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Epicor provides a unique approach
to CRM with embedded end-to-end
processes to ensure a world-class
customer experience.
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Epicor Customer
Relationship Management
Customer relationship management (CRM) strategies are as important to business today as they have ever been.
We’ve designed Epicor CRM to help you stay ahead of the curve and successfully meet the challenges that the market
brings—helping you effectively manage your entire customer lifecycle from prospect to cash to care, improve operational
efficiency and accelerate growth—both internally and externally.
CRM controls every aspect of a company’s interaction with its customers and potential customers from generating
the lead, developing the opportunity, taking the order, producing and shipping or supplying the goods or services,
getting the cash and supporting the customer. Epicor CRM provides a 360-degree view of the entire customer, supplier,
or partner relationship. Epicor CRM broadens the scope of customer information to everyone within and across the
organization and to stakeholders beyond, through contextual delivery of essential customer data to information workers,
wherever it’s needed.

Contact Management

Contact Name Field
Throughout Epicor CRM, the context menu for the Contact
name field enables users to create a Customer or Service
Call, Case, Lead/Opportunity/Quote, RMA, Sales Order, and
Task. Users can also right-click to send an e-mail directly to a
contact; the e-mail program also lets attachments be added
onto the e-mail.

Comprehensive contact management is at the core of
any effective CRM solution and makes keeping in touch
with your customers and prospects easy by promoting
responsive, respectful, and proactive communication.
Contact Management enhances your customer service by
documenting and sharing customer communication with the
entire organization and helps manage contact interactions
through task management. With Epicor CRM Contact
Management you can improve overall responsiveness and
focus by putting your contacts at the center of your business.

Social Networking
Use Social Networking to stay connected to business
contacts. Epicor includes fields on the contract record to store
information like the IM address, Facebook ID, LinkedIn ID, and
Twitter ID.
Unlimited Call Notes
Share information across departments regarding customer
inquiries by entering detailed call and communication notes.
Easily incorporate electronic communication in call history.
Call History
Maintain detailed call history against contacts regarding
new opportunities with prospects or existing relationships
with customers and share with the entire organization.
Additionally, link attachments to each call record using the
Call Log.
Task Management
Easily generate follow-up tasks for key employees when
communicating with individual contacts, customers or
prospects. Provide each user their own task list that outlines
their daily tasks.

Manage every aspect of your relationships with contacts for a more complete picture of
customer interactions and for enhanced customer satisfaction.

Integration With E-Mail
E-mail customer or prospect contacts from within Epicor
CRM, with e-mail details automatically stored as a call
against the account.

Contact Information
Store multiple contacts per organization by contact function.
Track and report contact communication alongside entire
organization activity.
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Account Information
Extend contact details to capture, track, and report on
customers, prospects and suspects.
National Accounts
Create, manage, monitor, and control national accounts
hierarchies to further manage winning customer relationships,
with either hierarchical or parent/child structures. A parent
Customer Tracker then provides a consolidated view of
customer data across multiple customers and the Site/Ship-to
tracker is similar in format.
Contact Communication
Use standard editing tools like spell check and formatting to
draft professional customer e-mail and letter communications.
Use Microsoft® standard cut-and-paste technology to easily
manipulate text, and design e-mails using HTML or plain text
formats based on the preferences of your audience.

Establish, monitor, and measure the entire marketing mix for a greater return on
investment from marketing programs.

Permission-Based Opt-Out Control
Manage requirements for effective permission communication
through structured opt-out controls that are enabled on either
a campaign basis or globally for contacts. Additionally, allow
respondents to determine whether they receive text or HTMLbased communications.

Data Management
Extract marketing lists based on any criteria such as customer
type (e.g., suspect, prospect, customer) and other attributes
including Standard Industrial Classification (SIC) code, location,
contact type, territory, etc. Automatically create telemarketing
or sales follow ups. Automatically log an entry for customers
when they are included in a marketing list. Marketing list
import allows customer and contact information to be
imported from external sources. Deduping capabilities allow
the management of imported lists and the tidying up of the
marketing database.

Epicor Information Worker
Epicor Information Worker synchronizes contacts, tasks, and
calendars between Epicor CRM and Microsoft Outlook®.

Marketing Management

Campaign Connect

Seeking new, profitable customer relationships is challenging
in today’s borderless world. Targeting your customers with the
right programs and messages and retaining those customers
can be your most powerful competitive weapon. Epicor CRM
Marketing Management enables you to measure the success
of marketing campaigns, understand your target market, and
improve communications.

Campaign Connect makes marketing communication easy
by managing the entire campaign cycle—from identifying
and importing contacts, to creating targeted e-mails and
corresponding Web landing pages. It delivers thorough
reporting and analysis tools to help you build more targeted
campaigns and its user-friendly experience enables you to
quickly and easily implement focused communications and
campaigns with minimal training.

With Epicor CRM your marketers can pinpoint their targets,
capture highly qualified leads and perform cost/benefit and
return on investment (ROI) analysis on promotional activities.
You can use the campaign manager to track the number of
leads, opportunities, orders, and costs per campaign. And,
once you have the lead, Epicor CRM helps manage the entire
sales process more effectively, with features such as workflow
and forecasting.

Campaign Creation
Rapidly build sophisticated, personalized messages and
newsletters for all mass e-mail communications both
internallyand externally.
E-Mail Design (HTML or Text)
Design e-mail promotions in HTML or plain text formats based
on the preferences of your audience.

Campaign Management
Generate and manage a marketing campaign for tracking
effectiveness and ROI of marketing programs or
individual events.
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Web Microsite Design
Build microsites to Web enable your campaigns, and then
gather detailed campaign analysis by monitoring the footprint
and click stream of your audience as they step through and
link from the site.
Metrics Reporting
Review detailed metrics regarding a campaign, down to
the segment or broadcast, including individual
response preferences.
Contact Management
Upload and store all contacts in a single universe for easy
access and management.
Import Wizard
Use a simple flat file import from a standard CSV or text file
format for easy campaign generation. XML Web service and
open database connectivity (ODBC) imports offer flexibility in
data sources.

Easily manage leads and opportunities for accurate sales forecasting and pipeline analysis.

Outfitting your sales team with advanced, easy-to-use
software is not just smart; it’s a matter of survival. Epicor CRM
is equipped with the tools you need to find more prospects
and quickly convert them to satisfied customers. Your sales
people can manage the complete prospect-to-customer
lifecycle, give accurate revenue forecasts to management and
automate many administrative tasks. The bottom line? Better
qualified prospects, shorter sales cycles, reduced lead time,
and higher revenues.

Permission-Based Opt-Out Control
Manage requirements for effective permission marketing
through structured opt-out controls that are enabled
on a campaign basis or globally. Additionally, allow
respondents to determine whether they receive text or
HTML-based communications.
Templates
Produce fast and easy campaigns with a consistent look using
standard templates.

Sales Team Management
Manage the sales team through a user-defined sales structure,
pipeline management, and quota management. Automate key
sales management functions such as territory management
and region assignment of individual prospects.

Segmentation
Utilize the power of your existing systems to generate more
effective campaigns. By responding to previous purchases,
requests or general demographics, you can generate targeted
campaigns and optimize profits.

Sales Workbench
Give office-based sales representatives and management a
single view of all customer- and prospect-related information.
This view helps you manage your pipeline, marketing,
telemarketing, opportunities, orders, returns, service orders,
contracts, jobs, calls, and tasks, as well as see all related
information on a customer—from one place. A work to-do list
also ensures that the sales person is working on the right task
at the right time.

Web Design Tools
Create professional looking broadcasts with ease. From
banner ads to your custom Campaign Connect home page,
your company can utilize the power of Campaign Connect to
Web-enable your users.

Lead and Opportunity Management

Sales Workflow
Monitor every stage of the sales process, including
parallel processes. Built-in workflow facilities ensure
nothing is overlooked.

The primary goal of many businesses is to grow their revenue.
Whether your growth will come through attracting new
customers or retaining existing ones, Epicor CRM can help
you. With Epicor CRM Lead and Opportunity Management
you can proactively manage your sales territories and the
entire life cycle of all your opportunities. Lead and Opportunity
Management enables you to convert more prospects to
customers, target the highest value opportunities, and increase
sales revenues.

Lead Management
Manage incoming leads and assign to territory sales
representatives. Track lead sources to identify successful
advertising, events, or other campaign tactics. Analyze return
on investment of lead generation activities. Easily convert a
lead into a quote/opportunity with Quote Management.
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Opportunity Development
Improve sales efficiency with structured sales processes,
freeing up sales staff from administrative tasks. From account
executive to sales engineer, identify all roles within the sales
process and establish an action plan for each.

From initial call to resolution and follow-up, Case
Management provides a customer focused solution for
personalized, high quality service. This comprehensive
one-stop solution enables your service team to manage
current case load and respond quickly to customers for
industry leading customer satisfaction. The case management
workbench is equipped with time saving links to customer
focused activities (e.g., new quotes, orders, RMA requests,
or service calls). In addition, there is a search-driven
knowledgebase and case-driven workflow for standardizing
case resolution.

Quotations
Create real-time quotations from simple requests for services
and products through using engineering cost structures
from existing products, same-as-except products, and
new products. Manage quotation changes and re-quote
opportunities within the same opportunity.

Case Management is fully integrated with Field Service, part
of Epicor Service Management, for easy access to dispatching
field activities and providing field service representatives access
to online answer books, existing customer field service calls,
warranty information, and service contracts.

Convert Quotes to Orders
Easily convert an entire quotation to a sales order in one step.
Forecasting
Manage forecasts by opportunity probability, category and
territory. Analyze sales quota and forecast at each level of the
sales team.
Performance Analysis
Manage sales teams by analyzing performance at each
level of the sales structure, from the region level down to
the representative level.
Win/Loss
Analyze win/loss information by sales region, representative,
opportunity category, or other criteria.
Epicor Information Worker
Synchronize essential Epicor CRM data with Microsoft Office
to make sales people more effective. Whether connected or
disconnected, the sales staff has full access to prospect and
customer information, including sales history within Microsoft
Outlook, Microsoft Excel®, or Microsoft Word. Quotations or
estimates generated as Word documents or Excel spreadsheets
use data direct from Epicor and update the system as required.

Shorten customer service response time by collecting detailed incident and problem
information and initiating appropriate service and support requests to aid
effective resolution.

Case Management Workbench
Manage open case load by status (e.g., open or under review)
and allow support managers to assign outstanding cases.
Review customers, quotes, orders, outstanding returned
material authorization requests, field service calls, warranties,
service contracts, and cases from a single case workbench.

Case Management
Case management is an essential part of building better
business. Improving the productivity and effectiveness of
your support center leads to increased customer satisfaction.
Epicor CRM Case Management delivers solutions that
help you deliver first-rate service to your customers while
controlling costs. The result? A strong return on investment
through happy customers who make additional purchases and
generate new business through referrals.

Convert Case
Easily generate a quote, order, field service order, repair order,
job and RMA from a case, bringing the detail of the case into
the new document.
Case Context
Use case-specific details (e.g., part number, order number,
service call reference or warranty reference) to inquire into and
link directly to related information, optionally generating
new transactions.
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Case Categories
Inquire and report cases by user-defined categories.

Sales mConnect
Improve sales responsiveness with Mobile Connect and Sales
mConnect functionality to give sales people remote access
to generate new and manage existing quotes, complete
workflow tasks, record prospect and customer calls, maintain
customers and customer contacts, import contact lists,
and produce marketing lists; all while maintaining security
of designated territory information. Additionally, from an
instance of Sales mConnect, users can run reports such as
order backlog, scheduled shipments, sales analysis, and view
key trackers of information such as the customer tracker,
project tracker, quote tracker, part tracker, and order tracker.

Workflow
Monitor every stage of the process. Manage processes using
user-defined workflow and assigned roles that are case or
issue specific, ensuring standardization of process and that
nothing slips through the cracks.
Alerts
Set up user-defined alerts to notify activities regarding service
cases to management or specialized service employees.
Online Knowledgebase
Tap into enterprise-wide knowledge documents for fast
customer case resolution. Link knowledge documents to cases
for analysis.

Sales Engineer mConnect
All the functionality of Sales mConnect is included, plus
the ability to engineer entire BOMs. Use drag-and-drop
functionality to add subassemblies, operations and materials,
or incorporate parts on-the-fly.

Contact Management
Manage and record all customer interactions for enterprisewide visibility of customer satisfaction. Link contacts related to
a case for easy review of complete case history.

Hub mConnect
Configure your remote sales office server with Hub mConnect,
and multiple Mobile Connect users can access its database
simultaneously. Individual Mobile Connect users don’t need to
synchronize, because Hub mConnect does it all. And there’s
no downtime due to lost connections to a remote database.

Communication
Manage and document communication between customer
service or field service and the customer for enterprise-wide
visibility of customer case and resolution.

Synchronization
Mobile Connect provides full and light options for
synchronizing your remote database with your primary Epicor
database, ensuring data integrity and consistency, and fast
and easy updates.

Traceability
Link documents and communication events such as e-mails to
cases and calls.

Mobile Connect
Epicor CRM gives you control over your customer interactions:
generating leads, developing opportunities and monitoring
orders. Epicor CRM functionality is available from anywhere
in the world. The Mobile Connect series incorporates a
disconnected database, enabling you to work anywhere
you can take your laptop. Using the Progress® SonicMQ®
messaging engine, Mobile Connect is comprised of three
components: Sales mConnect, Sales Engineer mConnect, and
Hub mConnect.
Epicor Mobile Connect helps your sales representatives and
sales engineers stay connected with their customers without
requiring network connections.
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About Epicor
Epicor Software is a global leader delivering business software solutions to the manufacturing, distribution, retail, hospitality and services
industries. With 20,000 customers in over 150 countries, Epicor provides integrated enterprise resource planning (ERP), customer
relationship management (CRM), supply chain management (SCM) and enterprise retail software solutions that enable companies to
drive increased efﬁciency and improve proﬁtability. Founded in 1984, Epicor takes pride in more than 25 years of technology innovation
delivering business solutions that provide the scalability and ﬂexibility businesses need to build competitive advantage. Epicor provides
a comprehensive range of services with a single point of accountability that promotes rapid return on investment and low total cost of
ownership, whether operating business on a local, regional or global scale. The Company’s worldwide headquarters are located in Irvine,
California with ofﬁces and afﬁliates around the world. For more information, visit www.epicor.com.

www.epicor.com

Worldwide Headquarters
18200 Von Karman Avenue Suite 1000
Irvine, California 92612 USA
Toll Free: +1.800.999.6995
Direct:
+1.949.585.4000
Fax:
+1.949.585.4419
www.epicor.com

Latin America and Caribbean
Blvd. Antonio L. Rodriguez #1882 Int. 104
Plaza Central, Col. Santa Maria,
Monterrey, Nuevo Leon, CP 64650
Mexico
Phone: +52.81.1551.7100
Fax:
+52.81.1551.7117

Europe, Middle East and Africa
No. 1 The Arena
Downshire Way
Bracknell, Berkshire RG12 1PU
United Kingdom

Asia
238A Thomson Road #23-06
Novena Square Tower A
Singapore 307684
Singapore

Australia and New Zealand
Level 34
101 Miller Street
North Sydney NSW 2060
Australia

Phone: +44.0.1344.468.468
Fax:
+44.0.1344.468.010

Phone: +65.6333.8121
Fax:
+65.6333.8131

Phone: +61.2.9927.6200
Fax:
+61.2.9956.8976

This document is for informational purposes only and is subject to change without notice. This document and its contents, including the viewpoints, dates and functional content expressed herein are believed to be accurate as of its date of publication,
February 2010. However, Epicor Software Corporation makes no guarantee, representations or warranties with regard to the enclosed information and specifically disclaims any applicable implied warranties, such as fitness for a particular purpose,
merchantability, satisfactory quality or reasonable skill and care. As each user of Epicor software is likely to be unique in their requirements in the use of such software and their business processes, users of this document are always advised to discuss
the content of this document with their Epicor account manager. All information contained herein is subject to change without notice and changes to this document since printing and other important information about the software product are
made or published in release notes, and you are urged to obtain the current release notes for the software product. We welcome user comments and reserve the right to revise this publication and/or make improvements or changes to the products
or programs described in this publication at any time, without notice. The usage of any Epicor software shall be pursuant to an Epicor end user license agreement and the performance of any consulting services by Epicor personnel shall be pursuant
to Epicor’s standard services terms and conditions. Usage of the solution(s) described in this document with other Epicor software or third party products may require the purchase of licenses for such other products. Where any software is expressed
to be compliant with local laws or requirements in this document, such compliance is based on Epicor’s current understanding of such laws and requirements. All laws and requirements are subject to change and accordingly Epicor cannot guarantee
that the software will be compliant and up to date with such changes. All statements of platform and product compatibility in this document shall be considered individually in relation to the products referred to in the relevant statement, i.e. where
any Epicor software is stated to be compatible with one product and also stated to be compatible with another product, it should not be interpreted that such Epicor software is compatible with both of the products running at the same time on the
same platform or environment. Additionally platform or product compatibility may require the application of Epicor or third-party updates, patches and/or service packs and Epicor has no responsibility for compatibility issues which may be caused
by updates, patches and/or service packs released by third parties after the date of publication of this document. Job #108.

