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Chapter 1
Introduction

This guide is for Sage CRM Implementers. The final chapter, Scheduling
Appointments, is for the user.

Please note that while the document refers to Sage CRM, CRM, or the CRM
system throughout, all functionality covered is also relevant to Sage CRM MME,
Sage Accpac CRM, and Softline Accpac CRM.

We assume that implementers have:

= Experience in implementing and troubleshooting CRM installations.
= Experience in administering Lotus Domino servers.

We assume that users are:

s Familiar with the use of a Web browser.

What is CRM/Lotus Synchronization

Note: The latest
CRM/Lotus
Synchronization
version is 4.0.

The synchronization
functionality is
available for CRM
appointments only.

CRM/Lotus Domino synchronization results in the following functionality:

= When an Appointment is created, edited, or deleted by a CRM user who is
enabled for Lotus synchronization, a corresponding Meeting or To Do is
automatically created, updated, or deleted in Lotus Notes.

= When a Meeting, an Appointment, or a To Do item is created or edited by a
synchronized user in Lotus Notes, a corresponding Appointment is
automatically created or updated in CRM. If you delete a Meeting or To Do
in Lotus Notes and the meeting has people invited to it, the corresponding
Appointment is deleted from CRM. However, if you did not invite anyone
to the meeting apart from yourself (or if you created a Notes Appointment
or a Personal To Do item), it is not automatically deleted from CRM.

Lotus synchronization works as follows:

A service called the Custom Service Server, which resides on the Lotus Domino
server, polls the Lotus Domino application and the CRM application. The service
logs onto CRM and retrieves any Appointments that have been created or
updated by those users who are enabled for Lotus synchronization. The calendar
items are then created, updated, or deleted on the Lotus Domino server.
Following this, the service retrieves any Meetings, Appointments, or To Do items
that have been created, updated, or deleted on the Lotus Domino server and
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CRM/Lotus Component Interaction

sends them to the CRM server. Once this happens, the Appointments are created
or updated in CRM.

CRM/Lotus Component Interaction

The ability of a number of components to communicate with each other makes
CRM/Lotus Domino synchronization possible. These include the eWare Message
Object, the CRM Table Level Script, synchronization scripts, and the CRM
Custom Service Server. The Sync Control Panel is responsible for installing the
synchronization components on the servers.

Sync Control Panel Interaction with Servers

When the Sync Control Panel is configured and installed on the CRM server and
then on the Lotus Domino server:

= A Table Level Script is installed on the CRM server.
= CRM ASP files are installed on the CRM server.

= The CRM Custom Service Server and its scripts are installed on the Lotus
Domino server.

= The eWare Message Obiject is also installed on the Lotus Domino server.

Synchronizing Appointments

Once the Sync Control Panel is run and users have been synchronized,
components interact as follows when calendar items are created, updated, or
deleted on the servers.

= On the CRM server, when an Appointment is created, updated, or deleted,
the CRM Table Level Script flags the CRM record that needs to be
synchronized.

= On the Lotus Domino server, the CRM Custom Service Server constantly
polls the Lotus database for new and updated Meetings, Appointments, and
To Do items. When it finds them, it sends each record to the ASP files on the
CRM server. The ASP files update the CRM server.

= The CRM Custom Service Server also polls the CRM server through another
ASP page. This ASP page sends any new or updated Appointments to the
Lotus Domino server.
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Chapter Summary

The following diagram illustrates CRM/Lotus component interaction.

Lotus Domino Server CRM Server

CommsOut.asp -
return all latest
comms

v Table Level Script -
/ sets flags

eWare DLL
\ Commsin.asp - update CRM
comms
Dominno DLL

Component interaction when synchronizing appointments

eWare
Messaging
Object ActiveX

|

Lotus Notes Session

Custom
Service Server

Chapter Summary

The table below gives a summary of each chapter.

Chapter Summary

Getting Started The steps that need to be taken prior to
synchronizing CRM and Lotus Domino
servers.

CRM Lotus Sync Using the Sync Control Panel to

Control Panel synchronize users and install

synchronization scripts.

Calendar Mappings Details on the way in which calendar
item fields are mapped between CRM

and Lotus.
Scheduling How to create, update, and delete
Appointments synchronized Appointments, Meetings,
and To Dos.
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How the Sync Control Panel Works

When the Sync Control Panel is Configured and Run

The following operations occur in CRM once the Sync Control Panel has been
configured and run on the CRM server and the Lotus Domino server:

= A Table Level Script is installed on the Communication table on the CRM
server.

= Three new columns are created in the USERS table for each synchronized
user in CRM—one for their Lotus Notes user ID, one for their Lotus Notes
mail file name, and one for their Lotus Domino server name.

= Three new fields are displayed on the Other Details panel on the User Details

page of each user—Lotus User Name, Lotus Notes Database Name, and
Lotus Server.

= A new field, Response From Lotus, becomes available on the Enter New
Communication page if additional users are added to the Appointment
when it is being created. This field displays Lotus Notes users' responses to
e-mail alerts. For more information on the Response From Lotus field, please
refer to the Scheduling Appointments chapter in this document.

Details

Action: Details:

[Meeting = E

Status: Priority: Territory:
IPending - I Mormal = I IDeFauIt - I
[T Private

Response from
Lotus:

Enter New Communication page - Detail panel

= Three new appointment action types are added to CRM—Projects, Clients
and Travel.

Details

Action: Details:
Meeting = I ;I
E-mail Qut a

E-mail In
Fax Qut
Fax In

Meeting

Dema LI

To Do

r—— Priority: Territory:

(Projects

Clients I INormaI vl |Default 'l
Travel 1=
--Mone-- %

Detail Panel with new Actions
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Configuring the Sync Control Panel and Installing Scripts

Configuring the Sync Control Panel and Installing Scripts

The Sync Control
Panel needs to be run
first on the CRM server
and then on the Lotus
Domino server.

{% Irztall |

Install Button

The Sync Control Panel needs to be configured on the CRM server and on the
Lotus Domino server so that you can install synchronization scripts on them.

To configure the Sync Control Panel and install scripts on either server:
1. Select Start | Settings | Control Panel | Sync Control Panel.
2. When the Sync Control Panel is displayed, select the Lotus tab.

3. From the Which Server Are You On panel, select the CRM Server button to
configure the Sync Control Panel on the CRM server, or select the
Lotus/Domino Server button to configure the Sync Control Panel on the
Lotus Domino server.

4. Enter the Sync Control Panel settings. Please refer the to the tables below for
more information on completing the fields.

5. Select the Install button to install synchronization scripts.

6. If you are installing scripts on the CRM server, reset IS at this point.

7. If you are installing scripts on the Lotus Domino Server you need to carry out

a number of administration tasks and then synchronize users. Please refer to
the Synchronizing Users section for more information.

The following table describes the fields on the Sync Control Panel when you are
configuring it on the CRM server. Note that all of the fields are required fields.

v appomment smevin x
Exchange Lotus |
“Which server are you on’
= CRAM server € Lotus/Doming Server |
CRM Server
Enter the full path to the folder that contains the eware install
IE Al metpubismisroat CHRM
CRM Progld Database Server name
IEHM IDatabaseSelvel
CRM User Database
[Betmin [Databasetame
CRM User Passward Database User
I |sa
Database Type Database User Password
|MSSUL =l I XXXXXXXXX
Spnc Meetings from
IUZ;‘T ns2002 > Reset Date
4 Instal
Sitatus
El

CRM Server Sync Control Panel settings
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Configuring the Sync Control Panel and Installing Scripts

Field

Description

Enter The Full Path To
The Folder That
Contains The CRM
Install

Specify the path to the CRM install
folder, for example, ... Program
files\Sage\CRM\<installname>

CRM Prog Id

The name of the folder that CRM is
installed in.

Database Server

Type the name of the CRM database

Name server.

CRM User Enter an Admin user's logon ID. The
user needs to have rights to log onto
CRM externally.

Database Type the name of the CRM database.

CRM User Password

Enter the password for the above Admin
user.

Database User

Enter the name of the CRM database
administrator.

Database Type

Select the CRM database type from a list
of databases.

Database User
Password

Type the CRM database administrator's
password.

Sync Meetings From

This field is set to today's date by
default. Using the default setting means
that when you start the synchronization,
only meetings in CRM from "today"
onward are synchronized.

If you want to set this to sync meetings

from an earlier date, change the date
here.

Reset Date

The default date applied is the initial
install date. However, if you want to
reset it afterwards, then you can run the
Sync Control Panel again and select the
Reset Date button. The date specified in
the Sync Meetings From field will be set
as the new default date. As a result, all
meetings from that date onward will be
flagged and resynchronized in Lotus.

Install

Installs synchronization scripts on the
CRM server.
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Configuring the Sync Control Panel and Installing Scripts

Poll CRM Settings

The following tables describe the fields on the Sync Control Panel when you are

configuring it on the Lotus Domino server.

|CRM Appointment Synevi0 =
Evchangs Lotus |
hich server are yau an
' CAM server & Lotus/Daming Server ‘
rLatus Server
Enter the full path for the folder for the installon the Domino server
[C CRMLots
Fall CRM Setting PallLotus Seting:
(e e ) o = | Poling Interval smce) [E0 =
ScriptFie Polings/are.is Sorint i Polinglotus s
Logfie warcloglog Logfie LotusLoglog
CAM Server server Stipsting 1 Jewarei@enare
CRM Installfolder ~ [cminsialioider | | St sting 3 [lomewae
Debug 2 Syn Mestings fion [02/1072003 =]
i B I
485 Instal | Save Settings Synch Users
=
-]

Lotus Domino Server Sync Control Panel settings

This table describes the Poll CRM Settings on the Sync Control Panel.

Field

Description

Enter the full path to

the folder for the
install

Specify the path to the folder where the
Sync Control Panel and other files are to
be installed, for example C:\CRMLotus

Polling Interval (secs)

The interval between script runs (how
often the server is polled, in seconds).

Script File The name of and path to the script file
you want to run in the CRM server, for
example,
C\TEMP\POLLINGEWARE.JS

Log File The name of the log file.

CRM Server The name of the CRM server.

CRM Install Folder

The folder where CRM is installed.

Debug

If selected, extra logging information is
sent to the log files. Select this option
when performing the initial installation
and then unselect it when the
synchronization is running smoothly. If
unselected, error messages only are
recorded in the log files.

Enabled

Select to enable the service.
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Configuring the Sync Control Panel and Installing Scripts

Poll Lotus Settings

This table describes the Poll Lotus Settings on the Sync Control Panel.

Field

Description

Polling Interval (secs)

Specify the interval between the script
runs, that is, how often the server is to
be polled, in seconds.

Script file The name of the script file you want to
run on the Lotus Domino server, for
example, POLLINGLOTUS.JS.

Log file The name of the Lotus log file.

Strip String 1

Lotus Domino Strip string 1. Must be all
lowercase letters. Please Refer to the
"Strip Strings" section in this chapter for
more information.

Strip String 3

Lotus Domino Strip string 3. Must be all
lowercase letters. Please Refer to the
"Strip Strings" section in this chapter for
more information.

Synch Meetings From

This field is set to today's date by
default. Using the default setting means
that when you start the synchronization,
only meetings in Lotus from "today"
onward will be synchronized.

If you want to set this to synch meetings
from an earlier date, change the date
here.

Domino Password

The password of the Domino admin
user that is being used by the integration
scripts to log onto the Domino server.
For details on setting up this user, please
refer to Domino Default User in the next
section.
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Configuring the Sync Control Panel and Installing Scripts

This table describes other options on the Sync Control Panel.

Other Options Field

Description

Install

Installs synchronization scripts on the
Lotus Domino server.

Save Settings

The Sync Control Panel loads your
existing settings by default. However,
you can use it to edit settings in the
POLLLOTUS INI file, such as the Polling
Interval or Debug Mode. To do this, run
the Sync Control Panel, edit the settings,
and click the Save Settings button. The
new settings are written back to the INI
file.

Synch Users

Selecting the Synch Users button
displays the Synchronize Domino Users
dialog box, from which you can create
new users in CRM for existing Lotus
Domino users.
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Synchronizing Users

Synchronizing Users
You synchronize users using the Sync Control Panel on the Lotus Domino server.

To synchronize users:

1. Carry out the administration tasks described in the Lotus Domino
Administration Tasks section, below.

2. Once you have carried out the administration tasks, select the Synchronize
Users button on the Sync Control Panel.

3. When you do this the Synchronize Domino Users dialog box is displayed.

4. Complete the fields on the dialog box and select the Synchronize Users

button.

The following table describes the fields on the Synchronize Domino Users dialog
box. It is displayed if you select the Synch Users button when you run the Sync
Control Panel on the Domino server.

© Synchronize Domino Users R

Domina Password
Domino Server.

Diebug Mode

{"Synchranise Users

=10l

CRM Server

CRM Install:

I

FResults

Synchronize Domino Users dialog box

Field Description

CRM Server The name of the server where CRM is
installed.

CRM Install The name of the 1IS alias for the CRM

install, for example CRM.
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Synchronizing Users

Field Description

Domino Password The password of the Domino admin
user that is being used by the integration
scripts to log onto the Domino server as.
For details on setting up this user, please
refer to Domino Default User in the next

section.
Domino Server The name of the Domino server.
Debug Mode Ensure that this is unchecked initially. If

you encounter problems, run the
Synchronization again. Then, with the
Debug Mode checkbox selected, review
the messages that are displayed.

Synchronize Users When you select the Synchronize Users
button, new users are created in CRM
for each Lotus Notes user who is not
already a CRM user. The new users are
created as resources in CRM.

If a user already exists with the same
Lotus Logon or the same first and last
names, they are updated.

Note that you need to review the Lotus
Domino Administration Tasks section
in this chapter before you synchronize
users.

Lotus Domino Administration Tasks

A number or steps need to be carried out on the Lotus Domino server before you
select the Synchronize button on the Sync Control Panel to synchronize users.

Synchronization Files

1. Install the Custom Service Server manually. To do this, open the DOS
prompt and enter c:\<syncfilefolder>\ewarecss.exe /install

2. Register the eWare Message Object. To do this, type the following in the DOS
prompt: c:\<syncfilefolder>\regsvr32 ewaremessageobject.dll

3. Register the nisxbe.dll. To do this, type the following in the DOS prompt:
c:\lotus\domino\regsvr32 nisxbe.dll
Note: If you have a Notes client installed on the Domino server, make sure
that you install the correct nlsxbe.dll, that is, the one in the c:\lotus\domino
folder not the one in the c:\lotus\notes folder.
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Synchronizing Users

Domino Default User

Method 1

Method 2

If the message "You Must Be Running On A Server" is displayed, unregister
the nlsxbe.dll and register the correct one.

The integration scripts running on the Domino server need to log onto Domino
using the default user that is configured on the Domino server. Consequently,
the server must be configured so that this default user is an administrator or has
admin rights to view and update all other users’ mail databases. Note: This
user’s password is the Domino Password you enter when you run the control
panel on the Domino server and when you synchronize users.

You can do this using one of the following methods:

= If there is no Notes client installed on the server, use the default server ID
that exists from when the server was installed. This ID has a blank password.
There is no extra configuration required—the Domino Password is blank.

= If a Notes client that uses the server ID is already installed, additional
configuration steps are not required. The Domino Password is blank.

You can install a client on the Domino server that uses a specially created Admin
user ID as follows:

1. Use the Domino Administrator to create a new admin user and give the new
user full admin rights. The password you set for this user becomes the
Domino Password.

2. Copy the new user's ID to the Domino server. Note that this step assumes
that the Domino Administrator is on a different machine.

3. Install Notes Client on the Domino server.
4. Run the Client and connect it to the new admin user ID file.

5. Unregister the NLSXBE.DLL from the Notes install folder (regsvr32 /u
nlsxbe.dll) and register the NLSXBE.DLL on the Domino install folder
(regsvr32 nisxbe.dll).

6. Edit the NOTES.INI file in the Domino install folder so that the KeyFileName
is pointing to the same ID file as the KeyFileName setting in the NOTES.INI
in the Notes install folder. However, you need to specify the full path to the
ID file here.

7. You can use the TESTLOGONTOLOTUS.JS file to test that the configuration
is correct.
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Synchronizing Users

Strip Strings

Once scripts have been installed on the Lotus Domino server (and before you
synchronize users), you need to edit settings in the PollLotus INI file. You can
edit the INI file directly through a Text Editor, or you can edit the Strip String
fields on the Sync Control Panel when you are running it on the Lotus Domino
server. When you change setting in this way, remember to select the Save
Settings button to save the new values.

Edit the following settings in the PollLotus INI file if a hierarchal naming
system is not being used:

— stripuserl=/server@server
— stripuser2=cn=
— stripuser3=/o0=server

Users in Lotus have canonical names, which are in the format cn=firsthame
lastname/o=server. When invited to meetings, their names are in the format
firstname lastname/server@server. Consequently,

— stripuserl needs to be set to <server@server> that is, the last part of the
string that is displayed when you view users who have been invited to a
meeting.

— stripuser2 can remain as is.

— stripuser3 should be set to Zo=<your server name> that is, as it appears
when you view a users canonical name in Lotus.

Edit the following settings in the PollLotus INI file if a hierarchal naming
system is being used.

If your Notes user names are of the format Joe Bloggs/Dublin/Ireland and
the canonical names are in the format CN=Joe
Bloggs/OU=Dublin/O=lIreland, you need to set the Lotus User Name in
CRM to Joe Bloggs/Dublin/Ireland. In addition, the strip strings need to be
set as follows:

stripuserl=@ireland

stripuser2=cn=

stripuser3=o0=
— stripuserd4=ou=

The string stripuserl is used to match the recipient name as it appears in a
meeting with the CRM user name. The strings stripuser2, stripuser3, and
stripuser4 are used to match the Canonical name as it appears in Lotus Notes
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Starting the Service

to the CRM user name. When these strings are removed from the canonical
name, it should match the user name as entered in CRM.

Note: Make sure the strip strings are entered in lowercase letters.

Starting the Service

Once the Sync Control Panel has been run on the Lotus Domino server, the
Custom Service Server (eWareCSS) needs be started

Or

You can start the service from the Lotus Domain server in Start | Settings |
Control Panel | Administrative Tools | Services | eWareCSS.

Or you can start it by selecting Start | Run and typing net start
ewarecssserver in the Command Prompt.

Testing the Service

The following two files are included with the synchronization files. You can use
them for trouble shooting on the Lotus Domino server if errors are displayed in
the log files.

TESTLOGONTOLOTUS.JS. Open this file and enter the Domino Password—
that is, the password of the Domino admin user that is being used by the
integration scripts to log onto the Domino server. For details on setting up
this user, please refer to Domino Default User in the previous section—and
then run it. This tests to ensure that correct DLLs are registered and users are
correctly enabled to log onto Domino through a script.

TESTXML.JS. Run this file to test if the XML Parser is installed properly and
registered.

Disabling Synchronized Users

To disable a synchronized user:

1.

2.

Select Administration | Users | Users.
Find the user you wish to disable and open the User Details page.
Select the Change button.

Delete the Lotus User ID that is currently specified in the Lotus User ID field,
and select the Save button.

Lotus Domino Synchronization Guide 3-13



Now you can...

Now you can...

The user can no longer work with synchronized appointments.

Note. If, after a synchronized user has been disabled, the Sync Users option
and the Install Scripts option are run on the Sync Control Panel, the user is
re-enabled.

Explain how the Sync Control Panel works.
Configure the Sync Control Panel and install scripts.
Synchronize users.

Start and test the service.

Disable Synchronized users.
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Chapter 4
Calendar Mappings

In this chapter you will learn about:

= How calendar items get synchronized between CRM and Notes.

What gets Synchronized?

This section describes how the different types of calendar items and their details
get synchronized between CRM and Notes. It is important to review this section
before you begin synchronizing calendar items between Notes and CRM.

Make sure that you use the New Appointment button to create new calendar
entries in CRM. If you select New Task, you create a task, which is not
synchronized with Lotus.

[d
Mew m' Company
ty 'ﬁ Person
My CRM ﬁf Saolution
% \I./ Case
Team CRM Q COpportunity
== 2
= Lead
6\3 Appointment
Reparts
Q Task
i‘) [ E-mail
Log OFf
@ Document
Guote
@ Order

New pop-out menu

1T Appointment *

New list in context area
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What gets Synchronized?

Calendar Item Actions and Categories

The following table outlines the way in which different types of Notes calendar
items and their Categories get mapped to CRM.

Notes Item: CRM Item: Action
Category

To Do: Vacation / Appointment: Vacation
Holiday

To Do: Phone Calls Appointment: Phone Out
To Do: Projects Appointment: Projects
To Do: Clients Appointment: Clients

To Do: Travel Appointment: Travel

To Do: <No Category Appointment: Notes - ToDo
Set>

Meeting: N/A Appointment: Meeting

Appointment: N/A Appointment: Meeting

Anniversaries, All Not synchronized
Day Events, and
Reminders

Note: Although Notes To Do items map to Appointments in CRM, they are
displayed in the Task section of the CRM calendar (when you are in Daily or
Weekly mode). This makes it easy to distinguish between Notes Meetings and To
Do's when viewing the calendar in CRM.

The following table outlines the way in which CRM Appointments and their
Actions get mapped to Notes calendar items.

CRM Notes

Item: Action Item: Category
Appointment: Meeting: N/A
Meeting

Appointment: To Do: Vacation
Vacation

Appointment: Phone  To Do: Phone Out
Out

Appointment: Projects To Do: Projects

Appointment: Clients To Do: Clients

Appointment: Travel To Do: Travel

4-2 Sage CRM



What gets Synchronized?

CRM Notes
Item: Action Item: Category

Appointment: Phone  Not Synchronized
In / Letter Out /

Letter In / E-mail Out

/ E-mail In / Fax Out

/ FaxIn/ Demo/ To

Do 7/ None

Tasks Not Synchronized

Other Field Mappings

The following table describes other elements of the Calendar items that get
synchronized between CRM and Notes:

CRM Field Notes Field
Description Subject
Start Date Calendar Date (note that this field is not

visible in Notes)

End Time Due Date

Priority (High, Low,  Priority (High, Low, Normal, or None)
Normal, or None)

Action (action types  Categorize (category types that get
that get synchronized synchronized are described in the two
are described in the tables above).

two tables above).

Personal and Group To Dos

Notes Group and Person To Dos are treated in the same way when they are
synchronized to CRM—that is, they map to standard CRM Appointments.

However, if you create an Appointment in CRM with only one user, it is
synchronized to Notes as a Personal To Do. If you create an Appointment in
CRM with more than one user, it is synchronized to Notes as a Group To Do.

If you add additional users to an existing Appointment in CRM that has just one
user, it will be changed from a Personal To Do to a Group To Do in Notes.

However, if you edit an existing appointment in CRM and remove users so there
is only one user left, then it remains a Group To Do with no participants. Note
that this is the same outcome as removing the users from a Group To Do in
Notes.
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What gets Synchronized?

Note: Make sure you Cancel Group To Dos in Notes, as opposed to deleting
them, to ensure that they are deleted for all CRM and Notes users. See "Other
Points to Note" below for more details.

Start and End Times

Start Times and Dates

End Times and Dates

Notes To Do items do not have a visible start time, although it is actually set to
00:01 AM so that the To Do is displayed at the start of each day when viewed in
Calendar mode. CRM Appointments display a start date and a start time. The
difference between the two is handled as follows:

= When To Do items created in Notes are synched to CRM, the start time is set
to 00:00 so they will show at the start of the day as they do in Notes.

= For Appointments created in CRM, the start time can be set manually.
However, the time specified does not synch to Notes, but it will always be
displayed on the CRM Appointment.

Notes To Do items have a Due Date. This is mapped to the end date (visible on
the End Time field) in CRM. There is no visible end time in Notes, but there is in
CRM.

= When To Do items created in Notes are synched to CRM, the End Time is set
to 00:00 so they will show at the start of the day as they do in Notes.

= For Appointments created in CRM, the start time can be set manually.
However, the time specified does not synch to Notes, but it will always be
displayed on the CRM Appointment.

Other Points to Note

Additional Users. When an Appointment is created in Notes it is synched to be
a CRM Appointment. It is possible to add users to the Appointment in CRM,
however these users will not be added in Notes, as you cannot add users to
Notes appointments.

Resource Users. Users who work with Lotus Notes but not with CRM are set
up in CRM as Resource users. This allows CRM users to invite them to
meetings—they appear on the user list in CRM.

When synching from Notes, meetings created by CRM users only are synched.
This means that if CRM users are invited to a meeting by a non-CRM user in
Notes, the meeting will not show on their CRM calendar. However, if the
Resource setting is set to On, meetings in Notes that are created by CRM resource
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users, where there is one or more invitee who is a CRM user, are also synched to
CRM.

To turn the Resource option on or off, select Administration | Customization |
Translations and search for the code "Resource". Then, change all the translations
to "Y" to turn the option on or "N" to turn the option off. The default setting is
NG

Recurring Communications. CRM/Lotus Integration does not support
recurring communications. For example, if a meeting is scheduled in CRM to
occur on a weekly basis, the meetings will not be recorded in the Lotus Notes
calendar. Similarly, meetings or appointments marked as "Repeating” in Lotus
Notes, are not synched to CRM.

Attachments. E-mail attachments are not saved in the Lotus Notes calendar.

Private Meetings. Meetings marked as Private in Lotus Notes or in CRM are
not synched.

Associating People and Companies. If you associate People or Companies
with an appointment in CRM, the association is not reflected in Lotus Notes.

Canceling / Deleting Group To Dos. Make sure that you Cancel Group To
Dos in Lotus rather than delete them.

If you delete a Group To Do, Notes does not send a notification to the other
users, so it does not get deleted from their notes calendars and it does not get
deleted in CRM. However, if you cancel the Group To Do—that is, open it up
and choose Cancel from the Actions menu—Notes sends the cancel notice to the
other users, and it gets deleted from their Notes calendars and from CRM.

Now you can...

= Describe how calendar items get synchronized between CRM and Notes.
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Chapter 5
Scheduling Appointments

In this chapter you will learn about:
= Working with the CRM/Lotus Synchronization feature.

= Creating synchronized appointments.

Working with the CRM/Lotus Synchronization Feature

Creating
Appointments

Updating
Appointments

Deleting
Appointments

The CRM/Lotus Synchronization feature allows CRM users to schedule
appointments with Lotus Notes users who use Lotus Notes to access their diary
listings. Similarly, it allows Lotus Notes users to schedule meetings with
colleagues who exclusively use CRM to manage their diaries.

Note: Before you start working with appointments in CRM and Notes, please
refer to Chapter 4; "Calendar Mappings" for detailed information on the way in
which calendar item details get synchronized.

The following is an overview of what happens when you create, update or delete
an item in CRM or in Notes:

= When you create an Appointment in CRM, a corresponding Meeting or To
Do item is created in Lotus Notes, depending on the Action type selected.
Similarly, if you create a new Meeting, Appointment, or To Do item in Lotus
Notes, a corresponding Appointment is created in CRM.

= When you update certain Appointment details in CRM (for example, if you
change text in the Details field, amend the Start Date, or change the
Priority), the meeting details are updated in the Lotus Notes user's calendar.
Similarly, when you update certain Appointment, Meeting, or To Do item
details in Lotus Notes the changes are reflected in the My CRM work area.

= When you delete an Appointment in CRM, the calendar item is deleted from
the Lotus Notes user’s calendar. When you delete a Meeting, and
Appointment, or a To Do item in Notes it is also deleted from CRM.
However, if you did not invite anyone to the meeting apart from yourself
(or if you created a Notes Appointment or a Personal To Do), it is not
automatically deleted from CRM.
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Creating Appointments and To Do ltems

Example: Creating a Meeting Appointment in CRM

You are a CRM user, and you need to organize a sales meeting for yourself and
two colleagues who use Lotus Notes to access their appointments.

To schedule a meeting for a mixed group of CRM and Lotus Notes users:
1. Right-click or hover over the New menu button.

The pop-out menu is displayed.
2. Select Appointment.

The Enter New Appointment page is displayed.

3. Select the date as well as the start and end times of the meeting from the
Scheduling panel.

The time slot is selected in the Meeting Planner with your name already
selected as an attendee.

4. Select the users you wish to invite using the Search For button and clicking
on the Add button.

5. Check if there are any conflicts with the current meeting, and make
adjustments to the meeting times if you need to.

Details | Scheduling |
Action: Details: Date / Time: User:
Sales Mesting [10/01/2003 [foonam  E%  [Susan Maye
System Administratar L\:j
End Time;
10§01/2003 L0 aM B9 Remove
Reminder: 5 Search For:

end
O reminder

Status: Priority: Territory: My g e
Pending | [Mormal s Default v Team: ﬁwt 'Q
[] Private Direct Sales b/ Trish Sirmans ~|iadd

Meeting Planner |

Wednesday Oct 1 12am 2 3 4 5 6 7 8 9 10 11 1?pm 2 3 4 5 6 7 8 9 1011

Susan Maye II
System Administrator II
Tim McGrawm II

Appointment Details page

6. Select the Save button.

The appointment is displayed in your CRM calendar.
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Calendar

Calendar \

4 October, 2003 2 B view By View Taday % g
Monday —[Tuesday |Wednesday [Thursday [Friday |saturday
1 z 3 4 s

%

[
=

CRM Calendar

A Meeting is displayed in the other users' Notes Calendars.

&% Calendar @5 Mesting €QNew @)D s @ copino
{17}{ October 2003 4+ | september - October 2003 v ©00
Mo TuWe Th Fi Sa 5u
gl Rt [Mandey- 23 Sentenber Thursday - 2 Detober
A‘JJ 29 3EI’1— 2 3 45
@ 6 7 8 9101112
13 14 15 16 17 18 18
20 21 22 23 24 25 26
2728293031 1 2
[ Calendar
€5 Meetings
D Group Calendars
@ Trash Tuesday - 30 September Friday - 3 October

Saturday - 4 October

i) Sales Meeting
Chair: Sysan Maye

Sunday - 5 October

Lotus Notes User's Calendar
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Example: Creating a Phone Out Appointment in CRM

You are a CRM user, and you want to create a Phone Out Appointment for two
telesales colleagues who use Lotus Notes to track their To Dos.

To create the Phone Out Appointment in CRM:

1.

Right-click or hover over the New menu button.
The pop-out menu is displayed.

Select Appointment.

The Enter New Appointment page is displayed.

Enter the Appointment details, and add the colleagues you want to invite.

Details Scheduling
Action: Details: Date / Time: User:
Meeting v | [Call Tradeshow Attendess [1oytojz003 feon B9 [kvie ward
Matthews Ebden \3
End Time:
10/10f2003 14:30 B Ramess
Reminder: Send Search For:

Don't remind me % [] Reminder -\’_%

Status: Priority: Territory: =

] . Simon <'Neill il

Pending v | |Mormal v U3 Canada hd T[t):arr;.s | Steve Morriss \_{
v &M

[] private irect Sales +|[ndd

Response from @Recurrence

Appointment details page

Select the Save button.

The appointment is displayed in your CRM calendar.

A group To Do item is displayed in each of the other users' Notes To Do lists

Category

By Due Date
By Category

(@  Call Tradeshow Attendees Future Projects

By Status
Trash

<[] g

Notes To do List

If they click on the To Do item, they can select the Participants to see what
other users are invited.

Note: If you had created the Phone Out Appointment for a single Notes
User, a personal To Do would have been created in the user's Notes To Do
list.
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Example: Creating a To Do Item in Lotus Notes

You use Lotus Notes to manage your daily tasks, but your manager uses CRM.
You want to create a Task to indicate you are working on wrapping a project

next week.

To do this:

1. Open your Lotus Notes Calendar and create a new To Do item.

2. Fill in the Subject and Start Date fields.

) welcome %) Joeddmin-TaDo | New To Do liem

| blew To Da liem

%) Joe Admin - Cal..

|2 New Calendar Ent.. | L1 NewTo Do tem X

Basics I Options I :;;N = -

H|
ﬂ:ﬂ Subject [Froiest ran Up

o Stats; |Wed 081072003 16 Prioriy:
Dus Tipe

I Repeats

None 2
Personal ToDo >

Deseription

| wepepprea

To Do page Basic tab

3. Select the Options tab and select Project from the Categorize field.

@We\cums 'ﬁjJUeAdmin—Tu Do uNEWTD Do ltern
Close @ Completed
5% . .,
a_d Basics 1 Options I .
2 >G ™ Mark Private  Others cannol see any details abaut this event.
&7 7 Notity me Have Notes nolify you before the event.
1
Eé’ Categorize: Projects -

%) .Jos Admin- Gal..  |d New Calendar Ent..

u Mew To Do ltem

Description:

@ wrap-up project

4, Select the Save And Close button.
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The To Do item is displayed in your Notes To Do list.

If your manager wants to check what you are up to next week he can check
you CRM calendar.

ranc: [N
A E BT Wayne Parcells (v B
[BEE LR Calendar [ eads | Opportunitizs
Calendar \
[
4 October, 2003 [ B View By: Yiew Today ‘ 6% g E} |
Monday __Jruesday __[wednesday [Thursday _JFriday ___JSaturday __[Sunday ]
| L 2z 3 4 5
|Week|
la0
‘ N 2 a S 10 u 1z
wee
|41 L
13 14 1{12:00 - 12:08 17 18 19

Liser: Wayne Parcells
Details: Project Wrap-Up
wrap up project

22 23 24 25 26

I
=}
ra

=
3
3
E
T
3
2

CRM Calendar

Now you can...

= Work with the CRM/Lotus Synchronization feature.

= Create synchronized appointments.
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