call queue is not managed correctly, it becomes unusable by the service personnel.  The following points should be kept in mind:


Too many calls which are due to be called should be avoided.  The past due calls and the calls due to be called in the next week should be limited to a reasonable number.  


There should be a reasonable number of unscheduled calls.  These are calls that do not have a specific call date.  These customers are called after current, scheduled calls have all been made.  There must be enough time for new call campaigns to be added from time to time.


Too many calls scheduled after one year is a problem.  Likely, these should not even be in the call queue.


The report shows the number of calls by campaign code so that an analysis of the calling patters can be made.

Most important of all, there should not be too many calls in the call queue.  The number varies considerably from person to person; a rule of thumb is two weeks of calls.

  Automatic Call Queue Build Control

The call queue build process is designed to be used one time or on an as-needed basis.  However, there are situations where the call queue build should be run periodically such as daily or weekly or monthly.  Automatic Call Queue Build does this.

The concepts of automatic call queue build are exactly the same as a one time call queue build.  You need to read and understand that section before proceeding with this section because these concepts are not repeated.

              Auto Call Queue Build File - Display Screen     8:22:04   4/13/95 

                              Add Mode                                          

            Frequency....... D              Allow Duplicates..... N             

            Sequence........ KK             Campaign Code........ 90DAYS____    

            Day of Week..... 7              Priority Code........ __________    

            Sales Division.. BUSN           Maximum per User.....   ______0     

            Force To User... __________     Call Date Type....... TODAY         

                                            Days Type-# of days.. __0           

                                            Contact Option. . . . SELECT ALL 

                                             QueryLogic                           

                             Exit    Search Screen    Add New Record      

              Auto Call Queue Build File - Display Screen    16:08:27   8/12/96 

                                 Add Mode                                       

 Selection Logic:  File: SALES HIST                                             

    clst = "IL"__________________________________________________________                                                                 

    _____________________________________________________________________                                                                            

    _____________________________________________________________________                                                                            

    _____________________________________________________________________                                                                            

    _____________________________________________________________________                                                                            

    _____________________________________________________________________                                                                            

 Exception Logic:  File: SALES HIST                                             

 _______________________________________________________________________________                                                                               

 _______________________________________________________________________________                                                                               

 _______________________________________________________________________________                                                                               

                                          Screen-1                             

                              Exit    Search Screen    Add New Record      

You will set up zero, one or more selections like the above using the Automatic Call Queue Build screens.  These screens function like all the other file maintenance screens.  See Chapter 12, File Maintenance.

Frequency

Specifies how often the call queue build will run.  Use “D” for daily or weekly.  Use “M” for monthly.

Sequence

A sequence field which is used to sort the various call queue build requests.  Each request will be run in the sequence specified.  Any characters may be used, but two request should not use the same sequence.

Day of Week 

Specifies the day of the week to run if the frequency code was set to “D”.  Options are the night of any specific day, every day or no day.  Use a ? for a list of valid values.

Note that this operation will run during the nightly batch procedure and not during the day.

Sales Division

Enter the sales division if sales person assignment will be used.  See the Force to User section below.  If the Force to User field is blank, then the sales division is a required field.  ARC/400 will determine the sales person using the rules for sales assignment, and the call will be scheduled for that sales person (if the sales person is a valid system user, i.e. has a user file entry).

Force to User

Enter a user ID if all calls will be placed into one call queue.  In this case, no sales assignment processing will take place.

Allow Duplicates

Enter a “Y” or “N” depending upon whether you want duplicate calls to be placed into the call queues.  If “N”, any new call will only be placed into the call queue if the contact is not already in the call queue.  If “Y”, the new call will be placed into the call queue even if another call already exists for that contact in the user’s call queue.

Campaign Code

Enter the campaign code.  This is a required entry.  If the campaign has been set up with selection logic in the Campaign File Maintenance and no selection logic has been entered by the user, the selection logic from the Campaign File is moved to the screen for the user.

Use a “?” to select an existing campaign.  Use a “@” in the field to move directly to Campaign File Maintenance to add or change an existing campaign code entry.

Priority Code

The call priority code which is then moved to the call queue with the new call.

Maximum per User

Sets the maximum number of new calls that will be entered into any one call queue during this run.

Call Date Type

Establishes the type of call date to be used for the new calls in the call queue.  Use “NONE” to enter the call as an unscheduled call, i.e. no scheduled call date.  Use “TODAY” to enter the call with today’s date as the scheduled call date.  Use “DAYS” to enter the call with a date of so many days from now.  For the DAYS type, see Days Type - # of days section below.

Days Type - # of days

This field specifies the number of days into the future that a scheduled call date should be set up for.  This field is only used if the Call Date Type field is set to “DAYS”.

Selection Logic

The selection logic to be used to select contacts to be added to call queues.  See the Call Queue Build section for more information and rules.

Selection File

The file name used by the selection logic.  See the Call Queue Build section for more information.

Exception Logic

The exception logic to be used to exclude contacts which were previously selection using selection logic.  See the Call Queue Build section for more information and rules.

Exception File

The file name used by the exception logic.  See the Call Queue Build section for more information.

  ARC/400 Fax Usage

  Using the ARC/400 Fax Interface

The ARC/400 uses the IBM Facsimile Support for iSeries product.  The ARC/400 fax interface has certain setup and installation requirements.  If fax is not already set up on ARC/400, then see Fax Requirements and Set Up Procedures section in Chapter 13 (Systems Administration).

  Fax Capabilities

1.
ARC/400 specifically supports outbound fax services only.  Inbound fax can be supported by including specific in-bound fax commands in the ARC/400 menu structure.

2.
All faxes are sent in an off-line or batch mode.  This means that the user workstation is not tied up during the sending of the fax.  When the fax is completed, a successful or unsuccessful message is sent to the user who requested the fax.

3.
Functions supported by ARC/400:

a)
fax an invoice 


select from the invoice search screen

b)
fax a packing list

select from the shipment search screen


c)
fax all packing lists

change the warehouse definition to 






automatically fax all packing lists as they are 





created.

d)
fax an AR statement

select from the AR Statements Request 






window

e)
fax an Order Confirmation
select from the order search screen

f)
fax a Purchase Order

select from the purchase order search screen

g)
fax a graphics item

select from the Tele-Service menu

h)
graphics items maintenance
select from the Tele-Service 







Management menu

i)
broadcast fax an item

three step process from the Tele-Service  






Management menu(select, counts, build)

  Fax Limitations

1.
The cover letter contains only very limited notes to the user.  So an invoice, for example, must be sent separately from a detail note to the user.  The solution is multiple faxes.

  Fax Request Screen

The following fax request screen is displayed whenever a fax is requested.  ARC/400 attempts to fill in the required information based upon the selected customer and the system user.  ARC/400 searches for a customer fax number.  If one is available, the correct dialing string is created for either a long distance or local call.

                                Fax Invoice Request          13:42:16   8/28/95 

               Destination:   PRODUCTIVITY PRESS____________                    

              Title of Fax:   ARC/400 Fax Invoice___________                    

                        To:   Ms. Karen K. James____________                    

                              Editor________________________                    

                              Productivity Press____________                    

                      From:   Mr. Jay Cosentino_____________                    

                              Vice President________________                    

                              ______________________________                    

                   Comment:   ______________________________                    

                Fax Number:   1-123-693-6150________________                    

                 Send_Time:   *CURRENT   Sales_Div: BUSN                                      

                 Send_Date:   *CURRENT     Overlay: INV_OVL___                  

  Phone                                              Cancel    Accept      

A destination name is required.  The default is the company name of the individual.  Any value may be entered.

The text entered for “To”, “From” and “Comment” are used for the fax cover letter.  

The fax number is the entire dialing string.  If your internal PBX requires a dialing string to obtain an outside line (e.g. “9”) or requires an accounting code, these are entered by ARC/400 when the fax is sent.

The user may specify a date and/or time for the fax to be sent; thus a fax may be to off hours or any later time.  The time should be specified in 24 hour format, such as 1400 for 2PM.

For certain items, an alternative overlay name may be specified.  An overlay is the “electronic form” that the item is printed on (e.g. an invoice form).  The name of an alternate overlay is useful when multiple letterheads are used.  It is also useful for an alternate invoice form which might print “PAST DUE” on the form itself.  

When all items are completed and satisfactory, press Accept to send the fax.  It will take a few seconds for the fax to be queued for sending.  You will receive a message such as “SENDING FAX TO Productivity Press”.

Faxing an Invoice, Statement, Order Confirmation, Packing List, or Purchase Order.

Faxing each of these items is similar to printing the items.  Use Invoice Search, AR Statement Request, Order Search, Shipment Search and Purchase Order Search.  These standard screens have options for both printing and faxing the items.  See the function keys at the bottom of the screen.

When a document is selected for faxing, such as an invoice, the Fax Request screen is then displayed.  See the above instructions for the Fax Request screen.

  Faxing a Graphics Item

A graphics item can be any piece of marketing literature, a product specification sheet, any set of printed instructions, or any printed item which you may want to fax to a customer, supplier, etc.  A graphics item is created on a PC using Microsoft Windows or Windows 95.  It may be one or more pages in length.

1. Use option 31 “Fax Item Selection” from the Customer Management menu or option 71 from the Call Management screen.  

2. Select the item to be faxed.  This selection is from a list of previously set up graphic items.

3. Verify the information in the Fax Request screen and press Accept.

  Setting Up a Graphics Item

A graphics item is any printed output from a Windows program such as a word processor, page layout program, etc.  

1. This procedure requires a PC attached to an iSeries with an AFP printer driver installed.  The IBM Client Access product has this feature but it is not a default option for a typical install.  Set up and installation information is found in Client Access documentation.

2. Create the item using your favorite Windows program.  The item may be a mix of text and graphics.  Anything that can be printed from your Windows program is supported.  Save the original document on the PC in case future changes are required.

3. Change the printer to the AFP Printer which has been previously assigned to print directly to the iSeries.  Print the document.  

4. On the iSeries, use option 82 (work with printed output) or use the WRKSPLF command to obtain a list of your printed output.  The last item will be the document which was just uploaded to the iSeries.  Use option 8 (Attributes) and write down the following from the top of the attributes screen:  job name, user, job number, file, and file number.

5. Go to option 34 (Fax Item Maintenance) on the Tele-Service Management menu.  A screen is then displayed with a list of the graphic items which have already been set up on the iSeries.  Use function key New Item to create a new graphic item.  See the Create New Fax Item screen in the Fax Item Maintenance section of this 
6. Enter a unique item ID name.  This name is used for sequencing the item on the user screens for fax item selection.  If you are using prefix support (limiting the display of letter and fax items to those with a two character prefix, as described in the User File Maintenance section of Chapter 12), be sure to consider this in the fax item ID.  

The ID must be a valid iSeries name which starts with A-Z, #, @ or $.  Other characters may be A-Z, 0-9, #,@, or $.  No embedded spaces are allowed. An error message is displayed for an invalid name.

7. Enter a descriptive text to be displayed to the user for fax item selection.

8. Specify if this item will be eligible for user prefix support.  Specify Y or N.  If N, the item is always displayed regardless of user prefix support in the user file maintenance.

9. Enter the job name, user name, job number, file name and file number from step 4 above.

10. Press Accept to create the fax item.  If there is a problem, an error message is displayed.  When completed, you can delete the item from your spool file as ARC/400 saves the fax item in a special place.

11. It is best to fax all new fax items to oneself in order to make sure that all formatting and other requirements are as expected.

  Broadcast Fax a Graphics Item

These procedures follow the same steps as the Direct Mail procedures.  First, select the customers to receive the fax.  Second, verify the selection counts.  Third, perform the production build of the fax.  

See Direct Mail procedures for more information.  

   Broadcast Fax Tasks

  Broadcast Fax List Selection Criteria

                  Broadcast Fax List Selection Criteria    16:14:26   4/23/98 

            List:  COSENTINO_ List of all customers in Illinois_________________
        Campaign:  ANY_______ Campaign Name Which I Gave it         Save: Y     

 Selection Logic:  File: CUSTOMER__                                             

    clst = "IL"___________________________________________________________                                                                 

    ______________________________________________________________________                                                                            

    ______________________________________________________________________                                                                             

    ______________________________________________________________________                                                                             

    ______________________________________________________________________                                                                             

    ______________________________________________________________________                                                                             

 Exception Logic:  File: SALES HIST                                             

 _______________________________________________________________________________                                                                               

 _______________________________________________________________________________                                                                               

 _______________________________________________________________________________                                                                               

                                                                                 Clear_Previous_Results: Y                                                      

   Use Codes and Help to display selection criteria rules and assistance.   

      Campaign Maintenance    Select Campaign    Exit    Cancel    Accept      
Function Key or Pushbutton Options for Broadcast Fax List Selection Criteria screen:

	
	F3=Exit returns to a previous screen.

	
	F6=Accept selects customers to receive the fax based on the criteria on this screen.

	
	F12=Cancel returns to a previous screen.

	
	F14=Campaign_Maintenance allows rep to modify existing campaigns or to add new campaigns.

	
	F16=Select_Campaign allows user to select a campaign.


Selecting the criteria for sending a broadcast fax is similar to selecting the criteria for direct mail.  See the Direct Mail List Selection Criteria section in this chapter for details.

  Broadcast Fax List Review & Changes

                 Broadcast Fax List Review & Change          14:14:40   4/27/98 

 List ID: COSENTINO_  sample list number one                                    

               Sort: LOCATION__ Go To:______  #_of_Contacts:        2                                                                       

   Filters:   Last_Name:             State:     Market:       Org_Type: ____        

  2=Change  4=Note_Pad  5=Diary  6=Contacts  7=Telephone  8=History  9=Address  

       S=Schedule_Call_Back  E=Diary_Entry  D=Delete  C=Clear_Delete_Flag       

 Sel Zip/Post Organization name              City                 St Campaign   

  _  60158    Electronic Support Systems     West Chicago         IL BNAC       

              Mel Gibson                Mkt_Prty:      Org:      Market:        

  _  60188    Fox Instrument Co.             West Chicago         IL BNAC       

              Barbara Burton            Mkt_Prty:      Org:      Market:        

   Print List                      Exit    Cancel                          

Selection Options for Broadcast Fax List Review & Changes screen:

	
	2=Change allows user to edit information for the designated customer.

	
	4=Notepad displays the location notepad for the designated location.

	
	5=Diary displays the diary for the designated location..

	
	6=Contacts displays the contact list for the designated location.

	
	7=Telephone displays the telephone numbers for the designated location.

	
	8=History displays the sales history for the designated location.

	
	9=Address displays the contact list for the designated location.

	
	S=Schedule_Call_Back allows user to schedule a call back for this contact.

	
	E=Diary_Entry allows user to write a diary entry for this contact.

	
	D=Delete marks this location for deletion.

	
	C=Clear_Delete_Flag clears the delete flag for the designated location.


Function Key or Pushbutton Options for Direct Mail Build View and Maintenance screen:

	
	F3=Exit returns to a previous screen.

	
	F4=Print_List prints the customer listing on the screen.

	
	F12=Cancel returns to a previous screen.


The Broadcast Fax List Review & Changes screen allows the user to see those customers who have been selected to receive a broadcast fax, and to make changes to the list or to customers on the list.  In viewing the list, the user has the option to filter customers by last name, state, market, and organization type.  Filtering limits the display of customers to only those which have been requested in the filter options.

  Broadcast Fax Build from List

                        Broadcast Fax Build From List      16:18:18   4/27/98 

    List: COSENTINO_  Customer List for Summer Fax                                                                            

 Control:  Fax Item:                                         Max Faxes: ______        
                                                        Every_Nth_Item: ______        

                                                            Cover_Page: Y       

       Title: ARC/400 Fax____________________________        Send_Date: *CURRENT
     Comment: _______________________________________        Send_Time: *CURRENT

     Diary Notation: Y _____________________________________________                                                         

           Enter Campaign in Contact Tag: Y  Update Campaign Counts:  Y         

  Item:       User ID: DOWDING     Use_Sales_Name: N Default_Sales_Div: ____        

 Closing:                                                                       

              Formal Name      ____  ____________________  Tele: _____               

              Job Title        ______________________________                                                 

    One Fax is generated for each contact selected in previous step             

                                     Exit    Cancel    Accept For Build      

Function Key or Pushbutton Options for Broadcast Fax Generation Build screen:

	
	F3=Exit returns to a previous screen.

	
	F6=Accept_For_Build initiates the process of building the faxes.

	
	F12=Cancel returns to a previous screen.


This third step in the Broadcast Fax Generation process is specifying control and sender information.

Fax Item 

Select the fax item to be faxed.  Type a ? to select from a list of possibilities.  

Max Faxes

Specify the maximum number of items that you want output.  Fax creation will stop when this number is reached even if more customers were selected in the selection criteria.  A zero or blanks means 32,000 which is the maximum supported in one pass of ARC/400.  To create more than 32,000, perform the generation process more than once.

Every Nth Item

Specify if you want to select every so many items instead of every item from the selection intermediate file.  For example, enter 3 to pick every third one, or 7 to pick every seventh one.  The skipped items remain in the intermediate file and can be picked up again by a subsequent running of the Broadcast Fax Build.

Cover Page

A Y indicates that a cover page should be included in these faxes; an N indicates no cover page should be included.

Send Date and Send Time

The user may specify a date and/or time for the fax to be sent; thus a fax may be to off hours or any later time.  The time should be specified in 24 hour format, such as 1400 for 2PM.

Diary Notation

Optionally, ARC/400 can enter a diary note for every customer contact selected.  To enter the diary note, specify “Y” and enter the text that you want entered.  If letters are created, ARC/400 will prefix the text with “Letter:”.  If only labels or a file is created, ARC/400 will not prefix the text with anything.

Enter Campaign in Contact Tag

If a campaign was selected in the selection step, one may record the campaign into a contact tag field so that the Tele-Service person knows that this campaign was selected for this customer.  Use the Contact Tag inquiry (46 from Tele-Service Call Management menu and other places) to see a list of all campaigns and marketing solicitations with the SOLICITS tag field.

Enter a “Y” to automatically update the contact tag field for each contact selected.  Enter a “N” and no tag fields will be updated.

Update Campaign Counts

Specify “Y” to add the number of solicitations to the campaign file.  Specify “N” if the solicitation counts should not be updated.

User ID

Specifying this field will cause the system to obtain the name, telephone number and title from the user information file and place into the Tele-Service User fields.  These are fields that will be merged into the cover page.

This field is optional and may be left blank.  If so, specify the Tele-Service User fields manually.

Use Sales Name

Specify a Y or N.  If a Y, ARC/400 will attempt to calculate the correct sales person for this contact and use the sales person’s information on the cover page.  If ARC/400 can not positively determine the sales person, the formal name, title and telephone extension fields that follow will be used as a default.  

If an N is specified, the formal name, title and telephone extension fields that follow will be used.

Default Sales Division

In calculating the sales name (see use sales name), ARC/400 will attempt to determine the correct sales division.  If you are using multiple sales divisions and ARC/400 can not correctly determine the sales division from customer information only, you ought to use the Default Sales Division.  When specified, ARC/400 will use this sales division in all sales person calculations.

Formal Name, Telephone, and Job Title

Specify or override data which will be merged into the letter.

  Fax Item Maintenance

You have the option of changing a fax ID or the descriptive text after the item is set up with ARC/400.  You also have the option of deleting the item.  In order to change a graphic item text or formatting, one must delete the old item and follow the set up instructions as if the item were a new item.  

Select option 34, Fax Item Maintenance, from the Tele-Service Management menu.

                         Maintain Fax Items                4/14/98   8:24:42    

                Sel   Item         Fax Description___________________________   

                 _  ARCDIST   ARC/400 Distribution Brochure                     

                 _  ARCPRICE  ARC/400 Prices                                    

                 _  ARCSOPH   ARC/400 How Sophisticated? Brochure               

                 _  ARCWHY    Why Do You Need ARC/400? Brochure                 

                 _  TELESERV  ARC/400 Tele Service Brochure                     

       Select  2=Change_Label  D=Delete                New Item    Exit      
To delete, use option D on any line item.  Be careful because if an item is deleted by mistake, it must be set up from the beginning.

To change the item ID or descriptive text, use option 2.

                Change Fax Item Description                       

   ID & Sort Key- old: ARCDIST                                    

                  new: ARCDIST___                                 

    Description - old: ARC/400 Distribution Brochure              

                  new: ARC/400 Distribution Brochure_____________ 

    User Prefix - old: Y   new: Y                                 

                                        Cancel    Accept      
The old information is displayed for your convenience.  You may add the new information as you require.  Press Accept.  The new ID must follow validity rules and be unique.

To add a new fax item, press New Item from the Maintain Fax Items screen.  The following screen appears.

                              Create New Fax Item          4/14/98   7:59:45    

          New Fax Item ID. . . . :  __________                                  

          Fax Description Text . :  ___________________________________________ 

          Use User Prefix. . . . :  Y                                           

                         Job name: __________                                   

                        User name: __________                                   

                       Job number: ______                                       

                  Spool file name: __________                                   

                Spool file number: _____                                        

                   Exit    Return to Previous Screen    Create Fax Item      
  General Mail Issues

  Direct Mail Options

ARC/400 has a rich set of features for creating and managing direct mail, whether sending thousands of letters or a single letter.

There are three types of output from the ARC/400 direct mail screens:

· File output – a comma delimited file with the letter information can be created and downloaded to any PC.  This is a favorite option for e-mailing a file to an outside mail house for fulfillment.  Or, the file can be downloaded for direct input into any word processor for in-house fulfillment.

· Letter output – ARC/400 creates a Microsoft Word mail merge data source document to be processed by the ArcPcServer.  The ArcPcServer will sense the readiness of the data source and merge with the letter document.

· Label output – ARC/400 creates a Microsoft Word mail merge data source document to be processed by the ArcPcServer.  The ArcPcServer will sense the readiness of the data source and merge with the letter document.  The main difference between letter output and label output is the main Word document used in the mail merge.

  ArcPcServer (ARC/400 Interface with Microsoft Word) Concept

The ArcPcServer is a bridge between the ARC/400 system, which runs on an iSeries server, and Microsoft Word, which runs on a network-attached PC.  Letter and label requests are made in a variety of locations within the ARC/400 application.  These requests are sent to a PC, with the ArcPcServer running; Microsoft Word completes the mail merge, and the user can display or save the merged document.

Typically, each user will run ArcPcServer in user mode at his/her workstation to process single letters requested during the course of normal TeleService operation.   In addition, there would be one PC running ArcPcServer in server mode to process all general and standard letters (that are not customized by a user).

  ArcPcServer operates in either user mode or server mode.  

· In user mode, the letter or label request will cause the word document to be merged with the ARC/400 data source, which is the selected customer's name, address, and related information.  The user can then modify the letter and do whatever with the letter that the user sees fit.  The user is responsible for printing, saving or otherwise completing the letter request.

ARC/400 will process a document in user mode only from the TeleService Letter Select screen and only when the user requests a custom letter.  In all other circumstances, the letter and/or label are processed in server mode. (all server mode letters and labels are processed by a single PC for this purpose)

· Server Mode is typically used on an unattended PC where the letters are processed in background.  The PC is left running with ARC/400 serving the letter requests without human intervention.  All letters and labels are saved in the PC document directory specified on the ArcPcServer window.

  To run ArcPcServer

· Double click on the ArcPcServer icon on your desktop.

· Enter the following:

· The name of the iSeries.

· Your user id for the iSeries

· Your password for the iSeries

· The library name of your ARC/400 system.  Usually, it is ARC400FILE.

· The path to your PC Documents.  Use the browse to select ANY document in the PC document directory.

· If you are operating this PC in Server Mode, check the box.

· Click on Connect.

· Your responses (except for the password) will be saved in the System Registry for easy entry next time.  Any changes to the values in the window will change the registry for updated values next time.

· Once connected, the window will be minimized and can be forgotten about.  

· Nightly processing will often break the connection to ArcPcServer; therefore, one may need to re-start ArcPcServer every morning.

  Using Saved Documents

· All saved documents are stored in the same document folder (directory) as the letter templates.  This folder is specified on the ArcPcServer window as the PC Document Path.  The saved documents will have a name similar to 00003833.doc.  This name will correspond to the merge data source file on the iSeries with a name of 00003833.txt.  

· It is the user’s responsibility to review and eventually print these documents.

Printing Letters and Labels

Letters and labels are requested from various locations and personnel in the ARC/400 system.  Letters are selected by Tele-Service personnel as discussions take place with customers.  

When a standard letter is selected in Tele-Service, the letter and the accompanying label are scheduled to print but do not print immediately.  These are put into a batch so that the user may print all at once.  This is done with the Print Queued Up Letters screen.  This screen prints the letters and optional labels for standard letters.

When a custom letter is selected in Tele-Service, the letter prints immediately.  The label is scheduled to print but will not print immediately.  These labels are put into a batch and printed with the Print Queued Up Labels screen.

When single labels are selected with the Print Label for One Customer screen, label are scheduled to print but do not print immediately.  These are put into a batch so that the user may print all at once.  This is done with the Print Queued Up Labels screen.

To print standard letters, use the Print Queued Up Letters option on the Tele-Service Management menu.  This will create letters and a label for each standard letter.  Both are printed in the same sequence for easier matching of letters and labels.

To print miscellaneous labels, use the Print Queued Up Labels option on the Tele-Service Management menu.  This option will create a label for every custom letter and for every select a label menu option utilized.  These are sorted in zip code sequence.

Note: Letters and labels printed using the Direct Mail feature, the dunning features or other Direct Mail features are printed independently of this procedure.

  Labels Formats

ARC/400 uses Microsoft Word to print labels.  Each label format is a document within Microsoft Word.

All labels will print the contact name, the contact’s job title, department/mail drop, the company name, up to three address lines, the city, state/province and zip/post code.  If any lines are blank, the text is moved up so the label is always justified upward for a clean and professional appearance.     

You can set up multiple label formats.  There is one format example provided by ARC/400; this can be copied and changed to create the number of required formats that you need. 

The default label name should be entered into the Company Control File, Marketing System Parameters.  The name must be 8 characters or less; the default name is LB1UP1IN; this assumes that there is a label document named Lb1up1in.doc in the document directory used by ArcPcServer.  Copy the sample label.doc to the Microsoft Word document directory and then change the Company Control File.  If you are using labels for preview/rental dunning or AR dunning, the labels document in the Company Control File, Preview Transaction Control Fields and Accounting AR Dunning Controls will need to be changed.

Find the form letter label.doc on the ARC/400 Resource CD.

  Working With Microsoft Word Merge Form Letters

This manual will not provide instructions on using mail merge in Microsoft Word.  Use the Word help feature if required; search for keyword mail merge.

ARC/400 provides a standard template letter with all mail merge codes set up properly.  Find the letter template.doc on the ARC/400 Resource CD.

Copy this letter as the start of your own form letter as this will save you from having to learn and build the merge codes required by both ARC/400 and Microsoft Word.  Edit the text and you are done.  

The Merge Codes in the TEMPLATE document should look funny to you.  This is the computer's way of knowing exactly what fields should be merged from the customer data base into this letter so you will not ever have to do this yourself.  Please ignore the merge codes and leave them alone.  If you happen to change these codes, the letter will either need to be deleted and re-entered or fixed by someone who understands the word processor codes.

There is a lot to learn about the word processor in order to become proficient in using the system.  If you are only entering a few letters once in a while, you will never need to learn all of the intricacies.  Concentrate on entering the text for each letter.

  Setting Up the Provided, Sample PC Documents,

· The ARC/400 system uses certain documents for special purposes, such as AR Dunning, Preview/Rental Dunning, etc.  These document names are set in the ARC/400 Company Control File.  

· One can obtain sample documents on the ARC/400 Resource CD.

· AR Dunning samples (ardunn1.doc, ardunn2.doc, and ardunn3.doc)

· Preview Dunning samples (prvdunn1.doc, prvdunn2.doc and prvdunn3.doc)

· Generic letter sample (template.doc)

· Generic label sample (labels.doc)

· In addition to these sample documents, users can create their own standard letters and labels.  Then, users can select the letter during their work and have the customer’s information merged with the letter for a very quickly prepared letter to the customer.

· To set up letters, use the Standard Letter Maintenance function on the TeleService Management menu.  This process informs the ARC/400 that a standard letter exists.

· In all cases where a Standard Letter is set up (see ARC/400 Standard Letter Maintenance on the TeleService Management menu), the letter must be created and saved on the PC network in a shared directory that all users of the ArcPcServer can access.  Each letter must be set up as a Mail Merge document with merge field codes for the field names that will be passed to it by ARC/400.


Entering a New Letter

To enter a new letter, two things must be accomplished:

· First, the letter must be created in Microsoft Word.  Copy the template.doc sample form letter as the start of your own form letter, as this will save you from having to learn and build the merge codes required by both ARC/400 and Microsoft Word.  Edit the text and you are done.  Save the form letter to the Microsoft Word directory that you are using for such letters.  Use an 8 character name.

· Second, the letter must be registered with ARC/400.  Use Standard Letter Maintenance on the TeleService Management menu for this purpose.  To register a new letter, press New Letter.  You will see the "Define Letter Information" screen.

                        Define Letter Information        10/21/94  12:52:25    

          New Letter ID. . . . . : ________                                     

          Letter Description Text: _________________________________________    

       Note:  Letter ID is used to identify the letter and to                   

              sort the entries in list.                                         

                Exit    Return to Previous Screen    Create New Letter      

Enter the 8 character (or fewer) name which will be used to sort the letter in the list.  It must be unique.  The name must be the same as the name of the Microsoft Word document that was saved as the form letter.  Also, enter a description of the letter which will make sense for your Tele-Service personnel.  Press Accept to complete the registration process.  

  Changing an Existing Letter

To change an existing letter, this is done using Microsoft Word.  To change the ARC/400 letter name or letter description, see Letter Names and Descriptions later in this section of the manual.

  Removing a Letter from ARC/400

To remove the letter registration from ARC/400, you select the letter in the "Maintain Standard Letters" screen using option D.  You will immediately get a message saying that the letter was deleted.

  Letter Names and Descriptions

Each letter has a name which is up to 8 characters long.  This name is used to sort letters in alphabetical sequence on the user’s letter selection window.  If you want the letters to be in a certain order, plan your naming so that the list is as you want it.

If there are multiple and independent groups of people who will be using letters, it may be useful to prefix the name with a division or department code.  This way, all letters for that division will be grouped together.  This is even more important if the user uses the “start at” feature to immediately start at that point in the list which will make the user’s job easier.

For multiple sales divisions, for example, it may be useful to start all letter names with the sales division code.  The remainder of the name is not important except for sort purposes.  The name does not need to be descriptive because there is descriptive text displayed for the user as well.

The description is 40 characters of text which should read in a way that is most meaningful to the users.

  Changing Letter Names and Descriptions

Sometimes, letter names and descriptions should change due to different sort sequences required or due to other changes to the letter.  To change either or both, use option “2” on the letter maintenance list.

               Change Letter Description                        

  ID & Sort Key- old: INTROLET                                  

                 new: INTROLET                                  

   Description - old: cold call introduction letter             

                 new: cold call introduction letter____________ 

                                      Cancel    Accept      
You may change the name to any name that is not being used by the ARC/400 system.  The name must begin with an alphabetic character and must not consist of any imbedded blanks or special characters.  If the name is changed, be certain to coordinate the change within Microsoft Word.

  Setup of ArcPcServer in ARC/400

· In the Company Control File, marketing system parameters, set the ArcPcServer Labels to Y or N depending upon whether you want labels to print in addition to any letters. The default labels document is used if ArcPcServer labels are printed; this is the Word document name which will match the mail merge document on the ArcPcServer PC.  Note:  if the document name is “LB1UP1IN” for example, the Word document name must be LB1UP1IN.doc.  
· In the Company Control File, preview transactions control fields, check to see if the Preview Dunning Active is set to any value other than 8 (does not run).  If so, set the ArcPcServer Letters to Y or N depending upon whether you want preview dunning letters to print.  Set the ArcPcServer Labels to Y or N depending upon whether you want labels to print with dunning letters.  If set to Y, set the Label Document to the name of your label mail merge document.
· In the Company Control File, Accounting AR Dunning control fields, check to see if the AR Dunning Active is set to any value other than 8 (does not run).  If so, set the ArcPcServer Letters to Y or N depending upon whether you want preview dunning letters to print.  Set the ArcPcServer Labels to Y or N depending upon whether you want labels to print with dunning letters.  If set to Y, set the Label Document to the name of your label mail merge document.

· Verify that Netserver is started on the iSeries.  This instructs the iSeries to participate in Network Neighborhood with all PCs on the network.  From any PC, double click on the network neighborhood icon; a list of all computers will be displayed.  The iSeries name should be in the list.  If not, activate Netserver using the instructions in the Client Access manual.

  To install the ArcPcServer on a PC 

· Verify that Microsoft Word is locally installed on each PC that uses ArcPcServer; a network server installation of Word is not sufficient.  The supported versions of Word are Microsoft Word 97, Word 2000,  Word 2002 (XP), and Word 2003.

· Install version 1.4 or greater of the Java Runtime Environment (jre) on the PC.  This is found at http://java.sun.com/j2se/1.4/download.html.  The Java 1.4 Runtime Environment is also found on the ARC/400 Resource CD and at http://www.arc400.com/resources.jsp.

If you are not certain of the status of the Java version on the PC, enter this command into a Command Prompt window:  

java  -version

The following will be displayed:

java version "1.4.0_01"

Java(TM) 2 Runtime Environment, Standard Edition (build 1.4.0_01-b03)

Before installing the new Java runtime, be certain that other programs are ended including any old version of ArcPcServer.  If any program is using the old Java runtime then the install will only partially complete without any error message.  See troubleshooting  later in this chapter for more information.

· Find the ArcPcServer install program “ArcWord.exe” for the User Mode version and “ArcServr.exe” for the Server Mode version.  These are typically found on either the ARC/400 Resource CD or http://www.arc400.com/resources.jsp.  Double click on the appropriate install program, which is a self-extracting zip file.  This program will extract the correct programs to your c:\ArcPcServer directory.

  Merge Field Codes for Standard Letter

	Field Name
	Merge Field Name

	Salutation
	sal

	First Name
	fname

	Last Name
	lname

	Job Title
	title

	Department or Mail Drop
	dept

	Company Name
	company

	First Address Line
	address

	Second Address Line
	address2

	Third Address Line
	address3

	City
	city

	State Code
	state

	Zip/Post Code
	zip

	Zip Plus
	zipplus

	County
	county

	Customer Number
	customer

	Contact Number
	contact

	Campaign Code
	campaign

	Letter Greetings Line
	greetings

	User (sales person) name
	username

	User phone extension
	userext

	User phone
	userphone

	User job title
	usertitle

	User E-Mail Address
	useremail

	Country name
	countryname

	Product name
	productname

	Enclosure code
	enclosure

	Enclosure code
	enclosure1

	Enclosure code
	enclosure2

	Enclosure code 
	enclosure3

	Enclosure code
	enclosure4


  Merge Field Codes for AR Dunning Letters

	Field Name
	Merge Field Name

	Salutation
	sal

	First Name
	fname

	Last Name
	lname

	Job Title
	title

	Department or Mail Drop
	dept

	Company Name
	company

	First Address Line
	address

	Second Address Line
	address2

	Third Address Line
	address3

	City
	city

	State Code
	state

	Zip/Post Code
	zip

	Zip Plus
	zipplus

	County
	county

	Customer Number
	customer

	Contact Number
	contact

	User (sales person) name
	username

	User phone extension
	userext

	User phone
	userphone

	User job title
	usertitle

	User E-Mail Address
	useremail

	Country name
	countryname

	Invoice Date
	inv_date1

	Invoice Type
	inv_type1

	Invoice Number
	invoice_no1

	Customer PO Number
	po_no1

	Order Number
	order_no1

	Invoice Amount (balance
	amount1


Note: the last 6 fields represent only the first invoice of 12 possible invoices that may be included on this one letter.  The field names for the remaining 11 invoices are the same as the first invoice except that the 1 is substituted with 2 through 12.

  Merge Field Codes for Standard Label

	Field Name
	Merge Field Name

	Salutation
	sal

	First Name
	fname

	Last Name
	lname

	Job Title
	title

	Department or Mail Drop
	dept

	Company Name
	company

	First Address Line
	address

	Second Address Line
	address2

	Third Address Line
	address3

	City
	city

	State Code
	state

	Zip/Post Code
	zip

	Zip Plus
	zipplus

	County
	county

	User (sales person) name
	username

	User phone extension
	userext

	User phone
	userphone

	User job title
	usertitle

	Country name
	Countryname


  Merge Field Codes for Preview Dunning Letters

	Field Name
	Merge Field Name

	Salutation
	sal

	First Name
	fname

	Last Name
	lname

	Job Title
	title

	Department or Mail Drop
	dept

	Company Name
	company

	First Address Line
	address

	Second Address Line
	address2

	Third Address Line
	address3

	City
	city

	State Code
	state

	Zip/Post Code
	zip

	Zip Plus
	zipplus

	County
	county

	Customer Number
	customer

	Contact Number
	contact

	User (sales person) name
	username

	User phone extension
	userext

	User phone
	userphone

	User job title
	usertitle

	User E-Mail Address
	useremail

	Country name
	countryname

	Letter Greetings Line
	greetings

	Order Number
	order_no1

	Line Number
	line_no1

	Ship Date
	ship_date1

	Quantity
	quantity1

	Formatted Product Number
	product1

	Product Name (line 1 only)
	prod_name1

	Sale list price of product
	amount1


Note: the last 7 fields represent only the first item of 12 possible items that may be included on this one letter.  The field names for the remaining 11 items are the same as the first invoice except that the 1 is substituted with 2 through 12.

  ArcPcServer Request Log File

 Request   Request   Document  Requesting  Requesting  

  Date      Time       Code     User ID    Data Queue  

       IFS File Path                                   

 04/01/03  07.38.34  LB1UP1IN  ARC400      ARC_SPCS    

       \QDLS\ARC400\LISTS\ARC_SPCS\00003042.txt        

 04/01/03  07.38.32  CATLETTR  ARC400      ARC_SPCS    

       \QDLS\ARC400\LISTS\ARC_SPCS\00003041.txt        

The ArcPcServer is the interface between Microsoft Word and ARC/400.  It allows for easy mail merge processing from ARC/400.  In any case where the mail merge does not function correctly for any reason or if the mail merge needs to be re-done, one can perform the mail merge manually within Microsoft Word.  To do this, you need to know the a) document name, and b) the file path.  With this information, a simple manual mail merge can be performed.  This function is found on the TeleService Management menu.

A requesting Data Queue entry of ARC_SPCS is used for server mode entries.  All other entries are user mode entries.  The ArcPcServer request log can also be accessed using Excel, Microsoft Query, etc. by selecting file LETLOG.

  ArcPcServer Trouble Guide

· Some older computers will have an outdated version of the Java Runtime Environment installed.  Download the current JRE from www.java.sun.com.  

· Runtime error in module MSJAVA.DLL.  This error is caused by an incorrect version of word installed.  ArcPcServer requires Microsoft Word 97 or better.

· Runtime error Class Not Found when first starting the ArcPcServer application.  This is caused by an incorrect CLASSPATH specified.  Review the instructions and change the Classpath.

· User mode merging is working, but there is never any server mode documents created.  One should check the ARC/400 Company Control File, Marketing parameters; verify that the letter printer device is not set to “NONE”.

· When merging a data source with a document, the message” OpenDataSource failed with error: com.ms.com.ComFailExeception: The document name or path is not valid.”.  This indicates a setup problem with Network Neighborhood.  See the above installation instructions regarding Network Neighborhood.

  Using Microsoft Word Mail Merge without ArcPcServer

Step 1.
Build a Data Source file using the ARC/400 Direct Mail feature:

· Use the Direct Mail List Selection Criteria

· Review and Confirm your list with Direct Mail List Review and Change

· Build the Data Source using Direct Mail Build from List with the control option File = Y and giving the file a File_Member name which you can later identify.

The output will be placed into your user directory on the server within a subdirectory with the name you specify as the File_Member.  The actual file name will be simply a system generated unique name.  For example, the full file name may be something like:

\\s102twnm\arc400user\list21\E000000063.csv
 Where s102twnm is your server computer name, arc400user is your user directory on the server, list21 is the file_member name, and E000000063.csv is the file name given by ARC/400.

Step 2.
Using Microsoft Word’s mail merge feature, open the file as your Data Source.  Since the file is not in Word format, Word may request a conversion from the TEXT file.  Answer OK.

Step 3.
Build the master document and merge the ARC/400 data with the document using standard Word methods and procedures.

  E-Mailing Documents to Customers

ARC/400 provides the ability to e-mail customer documents similar to how these same documents can be faxed to customers.  This applies to Invoices, Marketing Sheets, Purchase Orders, Packing Lists, Order Confirmations,  AR Statements, and Pro Forma Invoices.

The order search, the shipment search, the invoice search, AR Search, Purchase Order Search, Pro Forma Invoice Search, AR Statements Request, and Send a Fax Item screens have all include the ability to send items via e-mail.    

First, the items are selected on the search screens.  For invoices, multiple items can be selected to be included in the e-mail.  Some other items will allow only one item to be e-mailed at one time.

Once the item or items are selected, a Send Using Your E-Mail screen is displayed to allow you to enter/change the recipients name and e-mail address, the subject of the e-mail, and a message text to be included with the e-mail.

                        Send Invoices Using Your E-Mail      10:53:01   7/26/02 

        Ms Susan Carter                      Scott Bader Company Ltd            

        Training and Development Mgr.        Wellingborough NN29 7RL UK         

     To: Susan Carter              suecarter/sbcl@scottbader.com______________                

   From: Jay Cosentino             jaycos@cacorp.com__________________________                            

  Subject: Invoices: 1607 1606 1605 and 1604_____________ Signature: COSENTINO_ 

                                                           WordWrap: Y         
           Susan, attached are the invoice copies that you requested in            

           PDF format for you to read using Adobe Acrobat Reader.  It__           

           is the standard PDF like other items that are downloaded____             

           from the Internet or included in various e-mails.  Let me___            

           know if you have any questions._____________________________                                      

           ____________________________________________________________                                                                     

           ____________________________________________________________                                                                     

           ____________________________________________________________                                                                     

           ____________________________________________________________                                                                     

           ____________________________________________________________                                                                     

           ____________________________________________________________                                                                     

       Use External File    Attachments   Exit    Cancel    Accept    

The Users File includes an option where the e-mail can be automatically sent back to the user’s usual e-mail account as a Blind Carbon Copy.  Go to the User File Maintenance on the Systems Administrator menu and select BBC_E_Mail_To_User = Y (yes).  

Diary entries are created in the customer’s diary for you to record the e-mail transaction.  The diary entry will include the subject of the e-mail and a list of any attachments.

  Direct Mail Tasks

The Direct Mail Tasks process is used to print form letters and/or mailing labels to groups of customers, fast and simply.  You can even create an output file to be used by a outside mailing house or PC word processing package.  You select the customers using AND and OR type selection criteria, such as all customers that are in the state of Michigan AND have not been called since January 1.  The selected customers are merged with a form letter which is clean and presentable.

The process consists of three parts which are performed in this order:

	
Direct Mail List Selection Criteria
	You specify the selection criteria.  A preliminary selection is made, putting those customers selected into a temporary holding area.  Nothing is printed yet!

	
Direct Mail List Review & Change
	You see how many customers were selected to determine if your selection criteria was appropriate.  This is a simple summary report from the temporary holding area.

	
Direct Mail Build from List
	Once you are satisfied with the number of customers and your selection criteria, you now create the selected letters, labels, and/or file output. 


Direct Mail List Selection Criteria

                    Direct Mail List Selection Criteria    10:38:08  12/06/97 

            List:  COSENTINO_ List of all customers in Illinois_________________
        Campaign:  ANY_______ Campaign Name Which I Gave it         Save: Y     

 Selection Logic:  File: CUSTOMER__                                             

    clst = "IL"___________________________________________________________                                                                 

    ______________________________________________________________________                                                                            

    ______________________________________________________________________                                                                             

    ______________________________________________________________________                                                                             

    ______________________________________________________________________                                                                             

    ______________________________________________________________________                                                                             

 Exception Logic:  File: SALES HIST                                             

 _______________________________________________________________________________                                                                               

 _______________________________________________________________________________                                                                               

 _______________________________________________________________________________                                                                               

   Contact Options: SELECT ALL                        Clear_Previous_Results: Y    

   Filters:  Fax_Flag: N   Mail_Flag: Y  E-mail_Flag: N  Call Flag: N  Bad_AR: N                                                                                                                                  

   Use Codes or Help to display selection criteria rules and assistance    

   Campaign Maintenance    Select Campaign    Exit    Cancel    Accept      
The selection criteria screen is the start of the Direct Mail process in which you specify which customers are to be selected for this letter.  This is done by determining the selection criteria .  You enter selection criteria such as:

CLST  =  %VALUES("IL"  "IA")   *AND   CLLCDT  = %range(“01/01/0002”  “02/01/1999”)
This selection asks for customer locations in Illinois or Iowa that have not been called since before February 1, 1999.  The range is used because ARC/400 stores a low value date in fields that have not been used yet.  The variety and complexity of the selection criteria is up to you.
File Selection

There are different types of selections available depending upon what data you wish to select.

Call Results
The call results file consists of records created whenever the Tele-Service person ends a call.  Therefore, only customers with any end-of-call results will be in this file.  The fields which can be selected for the selection criteria are any customer field or any call results field.

Sales History
The sales history file consists of records for every invoice line created by ARC/400.  Therefore, only customers with shipped items or invoiced items will be included on this file.   The fields which can be selected for the selection criteria are any customer field or any sales history detail field.

Ship-To History
This file is identical to the Sales History file except that the Ship-To customer is displayed instead of the Sold-To customer.
Customer
The customer file consists of records for every location and contact in the data base regardless of their call results or sales history.   The fields which can be selected for the selection criteria are any customer field.

User Tags
User tags consist of all customers and contacts with both the customer tag fields and the contact tag fields. The fields which can be selected for the selection criteria are any customer field or any tag field.  See User Tags in Chapter 3  Customer Service.  

Campaign
This file consists of the campaign statistics for each contact including the contact sales amount and the response flag.

Orders
This file consists of the order files to possibly select based upon orders that have not yet shipped.

Query

This file signifies that a user file with results from Query/400 processing will be used.  For more information, see “Query/400 with Call Queue, Fax and Direct Mail Selections” later in this Chapter.

Boolean Selection Criteria

You have seven lines to enter your selection criteria using AND/OR logic which is called Boolean algebra.  If you make a mistake, the system will display a message for you shortly after you accept the screen using Accept.  When you return, the same logic is displayed as you last used it.

You will need to have some idea of which customers that you want to select.  You must also be familiar with the data base variables which are available and how to write a selection criteria expression.  For the exact syntax for the expression, see the Using Boolean Selection Criteria section in this chapter.

Clear Previous Results

This question determines if any previous results (from the previous usage of this screen) should be used or discarded.  If yes, all previous results are cleared and this selection starts fresh.  If no, the results of this selection are added to the results of the previous selection.

Use previous results when the selection is so complex that it is easier to break the selection into pieces and run each piece separately.  Adding onto the previous results will add to the size of the selection file.  When letters are actually generated, each record is removed from the file when the letter is created.  If the Direct Mail Build did not print all letters (e.g. the maximum letters number was reached), the remaining selections stay in the file for a subsequent Direct Mail Build.

Note that multiple selections may specify different campaigns and still be processed together in the Production Build step.

Filters

Set one or more of the filters questions to “Y” to cause the selection criteria to consider contact flags set in the contact records.  
· Set the Fax_Flag to “Y” to exclude contacts who have the fax flag in their contact record set to “N”.   
· Set the Mail_Flag to “Y” to exclude contacts who have their mail flag in their contact record set to “N”.  
· Set the E-mail_Flag to “Y” to exclude contacts who have their e-mail flag in their contact record set to “N”.  The E-mail_Flag will also eliminate contacts that do not have an e-mail address regardless of the e-mail flag.  
· Set the Call_Flag to “Y” to exclude contacts who have their call flag in their contact record set to “N”.  

· Set the Bad AR to “Y” to exclude contacts who have an AR status code set to something other than OK.

What Is Happening Inside the Computer

After pressing Accept, a job is started that reads the selection criteria and builds an intermediate file of all customers selected.  If the job finds a syntax error in the selection criteria, a message is relayed back to the user.  If there is no error, the intermediate file is built. 

The result of this operation is an intermediate file, but as of yet no letters have been created

  Direct Mail List Review and Change

                 Direct Mail List Review & Change        10:23:52   4/28/98 

 List ID: COSENTINO_  sample list number one                                    

               Sort: LOCATION__ Go To:______  #_of_Contacts:      312             

   Filters:   Last_Name: __________  State: __  Market: ____  Org_Type: ____        

  2=Change  4=Note_Pad  5=Diary  6=Contacts  7=Telephone  8=History  9=Address  

       S=Schedule_Call_Back  E=Diary_Entry  D=Delete  C=Clear_Delete_Flag       

 Sel Zip/Post Organization name              City                 St Campaign   

  _  60004    Customer Name Not Specified    Arlington Heights    IL            

              Dave J.  Rogers           Mkt_Prty:      Org:      Market: B      

  _  60062    Customer Name Not Specified    Northbrookre         IL            

              Carolyn Banister          Mkt_Prty:      Org:      Market: B      

  _  61265    Customer Name Not Specified    Moline               IL            

              John M.  Fowler           Mkt_Prty:      Org:      Market: B      

  _  60606    A M & G                        Chicago              IL            

              Dale Hershfield           Mkt_Prty:      Org:      Market: B      

  _  62521    A. E. Staley Manufacturing Com Decatur              IL            

              Gerard Bernard            Mkt_Prty:      Org:      Market: B      

  _  62521    A. E. Staley Manufacturing Com Decatur              IL            

              Laura Cannady             Mkt_Prty:      Org:      Market: B      

  _  62521    A. E. Staley Manufacturing Com Decatur              IL            

              Kimberly Ervin            Mkt_Prty:      Org:      Market: B    + 

   Print List                      Exit    Cancel                           

Selection Options for Direct Mail List Review & Change screen:

	
	2=Change allows user to edit information for the designated customer.

	
	4=Notepad displays the location notepad for the designated location.

	
	5=Diary displays the diary for the designated location..

	
	6=Contacts displays the contact list for the designated location.

	
	7=Telephone displays the telephone numbers for the designated location.

	
	8=History displays the sales history for the designated location.

	
	9=Address displays the contact list for the designated location.

	
	S=Schedule_Call_Back allows user to schedule a call back for this contact.

	
	E=Diary_Entry allows user to write a diary entry for this contact.

	
	D=Delete marks this location for deletion.

	
	C=Clear_Delete_Flag clears the delete flag for the designated location.


Function Key or Pushbutton Options for Direct Mail List Review & Change screen:

	
	F3=Exit returns to a previous screen.

	
	F4=Print_List prints the customer listing on the screen.

	
	F12=Cancel returns to a previous screen.


The Direct Mail List Review & Changes screen allows the user to see those customers who have been selected to receive a mail piece, and to make changes to the list or to customers on the list.  In viewing the list, the user has the option to filter customers by last name, state, market, and organization type.  Filtering limits the display of customers to only those which have been requested in the filter options.

  Direct Mail Build from List

                        Direct Mail Build from List     9:58:34   8/13/96 

    List: COSENTINO_  sample list number one                                                                                                                                                           

 Control:    File: N     File_Member: __________   Column_Headings: Y                      

          Letters: N     Letter ID..: INTROLET__    

           Labels: N     Labels Type: LB1UP1IN      

           Max Items: ______  Every_Nth_Item: ______                                                                                                            

    Enter into Diary: Y cold call introduction letter_________________          

     Campaign: Default: __________ Enter Contact Tag: Y  Update Campaign Counts: Y          

    Tag Field Coding:  Tag Field: __________  Tag Code: __________              

 Letter       User ID: COSENTINO_  Use_Sales_Name: N Default_Sales_Div: ____    

 Closing:                                                                       

              Formal Name      Mr.__ Jay Cosentino_______  Tele: _____          

              Job Title        ______________________________                   

 Other Data:  Product Name     __________________________________________       

              Enclosures       ___  ___  ___  ___  ______________________       

                                    Exit    Cancel    Accept For Build                          

Function Key or Pushbutton Options for Direct Mail Build from List screen:

	
	F3=Exit returns to a previous screen.

	
	F6=Accept_For_Build initiates the process of printing the letters.

	
	F12=Cancel returns to a previous screen.


This third step in the Direct Mail process requires the specification of the specific control and sender information.

Letters, Labels and/or File

The result of Direct Mail Build can be letters, labels, file output or any combination of these three.  Specify a Y or N for each of these three questions in the control information.

Letters:  If the letters control is Y, then the letter ID must be specified.  The letter that you specify will be merged with the selected customers.  The letter must have been registered using "Standard Letter Maintenance" on the Tele-Service Management menu.  Use a ? in the field to obtain a list of the available letters.  These are the same letters that are available to the Tele-Service users when sending individual letters to customers.  

Labels: If the labels control is Y, then the labels type must be specified.  The labels type must be a Microsoft Word form letter document and registered in table 925.

File:  If the file control is Y, output will be placed onto the MAILIST file with a member name as specified.  The member name must be a valid iSeries name.  Valid names start with A-Z, @, # or $.  Remaining characters may be A-Z, 0-9, @, # $.  There may not be any imbedded blanks.  The default is the user ID of the person entering the screen data.

See the Exporting a File from ARC/400 section and the Using ARC/400 with Microsoft Word Mail Merge section of this chapter for more information.

Column Headings

Specify whether you wish ARC/400 to place column heading text as the first record in the output file.  Doing so will make use of the file easier with Microsoft Access, Excel, Crystal Reports, etc.  

Labels Type

There are different types of label formats which can be printed depending upon the label forms which you use.  Standard form types are 1 across and 4 across (sometimes called 1 up and 4 up labels).  Also, the length of the labels is usually either one inch or 1 1/2 inches.  Cheshire label format is 4 up and 1 inch.

The labels type must be a Microsoft Word form letter document and registered in table 925.

Diary Notation

Optionally, ARC/400 can enter a diary note for every customer contact selected.  To enter the diary note, specify “Y” and enter the text that you want entered.  If letters are created, ARC/400 will prefix the text with “Letter:”.  If only labels or a file is created, ARC/400 will not prefix the text with anything.

Max Items

Specify the maximum number of items that you want output.  Letter creation will stop when this number is reached even if more customers were selected in the selection criteria.  

Every Nth Item

Specify if you want to select every so many items instead of every item from the selection intermediate file.  For example, enter 3 to pick every third one, or 7 to pick every seventh one.  The skipped items remain in the intermediate file and can be picked up again by a subsequent running of the Direct Mail Build.

Campaign Default

If a campaign code has not been assigned in step 1 of the Direct Mail process, this default campaign code will be used.  This is an optional entry; it is not necessary to assign any campaign code.  If a campaign is specified, statistics regarding the direct mail campaign will be determined by ARC/400.  

Enter Contact Tag

If a campaign was selected in the selection step, one may record the campaign into a contact tag field so that the Tele-Service person knows that this campaign was selected for this customer.  Using the Contact Tag inquiry (46 from Tele-Service Call Management menu and other places), a list of all campaigns and marketing solicitations is displayed with the SOLICITS tag field.

Enter a “Y” to automatically update the contact tag field for each contact selected.  Enter a “N” and no tag fields will be updated.

Update Campaign Counts

Specify “Y” to add the number of solicitations to the campaign file.  Specify “N” if the solicitation counts should not be updated.

User ID

Specifying this field will cause the system to obtain the name, telephone number and title from the user information file and place into the Tele-Service User fields.  These are fields that will likely be merged into the final letter, depending upon how the letter was built.

This field is optional and may be left blank.  If so, specify the Tele-Service User fields manually.

Use Sales Name

Specify a Y or N.  If a Y, ARC/400 will attempt to calculate the correct sales person for this contact and use the sales person’s information on the letter.  If ARC/400 can not positively determine the sales person, the formal name, title and telephone extension fields that follow will be used as a default.  

If an N is specified, the formal name, title and telephone extension fields that follow will be used.

Default Sales Division

In calculating the sales name (see use sales name), ARC/400 will attempt to determine the correct sales division.  If you are using multiple sales divisions and ARC/400 can not correctly determine the sales division from customer information only, you ought to use the Default Sales Division.  When specified, ARC/400 will use this sales division in all sales person calculations.

Formal Name, Telephone, and Job Title

Specify or override data which will be merged into the letter.

Product Name

Specify or override data which will be merged into the letter.  Note that many letters may not use this field in which case it will be ignored.

Enclosures

Specify up to four enclosure codes and one enclosure text field.  Use a ? to select from a list.

  How is the Greetings Line Determined by ARC/400

ARC/400 attempts to intelligently determine the greetings line for all letters.  It uses the following rules until a greetings line if found.

1. A greetings line override as entered into the contact screen

2. If the last name is not blank, and the salutation is not blank then these are combined with “Dear” to create “Dear Mr. Smith:”

3. If the first name is not blank, this is combined with “Dear” to create “Dear John:”

4. If the contact title is not blank, this is combined with “Dear” to create “Dear Librarian:”

5. Otherwise, the greeting line is left blank.

  Standard Letter Maintenance

All letter maintenance is performed using option 54 "Standard Letter Maintenance" function on the Tele-Service Management menu.  

                        Maintain Standard Letters        4/21/98  12:43:01    

                Sel Document    Letter Description                              

                 _  INTROLET  cold call introduction letter                     

                 _  SAMPLE1   Sample Letter One                                 

                 _  SAMPLE2   Sample letter                                     

  1=Letter  2=Description  D=Delete         New Letter    Exit      

Entering the maintenance function, you will see a list of all letters which on the system.  Each letter has a 8 character name and a description.  The 8 character name is the sort sequence for items displayed on the user’s list of letters.  It must be unique because this is how ARC/400 identifies the letter within the programming.

From the "Maintain Standard Letters" screen, you can change any letter (select option 1), change any name or description (select option 2), delete any letter (select option D), or create a new letter (New Letter).  

  Automatic Letter Generation Control

The direct mail process is designed to be used one time or on an as-needed basis.  However, there are situations where the this process should be run periodically such as daily or weekly or monthly.  Automatic Letter Generation does this.

The concepts of automatic letter generation are exactly the same as a one time Direct Mail Build.  You need to read and understand that section before proceeding with this section because these concepts are not repeated.

Definition of one Auto Letter Generation Build requires two screens.  The first controls the building of the letters and the second controls the Selection List and Exception List.

                  Auto Letter Generation Build File         12:58:52   4/13/98

                             Display Mode                                       

 Frequency......  D    Sequence: HH    Day of Week: 7    Max Items:  _______0   

 Letter ID......  INTROLET                          Contact Option: SELECT ALL
 Labels Only....  N  Label ID: LB1UP1IN             

 Campaign.......  LIST # 2__  Campaign Counts: N  Contact Tags: N               

 Use_Sales_Name: N  Default_Sales_Div: ____                                     

      User Name: Mr._ Thomas Thompson______  Tele: 123_                         

      Job Title: Vice President, Marketing_____                                 

        Product: __________________________________________                     

     Enclosures: AAA  ___  ___  ___  ______________________                     

 Diary Notation: Y  Marketing Letter Number one____________________             

                       Last Maint: 04/16/95 COSENTINO                           

  List Mode    Change Mode               QueryLogic         Previous    Next  

                             Exit    Search Screen                        
Function Key or Pushbutton Options for the Auto Letter Generation Build File screen:

	
	F3=Exit returns to a previous screen.

	
	F7=List Mode displays the various auto letter generation files.

	
	F11=Change Mode allows the user to edit items on this screen.

	
	F12=Cancel returns to a previous screen.

	
	Page Up/Dn allows user to scroll from screen to screen if necessary.

	
	F24=Query_Logic displays the selection/exception logic criteria screen.


You will set up zero, one or more selections like the above using the Automatic Letter Generation screens.  These screens function like all the other file maintenance screens.  See Chapter 12, File Maintenance.

Frequency

Specifies how often the Automatic Letter Generation runs.  Use “D” for daily or weekly.  Use “M” for monthly.

Sequence

Determines sorting for the various Automatic Letter Generation requests.  Each is run in the specified sequence.  Any character may be used, but two requests should not use the same sequence.

Day of Week 

Specifies the day of the week to run if the frequency code is set to “D”.  Options are the night of any specific day, every day or no days.  Use a ? for a list of valid values.

Note that this operation runs during the nightly batch procedure and not during the day.

Max Items

Specifies the maximum number of letters and/or labels to be produced.  

Letter ID

Specifies the actual letter to print.  

Labels Only

If the mailing is not a letter, you may only want labels to place onto a produced mailing piece.  Specify “Y” for only labels and a letter will not be created.

Label ID

The label document name that specifies the type of labels to print.  

Campaign Code

Enter the campaign code.  This is a required entry.  If the campaign has been set up with selection logic in the Campaign File Maintenance and no selection logic has been entered by the user, the selection logic from the Campaign File is moved to the screen for the user.

Use a “?” to select an existing campaign.  Use a “@” in the field to move directly to Campaign File Maintenance to add or change an existing campaign code entry.

Campaign Counts

Specifies whether the Campaign File should be updated with the count of the number of letters and/or labels created.  The count is added to the number of solicitations field.

Contact Tags

Specifies whether the contact tag field should be updated to signify if this contact has been sent this particular campaign piece.

Use Sales Name

Specify a Y or N.  If a Y, ARC/400 will attempt to calculate the correct sales person for this contact and use the sales person’s information on the letter.  If ARC/400 can not positively determine the sales person, the formal name, title and telephone extension fields that follow are used as a default.  

If an N is specified, the formal name, title and telephone extension fields that follow are used.

Default Sales Division

In calculating the sales name (see Use Sales Name section above), ARC/400 will attempt to determine the correct sales division.  If you are using multiple sales divisions and ARC/400 can not correctly determine the sales division from customer information only, you should use the Default Sales Division.  When specified, ARC/400 uses this sales division in all sales person calculations.

User Name

The name of the person whose name appears on the letter.  This applies to letters where the sales name is not being calculated or where the sales name can not be calculated.

Job Title

The job title of the person whose name appears on the letter.

Product

Product name text if this field is used in the specific letter being created.

Enclosures

Enclosure codes and enclosure text for use in the letter.

Diary Notation

Specify “Y” if a diary notation should be created for each contact receiving a letter or label.  Specify text to be inserted into the diary.

Selection Criteria Screen

The second Auto Letter Generation Build File Screen allows the user to enter selection criteria to determine who will receive letters from the Auto Letter Generation process.

                  Auto Letter Generation Build File         13:58:36   4/13/98 

                             Display Mode                                       

   Selection Logic:  File: CUSTOMER__                                             

    clst = "IL"___________________________________________________________                                                                 

    ______________________________________________________________________                                                                            

    ______________________________________________________________________                                                                             

    ______________________________________________________________________                                                                             

    ______________________________________________________________________                                                                             

    ______________________________________________________________________                                                                             

 Exception Logic:  File: SALES HIST                                             

 _______________________________________________________________________________                                                                               

 _______________________________________________________________________________                                                                               

 _______________________________________________________________________________                                                                               

  List Mode    Change Mode               Screen-1           Previous    Next  

                             Exit    Search Screen                        
Function Key or Pushbutton Options for the Auto Letter Generation Build File screen:

	
	F3=Exit returns to a previous screen.

	
	F7=List Mode displays the various auto letter generation files.

	
	F11=Change Mode allows the user to edit items on this screen.

	
	F12=Search Screen allows the user to search for another auto letter generation file.

	
	Page Up/Dn allows user to scroll from screen to screen if necessary.

	
	F24=Screen-1 displays the first Auto Letter Generation screen.


Selection Logic

The selection logic for selecting contacts to receive letters.  See the Direct Mail Selection section for more information and rules.

Selection File

The file name used by the selection logic.  See the Direct Mail Selection section for more information.

Exception Logic

The exception logic to identify contacts who should not receive letters and/or labels.  See the Direct Mail Selection section for more information and rules.

Exception File

The file name used by the exception logic.  See the Direct Mail sections for more information.

  Broadcast E-mail

The Broadcast E-mail feature supports the sending of an e-mail to selected customers using either a text message or an imported HTML page.  For each of these, up to 30 attachments can be selected which can be Word, Excel, PDF, executables, or any other attachment.

All e-mails are sent individually so the receiving person will see a one to one e-mail from his or her assigned sales person.  It will not look like a broadcast e-mail where the name is buried somewhere in a list of recipients.

An e-mail signature can be attached to a text message which will identify the “sender” of the e-mail which is established as the assigned sales person.  

Many of the same features for direct mail and broadcast fax are included in the broadcast e-mail support within ARC/400.  

  Up    Dn            Broadcast E-Mail Build from List       16:24:09   4/01/03 

 List: COSENTINO_ a simple description of the list file                   

 Campaign: Default: __________  Enter Contact Tag: Y  Update Campaign Counts: Y 

 Enter into Diary: N ____________________________________________               

                                                              Max Items: _______

 User ID: COSENTINO_  Use_Sales_Name: N Default_Sales_Div: ____                 

 From: Jay Cosentino____________ jaycos@cacorp.com______________________________
 Subject: _____________________________________________ Signature: Y WordWrap: Y  

    1  ______________________________________________________________________   

    2  ______________________________________________________________________                                                                         

    3  ______________________________________________________________________                                                                         

    4  ______________________________________________________________________                                                                         

    5  ______________________________________________________________________                                                                         

    6  ______________________________________________________________________                                                                         

    7  ______________________________________________________________________                                                                         

    8  ______________________________________________________________________                                                                         

    9  ______________________________________________________________________                                                                         

   10  ______________________________________________________________________                                                                         

   11  ______________________________________________________________________                                                                         

   12  ______________________________________________________________________ + 

     Use External File     Attachments     Exit    Cancel    Accept      

Broadcast e-mails work in conjunction with the Direct Mail screens.  Enter the selection criteria into the Direct Mail Selection screen.  Use the Direct Mail Review screen to view the quantity and the specific items selected.  Then, use the Broadcast E-Mail Build from List screen to create the e-mails for all customers in the selection list.

This screen works very similarly to the Direct Mail Build screen, except that it is specific for e-mails.  

If the Use Sales Name is set to Yes then the from address on the e-mail will be the sales person and his/her e-mail address.  In any case, if the sales person can not be determined or if the sales person does not have an e-mail address, the default from user and e-mail address specified on this screen will be used.

If the original Direct Mail screen did not filter for contacts with e-mail addresses (specified on the bottom of the Direct Mail List Selection Criteria screen), the e-mail will be skipped if no e-mail address is on record for the contact.  The contact in error remains on the original direct mail list so the requesting user can review the list after all of the e-mails are sent.

Function Key or Pushbutton Options for Broadcast E-mail Build from List screen:

	
	F3=Exit returns to a previous screen.

	
	F6=Accept_For_Build initiates the process of sending the e-mails.

	
	F12=Cancel returns to a previous screen.


  List

Select the list name which has the contacts to be added to the call queues.  Use a ? to get a list of all of the list names and descriptions.

  Default Campaign Code

Campaign codes are sometimes selected when the initial selection screen was used (see Direct Mail Build Selection).  For any customers which were selected without a campaign, you may specify the campaign here to be used for these customers.  If a campaign was used in the selection process, that campaign will be used for those selected customers.

Use a @ in the field to add a new campaign code to the system or a “?” to see a list of existing campaign codes.

  Enter Campaign in Contact Tag

One may record the campaign into a contact tag field so that the Tele-Service person knows that this campaign was selected for this customer.  Using the Contact Tag inquiry (46 from Tele-Service Call Management menu and other places), a list of all campaigns and marketing solicitations is displayed with the SOLICITS tag field.

Enter a “Y” to automatically update the contact tag field for each contact selected.  Enter a “N” and no tag fields will be updated.

  Update Campaign Counts

Specify “Y” to add the number of solicitations to the campaign file.  Specify “N” if the solicitation counts should not be updated.

Diary Notation

Optionally, ARC/400 can enter a diary note for every customer contact selected.  To enter the diary note, specify “Y” and enter the text that you want entered.  If letters are created, ARC/400 will prefix the text with “Letter:”.  If only labels or a file is created, ARC/400 will not prefix the text with anything.

Max Items

Specify the maximum number of items that you want output.  Letter creation will stop when this number is reached even if more customers were selected in the selection criteria.  

User ID

Specifying this field will cause the system to obtain the name, telephone number and title from the user information file and place into the Tele-Service User fields.  These are fields that will likely be merged into the final letter, depending upon how the letter was built.

This field is optional and may be left blank.  If so, specify the Tele-Service User fields manually.

Use Sales Name

Specify a Y or N.  If a Y, ARC/400 will attempt to calculate the correct sales person for this contact and use the sales person’s information on the letter.  If ARC/400 can not positively determine the sales person, the formal name, title and telephone extension fields that follow will be used as a default.  

If an N is specified, the formal name, title and telephone extension fields that follow will be used.

Default Sales Division

In calculating the sales name (see use sales name), ARC/400 will attempt to determine the correct sales division.  If you are using multiple sales divisions and ARC/400 can not correctly determine the sales division from customer information only, you ought to use the Default Sales Division.  When specified, ARC/400 will use this sales division in all sales person calculations.

From Name and Address

The default from name and address for the e-mail is used if the sales person name is either not desired or not determinable at the time the e-mail is sent.  

Subject

The subject line for the e-mail.

Signature

Specify Y or N whether a signature block should be added to the end of the e-mail.  This applies only to text messages and not to HTML e-mails.  The signature will apply to the sending person for the e-mail which would be either the assigned sales person or the default user specified above. 

WordWrap

Specify Y or N whether the word wrap feature should be used or not.  Normally, this is set to Y (yes) to allow word wrap unless one is keying HTML into the text message.

Text Message

Up to 999 lines of text can be added to create the text e-mail.  

HTML File

An HTML file can be used instead of the text message for the e-mail.  This file would be a complete HTML file as created by any HTML web page tool such as Microsoft Front Page or Macromedia Dreamweaver.  The file should be uploaded to a directory on the server (using Windows Explorer).  The file is specified on the screen after pressing the Use External File button.

The file name must be specified in full and the file must exist in the directory when the name is entered.  No file checking occurs other than the file’s existence.  It is always best to do a test e-mail to yourself before doing any broadcast e-mail  When doing such a test, be certain to disconnect yourself from the local network so that all links are resolved through the internet as they would be resolved by your e-mail recipients.

  Up    Dn            Broadcast E-Mail Build from List       16:24:09   4/01/03 

 List: COSENTINO_ a simple description of the list file                   

 Campaign: Default: __________  Enter Contact Tag: Y  Update Campaign Counts: Y 

 Enter into Diary: N ____________________________________________               

                                                              Max Items: _______

 User ID: COSENTINO_  Use_Sales_Name: N Default_Sales_Div: ____                 

 From: Jay Cosentino____________ jaycos@cacorp.com______________________________
 Subject: _____________________________________________ Signature: Y            

 File: _________________________________________________________________________

     Use Message Text     Attachments         Exit    Cancel    Accept      

The above screen allows for the entry of the HTML file name. 

Attachments

Up to 30 attachments can be included in each e-mail.  These attachments can be Word, Excel, PDF, executables, etc.  However, all attachments must be registered before they can be used.

HTML or Text 

ARC/400 will select HTML as the e-mail type if the External File is used or if an e-mail signature is used.  Therefore, if a signature is used, one can enter any HTML tags into the text message for proper display of your message.  

  Sales Management

Daily Sales Report

The daily sales report is the primary means of knowing how well salespeople are doing over a period of time.  This report runs automatically nightly, and can be selected through the Reports Menu.

This report is organized by sales division and sales person.  It include the sales person name, sales person type, the bookings for today, the booking this month, bookings this year, sales for today, sales this month, and sales this year.  Totals are provided by sales division and grand totals.

Bookings amounts are defined as the total in which the order system has changed.  Therefore, placing an order for $1,000 will change the booking for the day even if the order does not ship.  Any reduction of the order amounts (such as a cancellation) will have a negative impact on bookings.

Sales amounts are defined as the total value of orders that are shipped.  The sales amount will not be included in the report until the items are invoiced to the customer, whether the order was placed then or previously.  Therefore, one could have a booking amount today, but it would not be moved to sales until later (maybe much later) when it is shipped and/or billed to the customer.

This report may be re-printed for up to 90 days at which time the report is purged.  Use option 32 on the Reports Menu and specify the business date which is desired for the report.  In addition, this report can be imported into Excel or other systems by using the Client Access Data Transfer function for data file ARC400FILE/DLSALESRPT.

Adding New Sales People

Adding new sales people to a Tele-Service position requires the entry of a new system user record and the entry of a new sales person record.  See sales person master maintenance in Chapter 12  File Maintenance.

  Sales Territory Maintenance

See the Chapter 12  File Maintenance section for information on Sales Person Master Maintenance, Sales Territory Maintenance and Sales Territory Override Maintenance.  In addition to these screens for detail maintenance of sales persons and sales assignments, the Sales Assignment Change Utility may be used.

  Option to Ignore Sales Division for Sales Assignments

Generally, one creates a sales division to separate groups of sales people or sales transactions.  For example, multiple sales groups may sell different product lines and need to be evaluated and managed independently.  One would establish each sales group as its own sales division in ARC/400.  Each sales group can define its own sales territories.  Therefore, ARC/400 determines sales assignments within a sales division.  

However, one may want to establish multiple sales divisions without overlapping territories as would normally be the case.  To accomplish this, ARC/400 determines the sales person from the sales territory definition screens without consideration for the sales division.  To turn on this option, set the Ignore Sales Division question in the Company Control File, marketing parameters.

Warning:  if one sales territory is assigned to multiple sales persons (in different sales divisions), the automatic ARC/400 selection of the proper sales person can not be guaranteed.  Therefore, use care in making sales assignments so that any one customer can be directly assigned to one and only one sales person.

  Sales Performance Display

The Sales Performance Display on the Tele-Service Management menu is meant to provide current information for management throughout the day so they know exactly what is going on in the organization.

   Up    Dn            Sales & Performance Statistics      12:42:30  12/16/98 

                                Today As Of Now                                 

                                                            Sales:       450.00 

 Sales Division: ____  Rep_Type: ____  All_Reps?: Y      Bookings:     1,400.00 

                                      -Result Codes-                            

Divsn  Rep#   Name     Calls Contacts  Prev   Sale     Invoices       Bookings  

 BUSN    25 COSENTINO     34     18       3      1         120.00        300.00 

 Stats: Diary    15 Letr:    14 New:     1 Resch:     1 Unsch:     0 Del:     0 

               Sales: Last Mo,MTD YTD           .00        820.00-       530.00 

 ------------------------------------------------------------------------------ 

 BUSN    32 SMITH         21     17       1      1         140.00        700.00 

 Stats: Diary    17 Letr:     9 New:     0 Resch:     2 Unsch:     0 Del:     1 

               Sales: Last Mo,MTD YTD           .00        820.00        820.00 

 ------------------------------------------------------------------------------ 

 BUSN    33 House Acco    14      5       0      1         190.00        200.00 

 Stats: Diary     4 Letr:     1 New:     0 Resch:     0 Unsch:     0 Del:     0 

               Sales: Last Mo,MTD YTD           .00        200.00      2,656.00 

 ------------------------------------------------------------------------------ 

 GOVT    34 Mary Jones    22     11       6      1            .00        200.00 

 Stats: Diary    10 Letr:     7 New:     0 Resch:     0 Unsch:     0 Del:     0 

               Sales: Last Mo,MTD YTD           .00           .00           .00 

 ---------------------------------------------------------------------------- + 

  Refresh    Fold                                     Exit    Cancel                  

Function Key or Pushbutton Options for the Sales Performance & Statistics screen:

	
	F3=Exit returns to a previous screen.

	
	F5=Restart_Scan displays the screen information as of the current moment.

	
	F11=Fold displays only 1 line of information per rep on this screen.

	
	F12=Cancel returns to a previous screen.


The entry fields on the display are sales division, rep type, and an all reps prompt.  To obtain a list of all sales people for a division, enter that division code; otherwise press enter to obtain a list of all sales people for all divisions.  Similarly, a list may be limited to a single rep type.  For a list of possible rep types, type ?.  If you specify N for “all reps?”, only sales people with activity for that day are displayed.  Otherwise, all reps are displayed, whether or not they have had activity for that day.

Statistics are determined by the call result code used when the Tele-Service personnel ends each call.  How each of these result codes determine the statistics is controlled by table 009 Call Back Result Codes.  For each result code, one can specify if that result means:  a contact made; a call made; a sale result; a preview result; and a dead result.  Depending upon how one defines the result codes, the statistics are counted accordingly.

	Calls
	The number of calls made.

	Contacts
	The number of contacts made with customers.

	Preview Results
	The number of previews taken.

	Sale Results
	The number of sales made.

	Invoices
	The actual dollar amount of invoiced sales for shipments or invoices created.  This amount does not include any shipping charges or taxes.

	Bookings
	The actual dollar amount of booked business for the day.  This is the change in ordered amounts for the day.  Note that credit memos will create a negative booking as will a canceled order.

	Diary
	The number of diary entries created.

	Letters
	The number of letters scheduled to be sent.

	New Queue Entries
	The number of new call queue entries added to the call queue.

	Rescheduled Queue Entries
	The number of call queue entries rescheduled to another time.

	Unscheduled Queue Entries
	The number of call queue entries which were unscheduled.  This is where a specific call back time was abandoned and the call was given a non-specific call back (i.e. no call back date or time).

	Deleted Entries
	The number of call queue entries deleted from the call queue.

	Sales Amounts
	The sales volume for last month, month-to-date, and year-to-date.  Last month sales applies only to the current fiscal year so that last month sales for the first fiscal month is zero.


Daily totals for sales and bookings are displayed in the top right hand corner of the screen.

  Order Entry Transaction Audit

ARC/400 keeps a record of every change to every order in the audit logs of the Order Entry file.  For every change made to the order files, information is maintained by ARC/400 for problem solving.  This information is being made available to user management using menu option 64 on the TeleService Management menu.

The following screen operates much like all other search screens in ARC/400.  However, it will only display data for a period of three plus months.  The data will exist for the existing fiscal month plus the previous three months.  The current day is not yet available on this screen until the next nightly processing occurs.

                         Order Entry Transaction Audit       15:25:38   4/01/03 

 Order #: ___2553   Date range: __________ to __________                        

 User: __________                                                               

 Sales_Div: ___  Rep: ____                                                      

 Options: 2=Order                                          ---- change in ---   

Sel   User       Date     Time         Order Line Type     Quantity    Amount   

 _    COSENTINO  03/31/03 08:37 AM      2553    2  SN           1         .00   

          item: WYR                  Sales: WYR  6                              

 _    COSENTINO  03/31/03 08:31 AM      2553    1  RT           1       12.00   

          item: WYR MAY0103          Sales: WYR  6                              

 _    LMS01      03/26/03               2553    1  RT           1       12.00   

          item: WYR MAY0103          Sales: WYR  6                              

    Clear                    Fold              Exit    Cancel              

The Order Entry Transaction Audit will have one line for each entry made to the order system.  When one adds a new line item then there will be an entry.  If someone changes the line then there will be an entry.  When one cancels the line then there will be an entry.  The summation of all add, change and cancel entries will equal to the current values in the order files.

Each entry in this list will be the CHANGE in the line item.  Note that the entry includes the person who made the change, the date and the time.  The time will only be available for entries made under version 8.6 on forward.  Other data is available for past versions.  For example, the above example shows two entries for order 2553 line 1.  The first entry for 3/26/03 is the initial add of the line item.  The second entry for 3/31/03 is the addition of 1 unit and 12 dollars.  The total for the line item would now be two units with an extended line amount of 24 dollars.

  Campaign File Maintenance

Campaigns are a powerful marketing tool to track sales performance and other activity.  

A campaign is any event or marketing activity that should be tracked.  These can be trade shows, advertisements, special catalogs, specific direct mail promotions, specific telephone call campaigns, etc.  

A campaign is not a source from where a customer was first added to the data base, such as from a specific mailing list or a mail-in response form.  However, sources and campaigns may overlap so that in some cases a source is also a campaign.  The distinction is that a person is added onto the data base once from one source while over time, this person may have responded to many marketing messages (campaigns) which should be tracked separately.

Tracking the effectiveness of a campaign is a powerful marketing tool when results are analyzed; future decisions will have the benefit of this analysis.  Better marketing decisions will mean better marketing results!

A campaign is defined using the Campaign File Maintenance screens.  Once defined, sales people will determine (usually ask the customer) the campaign and enter into the Call Management screen.  Once entered, sales and other activity will be tracked to this campaign.

                      Campaign File Maintenance - Detail    13:37:45   8/12/96 

                                  Display Mode                                  

 Campaign: MAILING1__ Status: ACTIVE__ Text: MAIL PIECE 1 WITH PROMO INSERT____ 

 Full_Description: _______________________________________________________      

                   _______________________________________________________      

                   _______________________________________________________      

 Solicitations:   ______0    Budget-Costs..:  _____.00   Revenues:     2,270.00 

 # Sales. . . . .      2     Actual-Postage:  _____.00    Credits:       500.00 

 # Previews . . .      3         Production:  _____.00                          

 # Conversions. .      1       Mailing List:  _____.00    

 # Returns. . . .      2        Other Costs:  _____.00    

 # Responses. . .      2                    

 Start_Date. . ________    Linked_Promotion: __________                                   

 End_Date. . . ________                                                                 

 Last Change: 04/06/00 COSENTINO                                                                                                                              

  List Mode    Change Mode               Screen-2           Previous    Next  

                             Exit    Search Screen                          

Function Key or Pushbutton Options for the Campaign File Maintenance Detail screen

	
	F3=Exit returns to a previous screen.

	
	F7=List Mode displays the various campaign detail files.

	
	F11=Change Mode allows the user to edit items on this screen.

	
	F12=Search Screen allows the user to search for another campaign file.

	
	Page Up/Dn allows user to scroll from screen to screen if necessary.

	
	F24=Screen-2 displays the campaign logic screen.


The first screen contains the basic campaign information including fields which are only updated by ARC/400.  

	Campaign
	The 10 position name or code given to the campaign.  This field is entered by the sales people.  This code is often printed on mailing pieces for easier reference by the sales people.

	Status
	Status is Active or Inactive.  Inactive campaigns will not display on the campaign table inquiry window.  Old campaigns should be made inactive so that they do not interfere with the ability of the sales person to quickly identify a campaign.

	Text
	A short description which will display on the campaign inquiry window.

	Full Description
	A long description which is used only in this screen for your reference.

	Solicitations
	The number of marketing solicitations for this campaign.  This may be the number of pieces mailed or the number of calls entered into the sales people’s call queues.  This field may be entered or changed by the user.  Additionally, it may be automatically updated by the call queue build and the Direct Mail facilities.

	# Sales
	Number of product units sold.  The line item must have a non-zero amount and must not be a convertible transaction or a conversion transaction.  This number is automatically determined by ARC/400; user entry not allowed.

	# Previews
	Number of product units for preview or rental.  This number is automatically determined by ARC/400; user entry not allowed.

	# Conversions
	Number of product units for conversions from previews/rental to sale.  The line item must have a non-zero amount to qualify.  This number is automatically determined by ARC/400; user entry not allowed.

	# Returns
	Number of product units returned from customers.  This number is automatically determined by ARC/400; user entry not allowed.

	# Responses
	Number of responses.  A response is counted either during the Schedule a Call Back screen when a contact has been made or during an invoicing cycle.  However, one contact will count only one time for each campaign, regardless of the number of calls or items purchased for the campaign.  This number is automatically determined by ARC/400; user entry not allowed.

	Budget Cost
	Documents costs for reporting purposes.  User entered field and is not used by ARC/400.

	Actual Postage
	Documents costs for reporting purposes.  User entered field and is not used by ARC/400.

	Production
	Documents costs for reporting purposes.  User entered field and is not used by ARC/400.

	Mailing List
	Documents costs for reporting purposes.  User entered field and is not used by ARC/400.

	Other Costs
	Documents costs for reporting purposes.  User entered field and is not used by ARC/400.

	Revenues
	Total gross revenues allocated to this campaign.  Revenues are not reduced by the amount of credits so net revenues will be revenues minus credits.  This number is automatically determined by ARC/400; user entry not allowed.

	Credits
	Total of all credit memos allocated to this campaign.  This number is automatically determined by ARC/400; user entry not allowed.

	Start Date
	The start date of this campaign.  No statistics are recorded automatically by ARC/400 before this date.  This date may be left blank.

	End Date
	The end date of this campaign.  No statistics are recorded automatically by ARC/400 after this date.  This date may be left blank and statistics will continually be recorded.

	Linked Promotion
	Enter the promotion code which will be moved into new orders when the campaign is moved into new orders.  This allows for promotional pricing based upon the selection of the campaign.

	Selection File
	The file used for establishing selection logic for this campaign.  See selection logic description following.

	Selection Logic
	Selection logic is used by the Call Queue selection, Broadcast Fax selection and/or Direct Mail selection screens.  When a campaign is selected by one of these functions, the selection logic is moved from the campaign file into the screen to reduce entry and improve consistency for re-occurring campaigns.

The selection logic uses a series of “and” and “or” logic called Boolean algebra.  For example, all customers in the state of Illinois who have purchased product ABC and have not been called since the first of the year.  This is a typical Boolean algebra type statement.  You will write the statement in a computer like language but it is still understandable.  

See Call Queue Build or Direct Mail Selection for more details.

	Exception File
	The file used for establishing exception logic for this campaign.  See exception logic description following.

	Exception Logic
	Exception Logic is used by the Call Queue selection, Broadcast Fax selection and/or Direct Mail selection screens.  When a campaign is selected by one of these functions, the exception logic is moved from the campaign file into the screen to reduce entry and improve consistency for re-occurring campaigns.

The exception logic uses a series of “and” and “or” logic called Boolean algebra.  The resultant selections will include all contact who meet the selection logic UNLESS the contact also meets the exception logic.

For example, to build a selection of all customers who have purchased one product but have not purchased another product one will use exception logic.  The selection logic is “all customers who have purchased one product”.  The exception logic is “all customers who have purchased another product.

See Call Queue Build or Direct Mail Selection for more details.


After a campaign is set up, the user may obtain a list of the various active campaigns by using a “?” in any campaign entry field or by pressing F1 or CodeTables or Codes  from any screen and selecting the campaign table.

The following second screen contains optional logic used in call queue selections, broadcast fax selections and Direct Mail selections.  

                       Campaign File Maintenance - Detail    13:42:06   8/12/96 

                                  Display Mode                                  

 Campaign: MAILING1   Status: ACTIVE   Text: MAIL PIECE 1 WITH PROMO INSERT     

Selection Logic:  File: CUSTOMER__                                             

    clst = "IL"___________________________________________________________                                                                 

    ______________________________________________________________________                                                                            

    ______________________________________________________________________                                                                             

    ______________________________________________________________________                                                                             

    ______________________________________________________________________                                                                             

    ______________________________________________________________________                                                                             

 Exception Logic:  File: SALES HIST                                             

 _______________________________________________________________________________                                                                               

 _______________________________________________________________________________                                                                               

 _______________________________________________________________________________                                                                               

  List Mode    Change Mode               Screen-1           Previous    Next  

                             Exit    Search Screen                        
Function Key or Pushbutton Options for the Campaign File Maintenance Detail screen

	
	F3=Exit returns to a previous screen.

	
	F7=List Mode displays the various campaign detail files.

	
	F11=Change Mode allows the user to edit items on this screen.

	
	F12=Search Screen allows the user to search for another campaign file.

	
	Page Up/Dn allows user to scroll from screen to screen if necessary.

	
	F24=Screen-1 displays the first campaign detail screen.


Stick Ratio Report Request

The user may submit a request with this option.  The user is then prompted for a date range and a report type.

  Mark Sales History to Current Rep

Sometimes it is useful in reports, call queue builds, broadcast faxes, and Direct Mail selections to use the current sales person for historical sales rather than the sales person who made the sale.  This function will do an entire sweep of sales history and add the current sales person to the history file.  These fields may be used in reports for any purpose that you choose.

Selecting 65 on the Tele-Service Management menu will perform this task.  Use the Report Control File maintenance screens to perform this task periodically such as daily or weekly.  See exit 06 sequence BD.

When completed, the original sales division and sales person are located in fields HDSDIV and HDREP# in the history files.  The current sales division and sales person are located in fields HDCDIV and HDCREP.

This option has no affect on any other files other than sales history.  These fields may be used by the call queue build and the Direct Mail selection features.

  Merge Customer Request

This option allows one company to be merged into another company, or one contact to be merged into another contact within the same location.  The merge-from company is requested, as well as the merge-to company.  The user may search for either the merge-from company, or the merge-to company, or both.

When merging locations, contacts from the merge-from company are moved to the merge-to company.  If the name is identical then the two contacts are merged into one.  If two contacts need to be merged within a given company, use the merge-from company number and the two contact merge fields.  This will merge the contacts within that company.

Merge supports the merging of customers, distributors, vendors, producers, sales people and other internal customer types.

See Chapter 3 – Customer Service for more information.

  Mark Locations to Current Sales Rep

Sometimes it is useful in reports, call queue builds, broadcast faxes, and Direct Mail selections to use the current sales person assigned to each account.  This function will do an entire sweep of all locations and contacts to update the current sales person to the customer location and contact files.  These fields may be used in reports for any purpose that you choose.

Selecting 68 on the Tele-Service Management menu will perform this task.  Use the Report Control File maintenance screens to perform this task periodically such as daily or weekly.  See exit 06 sequence BC.

When completed, the current sales person are located in fields CLREP# and CNREP#.

Please note that the current sales person will be determined for the default sales division in your Company Control File, unless overridden in the Customer Location screen.  Therefore, if you use multiple sales divisions in your organization, the assigned sales person may not be accurate.

If you use multiple sales divisions and each location or contact is assigned to a sales division based upon location and/or contact information (such as a market code or other coding), you can have the SALDDFT exit program changed to reflect your company’s unique rules for assigning locations and contacts to sales divisions.  Contact Computer Analytics for more information.

  Delete Prospects from Data Base

ARC/400 requires that customer locations remain on the data base once they are involved in any sales activity.  However, prospects may be deleted from the data base with the following procedure.

                    ARC/400 Delete Prospect Locations      14:26:35   8/13/96 

                    Customer #: _______                                         

               Location_Source: __________                                      

               Entry_Date-From: ________ To ________                            

     This screen will cause customer location records and ALL supporting        

     records to be deleted from ARC/400 data base.  Use with caution as there   

     is no retrieval after deletion.                                            

     Only locations without any sales history will be deleted.  Those who have  

     a SOLD, BILL or SHIP flag set to a  Y  will not be deleted.                

  Use any one or combination of criteria to select the locations to be deleted  

  Customer Search                            Exit    Cancel    Accept      

Function Key or Pushbutton Options for the Delete Prospect Locations screen

	
	F3=Exit returns to a previous screen.

	
	F6=Accept deletes the designated prospect locations.

	
	F12=Cancel returns to a previous screen.

	
	F20=Customer_Search initiates a customer search.


Enter any one or a combination of the selection criteria.  Pressing Accept will cause the locations and supporting records to be deleted from the data base.  However, if a location is involved in any sales activity (i.e. sold, bill or ship flag set to Y in customer location record), that location will not be deleted.  Only prospects with no sales activity will be deleted.  Note that sales activity means being marked as a sold to, bill to, or ship to on any order regardless of the dollar amount invoiced.

Be very careful in using this screen.  There is no retrieval once the information is deleted.

Move Calls to Current Sales Rep

Occasionally, sales assignments change and one wants to update all call queue records to reflect the change, effectively moving calls from the old sales person to the new sales person.  

                        Move Calls to Current Sales Rep    09:13:41   4/07/00 

    Warning:  this function will move calls from Call Queues based upon the     

              sales assignment tables.  Calls will be evaluated and moved to    

              the call queue of the current sales person.                       

              Leave Sales Division blank to move calls from all sales divisions 

              Enter the Sales Division to evaluate calls for only sales people  

              that sales division.                                              

              Enter the user name to evaluate only calls for that sales person  

                             Sales_Division: ____                                   

                             User_Name.....: __________                                   

                                   Exit    Cancel    Change Call Queue      

The function has three options: 1) scan all call queues, 2) scan call queues for a particular sales division, or 3) scan a call queue of a specified sales person.

Leave the sales division and the user name empty if you wish to evaluate all divisions and all sales reps for possible moving of calls.  Enter a sales division to limit the scope of the evaluation to that sales division only.  Enter a user name to evaluate only the calls in that one sales person’s call queue.  

Note:  the user must be a sales person as defined in the sales person master screens.  

If you enter a user name, the user must be a member of the sales division that is specified.

This function scans each call record in the call queues depending upon the above option.  For each call record in a scanned call queue, ARC/400 determines the current sales person based on the sales territory files and the sales override files.  If the sales person can not be determined, no change to the call record occurs.

Update Sales Rep in Open Orders

After changing sales rep assignments, one may wish to update all open orders to reflect the change.  This function will update open orders.  An open order is any order with either unshipped items or with units expected back (preview/rental).

                         Update Sales Rep in Open Orders    11:28:14   4/07/00 

    Warning:  this function will change the sales person in all open orders     

              to the current sales person based upon current sales assignment   

              tables. An order is open if there is unshipped items or if there  

              is any item waiting return.                                       

              Leave Sales Division blank evaluate all open orders.              

              Enter the Sales Division to evaluate orders for only sales people 

              that sales division.                                              

              Enter the user name to evaluate only orders that were assigned to 

              this sales person.                                                

                             Sales_Division: ____                                   

                             User_Name.....: __________                                   

                                   Exit    Cancel    Change Open Orders      

The function has three options: 1) scan all open orders, 2) scan open orders for a particular sales division, or 3) scan open orders for a specified sales person.

Leave the sales division and the user name empty if you wish to evaluate all divisions and all sales reps.  Enter a sales division to limit the scope of the evaluation to that sales division only.  Enter a user name to evaluate only the open orders where this sales rep is currently assigned.  

Note:  the user must be a sales person as defined in the sales person master screens.  

If you enter a user name, the user must be a member of the sales division that is specified.

This function scans all open orders depending upon the above option.  For each open order line item to be evaluated, ARC/400 determines the current sales person based on the sales territory files and the sales override files.  If the sales person can not be determined, no change to the call record occurs.

  Change Sold-To for Selected Invoices

Sold-To customers in sales history can be changed to either correct order entry errors or to change one’s policy on how these orders should be entered.  

               Change Sold-To for Selected Invoices          21:56:36   8/15/00 

 Select One:    Sold-To: _______                                                

                Contact: ___                                                    

         Or:    Ship-To: _______                                                

         Or:    Bill-To: _______                                                

         Or:      Order: _______                                                

  (optional) Date Range: ________  to ________   mm/dd/yy                       

 -----------------------------------------------------------------------------  

 Change to Sold-To/Cont: _______                                                

                             ___                                                

        OR to   Ship-To:  N   Y/N                                               

        OR to   Bill-To:  N   Y/N                                               

  Sold-To Cust Search    Ship-To Cust Search    Order Search                 

 Bill-To Cust Search    Change Sold-To Cust Search         Cancel    Accept  

Specify the invoice selection criteria by entering a) the sold to customer, b) the ship to customer, c) the bill to customer, or d) the order number.  One of these must be entered to select the invoices that need to be changed.  In addition, an invoice date range can be selected to limit the selection to only the invoices in the date range.

The sold to customer in each of the selected invoices can be changed to a) a specific customer, b) the ship-to customer for each invoice, or c) the bill-to customer for each invoice.

Once the criteria is selected and the Change To customer option is selected, press Accept to affect the change.  Because of the critical nature of changing sales history, the following screen will be displayed.

                                                             22:08:09   8/15/00 

             Warning!!!  This function must be performed by authorized          

             personnel only.  This should be used to change Sold-To             

             Customer in History files for selected invoices.                   

                       Update Files: N  Y/N                                     

             Select Y to update all appropriate files.  Select N to             

             obtain a report of the potentially updated invoices.  Then         

             press ACCEPT to proceed.  Press EXIT or CANCEL to return to the 

             previous screen.                                                

                                              Exit    Cancel    Accept      
Enter a Y to update all files or enter a N to receive a report of the potentially changed invoices.  If files are updated, all appropriate files are changed as if the orders were placed with this organization as the Sold To all along.  Sales history and other files will be affected.

  Change Bill-To for Selected Invoices

   Bill To customers in sales history can be changed to either correct order entry errors or to change one’s policy on how these orders should be entered.  

                      Change Bill-To for Selected Invoices   22:11:43   8/15/00 

 Select One:    Bill-To: _______                                                       

                Contact: ___                                                       

            Or: Invoice: _______                                                       

  (optional) Date Range: ________   to ________   mm/dd/yy                       

 -----------------------------------------------------------------------------  

 Change to  New Bill-To: _______                                                

                Contact: ___                                                    

       Enter a Bill-To Customer to change all invoices where that Customer is   

       used as a Bill-To for those invoices.  Or, Enter an invoice number to    

       change only that invoice.  Use optional date range if necessary.         

  Bill-To Cust Search    Change Bill-To Cust Search    Invoice Search         

                                            Exit    Cancel    Accept                  

Enter the selection criteria to select the invoices to change.  Enter either a Bill-To customer or enter an invoice number.  In addition, an invoice date range can be selected to limit the selection to only the invoices in the date range.

The Bill To customer in each of the selected invoices are changed to the specific customer specified in the Change To section of the screen.

Once the criteria is selected and the Change To customer option is selected, press Accept to affect the change.  Because of the critical nature of changing sales history, the following screen will be displayed.

                                                             22:18:32   8/15/00 

             Warning!!!  This function must be performed by authorized          

             personnel only.  This should be used to change Bill-To             

             Customer in History files for selected invoices.                   

                       Update Files: N  Y/N                                     

             Select Y to update all appropriate files.  Select N to             

             obtain a report of the potentially updated invoices.  Then         

             press ACCEPT to proceed.  Press EXIT or CANCEL to return to the 

             previous screen.                                                

                                             Exit    Cancel    Accept                   

Enter a Y to update all files or enter a N to receive a report of the potentially changed invoices.  If files are updated, all appropriate files are changed as if the orders were placed with this organization as the Bill To all along.  Sales history and other files will be affected.

,                                                                                 

  Distributor Sales and Commissions

A distributor is an outside company that has marketing rights to sell your products.  This feature is meant to support distributor sales when the company will ship the products directly to the end user with billing either being directed to the distributor at a discount or to the end user with commissions payable to the distributor.

All distributor orders will use the distributor as the Sold-To customer.  It is important that all distributors be coded with an organization type of DIST so ARC/400 knows that this is a distributor.  The Ship-To customer is the end-user.  The Bill-To customer is either the end user or the distributor, depending upon the invoicing policies for the distributor.

The order line item contains a field for the DIST Commission percentage.  This field will only display for sales to a distributor.  The order will show all totals and amounts including the distributor’s commission on the Totals screen.  Sales bookings will occur at the full amount without regard for the distributor commission.

                                Order Line Item           13:40:42   7/03/00 

                                   Entry Mode                                   

 Order:    1483 Tp: RG St: OP  Sold to:   22305 Outside Distributor             

 Line #       1 Tp: SL St: OP                                                   

 Item 0000002_CH_VHS_ DR. NO__________________________________ Warehouse: 001   

 Qty: Ord:_____1   Res:     0   B/O:     1                                      

 Unit Amt Price: ____29.98            Disc_%: ___.00  Rsn:      List: ____29.98 

        Freight: _____.00  Promo: __________                                    

         Insurc: _____.00  Tax: Y Ship/Bill:-With_Line: ____0 –After_Line: ____

                         Campaign: __________ Royalty: ________ GL#: __________ 

                                                            Special: ________  

 Ship Dates: Next: 07/03/00   Promsd: ________                    Hold:________ 

             Out_Method: UPS2__                                                 

 Sales:                                                                         

 Div CHAN Rep __10  _____% Cosentino, Jay                                       

 Div ____ Rep ____                                                              

 DIST_Comm: _30.00%                     Commission_Flag: Y 

     Next Line    New Line    Defaults    Order Addresses    Totals    Header    

  Product     Stock    Available    Contact    Location    Cancel Line          

  Comments                               End Order    Cancel    Accept      
Calculation of the distributor commission is different for every organization as internal policies and rules take effect.  Commission percentages are calculated using the DIST RULES tag in the distributor’s location maintenance screen.  This method is based upon the Collection code in the product record and either the Product Type (table 953) or the extension code (table 828).  Computer Analytics can develop a commission exit program to calculate the percentage based upon your rules.

If the invoice is sent to the distributor then the commission will be deducted from the invoice.  General ledger transactions will be created for Sales, AR and DIST Commissions Payable (see the company control file).  Invoices will have a new line item DIST Commissions that is displayed immediately before the grand total for the invoice, backing out the commission from the total due.  

The invoice totals screen will clearly identify the distributor commission when the invoice totals are displayed.

                          Invoice:    1231                               

                            --Invoiced--   --Credited--   -Net_Amount-   

  Product Line Items              569.62            .00         569.62   

  Shipping Charges                   .00            .00            .00   

  Insurance Charges                  .00            .00            .00   

  Handling Charges                   .00            .00            .00   

  Tax Charges                      45.57            .00          45.57   

  Distributor Commissions         170.81-           .00         170.81-  

  Totals for Invoice:             444.38            .00         444.38   

                                                          Return                                      

Sales are always booked at the full amount of the sale (without consideration for the commissions).  Any credit memo processed against the invoice will have the commissions backed out in the same proportion as the credit (allowing correctly for partial credits).

Royalty base amounts are calculated after the commission is deducted from the sale amount.  The royalty system always maintains both the invoice register amount and the royalty base amount so that royalties can be matched against the invoice register.

The invoice totals screen will clearly identify the distributor commission when the invoice totals are displayed.  

Note:  distributor commissions has no affect on internal sales people commissions.

Note:  if the distributor is taxable and the order is being invoiced to the distributor, taxes are calculated on the total of the order BEFORE any distributor commissions are deducted.  Therefore, the commission is truly a commission and not a product discount.  However, most distributors are not taxable since products will be re-sold to the ultimate end-user.

Note: the normal organization type for a distributor is DIST.  It is this terminology that is used throughout this manual.  The value of DIST can be changed; see the Sales Commission Control Fields in the Sales Commission menu.

Note: the packing list will typically include the sales person’s name for reference by the person receiving the goods.  For a shipment on the behalf of a distributor, the sales name will be the name of the Distributor Organization and include the phone number of the distributor.  This feature is used only when one is shipping to an end-user and not shipping direct to the distributor.  The phone number will be printed from the distributor’s phone number list.  If there are multiple, a phone number with a type of “FREE” will be used.  Otherwise, the first non-fax phone number will be used.  

  Recommended PO Numbers for Distributor Sales

A distributor sale transaction requires two PO numbers to be tracked and maintained based upon how the order is entered.  Based upon where the item is shipped (distributor or end user) and who receives the invoice, the two different PO’s will be handled differently.

In order entry, the PO number should always be set to the end-user PO number.  The distributor PO should be set to the Xref Number for cross-referencing this order with both the distributor and the end user.  Both of these numbers may be entered and changed on the Order Header screen and the End Order screen.

Order search and invoice search will allow for the searching of either number.  This search allows for generic searching so a partial number will find PO number beginning with the number that is entered.

  Shipping Considerations

If the Ship-To customer is a distributor AND a cross reference PO is entered, this cross reference PO will be used for Shipment Acknowledgment screens, Packing Lists and Carrier Interface files/screens (if used).  For all other situations, the end user PO number will be used for these documents and screens.

  Invoice Considerations

If the Bill-To customer is a distributor AND a cross reference PO is entered, this cross reference PO will be used for the printed invoice, the invoice inquiry screen, cash receipts, and AR Statements.  

  AR Statement Consideration

If the Bill To customer is the distributor, an AR Statement for the distributor will print the Ship-to customer name which is usually the ultimate end user.  This adjustment to the AR Statement will make  it easier for the distributor to reconcile the AR Statement to their records.

  Pre-Pay Orders 

When the Bill-To customer is a distributor, it is possible that the distributor will pay with a credit card or other prepayment method.  In order entry, the prepayment screen should be entered at the conclusion of order entry.  The amount to be pre-paid will be calculated by ARC/400 with the distributor commission discount deducted from the order total.  Follow normal prepayment procedures to complete the transaction.

  Procedure for Implementing Distributor Sales Commissions.

First, identify all of your outside distributors.  Go to the sales commissions menu and run report 73 - DIST Commissions Percentages Report.  This report will list all organizations with an organization type of DIST.  ARC/400 requires the org type to be DIST for any outside distributor.  Any outside distributor that is not on this list will need to have its organization type changed.    If any are included on the list but are not active anymore, change to a status of INACTIVE.  Note: the report only includes locations with an organization type of DIST who are ACTIVE.
 

 

Second, the report in the first step will also display any commissions already set up in ARC/400.  Commissions are established in the DIST RULES (distributor rules) tag  based upon the collection codes and the product type (format).  Each distributor can have zero, one or more commission entries.  If no commission entry then the distributor is NOT eligible to sell any product so every distributor will require at least one.  If one or more commission entries, only products that match the commission entry (collection code and product type/format) will be eligible for sale.  

 

Third, add and change commission percentages.  From Customer Search, find all DIST locations and use option 2 to change each.  On the Customer Location Modify screen, the organization type should be DIST.  Press Tags.  Select the DIST RULES tag with a 1.  Add or change entries to reflect your agreement with the distributor.

 

Note:  Use a Collection code of *ALL to mean that any product will apply to this entry.  Enter a product type if necessary.  For example:

        collection        product type            commission

        *ALL                    TLG                   20.00

        *ALL                    BK                    25.00

        *ALL                                          40.00

 

 

The above will give the distributor a commission of 20% for a TLG product, 25% for books, and 40% for everything else.  Get it?

  

The calculated percentage gets displayed in the order line item entry/change screen where the order entry person can change to make it fit that particular transaction.  

   Managing Distributor Commissions when Invoicing the End User

If the invoice is sent to the end user, the commission is not deducted from the invoice.  Two reports are available for managing the payment of commissions.  An accrual report is available by specifying the fiscal period to be included on the report.  The accrual report will list all such distributor commissions for the fiscal period.   A paid report is also available to show the total end-user invoices with the paid date for payment to each distributor.  This report shows all distributor commissions that have been paid within a user specified date range.  

On a monthly basis, one would run the accrual report which will total all distributor commissions for the previous month.  It is this accrual that would be used for the GL distributor commissions payable accrual entry.  

On a monthly basis, one would run the Commissions to be Paid report.  This report assumes that distributors are paid commissions only when the end user has paid the underlying invoice.  One would specify the date range to be considered for payment which is usually the previous fiscal month dates.  The report will list only those commissions that are due to be paid.  This amount is used to offset the distributor commissions payable accrual account as a check is cut for the distributor.

  Distributor Confidentiality Feature

This feature is meant to segregate the work between an internal Distributor sales group and an internal Direct sales group by not allowing the one sales group to a) view the customers, b) view the diary notes, and c) view the sale history of the other sales group.  It is primarily directed at sales people, but the confidentiality feature can optionally apply to others who are not sales people.

This feature will allow authorized personnel to work with the information for both distributor and direct sales.  

  Determining if Confidentiality Applies to a Given User

If the user’s User File has Access Confidential Accounts set to YES then Distributor Confidentiality will not apply to the user.  If set to NO then they do apply.  If this value is not set (set to blanks) in the User File, the user’s Security Group will determine access.  Every ARC/400 user is assigned a Security Group code in the user’s User File screen.  If the assigned Security Group has Access Confidential Accounts set to YES then the user will have access to confidential accounts; if set to NO or not set at all, the user will not have access.  

Note:  the Systems Administrator is not subject to Distributor Confidentiality.  See the Administrator User ID as set in the Company Control File, ARC/400 System Parameters.

  Identifying a Person’s Group

Every person who is subject to Distributor Confidentiality must be identified as either belonging to the Distributor Group or the Direct Sales Group.  When belonging to one then you will not have access to information from the other.

A person’s sales group is identified by the assigned sales division and by the department code.  Either one will partially work, but both should be specified for complete control.

· You are considered to be a member of the Distributor Group if any of the following:

· You are assigned to a sales division in the Sales Person Master screens of CHAN, INTL or DIST or another sales division as marked to Use Distributor Confidentiality in the 040 Sales Division Table.
· Your department code is set to CHAN SALES or DIST SALES in the User’s User File screen.
· You are considered to be a member of the Direct Sales Group if any of the following:

· You are assigned to a sales division in the Sales Person Master screens that is not a Distributor sales division (Use Distributor Confidentiality is not set to YES).

· Your department code is set to SALES in the User’s User File screen.
· Your User File value for Access Confidential Accounts is set to NO; or if not set then the Security Group’s Access Confidential Accounts is set to NO.

A person who is not a sales person will typically require the department code to be appropriately specified (see above) for the confidentiality feature to apply.

  Identifying Customers

The system can classify the customer as a Distributor customer or a Direct customer.  People can get confused when working with customers allocated to both.  Therefore, the ARC/400 rule is that any Customer Location number will belong to either the Distributor sales group or to the Direct sales group, but never to both.  

If a customer is actually a member of both groups, one should create a new customer number where each group treats the two customer numbers separately.  This will eliminate confusion, and allow for greater separation between the two groups.  Additionally, ARC/400 will be able to maintain separate sales history summary information for the different sales divisions.

  Sales Division Codes

The Distributor sales group will use one of three reserved sales division codes: CHAN or DIST or INTL, or use a sales division code that is marked to use Distributor Confidentiality in table 040 (Sales Division Codes).  Direct sales will use any sales division code other than those used for distributor sales.

  Organization Type Codes

All customers will be classified by an organization type code that will identify them as a Distributor owned customer, a Direct owned customer or a non-sales Internal location.  The internal locations are not end-user customers but are vendors, producers, etc.  The Org Type table (021) is a four-position code, and acceptable values for the field are:

	Organization Type Codes
	Description
	How used in ARC/400

	DIST or INTL
	Outside distributor
	Used to identify distributor organizations.  

	*999
	End-User Customer belonging to the Distributor sales group.
	Used to identify end-user customers that belong to the Distributor sales group.  These are the “ship to” customers of the Distributor.

	Anything else (should not begin with an asterisk “*”)
	Direct Customer
	Any other code is assumed a Direct customer, including a code of all blanks.

	SALE
	Commissioned sales person
	All sales people are in the Customer Location file with an organization type code of SALE.  This record is created by ARC/400 when one adds a new sales person from the Sales Person Master screens.

	PRDC
	Outside producer
	Used to identify producers.  This code is optional, but makes the searching for producers easier.

	EMPL
	Employee (used for employee sales)
	Used for direct sales to employees.  The employee is in the database similar to any customer.

	P/R
	Public Relation Contact
	Used for any public relation contact, to exclude from all mailing.

	VEND 
	Vendor or Supplier
	Used to identify purchasing vendors.  This code is optional, but makes the searching for vendors easier.


  Direct Customer Set Up

Use either the Customer Location Entry or the Prospect Entry screens.  Be certain that the Organization Type does not start with an asterisk “*”.  Other reserved organization type codes from the above table should not be used.

  Distributor Set Up

All distributors are set up similarly to any other customer.  Set the Organization Type to DIST or INTL.

  Distributor Customer Set Up

You should create all customers of distributors from the Order Entry screens for selecting the Ship-To or the Bill-To.  In this way, all appropriate set up parameters will be completed automatically.

To set up manually, enter the information similarly to any other customer.  Then, set the Organization Type to *999.

  Marketing Selection Restriction

Note:  Only Direct end-user customers can be used in any marketing selections.  The ARC/400 marketing screens maintains this rule without any consideration by the marketing staff.  The TMBUILD logical files exclude customers with an organization type of DIST and with any organization type starting with an asterisk.

  Distributor Confidentiality Rules

Rule 1:  Distributor sales people cannot view the customers of the Direct sales group, and vise versa.  

  Customer Search Restrictions

Using any customer search screen, Distributor sales people will be able only to see organization types of *999, DIST, INTL, PRDC, VEND, P/R and EMPL.

Using any customer search screen, Direct sales people will be able to see all organization types except for *999, DIST and INTL.

  Customer Location Entry and Maintenance Restrictions (prospect entry also)

If the entry person is a member of Distributor sales or Direct sales groups then certain restrictions and defaults will apply.

All Distributor sales people will only be allowed to enter or change the organization type code to *999, DIST, INTL, P/R, EMPL, PRDC, and VEND.

All Direct sales people will be able to enter or change the type to any valid code except for *999, DIST and INTL.

Rule 2:  Distributor sales people cannot view the diary notes for the Direct sales group, and vise versa.  

All notes are viewable using the Diary display screens.  The Distributor sales group cannot view the Direct sales group.  

Note:  both groups will be able to see all diary notes for all other departments.

Rule 3:  Distributor sales people cannot view the sales history for the direct sales’ customers, and vise versa.  

This rule will affect the Invoice Search, Order Search, Product Sales History, AR Search, Parent Search and the Customer Sales History screens.

The above functions can search sales history by non-customer oriented criteria, such as a date range.  ARC/400 uses sales division to differentiate sales groups and their corresponding sales.  All order, invoices, AR, etc will be assigned to a sales division when the order is taken.  It will be this sales division that will govern sales history. 

  Order Entry Restriction

ARC/400 will maintain this rule for all orders entered in ARC/400: all customers with an organization type of INTL, DIST or *999 must be assigned to the CHAN, DIST or INTL sales division.  All customers with any other organization type can be assigned to any other sales division, except for these three.  

  Search Restriction

When performing any of these searches, a Distributor Sales person cannot view any sales history for a sales division other than CHAN, DIST or INTL.  A Direct sales person cannot view any sales history for any one of the three Distributor sales divisions.

  Set-Up Notes

The initial setup of the database will require that all Ship-To customers of a distributor have the organization type set to *999.  Do the following:

· It is best to also follow the rules and procedures for Distributor Commissions.  This feature specifically requires that the Sold-To customer on an order needs to be the Distributor, the Ship-To customer is typically the ultimate end user, and the Bill-To customer is either of these depending upon who is invoicing the ultimate end user.

If the above structure is not in place (for example, you had not been using the Distributor as the Sold To), you will either need to change the Sold To on these old orders or accept that these old orders will not be protected with the Confidentiality feature.  You may wish to consider using the Change Sold To for Selected Invoices feature on the Systems Administrator menu to assist you in changing into the required structure.

· Set all distributor locations with an organization type of DIST or INTL.

· If the above structure is in place, a program is prepared to update the organization type of all customers who were set up as a Ship To customer for a distributor order.  The program will change these customer to an organization type of *999 if all orders were placed through a distributor and the customer does not have an internal organization type.  Go to a command line and type   CALL SET_CONFID   and then press ENTER.

· Change the department code for all of those people that will require the confidentiality feature to apply to.  Distributor sales personnel must have the department set to CHAN SALES or DIST SALES.  All Direct sales personnel must have the department set to SALES.

· The Company Control File must have the confidentiality feature turned on.  This is done through the ARC/400 Systems Parameter screen and the Confidentiality Control set to D (the capital letter D).

  Sales Commission Processing

  Major Features

Sales Commission Processing is a procedure where all sales commission tracking and calculation can occur.  The major features are as follows:

1. Commissions can be split between two sales people.  The split can be either 50/50 or any other percentage.  Both sales people are entered on the order entry screen.

2. A sales commissions transaction file can be printed and changed prior to posting sales commissions.  An edit screen allows for the special transactions where commissions need to be changed or commissions need to be dropped.  New commission transactions can be added by the user.

3. commissions can be based on invoiced sales, bookings into the order files, or cash payments.  One of these must be picked which will apply to all sales people.

· invoiced sales are the transactions on the invoice register.  This is the most common type of commission processing.

· bookings are the transactions entered into the system prior to any invoicing.  In the long run, bookings will equal invoiced sales, but bookings are posted for commissions immediately after any booking transaction is entered into the system.  

· cash payments are like invoiced sales but the transactions are not paid as commissions until the invoice is paid by the customer.  For the purpose of calculations, the invoice is considered paid when the invoice balance in AR goes to zero.  This may occur through a combination of payments, credit memos and AR adjustments.

4. commission calculations vary widely from company to company.  There are two exit points in ARC/400 where highly customized commission calculations can occur.  

· The line level exit is used for each transaction when all required information to calculate the commission is found in the transaction.  A common example is a straight commission percentage.  This is true even if the commission varies by product or by customer market code.

· The period level exit is used when the calculation must have the total amount summarized before the commission can be calculated.  

5. Commission tiers are supported.  Tier levels can be automatically re-set every month, quarter, or annually.

6. Base salaries are supported.  When a base salary is paid in addition to a commission, this field is filled in and is entered onto the sales commission reports.

7. Sales bases are supported.  When a certain sales base amount needs to be achieved before any commissions are paid, this is filled in.  This applies only to sales commission calculations based upon period level exits.

8. A one time bonus is supported.  Specify a one time bonus and this amount will be added to the sales commission reporting.  Once paid, the field is reset to zero.

9. A recoverable draw amount is supported.  With a draw amount, the commission report will add to the sales commissions a calculated amount to bring the paid commissions up to the level of the recoverable draw amount.  If sales commissions exceed the draw amount, no additions are made to the sales commissions.  The amount of draw to be recovered is maintained for eventual recovery.

10. The recovery of a draw is supported.  If there is an amount owed to the company, any excess over the recoverable draw will be recovered on the sales commission report.  One can set a maximum draw recovery if you wish.

11. A non-recoverable draw is supported.  This is like the recoverable draw except that no recovery is performed.

12. A commission percentage is supported for both the line level and the period level calculations.  The default is to use this percentage to calculate sales commissions.  Changing one or the other exit points will allow for customized sales commissions.

13. A quota amount is supported.  This may be used by the exit points for commission calculation.

14. Automatic pay period calculations of a) one week, b) two weeks, c) one month (same day every month), d) twice per month (i.e. 15th and last day), and e) twice per month (i.e. 1st and 16th) is supported.

  Overview of Performing Sales Commission Processing

Sales commission processing is accomplished for all sales personnel.  A sales person may be a field sales person, a tele-sales person, a "house account", an independent dealer or re-seller (if item is shipped and invoiced to end user by ARC/400 system), etc.  Note that if an independent dealer or re-seller ships to and invoices the end user then they should not be considered for sales commissions but will be invoiced for their cost as a customer sale.

Every sale person must be defined to the system through the "Sales Person Master Maintenance" screens located in the File Maintenance Menu.  This process creates a sales person record in the Customer Location files using "low numbers" below 10,000 for each sales person.  You can use the Customer Search and other customer screens to display, change and search for sales people.  (Customer Search ignores sales people unless either the specific sales person number is entered or the ACTIVE flag is set to "N").

For automatic calculation of territories for an order, the Sales Territory Maintenance and Sales Territory Override screens should be used.  See File Maintenance (Chapter 12) procedures for more information.

Each order line states the sales division and the sales person who should receive any commissions.  These are used for all commission processing, so it is important that these be set correctly.  The first display of the order line item screen displays an automatic calculation of sales division and sales person.  Any changes are the responsibility of the user.

Products are identified as commissionable or non-commissionable in the Product Extension screens.  For example, certain items may be sold but should never generate any commissions such as a manufacturing item (box, insert, wrap, etc.).  This commissionable flag is used as a default in the order entry system.

Customers are identified as commissionable or non-commissionable in the Customer Location screens.  For example, certain customers should never generate any commissions such as a house account, sales person, etc.  This commissionable flag is used as a default in the order entry system.  

If either the customer default or the product default is set to "no commissions" then the order entry default is set to "no commissions".  This may be overridden at order entry time.

Credit Memo process will back out commissionable sales in the same proportion as the credit.  For each credit memo line during credit memo entry, the original sales person is displayed; an override is available when you wish the original invoice to continue to be commissioned at full value while crediting another sales person.  This is useful when crediting a house account or crediting a different sales person because of a territory change.

The status of a sales person can be ACTIVE or INACTIVE.  This is entered in the Sales Person Master Maintenance screen.  The order entry and credit memo entry screens do not allow inactive sales people to be specified for new or changed orders.

Monthly commission reporting run automatically every month.  At any time, month to date numbers can be obtained through the Reports Menu.  This report summarizes total sales, total commissionable sales, and calculated commissions for each sales person.  Commissions are calculated by multiplying the commissionable sales by the commission percentage in the sales person master record.

In order to use sales commission processing, the company control fields must be set up.  See Sales Commission Control Fields in this section for details.

All sales people must have their personal controls set up to correctly process sales commissions.  Whenever a new sales person is entered, his/her sales commission information must be entered.  See Sales Person Master Maintenance in this section for details.

The collection of information from ARC/400 for sales commission processing is automatic after Sales Commission Processing is activated (see sales commissions control fields).  All appropriate transactions are entered onto the commissions transactions data base every night.

When a sales commission pay period is completed, run the pro forma sales commission report.  Use this to see if commissions are calculated correctly.  Make any changes to the sales person master records if necessary.  Edit transactions if necessary.  When all is OK, post the sales commissions and print the Commissions to be Paid report.

  Sales Commission Control Fields

              ARC/400 Company Control File Maintenance    8:04:59   5/12/97     

                      Sales Commission Processing Control                       

           Commission Processing Active: Y                                      

                   Last Period End Date: 02/12/97                               

                Current Period End Date: 02/26/97                               

                Processing Type Control: INVOICES__                             

                     Last Report Number: ____3                                  

           Cash Application Cutoff Date: ________                               

                        File Purge Days: 200                                    

            Commission Calculation Code: LINE______                             

                 Pay Period Length Code: ONE WEEK__                             

             Tier Processing Reset Code: _         

                   Next Tier Reset Date: ________          

          Distributor Organization Type: DIST                                                                                                 
                                            Exit    Cancel    Accept      
Function Key or Pushbutton Options for the Company Control File screen

	
	F3=Exit returns to a previous screen.

	
	F6=Accept deletes the designated prospect locations.

	
	F12=Cancel returns to a previous screen.


Sales commission control fields determine how sales commissions will operate for the organization.  This is usually done one time; these fields are rarely modified.

	Commission Processing Active
	Specify “Y” or “N”.  This must be set to “Y” for commission processing to function.  Once set to “Y”, sales transactions are eligible to be moved into the commission processing transaction file.  Therefore, a “Y”  is required prior to the pay period when commission processing is started.

	Last Period End Date
	For display purposes, this is the period end date from the most previous sales commission posting.

	Current Period End Date
	Set this to the last day of the current pay period.  This date is re-calculated by ARC/400 at sales commission posting based on the pay period length code (see below).

	Processing Type Control
	Specify the processing type (INVOICES, BOOKINGS, or CASH).  This controls the type of transactions being moved into the sales commission transaction file.  

If INVOICES, all sales transactions are eligible for sales commissions at the time the invoice is generated.  This is the most common type of sales commissions.


If BOOKINGS, all bookings transactions (all transactions entered into the computer even prior to invoicing) are eligible for sales commissions.  This creates a volatile set of transactions as every order entry change and lots of other changes affect sales commissions.  In the long run, this produces the same results as the INVOICES setting, but payment is not delayed for the invoice processing to be completed.

If CASH, all sales transactions are eligible for sales commissions at the time the invoice is generated, like the INVOICES setting.  However, actual payment of the commission is delayed until the invoice is paid (invoice balance is zero).  

	Last Report Number
	Every posting creates a new commission report.  Each report has a report number.  The default is the current or most recent report.  This may be changed to re-print a past report as long as those file transactions have not been purged (see file purge days below).

	Cash Application Cutoff Date
	If a Processing Type Control of CASH is used, this date is optionally used to change the cutoff date.  If left blank (the usual situation), the cutoff date is the period end date.  This means that the invoices must have been paid by the period end date in order to be eligible for commission payment.  One can change this date to cause the posting program to use this date instead of the period end date.

If this date is less than the period cutoff date, the period cutoff date will be used.

This date must be set by the user for each commission cycle.  There is no automatic updating of this date.  

	File Purge Days
	Sales commission transactions will be purged from the disk after this number of days after posting for payment.  If zero, no purges will take place.

	Commission Calculation Code
	Commission calculation can occur either at the line level or at the period level.  This may be overridden for any sales person (see sales person master maintenance).

 LINE - the calculation routine is called once for each line item and does not require information from other lines in order to calculate commissions.  

 PERIOD - the calculation is called once at the end of all line processing.  This allows for tiered sales commissions.

	Pay Period Length Code
	The length of the pay period.  Supported values are: ONE MONTH (same day for each month except that if the day is the 28 or greater, it assumes the last day of each month), ONE WEEK (7 day pay period), TWO WEEKS (14 day pay period), TWO/MONTH (twice per month on the 15th and last day of the month), and TWO/MONTH2 (twice per month on the 1st and 16th of the month). See Computer Analytics for more options.

	Tier Processing Reset Code
	This applies only if tiered rates are used.  Specify the frequency in which the tiers are reset to zero which restarts commissions at the lowest tier level again.  Set to M, N, Q or Y for monthly, never, quarterly, or annually.  See tier reset date. 

	Next Tier Reset Date
	The date when tiers will be reset.  This must coincide with the period end dates.  Once set the first time by the user, ARC/400 will update this date based upon the tier processing reset code.  When the date is past, the tiers are reset to zero.

	Distributor Organization Type
	The organization type field in the Customer Location screen identifies the type of customer.  One type is an outside product distributor of the company.  The code in this field will identify to ARC/400 that those locations with this organization type code are actually outside distributors.  Such identification is necessary for Distributor Commissions.


Commission Tiers and Rates

Rates may be set based upon tiers.  This means that new rates can be set to apply when certain sales revenue levels are reached.  If only one commission rate is used, this rate should be entered into the sales person master maintenance screen and the commission tier screen need not be used.

                   Commission Tiers & Rates  - Detail         16:25:03  11/23/98 

                             Display Mode                                       

                       Agent #. . . __32 Smith, Terry                           

                       Region . . . __                                          

                       Tier Limit . ____5,000.00                                

            Allocated Tier Revenue: _________.00                                

                 Date Tier Reached: 10/31/98                                            

                       Commission . __7.50                                      

         Last Maint Date: 11/23/98     Last Maint User ID: COSENTINO            

  List Mode    Change Mode                                  Previous    Next 

                             Exit    Search Screen                      

For each tier level, specify the sales person, an optional region code (if tiers are within regions), a tier limit and a commission percentage.  The tier limits are cumulative, so a first tier may be 5,000 and a second tier may be 7,500.  Therefore, the commission rate specified for the 5000 tier will be used up to the 5000 amount.  The commission rate specified for the 7500 tier will be used for the amount greater than 5000 and less than 7500.

The allocated tier revenue and the date tier reached will be calculated by ARC/400.  

If revenue spans tier levels, ARC/400 will calculate the remaining amount of the first tier at the first tier rate and the leftover amount at the second tier rate.  For commission reporting, a blended rate will be used in the reporting for this transaction which will be the combination of the first tier rate and the second tier rate depending upon how much overlap there is.

For credits, commissions are reversed starting at the top tier and downward in the  tier structure.  In fact, a big credit may drop the commission processing down one or more tiers as if the original amount were never commissioned.

  Sales Commissions Generic Tiers

Sales commissions can be established in a tiered fashion so that sales at lower levels are subject to different commission percentages than sales at higher levels.  In some cases, a sales person may have a unique “deal” which is different than other sales people.  But, often, many or all sales people are paid based upon the same tier amounts and percentages.

One can enter a generic tier that would apply to an entire sales division.  Just enter the tier with the appropriate sales division code and a blank sales person number.  Then, at the beginning of the tier period, the generic tier is copied to create a unique tier for the sales person.  Again, this saves lots of time when multiple sales people use the same tiers and rates.

If the sales person has a unique “deal”, just enter tiers for this sales person WITH a sales person number; this set of tiers will be used for this person and generic tiers will be used for sales persons without you entering a special set of tiers.

Sales Person Master Maintenance

                 Sales Person Maintenance - Display Screen   8:45:35   5/12/97 

                             Change Mode                                        

                Sales_Person_#:   36  Name: Cosentino, Jay___________________                      

                                           (use Customer Maint to change name)                                      

                    Sales_Division: BUSN                                        

                          Rep_Type: REP_                                         

                            Status: ACTIVE__                                      

                   ARC/400 User ID: COSENTINO_                                   

                    Sales Commission Processing Information                     

                      Quota: ___45,000.00    Non-recoverable Draw: ___900.00    

         Commission Percent: __3.25              Recoverable Draw: ______.00    

           Calculation Code: PERIOD____      Draw Owed to Company: _3,074.76    

                Base Salary: ______.00      Maximum Draw Recovery: ___200.00    

  Sales Base-no commissions: ______500.00         Tier Reset Code: Y                                 

             One Time Bonus: ___100.00       Next Tier Reset Date: 10/01/98                                 

         Last Maint Date: 05/09/97     Last Maint User ID: COSENTINO            

  List Mode    Display Mode    Delete    SalesQuota         Previous    Next 

                             Exit    Search Screen    Make Change                  

The second screen displays sales quotas for the current fiscal year and for the following fiscal year.

                 Sales Person Maintenance - Display Screen  11:39:08   4/07/00 

                             Display Mode                                       

          Sales_Person_#:   36  Name: Cosentino, Jay

                            Sales Quota Maintenance                             

                                2000                2001                        

             Period 1:      _________.00        _________.00                    

             Period 2:      _________.00        _________.00                    

             Period 3:      _________.00        _________.00                    

             Period 4:      _________.00        _________.00                    

             Period 5:      _________.00        _________.00                    

             Period 6:      _________.00        _________.00                    

             Period 7:      _________.00        _________.00                    

             Period 8:      _________.00        _________.00                    

             Period 9:      _________.00        _________.00                    

             Period 10:     _________.00        _________.00                    

             Period 11:     _________.00        _________.00                    

             Period 12:     _________.00        _________.00                    

List Mode    Display Mode    Delete    MainScreen         Previous    Next 

                            Exit    Search Screen    Make Change       

Function Key or Pushbutton Options for the Sales Person Master Maintenance screen

	
	F3=Exit returns to a previous screen.

	
	F6=Make Change allows user to edit information on this screen.

	
	F7=List Mode lists the sales persons with master maintenance information.

	
	F10=Display Mode displays information and allows no editing.

	
	F12=Search Screen allows user to search for new record.

	
	F23=Delete deletes the current rep’s information.

	
	F24=Sales Quotas displays the sales quotas for this sales person.

	
	Page Up/Dn allows the user to page through various sales person’s records.


Each sales person has information in the sales person master maintenance screen which controls how sales commissions are processed.

	Quota
	The sales quota.  This field is used for display purposes, but may be used in customized sales commission calculations.  See Sales Quotas for a month by month determination of sales quotas.

	Commission Percent
	The sales commission percent, if used.  The default sales commission is to multiply the sales amount times the commission percent.  If a customized sales commission calculation is used, this field is not required.

	Calculation Code
	If specified, this overrides the commission calculation code in the sales commission control fields (see above).  Usually, this is left blank.

	Base Salary
	If a base salary is paid in addition to any commissions, this amount is entered.  It will be added to the sales commission report.

	Sales Base
	If a sales base amount must be achieved before any sales commissions are paid, that base amount is entered here.  Commissions will be paid for sales in excess of this figure.

This applies only if the commission calculation code is set to PERIOD either in the control fields or the sales person master.

	One Time Bonus
	If a one time bonus is to be paid, enter this here.  Once paid on the commission report, this field is re-set to zero.

	Non-recoverable Draw
	If a minimum commissions is to be paid, this is the draw amount.  If the commissions fall under the draw amount, sales commissions paid is increased to achieve the draw amount.  

This is classified as non-recoverable because the company does not attempt to recover the draw amount during a later pay period where sales commissions exceed the draw amount.

Either a non-recoverable draw amount can be entered or a draw amount can be entered.  Both can not be entered.  If both are left at zero, no draw is considered for sales commission processing.

	Recoverable Draw
	This is the same as the non-recoverable draw except that the system treats the extra commission amount as a loan.  This amount is tracked and will be recovered in a future pay period if the sales commissions exceed the draw amount.

	Draw Owed to Company
	This is the calculated amount of excess commissions paid to the sales person in order to achieve the draw amount.  This amount will be recovered on a future pay period.

	Maximum Draw Recovery
	When draw recovery takes place, this specifies the maximum draw that can be recovered on one pay period.  If zero, there is no maximum recovery and all that can be recovered will be recovered.

	Tier Reset Code
	Used by Sales Commission Processing to reset tiered commission rates.  This value will override the default value in the Sales Commission control file.  Acceptable values are:  M-monthly; Q-quarterly; Y-yearly; N-never; blanks.  This field is ignored if tiered commission processing is not used for this sales person.

	Next Tier Reset Date
	Used by Sales Commission Processing to reset tiered commission rates.  This value will override the default value in the Sales Commission control file.  Set to the date when the tiers should be reset to zero revenue.


Sales Commission Transactions Edit

All sales commissions are calculated based upon the information in the sales commission transaction file. New sales commission transactions are added to this file at the end of each day.  If an unusual condition or situation occurs in which the transaction file does not represent the intent of the company, the transaction file can be edited and corrected.

Use option 02 on the Sales Commission Menu to create a printed listing of the open items in the sales commission transaction file.

Use option 01 to display and optionally edit open transaction records.  Transactions can be changed, deleted, and added.  

                 Commission Open Transactions Edit Detail    9:29:26   5/12/97 

                             Display Mode                                       

 Sales Division: BUSN  Sales Rep:   36 Cosentino, Jay                           

              Invoice: ___2523      Text: ALEXANDRIA CITY PUB SCH DIST          

                Order: ____933                                                  

                 Line: ___1                                                     

           Trans_Date: 03/26/97             Line Amount: ________300.000000     

            Line_Type: RB             List Price Amount: ____300.00             

  Commissionable Flag: Y          Commissionable Amount: ________300.000000     

 Discount Reason Code: ____                                                     

       Promotion Code: __________       Commission Rate: _20.00                 

       Product Number: 0004567        Commission Amount: _______60.0000         

       Extension Code: ____                                                     

        AR Close Date: ________                                                 

         Protect Flag: _                                                        

         Last Maint Date: 05/08/97     Last Maint User ID: ARC400               

 List Mode    Change Mode                                  Previous    Next 

                            Exit    Search Screen                      

Function Key or Pushbutton Options for the Commissions Open Transactions Edit Detail screen

	
	F3=Exit returns to a previous screen.

	
	F7=List Mode lists the sales persons with master maintenance information.

	
	F9=Sales_Rep_Lookup allows user to look up sales rep for this transaction.

	
	F11=Change Mode allows user to edit this information..

	
	F12=Search Screen allows user to search for new record.

	
	Page Up/Dn allows the user to page through various sales person’s records.


Re-Calculating Sales Commissions (line level)

When the sales commission transactions are created daily, the line level sales commissions are calculated.  If you find that the calculations are wrong, the problem can be corrected and sales commissions can be re-calculated using this menu option.

During the transactions edit process, the protect flag can be set to “Y”.  In this case, re-calculation will skip these transactions.

  Pro Forma Sales Commission Report

This procedure will create a pro forma version of the Commissions to be Paid report.  This should be the first step in preparing sales commissions.  After this report displays commissions like you want, final posting is performed.  Until you do final posting, you can change the Sales Person Master, you can change control fields, you can re-calculate sales commissions, and you can edit commission transactions.  Always run the pro forma sales commission report again and again until you get the numbers right.  When you are satisfied with the results, do the posting, followed by the report printing.

  Posting the Current Sales Commissions

After the pro forma sales commission report is correct, post the transactions for payment.  Use the menu option.  After posting is complete, print the Commissions to be Paid Report.

Posting is allowed only if the period end date is in the past.  This assures that double postings do not occur.  Use the pro-forma report for commission reports within a posting period.

  Commissions to be Paid Report

        Commissions to be Paid Report    

         Report #: ____7  Posted: 03/28/02           

   Sales Division: ____ (leave empty for all)        

     Sales Person: ____ (leave empty for all)            

          Printer: __________       

     E-mail to me: _                

  E-mail to Sales: _                

        Cancel    Accept        

The commissions to be paid report summarizes transactions by order number for each sales person.  It also displays additional transactions.

The most recently posted commission report number is displayed.  One can change the number; press ENTER and the posted date for the entered report will be displayed.

Specify a sales person number to prepare the report for only the one sales person.  This is useful when e-mailing the report to a single person on a request basis.

If the report is printed, the printer queue can be specified.  

If the report will be e-mailed, either specify a Y in the “E-mail to me” field or the “E-mail to Sales” field.  If E-mail to Sales is specified, the sales person must be established as a system user and the User File screens must specify an e-mail address.  A message is sent to the person requesting the report if any e-mail is not able to be sent because of a missing e-mail address or an inactive sales person.
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                                                                   Commissions To Be Paid Report 

 Sales           Sales Person                                                    Invoice    Order    Commissionable         Total Line         Commission

 Division                                                                                                Amount               Amount           To Be Paid

   BUSN      36  Cosentino, Jay                  AURORA CASKET CO                    2486      798                                                        

                                                                                              Order 798 Totals:                                           

                                                                                              TOTAL           100.00             100.00                .00

BUSN      36  Cosentino, Jay                  ALEXANDRIA CITY PUB SCH DIST           2487      805                                                        

                                                                                              Order 805 Totals:                                           

                                                                                              TOTAL           300.00             300.00                .00

BUSN      36  Cosentino, Jay                  Basketball Jones Co.1                  2488      806                                                        

                                                                                              Order 806 Totals:                                           

                                                                                              TOTAL            40.00              40.00                .00 BUSN      36  Cosentino, Jay                  Base Sales Adjustment               9999999  9999999

                                                                                              Order 9999999 Totals:                                            

                                                                                              TOTAL           500.00-               .00                .00     

BUSN      36  Cosentino, Jay                  Period Sales Commission             9999999  9999999 






                                            Order 9999999 Totals: 

                                                                                              TOTAL              .00                .00             457.61

BUSN      36  Cosentino, Jay                  Non-Recoverable Draw Adjustmen      9999999  9999999

                                                                                              Order 9999999 Totals:

                                                                                              TOTAL              .00                .00             442.39

BUSN      36  Cosentino, Jay                                                 

                                                                                              Sales Person 36 Totals:

                                                                                              TOTAL         2,288.07           2,788.07             900.00

  Transaction Purge Procedure

Sales commission transactions can be purged from disk by setting the purge days in the control fields (see above).  In any case, transactions are never purged unless the transaction is paid.  A good setting might be 360 for one year after the pay date.  This allows any commission report for the previous one year to be re-printed.  Valid settings are zero days and any number between 180 and 999.

  Creating Custom Commission Processing 

Custom commission processing can be implemented through one of two exit points by a programmer.  New programming can be established for exit COMCALC for line level calculations and for CIMCALC2 for period level calculations.

  Supplier/Producer Drop Ship Orders

It would be nice to have ARC/400 manage the creation of Purchase Orders and organize the payment of the vendor invoice based simply on an order taken by a sales person.  This is what this feature is designed to do.

In this discussion, the term supplier is used which could apply to a product producer or to a product duplicator or other outside vendor.  The only restriction for this feature is that the inventory of the outside organization is assumed to be in the control and ownership of the outside organization until the drop ship transaction occurs.  If your organization owns the merchandise or inventories the merchandise, you should set up this location as a warehouse and acknowledge ARC/400 shipments as any local warehouse.

  Entering a Order

With this feature, the order entry person places an order for an item in the normal way.  In fact, the order will include all items needed by the customer with no regard for where the items may eventually be shipped.  

· If an item is stocked only at the supplier location, this will be picked up automatically by ARC/400 with no second thought by the order entry person.  

· If an item is stocked at both a local warehouse and a supplier location, the choice is made by the order entry person (if the default is not appropriate).  

A Purchase Order (packing list for the supplier) is automatically created by ARC/400 according to the rules for creating Packing Lists for each warehouse.  This PO can either be printed (to be reviewed by someone) or automatically faxed to the supplier or automatically e-mailed to the supplier.  For each Purchase Order, a unique Internal PO number is assigned by ARC/400 and placed on the supplier’s Purchase Order (packing list) form.  If there are multiple suppliers for one customer order then multiple purchase orders will be assigned, one for each supplier.

When the supplier ships the items to the end user, the shipment must be confirmed to ARC/400 for customer invoicing.  This confirmation can be completed using the Shipment Search screen, or it can be completed automatically by ARC/400 based upon so many days (you specify this) after the intended ship date.  This latter method is very useful especially when you do not normally receive a positive confirmation from the supplier that the items have been shipped.

  The Supplier Drop Ship Purchase Order

The document that is sent to the supplier will be a drop ship purchase order that is fully integrated with the ARC/400 purchasing system.  It can either be printed locally (and then somehow communicated to the supplier) or can be automatically faxed.  Following is a sample drop ship PO:
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  Verifying the Correct ARC/400 Faxing of Drop Ship Purchase Orders

On the Warehouse and Shipping menu, there is the option “Check Drop Ship Fax Status”.  The list includes recent drop ship faxes and the completion status of each fax.  Each item will include the name of the Supplier organization where the fax was sent to, the date, the time and the status.  Common status codes are:

· Sending

 
the fax is currently in progress

· Errors Encountered
use option 5 to view the status information

· Finished

the fax is complete

The finished status code is only displayed when the receiving fax machine send a completion code to the sending fax machine; therefore, you are very reasonably assured that the organization has received the fax.

  Verifying a Supplier Invoice

When the supplier invoice is received, it is entered into ARC/400.   You then match the line items on the vendor invoice with your supplier receipts and supplier drop-ships.  This assures that no vendor invoice is paid twice and that all receipts and drop-ships are properly accounted for.

Below is the screen for entering the vendor invoice.  You need to fill in the vendor’s invoice number, invoice date, product total amount, and other optional information.  ARC/400 will assign a Voucher Number to track all supplier invoices.

                         ARC/400 - AP Voucher Entry         16:30:53   9/19/00 

                     Vendor ID: __11943       ALLIED DIGITAL TECHNOLOGIES       

                        Status: OP            ELK GROVE VILLAGE IL 60007        

              Vendor Invoice #: THEIR #___                                      

           Vendor Invoice Date: 09/05/00                                        

              Payment Due Date: 10/01/00                                        

                 Discount Date: ________                                                

               Product Totals: ____2,365.50           Our Voucher #: A0000032   

                   Tax Amount: _________.00           Our Voucher Date: 09/19/00

               Freight Amount: _________.00           Our PO #: _________     

                Total Invoice: ____2,365.50                                     

                    1099 Item: N                                                

   Vendor Search    PO Search                Exit    Cancel    Accept      
Once the invoice is entered, ARC/400 can list the receipts and drop-ships for that vendor.  You simply match the list to the invoice until the invoice product amount is equal to the applied amount.  

                         Voucher Matching to Receipts        16:34:44   9/19/00 

Voucher #: A0000032    ALLIED DIGITAL TECHNOLOGIES    Date: 09/19/00 Status: OP 

 Vendor #: __11943     ELK GROVE VILLAGE IL 60007     Vend_Invoice: THEIR #     

  Product: _______         Product Amt:     2,365.50  Applied_Amt:          .00 

  Our_PO#: _______ 2=Change 3=PO_Inq 4=Product 6=Apply/Un-Apply 7=Vchr 9=Delete 

Sel PO #   Product_Number   Receipt-Date/Qty   PO Cost     Actual-Qty-&-Cost    

 _      77 0000007 VHS     08/08/00      49       9.5000       49       9.5000  

   Ln    1 ON HER MAJESTY'S SECRET SERVICE                Amount:     465.50    

 _      80 0000008 VHS     09/18/00       1      40.0000        1      40.0000  

   Ln    1 YOU ONLY LIVE TWICE                            Amount:      40.00    

 _      80 0000008 VHS     09/18/00       3     231.0000        3     231.0000  

   Ln    2 YOU ONLY LIVE TWICE                            Amount:     693.00    

  Clear    Products    POs    AddReceipt    Exit    Cancel    Post      

In this screen, you match the Product Amount from the voucher to the appropriate line items; the Applied Amount is set by ARC/400 when a line is selected or de-selected.  When product amount (from the vendor invoice) and the applied amount (from the list) are matched, the voucher can be posted.  This matching process will assure to everyone that no invoice gets paid twice and that all receipts and supplier drop-ships get paid properly.  Note:  this screen supports the matching for both product receipts in your warehouse and product drop-ships to your customer by the supplier.

AddReceipt is used to add any miscellaneous line items to get the invoice to agree with the line items.  

If the invoice amount is different than the PO cost, use the 2=Change option to change the PO price.  

After posting, the receipts and drop-ships are no longer displayed so they cannot be matched to other invoices.  However, a permanent audit log is maintained behind the scenes.

  Sending Posted Supplier Invoices to an External AP System

The posting process described under Verifying a Supplier Invoice will create an audit log that can be downloaded to an external AP system.  After posting for the day (or week or month), an ARC/400 menu option Mark AP Vouchers for Download, will prepare the audit file for download (matched and posted vouchers only).  You can either use IBM Client Access File Transfer to download or use ODBC for download depending upon the requirements of your AP system.  After a successful download, use the menu option Mark AP Vouchers as Complete.  This process will assure the control of the download so AP is complete and nothing gets duplicated.

A report, Receipts Not Posted to AP, is very useful to assure that nothing gets lost.

  Cost of Goods and Producer Price Agreements

The PO process determines the cost of goods when either manually entering a PO or automatically creating though the Supplier Drop Ship process.  The producer price agreement screens can be found on the purchasing system menu.  

                      Producer Price Agreements - Details    15:12:06   4/19/02 

                                  Change Mode                                   

                         Vendor: _288138 Producer Organization                  

                        Product: _______________          -------optional entry 

               OR  Product Line: __________                                     

               OR    Mfg Format: ____                                           

                      Line_Type: __                       -------optional entry 

          Cost Percent: _55.00   OR  Unit_Cost: ___________                     

         Last Maint Date: 09/11/01     Last Maint User ID: COSENTINO            

  List Mode    Vendor Search    Display Mode     Delete     Previous    Next 

                            Exit    Search Screen    Make Change       

The cost can either be specified as a percentage of the selling amount (used mostly by producers and specified similarly to a royalty) or as an amount (used mostly by duplicators and manufacturers).  

One can enter multiple entries to specify the complete agreement with the producer.  

One can enter ONLY one of the following: a product number, a product line code, a manufacturing format, or none of these.  If a product number is entered, the cost will apply only to this product.  If the product line is entered, the cost will apply to all products with this product line code.  If the manufacturing format is entered, the cost applies to all products with that format.  If none is entered, the cost will apply all to all products that have not been more specifically entered (specify none of these items to set an overall default cost).

If costing overlaps so that a product has costs its product number, for its product line and/or for its format, the costs for product number are used.  If no costs for product number then the product line code costs are used.  And so on.

One can enter a line type.  If entered, the cost will only apply to that line type; otherwise, leave blank and the cost will apply to all line types.

Note:  it is recommended that a default entry be specified for all producers.  This is accomplished by entering only the vendor number and the cost (either a percentage or a unit cost).  With this, other entries can be specified for exceptions.

  Distributor Commissions

The company control file will determine if the cost of goods should be deducted from the selling price before calculating distributor commissions or not.  Usually, the drop-ship cost is deducted from the selling price before calculating the distributor commissions.  If this is so, enter a Y in the Purchasing System Parameters in the Company Control File menu.

  Sales Commissions

The company control file will determine if the cost of goods should be deducted from the selling price before calculating sales commissions or not.  Usually, the drop-ship cost is deducted from the selling price before calculating the sales commissions.  If this is so, enter a Y in the Purchasing System Parameters in the Company Control File menu.

  Royalties

The company control file will determine if the cost of goods should be deducted from the selling price before calculating royalties or not.  Usually, the drop-ship cost is deducted from the selling price before calculating royalties.  If this is so, enter a Y in the Purchasing System Parameters in the Company Control File menu.

  Set Up Requirements

In the Company Control File, Purchasing System Parameters, there are some questions that need to be set up.  

             ARC/400 Company Control File Maintenance   10:34:23   9/20/00     

                     Purchasing System Control Fields                           

      Default Vendor: _______                  Default Taxable: Y               

      Vendor Contact: ___               Std Preview Stick Rate: 100.00          

Default Ship-To Whse: 001           PO # Required in Receiving: N               

Default Ship-To Locn: _______         Vendor Organization Type: VEND                                                 

    Location Contact: ___                                                          

Default Bill-To Locn: __11803                         

     Bill-To Contact: __1            A/P File Transfer Support: Y               

  Default Order Type: RG                                                        

   Default Line Type: RG                 --Supplier_Drop-Ship--                 

   Default Pay Terms: 30NT          Supplier_Drop_Ship_Support: Y               

 Default Ship Method: COST__      Deduct Cost/Dist Commissions: Y               

 Default Ship Charge: STANDARD   Deduct Cost/Sales Commissions: Y               

                                         Deduct Cost/Royalties: Y               

                                          Exit    Cancel    Accept                                 

Turn on the Supplier Drop-Ship feature by specifying Y for Supplier Drop Ship Support.  Also, enter the answers to the three Deduct Cost questions.

  General Purchasing System Set Up

Because the Supplier Drop-Ship feature uses the Purchasing System, this must be set up if not already set up.  The pertinent questions is:  Default Bill-To Location (usually your Accounts Payable).  See the Purchasing System in the ARC/400 User Manual for more information.

  Supplier Drop Ship Warehouse

The supplier must have a drop ship warehouse code assigned.  Create a new warehouse record but be certain to specify Drop Ship = Y.  The code assigned is only three positions long, but should be somewhat descriptive, such as ADT for Allied Digital Technologies.

Main Warehouse Screen:

          Whse: DRP        Warehouse Master Modify           15:36:05  11/26/03 

                                 Main Screen                                    

 Warehouse_Code: DRP  Status: ACTIVE____                                            

      Name: Drop Ship Warehouse________________   Customer_Packing_List?: Y     

   Address: 1011 E. Touhy Avenue_______________   Internal_Packing_List?: N     

    Line 2: ___________________________________     Warehouse_Pick_List?: N     

    Line 3: ___________________________________                                 

      City: Des Plaines___________              Pack List Early Days: ___5      

     State: IL                                  Just_In_Time_Control: A         

       Zip: 60018__ ____                     Max_Units_in_Pick_Batch: ______200 

   Country: USA_                            Max_Orders_in_Pick_Batch: ____10    

                                                           Rush_Days: ___3      

                                            Require Entry of User ID: N         

         Carrier Interface Controls                  Website Display: Y                      

            Carrier Interface: N                  Drop Ship Warehouse Controls                       

   Auto_Bill_Shipping_Charges: N                      Drop Ship Whse: Y           

         Auto_Bill_Shipping_%: ______                 Auto_Ship_Days: ____1       

                                                    Auto_Return_Days: ____1       

  Initial Entry: 03/08/03 COSENTINO                   Direct Billing: N           
     Last Maint: 03/08/03 COSENTINO           Bill Carrier Acount no: __________                            

 Print/Fax/E-Mail Controls    Vendor Information 

                                              Exit    Cancel    Accept      

Print/Fax/E-Mail Controls Screen:                                                                        

          Whse: DRP        Warehouse Master Modify           15:48:47  11/26/03 

                        Print/Fax/E-Mail Controls Screen                        

 Warehouse_Code: DRP  Status: ACTIVE                                            

      Name: Drop Ship Warehouse                                                     

            Des Plaines               IL 60018                                  

            USA                                                                 

                      Packing List Output Q: NONE______                               

                           Invoice Output Q: NONE______                               

                            Labels Output Q: NONE______                               

                       # of Pre-Ship Labels: ___                                

                           Post-Ship Labels: N                                  

   E-Mail_Packing_Lists: Y                                                      

         E-Mail_To_Name: Warehouse Manager________                                      

      E-Mail_To_Address: warehouse@aol.com_______________________________                                      

       E-Mail_From_User: JESSEN____                                                 

      Fax_Packing_Lists: N                                                      

            Fax_To_Name: ___________________________                                                       

             Fax_Number: __________________                                                       

    Main Screen                               Exit    Cancel    Accept      

In the above, the Drop Ship Whse is set to Y.  Optionally, the Fax packing Lists or E-Mail Packing Lists is set to Y.  Optionally, the Just In Time Control is set to Y with an Advance of 5 days.  This means that the Purchase Order will not be created until 5 days or less before the requested ship date.  Other options are available for Ship As Soon As Possible, etc.                                                                                

  Supplier Products

You need to enter all supplier products into the database.  This process is exactly the same as entering products for your in-house inventory.  You need to specify Shippable = Y and Inventoried = Y (these are the defaults) in the Product Extension screen even though you will not be shipping these products and you will not be keeping inventory counts of these products.  By indicating that these will be stocked at the Supplier warehouse code (which is defined as a drop ship warehouse), ARC/400 will know how to properly treat these products from an inventory point of view. 

       Create New Product Utility           

      New Product/Location:                 

               Product. .: 0000030________          

               Version. .: __                 

               Extension.: VHS_              

               Warehouse.: DRP              

       Cloned From Product:               

               Product. .:  _______________                

               Version. .:  __                

               Extension.:  ____                

     Cloned Product                       

                  Exit    Create      

  Vendor Information Setup

All purchasing system vendors need to be defined to the purchasing system.  Step 1 is to add the location to the database just like you add any customer using the Customer Location screens.  The one difference is that you should specify an organization type of VEND.  Although this is optional, it helps in searching.

From the purchasing menu, use option 02 for Vendor Information Maintenance.  For new vendors, this will enter the screen in Entry Mode.  Supply the required fields and press Accept.  You MUST specify the associated warehouse code that is used for all drop-ship shipments from this supplier.

                 ARC/400 - Vendor Information Modify        13:16:52   9/20/00 

 Location .: ALLIED DIGITAL TECHNOLOGIES      Customer #:   11943               

 Address. .: ATTN: TOM PROKOP                  Org. Type: VEND                  

             1200 THORNDALE AVE              Status Code: ACTIVE                

                                             Status Date: 08/05/99              

             ELK GROVE VILLAGE IL 60007       Entered by: PMI CVT    08/05/99   

                                              Updated by: CVT PMI    08/05/99   

                       Default Contact #: __1 JULIA KENNEDY                     

                           or Attn Lines: ___________________________________                                      

  Currency Symbol . .: US                 ___________________________________                                      

  Taxes are Billed. .: N                  Associated Whse: DRP                  

  Discount Percentage: _______            Status. . . . .: ACTIVE__   08/05/99    

  Discount Reason . .: ____               Last Receipt. .:                      

  Payment Terms . . .: 30NT               FOB Location. .: _________________                     

  Default Ship Method: ______             Open PO Balance:     8,979.00         

  Performance Code. .: __________         # Printed PO s.:      2               

  Default Lead Days .: _____              First PO Date .: 05/01/00             

  AP System Vendor #.: ____________       Last PO Date. .: 08/08/00             

  Entered by: PMI CVT    08/05/99      Updated by: COSENTINO  09/18/00          

      Contact List    Vendor Location           Exit    Cancel    Accept         

  Producer/Vendor Direct Billing

Producer/Vendor Direct Billing applies to those Drop Ship producers or vendors who will be billing your customer directly.  You do not want to bill the customer, but you will want to bill the producer/vendor for the difference between the customer price and the cost of goods.  

This feature is invisible to the sales person and the order entry clerks.  All orders are entered normally without any consideration for Direct Billing.  ARC/400 properly sorts things out.  Customers are billed where Direct Billing does not apply; the producer/vendor is billed where Direct Billing applies.  

a)  The warehouse, drop ship controls screen has a Direct Billing question.  One simply marks those warehouse codes to do Direct Billing by setting the Direct Billing question to YES.  

b)  All invoices for the "marked" drop ship warehouses will be automatically billed to the producer/vendor (instead of the Bill-To customer on the order).  These invoices will show the Cost of Goods as a credit making the total invoice amount to be the net of:  customer billing  less cost of goods equal your expected cash value.  The expected cash value is added to AR.

c)  You will check on and display invoices as you would any other invoice.  The totals will have the Cost of Goods adjusted out.  All of these invoices will have an invoice type of PD for easier searching.

e)  You can use the Credit Memo procedure normally.  This will effectively back out the billing in cases where one needs to bill the actual customer.

f)  The GL is properly creating journal entries for appropriate accounts including the sales account, the cost of goods account, the AR account, the inventory account and the payables account.

g)  Pre-payments cause some confusion with Direct Billing.  Therefore, any OPEN credit card payment for the order will cause this feature to be turned off.  This is because it is expected that the pre-payment is taking the place of the producer/vendor Direct Billing.

h)  All Direct Bill invoices will be marked as Not Taxable regardless of the tax status of the producer/vendor.

 

Restrictions:  

· the vendor invoice will use the same Currency as the order ... this will only affect orders taken in something other than the home currency (US dollars for USA organizations).
· Direct Billing does not apply to any Monetary Plan or other Contract order types.
  Miscellaneous Functions

  Table File Maintenance Utility

The code table file contains many smaller tables of codes against which entries in various screens in the ARC/400 system may be verified.  The code table file maintenance utility allows the user to change the codes in the various tables, as well as to add new valid codes for any of the tables.

See the Code Table File Maintenance section of chapter 12 for further information about this file and the utility to maintain it.

  User File Maintenance

The user file contains a record for each user of the ARC/400 system.  

See the User File Maintenance section of chapter 12 for further information about this file and the utility to maintain it.

  Sales Person Assignment Change Utility

                  Sales Person Assignment Change Utility    11:50:11   4/12/95 

      Scope of Changes is Sales Division: ____                                  

                 Change All Sales People: ____ ____ ____                        

                         to Sales Person: ____                                  

        Change Sales Person for Customer: _______                               

                         Change Children: Y                                     

                         to Sales Person: ____                                  

   File Changes:   Sales Territories: Y    Territory Overrides: Y               

                         Call Queues: Y       Open Order Lines: Y               

   Customer Search                           Exit    Cancel    Accept                    

Function Key or Pushbutton Options for the Sales Person Assignment Change Utility screen

	
	F3=Exit returns to a previous screen.

	
	F6=Accept makes the screen designated assignment changes.

	
	F12=Cancel returns to a previous screen.

	
	F20=Customer_Search initiates a customer search.


This screen assists in the changing of sales assignments and is particularly useful when changing the sales assignments of one person to another.  This task is common after personnel reassignments and changes.

You may use either the Global Sales Person Changes fields (see definition below), or the Customer Sales Person Changes fields, or both at once.  

	Scope of Change
	Specify the sales division which is the scope of the changes to be made.  Information in other sales divisions will not be changed.  This is a required field.

	
	Global Sales Person Changes

	Change All Sales People to Sales Person
	Specify up to three sales person numbers which will have information changed to the “to Sales Person”.  Sales assignments for the one to three “from” sales people will be changed to the “to” sales person.  This change will affect the Sales Territories files and the Territory Override files.

	
	Customer Sales Person Changes

	Change Sales Person for Customer
	Specify the customer number whose sales person will change.  This change will affect the Territory Override files.

	Change Children
	Specify a “Y” or “N”.  If “Y”, any and all children of this parent organization will also be changed to the new sales person.  Parent definitions must have been previously set up in the Customer Location Maintenance screens.

	to Sales Person
	The sales person number of the sales person that will be assigned the specified customer accounts.

	
	File Changes

	Sales Territories
	If “Y”, the Sales Territory files will be changed.  This option only applies to territory changes from one sales person to another.  It does not apply to ARC/400 users of Assigned Accounts Only as the sales definition option.  It is best to leave this field as “Y”.

	Territory Override
	If “Y”, the Sales Territory Override files will be changed.  It is best to leave this field as “Y”.

	Call Queues
	Specifies if you want any call queues to be changed.  

If you specified changing sales people to a sales person option, all calls in the call queues for the “from” sales person will be moved to the “to” sales person.

If you specified changing the sales person for a customer location (and/or children), any calls scheduled for this location in call queues of sales people in the same sales division will be moved to the “to” sales person.

	Open Order Lines
	Specifies if you want open orders (including previews and rentals which have not been returned) to be changed.  

Booking amounts are changed for any not shipped and not invoiced line items.  These booking changes will be reflected on all bookings reports, but will balance to zero as whatever is given to the “to” sales person will be taken away from the “from” sales rep.

Any order line items for sales in other sales divisions are not changed.


When the data is entered, you may press the enter key to display customer location names and sales person names.  Press Accept to submit a background task to complete the file changes.

  Sales Person Master Maintenance

Any person who should be given sales credit for invoiced items must be set up in the sales person master file.

See the Sales Person Master Maintenance section of chapter 12 for further information on this utility program.

  Sales Territory Maintenance

This program sets up the sales territories for each sales rep.

For further information, see the Sales Territory Maintenance section of chapter 12.

  Territory Override Maintenance

Occasionally a specific account should belong to a sales person, regardless of the general sales territory assignments.  This program allows for the override of specific accounts to certain sales reps.

For further information, see the Sales Territory Override Maintenance section of chapter 12.

  iSeries Tasks

  iSeries Query

The iSeries provides a utility to help users work with queries.

Work with Queries

 Type choices, press Enter.                                                     

   Option  . . . . . .   ​_              1=Create, 2=Change, 3=Copy, 4=Delete    

                                        5=Display, 6=Print definition           

                         __________     8=Run in batch, 9=Run                   

   Query . . . . . . .                  Name, F4 for list                       

     Library . . . . .     ARC400UTIL   Name, *LIBL, F4 for list                

 F3=Exit       F4=Prompt       F5=Refresh       F12=Cancel                      

                                                 (C) COPYRIGHT IBM CORP. 1988

The iSeries query utility allows the user to create, change, or delete queries.  It also provides other miscellaneous functions.   See your iSeries documentation for further information.

  Query/400 with Call Queue, Fax and Direct Mail Selections

For complete user flexibility for the very complex selections, ARC/400 supports the usage of a customer list file for both Selection Logic and Exception Logic.  The list can be created using another tool, such as the IBM Query/400 product or Microsoft Access.

Use the Query/400 product to create a list of contacts to be used either in the Selection Logic or the Exception Logic.  

When creating your QUERY/400 program, select an output type of 3 for data base file.  Specify a database file of QUERY, in library ARC400FILE (or your designated ARC/400 data library), a member of YOURUSERID (your user ID which might be your last name), and Data in file of 4 (for replace member).  If you are using this file for automatic call queue builds or automatic letter builds, use member name of “ARC40000”.  If you are using Query/400, you must use the detail report option and not the summary report option because Query/400 will format the data incorrectly with the summary option.

The output fields are specified in the Select and Sequence Fields section.  You may use these and only these fields: COMP (company number field), CUS# (customer location numbers), and CON# (contact sequence number).  Again, only these three fields may be specified and they must be specified in this order or the Query will fail.  The field names may vary such as CNCOMP, CNCUS# and CNCON# from the contact record.  Or CLCOMP, CLCUS# and CNCON# from the TMBUILD customer data base view..  Other field names may be used as long as the characteristics of the fields are a) two digits packed numeric, b) seven digits packed numeric, and c) three digits packed numeric.  Zero decimal places for all three fields.  Note that all three fields must be in the output file and only these three fields may be included.

Note that a user written RPG or other high level program can build the output file in place of Query/400.  The same rules are followed and the user still specifies QUERY for the file in the ARC/400 selection screens.


Also note that any errors in building the file QUERY may lead to unexpected results. 

  Using Microsoft Access or another PC program to Upload a List to ARC/400

Step 1:  In your favorite PC program, create a comma delimited file which is formatted as follows:

0,123456,1

0,234567,12

etc.

The first field (the zero) is a company number which is always zero.  The second field is the customer/organization number.  The last field is the contact number.  If the selection is based upon only organization numbers, you can leave the contact number off and zeros will be uploaded to signify no contacts.

For example, if you are using Microsoft Access:

· Create a blank data base

· Select New Table using Import Table option

· Change “files of type” to “ODBC Database” and press IMPORT

· Select iSeries Data Source (assume that ODBC is set up on iSeries and PC)

· Select table TMBUILD3, for example

· Select Queries and New using Simple Query Wizard

· Select fields CNCOMP, CNCUS# and CNCON#

· Go to File and Save As.  Save as file name such as c:\query.txt in comma delimited format.

Step 2:  On the PC, create a Field Definition File (FDF) which describes the format of the iSeries file to the PC for proper data translation.  Use Notepad or WordPad to create a simple text document as follows:  Save with any name such as c:\query.fdf

PCFDF

PCFT 3

PCFO 1,1,1,1,1

PCFL CLCOMP 2 5

PCFL CLCUS# 2 9

PCFL CNCON# 2 5

Optional note  you can let the iSeries create the FDF file for you by downloading ARC400FILE/QUERY to your PC as c:\query.txt.  In details, select file type of “Basic Sequential”.  Run the transfer and the FDF will be created for you as c:\query.fdf

Another note  once you have done step two once, you can re-use the fdf file in the future over and over again for similar PC to iSeries transfers.

Step 3:  Upload the PC file to the iSeries.  Use the “Data Transfer to iSeries” icon in the IBM AS400 Client Access folder.  

· Enter the PC file name (such as c:\query.txt) which was created by your favorite PC program in Step 1 above; 

· enter the iSeries system name; 

· enter the iSeries file (such as ARC400FILE/QUERY(YOUR_ID) where YOUR_ID is the user name that you signed onto the iSeries as.  

· One last step, click on Details and check the box "use PC file description" and enter the FDF file name from Step 2.  The Replace iSeries Object box should be set for "no, replace member only".  

· Click on OK and then Click on "Transfer Data to iSeries"

Work with Printed Output

An iSeries utility is provided to facilitate working with printed output.

                           Work with Printer Output

                                                             System:   S1012B7F 

 User . . . . . :   DOWDING                                                     

 Type options below, then press Enter.  To work with printers, press F22.       

   2=Change   3=Hold   4=Delete   5=Display           6=Release   7=Message     

   9=Work with printing status    10=Start printing   11=Restart printing       

      Printer/                                                                  

 Opt    Output      Status_____________________________________________________                                                      

  _   Not Assigned                                                              

        QPQUPRFIL   Not assigned to printer (use Opt 10)                        

                                                                         Bottom 

 F1=Help   F3=Exit   F5=Refresh   F11=Dates/pages/forms   F12=Cancel            

 F21=Select assistance level      F22=Work with printers                        

See your iSeries documentation for further information on this utility.

  Miscellaneous Marketing Management Issues

Complex and Multiple Pass Selections for Call Queues, Faxes and Letters

When performing a selection, ARC/400 reads the appropriate data files (see File parameter on screen) to determine if the criteria is met.  If it is, then the contact is selected for the particular call queue, fax or Direct Mail build.  This selection logic applies only to selection criteria that can be determined by looking at one transaction at a time.
An example of a straight forward, one pass selection is: all customers in the state of Illinois who have purchased product ABC.  By using the sales history data file, all of this information is available as each transaction is read by ARC/400.

Complex selections require two or more passes of the data files as the information is not available as each record is read.  The most common example is the “except for” or “who have not purchased” or similar phrasing.  To accomplish the two pass selection, two sets of criteria are established.  The Selection Logic sets up the criteria that every selected contact must meet.  The Exception Logic is the criteria that, if met, the contact is not included in the final set of contacts.

Select all previewers and renters of product 123 who have not bought product 123.  This is complex because as the sales history data records are read by ARC/400, the computer needs to check the entire history of the contact for each selected contact transaction.

Using the Selection Logic for the first pass selection and the Exception Logic for the “except for” phrase, these complex selections can be easily performed.  Two lists of contacts are created.  The first list is based on the Selection Logic and all selected contacts must be on this list.  The second list is based on the Exception Logic and any contact who is on this list will not be selected, even if the contact is also on the Selection Logic list.

  Preview Dunning

Preview, rental and consignment transactions require either the product coming back or converted to sale.  These returns must be controlled with the customer dunned if necessary.

The late preview report will identify all late items.  

Another measure to follow up on late items is the preview dunning procedure.  This procedure allows up to three levels of dunning where a letter or e-mail is sent to the sold-to customer to request the return of the item.  A pro-forma invoice can optionally be sent as well (PDF attachment if the letter was e-mailed).

For more information, see Preview and AR Dunning in Chapter 8  Accounts Receivable.

  Rules for Statistically Counting Product Units

The product history, product usage and the customer history screens include product statistics which count units.  These rules govern what is counted and what is not.

1. Shipped units on the product history screen include only items which are physically shipped either from an internal or drop ship warehouse.  For example, a preview unit shipped or a sale unit shipped will count.  A bill only item will not.  

2. Sale Units are items which have been sold and are not expected back..  For example, a rental unit shipped is not considered a sale, unless the rental is converted to a sale using the Conversion to Rental transaction.   

In the customer sales history and the product sales history screens, the total number of sale units are displayed regardless of the returned number. 

3. Sale Return Units are the number of returns of items which have been counted as a sale.  This means that the return of a item which is expected to be returned (such as a rental) are not counted in the returned numbers.

4. Preview Units are the number of items with a transaction code of PV.

5. Rental Units are the number of items with a transaction code of RT. 

6. Conversion Units are the number of conversions from a returnable type (preview, rental, etc.) to a sale type.  Note that the units counted for conversions are also counted as a sale.

There are certain times when unit counting should not occur.  One can set up order transaction types for a product, say ABC, which are not actual units such as broadcast rights.  An order transaction type can be specified to NOT count in product and customer statistics by specifying Maintain Units Statistics = N in table 902 (Customer Order Line Type Codes).  Units associated with these transactions will not update the units counts in the product sales history screen or the unit counts in the customer sales history screens.  

In addition, there are units for items which should also not be counted.  For example, a main product may be ABC which includes a video tape and a workbook.  Although the video tape and the workbook are both sold, you may want only the video tape to be counted in customer statistics.  You can stop the workbook from being counted in customer unit statistics by specifying Maintain Units Statistics = N in the product extension screen.  In this case, units are maintained for product statistics, but not for customer statistics.  Note:  the default is “Y” if nothing is entered.

Hint:  if you have used the product extension fields to represent a single type of product, you can use table 828 (Extension/Format Codes) to save the effort of remembering to set this code for all future products.  For the extension code in question, change table 828 to specify Maintain Units Statistics = N.  This will cause all newly created product extension records to default to N.

  How to set up ARC/400 to track catalogs sent to customers

The following is an example of how catalogs may be tracked by ARC/400.  Once set up, it is easy and powerful in its use.

1.
Establish a Contact Tag Field.  This is an entry into Table 891 using Table Maintenance screens.  For the example, let us call this field “CATALOGS”.

2.
Optionally, establish a validation table for the list of the valid catalogs.  If no validation table is established, any entered value will be accepted.  If a validation table is set up, only the catalog codes previously entered into the validation table will be accepted.  Additionally, one will be able to use a “?” in the field to see a list of the valid catalog codes.

It is better to set up a validation table because over time, too many “unique” entries get entered.  It is, however, just a little more work to set up and to maintain every time a new catalog is created.

If catalog codes are exactly the same as CAMPAIGN codes (as entered using Campaign File Maintenance in the Tele-Service Management Menu) use the special table ID of “CMP”.  Then, only the one maintenance effort to update the campaign codes will also update the catalog codes. 

To set up a new table, use a table number in the 700 to 799 range.

The optional validation table ID is entered into the Table 891 table record which was established in step 1.

3.
Set up an enclosure code in the enclosures table (Table 050).  Enter the short enclosure code and the contact tag field and catalog name.  Whenever this enclosure is used in a letter or fax, the contact tag field will be updated to signify that the contact was sent a catalog.

For example, enter an enclosure code of CAT.  Whenever a letter includes an enclosure of CAT, the support people know they should send the current catalog.  You need to change the catalog name on this record whenever the catalog changes.  If you have more than one catalog, use multiple codes which have meaning to you.

4.
When you send out a mass mailing,  you enter the contact tag field name (e.g. CATALOG) and the contact tag name into the corresponding fields in the Direct Mail Build screen when you create the mailing labels.

5
When you send out a letter, use the enclosure code which identifies the catalog.

6.
For sales to identify which catalogs have been sent to anyone, enter a 46 in the Call Management screen, and then select catalogs.

7. For using catalog information in call queue builds, Direct Mail builds or fax builds, use the same procedures as you would in selecting from any Tag field.  Use file type of User Tags.

  Exporting a File from ARC/400

File output is useful for creating a mailing list for use outside of ARC/400.  Examples are using a PC word processor for mail merge, using an outside mailing list company, using an outside broadcast fax service, etc.  

The file output will contain the following fields:

	Field Name
	Character Length

	Salutation
	5

	First Name
	12

	Last Name
	20

	Job Title
	35

	Department or Mail Drop
	35

	Company Name
	35

	First Address Line
	35

	Second Address Line
	35

	Third Address Line
	35

	City
	25

	State Code
	5

	Zip/Post Code
	8

	Zip Plus
	7

	Country Code
	11

	Country Name
	35

	County
	28

	Phone Number
	15

	Fax Number
	15

	Contact E-Mail  Address
	60

	Customer Number
	8

	Contact Number
	7

	Campaign Code
	10

	Letter Greetings Line
	40

	User (sales person) name
	20

	User extension
	9

	User phone number
	25

	User Title
	35

	User E-Mail Address
	60

	Customer Industry Code
	10

	Customer Source Code
	10

	Customer Market Code
	10

	Customer Status Code
	10

	Customer Organization Type
	10


After using the Direct Mail Build feature to create the file output, the file is on the iSeries and can be used for any purpose.  The output will be placed into your user directory on the server within a subdirectory with the name you specify as the File_Member.  The actual file name will be simply a system generated unique name.  For example, the full file name may be something like:

\\s102twnm\arc400user\list21\E000000063.csv
 Where s102twnm is your server computer name, arc400user is your user directory on the server, list21 is the file_member name, and E000000063.csv is the file name given by ARC/400.

Import of an Outside List to ARC/400

Every outside list is different so this step requires just a little bit of programming assistance to complete.

There is an RPG program called QRPGLESRC/IMPORTDISK in the ARC400UTIL library.  This program is complete except for the specification of the imported file and the imported fields in the file.  The program contains comments so that the program can be easily changed by someone who is familiar with RPG and the iSeries programming.

There are a number of ways to complete this task.  The following is suggested.

1. Create a physical file on the iSeries to include the fields from the imported disk.  See file QDDSSRC/IMPORTF in library ARC400UTIL as an example.  Be sure that each field length matches the disk to be imported.

2. Perform a file transfer to copy the empty file created in step 1 to the PC.  The purpose is to save the field description file which is used by Client Access file transfer.  Use the PC options to save the field description file ( fdf extension).  

3. Perform the file transfer to copy the imported disk to the iSeries file created in step 1.  Use the description file created in step 2 in the PC options.

4. The program QRPGLESRC/IMPORTDISK must be changed to reflect the format of the imported file and other required field conversions.  Make a copy of IMPORTDISK and make your changes to the copy.

5. Run the import program to update ARC/400.

  Ranking Customers

ARC/400 provides a method to rank customers based upon how much and how recently they purchase.  This ranking may be used for all queue, letter and fax builds.  It may also be used in reports.  It is also displayed on the Call Management screen for your tele-service personnel.

Ranking is a completely automatic feature of ARC/400.  Every fiscal month end, the rankings are updated.  

A ranking is displayed in percentile format.  A percentile of 40, for example, means that 60 percent of customers have a higher ranking and 40 percent have a lower ranking.  A ranking of zero means that no sales were made in the time period under evaluation.  Only customers with sales are counted in calculating the percentile.

Ranking are calculated by looking only at sales in the previous 12 months.  Sales older than one year are ignored.  In addition, sales in recent months are weighted so that a sale of $100 last month produces a higher ranking than a sale of $100 several months ago.

The calculation adds the sales from the previous 12 months to determine a normalized sales amount.  In the calculation, sales from the first month (12 months ago) are counted in full.  For each successive month, a weighting factor is multiplied by the sales to obtain the weighted sales.  See the following chart:

	Months Ago
	Weighting Factor

	12
	1

	11
	1.1

	10
	1.21

	9
	1.33

	8
	1.46

	7
	1.61

	6
	1.77

	5
	1.95

	4
	2.14

	3
	2.36

	2
	2.59

	1
	2.85


The total weighted sales amounts are calculated and a percentile determined.  The percentile is included into the CLRANK field in the customer location file.  It is displayed on the Call Management screen as RANK.

  Marketing-Related, Database Selection Hints

When performing a call queue selection, a broadcast fax selection, a direct mail selection or other selection, there are many, many options to choose from.  However, there are typically only a limited number of fields that are used.  Use CodeTables or Codes from any menu or marketing selection screen to display the  various files available for selection and the many fields included in the file.

When doing a selection from an ARC/400 marketing screen, you will be using “pre-defined” table joins.  This is because the most difficult part of any relational data base selection is bringing the important data together that is relevant to the query at hand.  Use the following whether you are using the ARC/400 screens or using Microsoft Access to do your selection:

· Customer File
this is the TMBUILD join logical file which joints the customer demographic information.  The data files included in this join are: the customer location file, the contact file, the RFM data, the telephone number, fax number, and e-mail address.  Please note that there is no sales history detail.

· Sale History File
this is the TMBUILD3 join logical file which joins sales history invoice detail with the same files from the Customer File.   Because the sales history file is used as the driver of this selection, no customers are included unless they have at least one order transaction as a sold-to customer.

· Ship-To History
this is the TMBUILD3A join logical file which is identical to the Sales History File except that the customer identified is the ship-to instead of the sold-to.

· Other Files
There are a number of other join logical files that can be used for special purposes.  These are: Call History, Expanded Customer File (all but inactive customers), Tag Files, AR Collections (location level), AR Collections (contact level).  

The important Customer Fields that are of interest are:

· CLCUS#
customer location number

· CNCON#
contact number

· CLNAME
organization name

· CLORDD
last order date for any contact at the location

· CNORDD
last order date for this specific contact

· CLFORD
first order date for any contact at the location

· CLMJMK
market code for the location

· CNMJMK
market code for this specific contact

· CLOTYP
organization type code 

· CLRANK
sales rank percentile 

· CLSRCE
source of data base entry

· CNSRCE
source of data base entry for this specific contact

· CLSIZE
industry (SIC) code

· CLLCDT
last call date for the location

· CNLCDT
last call date for this specific contact

· CLLIF$
Lifetime sales (sales where location is used as the sold-to customer)

· CLLIFH
Lifetime sales (sales where location is used as the ship-to customer)

· CNLIF$
Lifetime sales (sales where contact is used as the sold-to customer)

· CNLIF$
Lifetime sales (sales where contact is used as the ship-to customer)

· CLSHPD
Last ship date (where location is used as the ship-to customer)

· CNLAST
Contact last name

  ARC/400 Data Base Marketing

Your most valuable sales asset is your data base.  It contains the key to future sales and staff productivity.  If you know how to use your data base for marketing, you will have increased sales performance with only a little effort and few additional expenses.

The concept behind data base marketing is simple.  You use past results for each of your customer lists to predict future results.  With this prediction, you devote your sales resources (people, direct mail, broadcast fax, etc.) to those segments which have the greatest profit potential.  You give the least attention to segments which will most likely produce very few sales.  Very simple indeed!

Data base marketing is a statistical game.  Even your best customer segments will not buy all the time.  And your least productive segments will result in some sales.  Therefore, you need to continually measure your marketing approaches and test the results.  Over time, you will learn what to expect from each of your customer segments for better utilization of resources and improved marketing results.

ARC/400 allows you to do data base marketing by using recency, frequency, monetary (RFM) analysis.  Recency is the time since the customer’s last order.  Frequency is the number of orders for the customer.  Monetary is the money amount of the orders.  

The remainder of this paper discusses the following topics:

· ARC/400 Marketing Statistics

· Using Statistics and RFM in Marketing Campaigns

· Recency, Frequency and Monetary Reports

· General RFM Definitions

  ARC/400 Marketing Statistics

The following statistics are maintained by ARC/400 automatically for your use.  These can be used in your reports and in your marketing selections.  The table shows the file name and the description of the statistical field.  These statistics give you powerful information for knowing the identity and the behavior of your customers.  

There is nothing to do to start collecting statistics.  However, Recency, Frequency and Monetary statistics are collected only if the RFM flag is set to Yes in the Company Control File, Marketing Parameters screen.  Additionally, AR Statistics are collected only if the Auto Run AR Stats is set to Yes in the Company Control File, Accounting System Parameters Two screen.

	Statistics for each Customer Location (custloc)
	The following information applies to the location number as a whole and can apply to any contact at the location

	
	First Order Date

	
	Last Order Date

	
	Last Payment Date

	
	Last Payment Amount

	
	Last Invoice Date

	
	Last Ship Date

	
	Last Sales Call Date

	
	Sales Ranking Percentile (percentile ranking of customers using only the most recent 12 months of purchases)

	
	Open AR Balance (used as a Bill To customer)

	
	Open Order Balance (used as a Sold To customer)

	
	Open Order Balance (used as a Bill To customer)

	
	Life Time Sales (used as a Sold To customer)

	
	Life Time Sales (used as a Ship To customer)

	Statistics for each Contact (contact)
	The following information applies to each contact individually.

	
	Last Order Date

	
	Last Sales Call Date

	
	Open AR Balance (used as a Bill To contact)

	
	Life Time Sales (used as a Sold To contact)

	
	Life Time Sales (used as a Ship To contact)

	Recency, Frequency and Monetary Statistics for each Customer Location (dmrfm)
	The following information applies to both the location number as a whole and to each contact at the location.  Statistics are maintained only for invoiced line items with an amount zero or greater.  

	
	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.  Length of a recency band period is user selectable.  Following are checkpoints for recency band:

Current recency band 

Yesterday’s recency band

Recency band at Beginning of Fiscal Month

Recency band at Beginning of Fiscal Quarter

Recency band at Beginning of Fiscal Year

Recency band at One Year Ago

	
	Frequency Band is a value of 0 or greater for the number of orders.  An order is a grouping of 1 or more daily shipments/billings for a distinct order number.

Current number of orders in past one month (about 30 days)

Lifetime number of orders at Beginning of Fiscal Month

Lifetime number of orders at Beginning of Fiscal Quarter

Lifetime number of orders at Beginning of Fiscal Year

Lifetime number of orders as of One Year Ago

Lifetime number of orders

	
	Monetary Band is the total monetary amount for the period.  Credits are excluded.

Current monetary amount in past one month (about 30 days)

Lifetime monetary amount at Beginning of Fiscal Month

Lifetime monetary amount at Beginning of Fiscal Quarter

Lifetime monetary amount Beginning of Fiscal Year

Lifetime monetary amount as of One Year Ago

Lifetime monetary amount

Last order amount

	
	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 bottom 20% of purchasers; 5 for the top 20%; etc.

	
	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 bottom 20% of purchasers; 5 for the top 20%; etc.

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

	
	

	
	Last Purchase Date (same as last invoice date but does not include any credits)

	
	

	
	Lifetime number of Units of product shipped and/or invoiced

	
	

	
	Lifetime number of Preview orders.  Multiple preview units on a single order are counted as one.

	
	Number of Preview orders in past 12 months.  Multiple preview units on a single order are counted as one.

	AR Statistics for Customer Locations and Contacts (arcrdt)
	The following information applies to both the location number as a whole and to each contact at the location.  This information is only collected for the Bill To customer and contact.  Statistics apply to the most recent 12 months only

	
	Fastest first payment Pay Days

	
	Slowest first payment Pay Days

	
	Average first payment Pay Days

	
	% of invoices paid in 30 days or less *

	
	% of invoices paid in 60 days or less *

	
	% of invoices paid in 90 days or less *

	
	Average Payment Days *

	
	Number Invoices with total greater than zero

	
	Monetary Amount of Invoices with total greater than zero

	
	Number Invoices with total less than zero (typically credits)

	
	Monetary Amount of Invoices with total less than zero (typically credits)

	
	Number Invoices with total equal to zero (typically a no-charge shipment)

	
	Number of payments

	
	Total amount of all payments

	
	Number of AR Adjustments

	
	Total amount of all AR Adjustments

	
	Number of Credit Memos

	
	Total amount of all credit memos

	
	AR Aging amounts: current, 0-30 days, 31 to 60 days, 61 to 90 days, 91 to 120 days, over 120 days

	Notes
	* an invoice is considered paid for this statistic when 95% of an invoice amount is paid.


  RFM Control Screen

The RFM control screen will provide control over your Recency, Frequency, and Monetary statistics.  See the RFM Data Base Marketing menu.

                                  RFM Controls           16:33:09   5/17/05     

                    Number of RFM Cells: __5     must be between 3 and 9        

        Recency Band-months in one band: _12     default is 12 months           

Include Zero Amount Items in Statistics: Y       default is YES                 

Number of Months of History to Consider          blanks means all of history    

   for calculating RFM statistics......: ___         Must be 12 or higher       

       Restart Statistics on next cycle: N                                      

         Last Maint Date: 05/06/05     Last Maint User ID: COSENTINO            

                                              Exit    Cancel    Accept          

RFM Cells are used to divide customers equally into groups with the highest number being the best customers and 1 being the worst customer (0 for non-customers).  Therefore, if 5 (the default) is selected, customer are divided into 5 groups with the top 20% in group 5, etc.  For more or less than 5 groups, enter the number on the RFM Control screen.

Recency Band is a period of time where a Band 1 customer has purchased in the most recent band period of time; the default period is 12 months.  This number should vary based upon the turnover in your business with one Recency band being one business marketing cycle.  

When determining Recency and other statistics, should a zero amount time that is billed/shipped to the customer be used for statistical purposes?  The default is YES.  If you specify no, the zero amount items will be ignored for most RFM statistics.

When determining RFM statistics, one can use all of sales history or only a portion of sales history.  Leave blank to include all of history.  Enter a number of months to include this rolling number of months of history into the RFM statistics.

Set the “Restart Statistics” to clear the RFM files and to re-build based upon current values.  This is often used when the above values are changed.  
  Using Statistics and RFM in Marketing Campaigns

All of the above statistics can be used to define marketing campaigns such as calling campaigns, direct mail campaigns, fax campaigns and e-mail campaigns.  Usually, a combination of these types of campaigns is used.

ARC/400 uses relational data base technology which means that the data base is divided into lots of small segment.  One creates reports and marketing campaigns by joining these segments together.  This is sometimes confusing for those who do not completely understand the ARC/400 data base.  Therefore, a set of pre-defined join logical files have been created to make selections and campaigns easier.  These are the ARC/400 TMBUILD set of files.  All of these will join the customer information and the RFM statistics for simple usage by the user.  See the field definitions for the various TMBUILD file with Codes and Help on the marketing selection screens.

  Recency, Frequency and Monetary Reports

Using RFM for marketing is available through the RFM Menu which is a part of the ARC/400 Main Menu.  Use the options on the menu to run the reports which are a part of the current RFM system.  Other reports, created by you, can be added to the menu as they are developed.

COSENTINO  Mnu: 48     RFM Data Base Marketing Menu       7/03/03 12:43:38  CAC

                  01 Re-Print Daily RFM Reports                                 

                  02 RFM Summary by Industry Code                               

                  03 RFM Summary by Country and State                           

                  11 Re-print Daily Customer Profile                            

                  12 Re-print RFM Daily Sales Report                            

                  13 Re-print RFM Recency Reconciliation                        

                                                                         Bottom 

 Select Option: __     CodeTables                                My Main Menu   

The daily RFM Reports include the Daily Customer Profile, the RFM Daily Sales Report, and the RFM Recency Reconciliation report.

With statistical information about your customers and sales activities, you can do important comparisons and analyses.  For example, you expect your best customers to be in recency band one (who have all done business within the past one year).  On a quarter by quarter basis, you can determine how many of these “best customers” are reverting to band two.  You can also determine how many customers in other bands (including the prospect band) are moving into band one.  Your job is to determine why customers might be leaving band one (no longer doing business) and what is making others (who have not been a “best” customer) join band one.  

These reports are merely meant to get one in touch with who you customers are.  If you know your customers, then you have a leg up on your competition in terms of being able to target your marketing efforts for the best results.

Customer RFM Profile Report

The profile report is meant to characterize your customers into Recency Bands and show the customers move from band to band on a daily basis.  With this report, you will be able to determine where new sales are coming from and whether the highest potential customers are being sufficiently covered.

   5/06/03                              Customer RFM Profile                                              

                       # of     Avg Life     Avg 12 mth         Avg Life       Avg 12 mth              Avg

    Band          Customers    Frequency      Frequency         Monetary         Monetary      Order Value

      1               3,034         7.97           2.87        $4,278.83        $1,221.93          $536.86

      2               3,517         3.12                       $2,242.91             $.00          $718.88

      3              11,116         4.23                       $2,404.06             $.00          $568.33

      4              16,095         2.88                       $1,433.36             $.00          $497.69

      5               9,589         2.14                       $1,128.24             $.00          $527.21

greater than 5        9,020          .53                       $1,198.03             $.00        $2,260.43

Active Prospects     25,630                                         $.00             $.00             $.00

Prospects            59,190                                         $.00             $.00             $.00

Distributors            472       102.00          14.29       $43,548.35        $4,835.42          $426.94

Band numbers are determined by the date of the most recent RFM order.  Band 1 is the most recent and is typically one year or less.  The length of a recency period is user selectable.  

Active prospect is an organization that has previously ordered from the company, but has a lifetime monetary amount of zero.

A prospect is an organization that has not previously ordered from the company.

A distributor is an organization with an Organization Type code of DIST or as otherwise defined in the Company Control File.  Typically, a distributor is selling your product on a commission or consignment basis.

  Daily RFM Sales Report

The daily sales report shows the daily activity by Recency Band.  This report shows various statistics regarding the daily sales such as how many customers are buying from each band, including the number of purchases and the average amounts.

   5/06/03                                      Daily RFM Sales Report                                                            

                                                   For: 2003-05-05                                                                

                                                                                --------------- Qualified --------------------------

                       # of     Monetary            Total          Avg $$$      Monetary     Total            Total          Avg $$$

    Band          Customers       Orders              $$$        per Order        Orders     Units              $$$         per Unit

      1                   4            2        $1,913.00          $956.50             1         3         $1,721.00         $573.66

      2                   1                          $.00             $.00                                      $.00            $.00

      3                                              $.00             $.00                                      $.00            $.00

      4                                              $.00             $.00                                      $.00            $.00

      5                   2                          $.00             $.00                                      $.00            $.00

greater than 5            1            1          $472.50          $472.50             1         1           $472.50         $472.50

Active Prospects          2                          $.00             $.00                                      $.00            $.00

Prospects                 6            1          $625.50          $625.50             1         1           $625.50         $625.50

Distributors             15           20       $11,198.40          $559.92            12       128        $10,585.40          $82.69

                   ========     ========     ============     ============      ========  ========     ============     ============

Grand Totals             31           24       $14,209.40          $592.05            15       133        $13,404.40         $100.78
Monetary orders are the number of RFM orders where the invoiced amount is greater than zero.  

The qualified statistics are meant to focus on “feature products” and exclude ancillary items even if such items are invoiced to the customer.  See the definition of “qualified” in the RFM Definitions section of this document.

  Daily Recency Reconciliation Report

The reconciliation report uses Recency Bands to show how customers move from band to band on a daily basis.  With this report, you will be able to determine where new sales are coming from and whether the highest potential customers are being sufficiently covered.

   5/06/03               Daily Recency Reconciliation Report            

                                    For:  2003-05-05                    

                     # of customers       Moved to          Moved from  

   Recency Band        at beginning         Band 1       Previous Band  

                             of day                                     

      1                        3042                                     

      2                        3506              1                  13  

      3                       11118                                  1  

      4                       16169                                  3  

      5                        9526              2                  77  

greater than 5                 9009              1                  12  

Active Prospects              25624                                     

Prospects                     59197              1                      

Distributors                    472                                     

                           ========       ========                      

                             137663              5                      
As time proceeds, customer who purchase will be moved from their existing Recency Band to Band 1.  In addition, customer who do not purchase will eventually be moved from their existing band to the next higher band.  

One would expect that most sales will be for customers already in Band 1, but proper prospecting will show customers in other bands moving to Band 1.

Hopefully, there will be few customers moving from a lower band to a higher band; these customers may be doing so because they are being ignored or otherwise not properly serviced.

  General RFM Definitions

	  Recency Bands
	Bands of customers based upon how recent the last order has been.  

	Frequency
	The number of RFM orders taken for the customer.

	Monetary
	The invoiced monetary amount.  Excludes all credits.

	RFM Order
	An order is a grouping of 1 or more daily shipments/billings for a distinct order number.

	An RFM Cell
	A cell is used for recency, frequency and monetary independently.  The cells simply divide the customer base into groupings of typically 20%.  The number of cells is user selectable.

	Qualified Order
	Qualified statistics simply limit the values to certain “feature” products.  To be included in a Qualified Order, the line item must have a positive invoiced amount, must be a purchase (i.e. excludes previews and rentals), and must be of a “feature type”.  A feature type is any item except where the extension code’s product type is Mfg Compnt, Packaging, Publicity, Rarelyused, and Support. 

	Distributors
	A distributor is an organization with the Organization Type of DIST or as otherwise defined in the Company Control File.  All distributors will be statistically separate; they are not assigned a band in the RFM Reports.

	Prospect
	An organization that has never ordered from the company.

	Active Prospect
	An organization that has ordered from the company, but total lifetime sales amount is zero..
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