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INTRODUCTION TO CUSTOMER RELATIONSHIP MANAGEMENT 

FITRIX CRM: GENERAL DESCRIPTION 

Functions within a business organization are often referred to as ‘front-office’ or ‘back-office’ depending 
upon whether they are ‘customer-facing’ like an inside sales group or a customer support call center, or 
are more internally- or supplier-oriented like accounting/finance, purchasing or manufacturing. Fitrix 
ERP Customer Relationship Management or CRM system addresses the former, and includes capabilities 
that are intended to help ‘customer facing’ departments in the company like sales, marketing and 
customer service/support do their day-to-day jobs.  

The main focus of a CRM system is to help ensure that customer needs are met in a timely and efficient 
manner, so that customer satisfaction is maintained a high levels throughout the organization and with 
every customer interaction, and so that the company’s revenue and profitability goals are able to be 
met or exceeded. By having CRM integrated with an ERP system, it is possible to gain and maintain a 
‘360 degree view’ of your company’s customers and to support analysis which helps identify your most 
important and profitable customers, as well as your less profitable and more costly ones. 

The Fitrix Customer Relationship Management module is designed to meet the most critical needs of the 
three main ‘front office’ constituents: sales, marketing and service/support personnel. Since companies 
often vary greatly as to how these operations are organized, all of Fitrix CRM’s functions within each of 
these areas may or may not be utilized by your company, or might be implemented in a ‘hybrid’ manner 
to best meet your business objectives. Certain functions like Activity Management might be used by all 
users in all of these departments, or just those in one or two. 

There are sophisticated applications that are designed to be ‘best in class’ individual or suite-based CRM 
solutions that include more specialized capabilities than Fitrix CRM has at this time. Fitrix CRM is 
designed to meet the core CRM needs of the typical discrete manufacturer or wholesale distributor, and 
to provide close integration between these core CRM capabilities and the other ERP functionality 
provided within the Fitrix software suite. With this CRM/ERP integration, a ‘360 degree view’ of your 
customers and their individual impact on your operations and profitability can be accurately measured 
and optimized over time. 
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CRM FEATURES/FUNCTIONS HIGHLIGHTS 

• Modular Integration – Direct integration with other Fitrix ERP modules  

• Account Management – Fitrix CRM allows users to enter and maintain various demographic and 
other information about suspects, prospects and customers, and even other organizations like 
business partners, associations and competitors. Companies can be organized into hierarchies to 
track the ‘parent-child’ relationships of parent companies and subsidiaries at multiple levels. 

• Contact Management – An unlimited number of contacts can be maintained for each 
company/account, with one being designated as ‘primary’ for each Account. Multiple phone 
numbers, email addresses and physical addresses can be managed for each contact. 

• Lead & Opportunity Management – Fitrix CRM’s Lead and Opportunity management capabilities 
allow sales and marketing personnel to track interactions and interest with Accounts from the 
very first (e.g. a trade show ‘lead’) to multiple individual sales opportunities for different products 
or services the Account may be interested in, with forecasting and tracking. 

• Quotes & Proposal Management – With Fitrix CRM you can quickly and easily see quotes and 
proposals that you have sent your prospects and customers and turn these into sales orders 
when they are sold.  

• Team Selling Support – Fitrix is designed with team selling capabilities built in that will continue 
to be enhanced over time to support a robust ‘role-based’ multi-member Account team model 
that is typical in more sophisticated sales organizations, but can also be used in more simplified 
settings with single-member or small sales teams. 

• Activity & Project Management – Fitrix CRM lets users manages all kinds of Activities within Fitrix 
like calls, appointments, ‘to-do’s as well as build their own specialized types of Activities and 
track them. Projects are templates of reusable sets of Activities that can be scheduled and 
assigned to all or just Primary Contacts using Fitrix CRM’s Campaigns features. 

• Campaign Management – Fitrix CRM’s Campaigns capabilities allow sales, marketing and 
service/support teams to build robust ‘multi-media/multi-modal’ campaigns that can be 
scheduled, assigned and managed to various lists of Accounts based on user-defined criteria. 

• List & Query Management – The CRM module of Fitrix ERP allows users with proper access the 
ability to build, use and reuse powerful SQL queries via a standard Query By Example query 
capability. These lists can then drive Campaigns or feed other applications targeting prospects 
and/or customers with your company’s communications or other interactions. 

• Case/Incident Management – Fitrix CRM includes a powerful Case Management capability that 
allows customer service/support personnel to track and manage cases/calls/incidents/issues/etc. 
Help desk or call center users can assign cases to the most competent/available personnel using a 
rules-based facility. 

• Problem Management – Tracking problems and identifying trends so that major customer service 
issues can be addressed proactively is an important feature that Fitrix CRM’s Problem 
management feature helps automate. 

• Sales Lead & Support Call Dispatch – Rules can be set up within Fitrix CRM that determine how 
new sales leads and new support cases are assigned or dispatched, based on factors such as 
geography or skill set of agents. 
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•      Scheduling Service/Support Calls - This set of programs enables the scheduling of work out in     

       the field. They allow for the dispatcher/service coordinator to enter appointments for customers,            

       print or email the service ticket for the appointment, and then review all active appointments via  

       either an inquiry program or a calendar program in four different views; by employee, by service  

       coordinator, by customer or by type of service being performed. Also included is a suite of  

       reports that can be emailed to the employee, service coordinator, or customer that contain  

       details on active appointments for the date range specified. 
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Chapter 1 CRM SET UP  

 

This chapter covers the set up required prior to using the Fitrix ERP CRM module 
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LOOKUP VALUES 

The lookup values come predefined as they are look ups to the various tables behind the scenes. What 

you must do is define the values for each of these look ups. In the example below the lookup name 

“Account Source” is the source where your Account came from. When entering Accounts you can select 

from a list of the source values you have set up.  

 

 

To update your source values go into Update mode and enter the display sequence number (the order 

you want the list of sources to display in the programs lookup list) and the source value. 

Important Note #1:  If the lookup is for an activity status (ie- activity status, campaign status,  

appointment status, etc.), make sure the display sequence has COMPLETED as the last value in the list. 

Throughout the CRM module when you check that an activity has been completed its status will be set 

to the last lookup value found in the lookup table which is why COMPLETED should be the last value. 
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Important Note #2:   If you also want to block off time for employees personal time off (PTO) on the 

Services scheduling calendar program so you can see on the calendar the days they are not available to 

take appointments, set up a service type for this too as shown here.  
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Since appointments must be attached to a customer you must then set up a “dummy” customer for any 
type of PTO time you need to track on the Appointment calendar.  
 
 

 
 

 

The CRM screen programs have the following lookup fields. 

Accounts Screen Lookups: 

 account_source – the source that your Account came from (ie- trade show). 

 account_status – account status (ie_active). 

 account_type – type of business (ie_ distributor). 

 account_rep – account representative 

address_type – type of address (ie- work, home) 

 contact_type – type of contact on the Contacts screen (ie-decision maker). 

 department- the department the contact works in (ie – sales) 

 email_type- the contact’s email type (ie-work, home) 

 industry_standard – valid values are SIC and NAICS. 

 Industry_type – type of industry (ie- manufacturing).  

 name_courtesy – prefix to contact name (ie- MR.). 

 name_suffix – suffix to contact name 9ie- SR.). 

 phone_type – contact’s phone type (ie- work, home). 

 Title- the contact’s title (ie- president). 
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Opportunities screen Lookups: 

 prod_serv_category – products or services category (ie- radios). 

Activities Screen Lookups: 

 activity-type – type of activity (ie-sales call). 

Projects Screen Lookups:   

Header screen: 

 project_status – project status (ie- active). 

 project_type – type of project (ie-annual trade show). 

Detail screen: 

 activity_type – type of activity (ie- sales call)  

 role- what role is assigned to the activity (ie- sales manager)  

Proposal screen Lookup: 

 proposal_status- status of the proposal (ie- submitted). 

Leads screen Lookups: 

 lead_type – type of lead (ie-active). 

lead_status- status of the lead (ie- pending qualification). 

 status – status of lead (ie- quote submitted) 

 assigned_to – who the lead is assigned to 

 team- the team assigned to the lead 

 lead_source – where this lead came from (ie- Google search). 

category – product category 

 

Campaigns screen Lookups: 

 campaign_status – status of marketing campaign (ie-completed). 

 campaign_type – type of campaign (ie-direct mail). 

 

Cases screen Lookups: 

 case_status – status of a support case (ie- closed). 

 case_priority – priority of a support case (ie- high). 

 severity – severity of the support case (ie- severe). 

 type_major – a way to group cases and find by type (ie- software). 

 type_minor - a way to group cases and find by type (ie- hardware). 
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Service Appointments Lookups: 

 appt_service_type – type of service being performed 

 appt_facility – this is the facility that will handle the appointment 

 appt_status – status of the appointment 

 

Alerts/Alarms screen Lookups: 

 alert_importance – importance of alert on the alerts reminder screen (ie-critical). 

  

Representatives screen Lookups: 

 quota_type – type of quota (ie- % gross profit). 

 rep_type – type of representative (ie- service rep for support calls). 

 role – the representatives role (ie- support manager).  

 

Teams screen Lookup: 

 team_role – role of the team (ie- service). 

Territories screen Lookup: 

 territory_type – type of territory (ie- sales). 
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TERRITORIES 

Territories are not currently utilized in Phase I release of the CRM module. When they are utilized the 

user will be able to assign a territory to be in charge of Leads, Opportunities, and Cases. Currently the 

Cases program uses a geographical hierarchy based on zip code when assigning them to representatives 

and the Leads and Opportunities programs use a manual selection of representatives and teams. 

 

 

 Territory ID – a sequential number assigned by the program. 

 Name – enter the name of the territory. 

 Type- do a lookup and select a predefined territory type. 

 Detail TABS- to enter country, state, area codes, and post codes assigned to this territory click  

 on each folder tab. 
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REPRESENTATIVES 

Use this program to enter representatives that work for your organization. These representatives can be 

sales reps assigned to Accounts or service reps assigned to support cases. 

 

 Name- enter the representatives name. 

 Title- select a predefined title. 

 Type- select a  predefined type of rep (ie- sales, services, technical support).  

 Department – select a predefined department the rep works in. 

 Role – select a predefined role the rep plays. 

 Contact Info – enter contact information. 

 User ID – enter user ID. By associating user ID with a rep ID a task that is assigned to a rep with  

            an alert on it will display for this user id when they are logged in. 

 

 Supervisor- check whether the rep is a supervisor. 

Service Coordinator - only employees that have this box checked can be assigned as the service 

coordinator for appointments. 
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 Experience Level- enter the experience level, the higher the number the more experienced. 

 Team- select a predefined team for the rep. 

 Supervisor –select the rep’s supervisor if there is one. 

 Detail TABS- to enter country, state, area codes, post codes, items and item classes they  

 have expertise with, and the service types/calls they are qualified to work on click on each folder  

              tab. 

 

TEAMS 

This program is used to assign representatives to teams and these teams can then be assigned to 

Accounts, Opportunities, etc. 

 

 Team Name-enter the name for the team. 

 Department- select a predefined department the team works for. 

 Territory – select a predefined territory the team represents.  

 Roles- select the role the team covers (ie- service). 

 Supervisor – select the team’s supervisor. 

 Experience Level- enter the experience, the higher the number the more experienced. 
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 Rep - select the reps that belong to the team 

 Title – display only. 

 

SIC/NAICS CODES 

Fitrix ERP CRM comes preloaded with all SIC/NAICS industry codes. You can then assign an SIC/NAICS 

code to your Accounts to denote the Account’s industry type.  

 

FREQUENCY OF OCCURRENCE 

This program is used to set up time periods that can then be assigned to marketing campaign activities. 
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CITY/STATE/ZIP CODE MANAGEMENT 

Fitrix ERP CRM comes preloaded with all city/state/zip code combinations and the values here are used 

to verify address information in the various CRM programs. 

 

STATE/PROVINCE MANAGEMENT 

Fitrix ERP CRM comes preloaded with all states and provinces and the values here are used to validate  

state/province assignments to reps, teams, etc..   
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Chapter 2 SALES  
 

This chapter covers the Sales programs  
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ACCOUNTS 

This program is used to enter and manage your Accounts. 

 

 

If you do a Find a query screen will first display where you enter search criteria to find the account you 

are looking for. To find an account by telephone number without enter any masking, enter the number 

in the digits field.  
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Company Info Section 

 Account Name (required) – account name 

 Parent ID – if this account is affiliated with one of your existing customers zoom to find the  

 customer id. 

 

 Revenue- if known enter the account’s annual revenues. 

  

Industry Type- drop down list of industries you have previously defined. 

 

 Employees – if known enter the account’s number of employees. 

 Standard – valid values are NAICS or SICS. 

 Code – zoom to select the NAICS or SICS code. 

 Ticker – stock market ticker 

 Created By – the login ID of the user that created the account. 

 Date – date the Account was created. 

 

Address Info Section: 

 Type – drop down list of address types you have previously defined. 

 Address1 (required) – enter address line one. 

 Address2 – enter second address line if there is one. 

 City, State, Zip, County, Country (required) – if you enter a zip code that spans more than one  

 city you will receive this prompt: 
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 You can keep the city you entered or change it. Once selected the county and country will be  

 filled in automatically. 

  

Primary Contact Info Section: 

Use this section to enter the address information for the primary contact for this account. This contact 

information can be edited in Add mode but not in Update mode. To update the primary contact 

information you must be in Update mode, click on the contacts tab and then click on the contact row 

you want to change. 

 Name -  drop down list of salutations you have previously defined. 

 First Name 

 Last name 

 Abbreviation - drop down list of abbreviations you have previously defined. 

 Title- drop down list of titles you have previously defined (ie- president). 

 Type - drop down list of types you have previously defined (ie- decision maker). 

 Department - drop down list of departments you have previously defined (ie- executive). 

 Email- drop down list of email types you have previously defined (ie-work). 

 Email address 

 

Info Section: 

 Account type (required) - drop down list of types  you have previously defined (ie- distributor). 

 Status (required)- drop down list of statuses you have previously defined (ie-active). 

 Source - drop down list of sources you have previously defined (ie- referral). 

 Account Rep (required)- drop down list of your company’s account reps. 

 Team - drop down list of your company’s teams. 

 Credit Limit – as defined on the customer master program. 

 Balance – current balance due found in the customer master program. 

 Yr-to Date – year to date sales. 
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 Lifetime – total sales made to this Account. 

 

Phones Section: 

Enter the company’s phone numbers. There can be three defined (main, fax, etc.) The phone numbers 

for the primary contact are entered on the Contacts screen described next. 

 

Contacts folder tab: 

To access contacts, go into Update mode and click on this folder tab. To edit an existing contact, double 

click the row that contains the contact you wish to edit. To enter a new contact, double click on a blank 

row.  

 

 

 

To enter alternate contact addresses, phones, and emails simply click on the folder tab and double click 

on a blank row. 
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Addresses folder tab: 

To access addresses, go into Update mode and click on this folder tab. To edit an existing address, 

double click the row that contains the address you wish to edit. To enter a new address, double click on 

a blank row.  

 

The address that is designated as Primary Address will be the address that displays on the Accounts 

screen. 

 

Activities folder tab: 

To access activities, go into Update mode and click on this folder tab. To edit an existing activity, double 

click the row that contains the activity you wish to edit. To enter a new activity, double click on a blank 

row. You can also create a list of activities from a project template by clicking on the 

 button. See Projects for more information on how to set up these templates. 
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Activities can also be added by using the Activities menu option (d) on the Sales menu. 

 

 (See the Alerts/Alarms section of this user guide for how to set reminders). 

 

 

Activity History folder tab: 

Once an activity is marked completed on the Activities screen it is moved to this folder for viewing. Only 

active activities stay in the Activities folder. 

 

Campaigns folder tab (view only): 

To access campaigns, go into Update mode and click on this folder tab. To view an existing campaign, 

double click the row that contains the campaign you wish to view. To enter a new campaign, you must 

use the Campaigns program on the Marketing menu. 
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Campaigns History folder tab (view only): 

Once a campaign is marked completed on the Campaigns screen accessed from the Marketing menu it is 

moved to this folder for viewing. Only active campaigns stay in the Campaigns folder. 

Quotes folder tab: 

Use this folder tab to add quotes or to  view any active quotations that have been entered through Sales 

Order entry for accounts that are customers, and to add or to view proposals entered using the 

Proposals program on the Sales menu for accounts that are not yet customers . 

Orders folder tab: 

Use this folder tab to add orders or to view any active sales orders that have been entered through Sales 

Order entry for accounts that are customers. 
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Leads folder tab (view only):  

Use this folder tab to view any leads that were set up using the Leads program on the Marketing menu. 

 

OPPORTUNITIES 

This program is used to enter potential opportunities you have with your accounts. 
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Account ID – enter or zoom to find. 

Description – description for this opportunity (scrolling field). 

Won- check this box when the opportunity is won. 

Forecast – check this box to include this opportunity in the total forecasted dollars. 

Forecast Amount – forecasted dollar amount. 

Probability – probability % to win. 

Quote No – select quotation number if this opportunity is tied to a quote. 

Order No – select sales order number if this opportunity is tied to a sales order. 

Expected Close – date you expect to close. 

Lead Type – select lead type. 

Status – select status. 

Assigned to – select assigned to. 

Team – select team. 

Source – select source. 

Category – select category   

Contact Name – select the contact name for this account/opportunity. 

 

The folder tabs in the detail section are same folder tabs you can access using the Accounts screen with 

the exception of the items folder tab. Use this to select inventory items that are associated with the 

opportunity. 
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 ACTIVITIES 

 

This program is used to set up activities that need to be followed up on. You can also set up reminders 

so that you are automatically notified when an activity requires your attention.  

 

 
 

Activity Type – select an activity type. 

 

Status – select a status for this activity. 

 

Description- enter a description. 

 

Assigned To – select who the activity is assigned to. 

 

Team – select a team. 

 

Campaign – select a campaign if this activity is associated with one. 

 

List Name – if the activity was generated via a campaign using a list the list name displays here. 

 

Letter -  select a letter code for a letter that you want to send. 
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Company – select company. 

 

Lead/Opportunity – select one if this activity is associated with one. 

 

Contact – select Account contact. 

 

Scheduled Date – enter date. 

 

Duration Days – enter number of days. 

 

Hours- enter number of hours. 

 

Minutes – enter number of minutes. 

 

Reminder check box- if you check this, additional fields will display so that you can enter 

information about the reminder. 
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PROJECTS 

 

A project is a template of activities that can then be assigned to a campaign. The template below is an 

example of the types of activities that can be associated with a trade show. 

 

 

 

Project ID – next sequential number assigned by the program. 

Status – select status. 

Type- select the type of project. 

Description – enter a description. 

Role – select a role from a list of predefined roles set up using the Lookup Values program.  

 

In the detail section enter the sequence, duration, activity type, the role of the person the activity is 

assigned to, and the type of letter that should be sent. 
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PROPOSALS 

 

Use this program to enter proposals for your Accounts that are not yet customers (versus using quotes 

for Accounts that are customers). 

 

 Account Number- enter or zoom to find Account number. 

 Location – select the Account’s location. 

Warehouse – select the warehouse location the items will be shipped from (comes from the 

Fitrix warehouse table). 

 Contact – select the contact the proposal should be sent to. 

 Proposal No – enter the proposal number. 

 Description – enter a description for the proposal. 

 Discount – enter % discount off list price. 

 Status – select a status for the proposal. 

In the detail section, enter the items for this proposal and their quantities. The discounted price that is 

calculated is the list price for the item/warehouse less the default discount percent entered in the 

header portion of the screen. 
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You can then use the option button on the toolbar to launch the proposal print program . You can also 

print the proposal from the Reports menu option.   
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SALES REPORTS 

 

Fitrix CRM has the following sales reports: 
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Chapter 3 MARKETING  
 

This chapter covers the programs used for marketing campaigns 
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LEADS 

This program is used to create leads that can then be turned into opportunities. 

 

 Account ID – select Account. 

 Contact Name – select contact. 

 Lead Type - select lead type. 

 Status – select status. 

 Assigned to – select rep ID. 

 Team – select team. 

 Source - select source. 

Category – select category from a predefined list of prod_serv_category set up using the Lookup 

Values program. 
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CAMPAIGNS 

This program is used to set up marketing campaigns. 

 

 

 Type – select type of campaign. 

 Status – select a status. 

 Description – enter a description for the campaign. 

 Manager - select the campaign manager. 

 Team – select a team. 

 Complete- check when the campaign is completed. 

 Parameters- select contacts from a list, a query, or enter manually. To create a new query click  
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 on the  button. 

 

 Contacts – select Accounts primary contacts or all contacts. 

 Project – select a project template. 

 Start - enter the start date for this campaign. 

 Name - select list or query name. 

 Metrics – enter budget, costs, revenues. 

 Execute- click on execute to activate the campaign. This will copy the activities from the  folder 

 tab into individual activities for each contact in the Contacts folder tab. 

  

CAMPAIGN REPORTS 

Fitrix CRM comes with the following reports: 

 

 

CRM LETTERS 

The CRM letters submenu has the following options and work just like the AR Dunning letters. 
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Update Letter – use this program to define your letter code and text. You must then use the  

Update Special Characters program to define the SQL statements that will retrieve   the data  

that will print on the letter from the database. In the example below the special characters  $?1  

will pull the Account ID from the database. 
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Update Special Characters - use this program to define the SQL statements that will pull the data  

you want to print on the letter directly from the database. 

 

 

 

 
 

 

 

Create Letters - typically letters will be printed from the Campaign or Activities program but  

you can alternately print them using menu option (c). 
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Chapter 4 SUPPORT  
 

This chapter covers how to log support cases for your Accounts and how to schedule service 

calls. 
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ACCOUNTS 

This menu option calls the same Account program that is accessed from the Sales menu. 

 

CASES 

Use this program to log and track support cases. 

 

 

 Account – select account ID. 

 Contact – select Account contact. 

 Phone – select telephone number if different than the Contact’s primary number. 

 Email - select email address if different than the Contact’s primary email. 

 Team – select team. 

 Address- select address. 
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 Type – select type of case. 

 Status – select status. 

 Description- enter a description for the case. 

 Priority- select a priority code. 

 Severity code – select a severity code. 

 Problem Type – select major and minor problem types (useful for queries). 

 Problem Description – enter problem description. 

 Assigned To – select a person to assign this case to or leave blank and click on dispatch  to have 

 a rep assigned to the case based on zip code. 

 Dispatched date – enter dispatch date or click on dispatch now and today’s date will be 

 selected. 

 Resolved- check this box when case is resolved. 

 Resolved Date – enter the date the case was resolved. 

 Resolved Time – enter the time the case was resolved. 

 Resolution – enter the action taken to resolve this case. 

 Parts- click on detail to enter information on parts and replacement parts. 

SCHEDULING 

 

This set of programs enables the scheduling of work out in the field. They allow for the 
dispatcher/service coordinator to enter appointments for customers, print or email the service ticket for 
the appointment, and then review all active appointments via either an inquiry program or a calendar 
program in four different views; by employee, by service coordinator, by customer or by type of service 
being performed. Also included is a suite of reports that can be emailed to the employee, service 
coordinator, or customer that contain details on active appointments for the date range specified. 
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ENTERING APPOINTMENTS 

 

Now that set up is complete you are ready to start entering your appointments using option (a) on the 
Scheduling submenu shown here. 

 

 

 

 

 
 

 
 

 

 

The following fields are requried values so that the appointment will display properly on the calendar: 

 



 Fitrix Customer Relationship Management User Guide  

46 
 

 
 Initiated By 

Bill To 
 Service Type 
 Priority 
 Service ID 
 Contact Name 
 Scheduled Date 
 Appointment Date, time, and estimated length of appointment 

Employee ID   (comes from the representatives table and will list all employees that have the 
service coordinator checkbox checked.) 

 Service Coordinator 
Status – please note that all appointments except those with a status of completed will show up 
on the employee calendars as open appointments. If you need to cancel an appointment set the 
status to completed and add notes using the Notes button on the toolbar as to why the 
appointment was cancelled.   

 
  
If you enter an appointment and there is a conflict with an existing appointment, you will receive this 
error message and will need to change the date, time, or employee so there is no conflict. 
 

 
 
If you want to cancel the appoinment that presents the conflict, click on the Cancel Appointment 
button. Using the example above this would cancel ticket #73. 
 

 
 

 

If you need to check the employee’s calendar when entering new appointments click on the  on 
the toolbar to view the calendar 
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To view details about the appoints that are displayed on the calendar click the  button on the 
toolbar. 
 
Next click on the cell the appointment is listed in and then click on the “clock” icon to view the 
appointment screen. You can make changes to the appointment if needed. 
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COPYING APPOINTMENTS 

 

If you want to create an appointment from an existing appointment, find the existing appointment and 

then  click on the  button on the toolbar. You will then need to change the date, time, or 
employee so that the newly created apppointment does not conflict with the appointment it was 
created from. 
 
 

PRINTING OR EMAILING THE SERVICE TICKET 

 

After you have entered and saved the apointment you can print the service ticket by clicking on the 

button on the Appointments screen toolbar. 
 
 
 
 
Here is a sample of the service ticket 
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You can also print or email service tickets from the Reports and Alerts submenu using options (g) and (h) 
The email address used for emails will be the employee’s email address found in the Representatives 
table. 

 
 

 
 
 
 
 

Schedule inquiries 

 

Run option (b) on the Scheduling submenu to run these programs.  
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Appointments will continue to show up on both the inquiry screens and calendars until their status is 
changed to completed. 
 
 

Schedule by Customer 

 
To find appointments by customer do a Find and enter the customer code and date range. There is a lot 
of information on this screen so to view it all you will need to use the scroll bar located at the bottom of 
the screen 
 

 
 

 

To drilldown to an appointment, click the  button located at the bottom of the 

screen, highlight the appointment you want to view and then click on the button on the 
toolbar to launch the appointment screen. You can make changes to the appointment if needed. 
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Schedule by Employee 

 
To find appointments by employee do a Find and enter the employee ID or name and date range. There 
is a lot of information on this screen so to view it all you will need to use the scroll bar located at the 
bottom of the screen 
 

 
 

 

To drilldown to an appointment, click the  button located at the bottom of the 

screen, highlight the appointment you want to view and then click on the button on the 
toolbar to lanuch the appointment screen. You can make changes to the appointment if needed. 
 
 

Schedule by Facility 

 

To find appointments by facility do a Find and enter the facility code and date range. There is a lot of 
information on this screen so to view it all you will need to use the scroll bar located at the bottom of 
the screen 
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To drilldown to an appointment, click the  button located at the bottom of the 

screen, highlight the appointment you want to view and then click on the button on the 
toolbar to lanuch the appointment screen. You can make changes to the appointment if needed. 
 
 

Schedule by Service Type 

 

To find appointments by service type do a Find and enter the service type and date range. There is a lot 
of information on this screen so to view it all you will need to use the scroll bar located at the bottom of 
the screen 
 

 
 
 

To drilldown to an appointment, click the  button and the bottom of the screen, 

highlight the appointment you want to view and then click on the button on the toolbar 
to lanuch the appointment screen. You can make changes to the appointment if needed. 
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CALENDAR INQUIRIES 

 

Run option (c) on the Scheduling submenu to run these programs.  
 

 
 

Appointments will continue to show up on both the inquiry screens and calendars until their status is 
changed to  either cancelled or completed. 
 

Calendar by Customer 

 
To find appointments by customer do a Find and enter the start date. If you also need to filter 
appointments by coordinator and/or facility enter values in those fields too. 
 
The program will find all active appointments where the appointment date is equal to or greater than 
the start date entered. Depending upon the number of customers that have appointments scheduled 
you may need to use the scroll bar or the Previous Customer and Next Customer buttons located at the 
bottom of the screen to view them all. 
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To drilldown to an appointment, click on the  button on the toolbar and then click on the cell 

the appointment is located in. Next click on the   icon in the cell to launch the appointment screen. 
You can make changes to the appointment if needed. 
 
 
 
 

Calendar by Employee 

 
To find appointments by employee do a Find and enter the start date. If you also need to filter 
appointments by coordinator and/or facility enter values in those fields too. 
 
The program will find all active appointments where the appointment date is equal to or greater than 
the start date entered. Depending upon the number of employees that have appointments scheduled 
you may need to use the scroll bar or the Previous Employee and Next Employee buttons located at the 
bottom of the screen to view them all. 
 

 
 

 

To drilldown to an appointment, click on the  button on the toolbar and then click on the cell 

the appointment is located in. Next click on the   icon in the cell to launch the appointment screen. 
You can make changes to the appointment if needed. 
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Calendar by Facility 

 
To find appointments by facility do a Find and enter the start date. If you also need to filter 
appointments by coordinator and/or facility enter values in those fields too. 
 
The program will find all active appointments where the appointment date is equal to or greater than 
the start date entered. Depending upon the number of facilities that have appointments scheduled you 
may need to use the scroll bar or the Previous Facility and Next Facility buttons located at the bottom of 
the screen to view them all. 
 

 
 
 

To drilldown to an appointment, click on the  button on the toolbar and then click on the cell 

the appointment is located in. Next click on the   icon in the cell to launch the appointment screen. 
You can make changes to the appointment if needed. 
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Calendar by Service Type 

 
 

The program will find all active appointments where the appointment date is equal to or greater than 
the start date entered. Depending upon the number of service types that have appointments scheduled 
you may need to use the scroll bar or the Previous Type and Next Type buttons located at the bottom of 
the screen to view them all. 
 
 
 

 
 

 

To drilldown to an appointment, click on the  button on the toolbar and then click on the cell 

the appointment is located in. Next click on the   icon in the cell to launch the appointment screen. 
You can make changes to the appointment if needed. 
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REPORTS AND ALERTS 

 
 

Run option (d) on the Scheduling submenu to run these programs.  
 
 

 
 

 
 
 

Scheduled Installs by Customer 

 

Run this report to see installs by customer. This report can also be exported to Excel 
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Here is the PDF version 
 

 
 
 
 
 
 

Scheduled Installs by Employee 

 

Run this report to see installs by employee. This report can also be exported to Excel 
 
 

 
 

Here is the PDF version 
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Scheduled Installs by Coordinator 

 

Run this report to see installs by service coordinator. This report can also be exported to Excel 
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Here is the PDF version 
 
 

 
 

 

Email Employee Schedule 

 

This program will email the Scheduled Installs by Employe report to your employee using the email 
address entered when setting up the employee as a representative. 
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Email Customer Schedule 

 

This program will email the Scheduled Installs by Customer report to your customer using the email 
address entered when setting up the appointment. 
 

 
 

 
 
 
 
 

Email Coordinator 

 
This program will email the Scheduled Installs by Coordinator report to your service coordinator using 
the email address entered when setting up the employee as a representative. 
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Email Template Programs 

 

The email alerts discussed above are set up using the Email Template program  accessed using option (k) 
on the Company Setup submenu. 
 
If you would like to change the text that prints in the body of the email you can do that here. You can 
also optionally set up cc and bcc recipients or a reply to email address for any emailed reports as 
needed. 
 
Here is the template for the service ticket. 
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SUPPORT REPORTS 

Fitrix CRM comes with the following support reports: 
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Chapter 5 UTILITIES 
 

This chapter covers the utility programs  
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ALERTS/ALARMS 

 

The Alerts/Alarms are used to set up reminders for each user. The reminder can be tied to an activity or  

not tied to an activity.  

Alerts can be turned on one of two ways: 

 Click on the   button on the Alerts screen. 

 Launch the Activities program from the Sales menu. 

In a future release of Fitrix CRM the Alerts will be turned on automatically when the user logs in. 

Alerts are set up by checking the reminder box when setting up activities or directly using the Alerts 

screen program shown here. 
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 Date – enter the date you want to receive the alert. 

 Time- enter the time you want to receive the alert. 

 Time Zone Modifier – this is used if the user is in a different time zone than the Company’s  

 server. For example, if the user is on the West coast, and the server on the East coast, the user  

 would enter “-3” for their modifier . 

 

Subject – subject line for your alert. 

 

Importance – choices include: 

 
 

 Recurring- check this box if this is a recurring alert (ie- every week). 

 Frequency – displays the frequency codes you have set up using the Frequency of Occurrence  

 program on the Set Up menu.  

 

 Activity – select an activity this alert is tied to or leave blank if it is not tied to an activity 

 

 Remind Me – select the days, hours, or minutes in advance of the alert time you want to be  

 reminded. When the time is met this alert screen will display:  
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 If snooze is selected you will receive this prompt: 

 

As mentioned earlier you can also set up alerts when entering activities by checking the reminder box. 

 

 

When this box is checked you can then enter the importance and the amount of time in advance of the 

activity’s time you want to receive a reminder alert. 

IMPORT ACCOUNTS 

Use this program to import your customers into the Fitrix CRM tables from an outside source/software. 

If your customers are already in the Fitrix database, use this program to create a spreadsheet of 

customers to be imported into the CRM tables and then import them. NOTE: make sure there are no 

spaces in the Excel filename. If there are or you will receive an error when you try to import. 

The first prompt you receive is this: 
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Import Accounts- this option will import a list of Accounts from a predefined list. The next prompt is 

this: 

 

 
 

Run the program first in edit mode so that you may map the data in your list to the matching values on 

the Accounts screen. Once you select edit and select your Excel list from where it is stored on your 

system (the spreadsheet will open and do not close it) you will see this mapping screen: 

 

 

 
 

 

First Row of Data- change this if the first row on your spreadsheet is not data. For example your 

first row may be column headings so you would change this value to 2. 
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Column Mapping – in the above example it is assumed that column A of your spreadsheet is the 

Business Name. If it is not, change it and all other values to their appropriate column. Once 

done, click OK to begin the data load. 

 

You will receive this message: 

 

 
 

If there are any errors in the data, an error listing will display: 

 

 
  

 

You should then fix your list, run the edit again to verify it is fixed, and then run the post. 
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NOTE: The following values are mandatory when setting up accounts and therefore need to be included 

on your spreadsheet when importing accounts: 

 

 Business Name 

 Address Type (i.e.- office, home, etc..) 

 Address1 

 City, State or Province, zip or post code 

 Account Type 

 Account Status 

 Rep ID 

 

 

List Fitrix Customers- this option will create an Excel spreadsheet of all customers that are  

currently in the Fitrix database that you can then update as needed before importing. 

 

When you select this option this screen displays so you can narrow down the number of customers if 

you need to.   

 
 

You will then be prompted for where you want to save the spreadsheet: 
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The Excel spreadsheet is created and you will receive this prompt: 

 

 
 

There is quite a bit of information included on the Accounts screen (ie- annual revenues, industry type, 

etc.) that is not in the customer master table.  You can either update the spreadsheet with this 

information prior to running the import program or you can run the import and update this information 

using the Accounts screen. Once your list is finalized you use the Import List option discussed above to 

import your customers. The only difference is that the column mapping has already been done by the 

program so the only value that needs to be changed on this screen the First Row of Data should be 

changed from 1 to 2. 
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CREATE CUSTOMER FROM ACCOUNT 

 

Use this program to turn an Account into a Customer so that you may begin processing orders. 

 

 
 

 

Use the Find option to find your Account and click on Create Customer. You will them be prompted to 

enter a customer code for this Account. 

 

 
 

After you have entered the customer code you will be prompted to enter additional information that is 

needed by the Customer Master program or choose values if there is more than one to select from ( i.e.- 

the account has multiple addresses so the program will prompt you to select the address to insert into 

the customer master table. 

 

 

Now you are ready to create the customer record: 
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When you click OK the customer information screen will display so that you may enter additional 

information not included in Account information such as salesperson, payment terms, pay method, 

credit limit, etc. 

QUERY BUILDER 

This powerful tool allows you to build SQL queries that create lists of Account/Customer contacts to be 

used in marketing campaigns.  

In this example I want to build a list of contacts for all of my Accounts that are wholesalers. 

1. In Add mode, type in a name and description for your query. 

 

2. If you have a working knowledge of SQL you can then type in your query. If not click on the 

generate SQL button and this screen displays so that you can enter your selection criteria. 
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3. Click on the OK button to return to the previous screen and the SQL statement has been written 

for you. 

 

 

4. Click on the Verify SQL button to verify that correct SQL syntax was used. This is particularly 

helpful if you entered the SQL manually or revised the statement generated by the program. If  

correct syntax as been used you will received this message: 
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 If it is not correct you will receive an error message: 

 

 

 

5. To review the results of the query click on the Preview Results button. 

 

 

 

6. To export to Excel click on the Export to Excel button. 

7. To create a static list that can be used in campaigns click on Create List button. 
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MANAGE LISTS 

 

Use this program to review, update, or copy lists previously created by the Query Builder  

 

 
 

If you click on the Copy List button you will receive this prompt: 

 

 
 

If you select Yes the newly copied list will display on the screen. Its description will be that of the original 

list preceded by the words “COPY OF”. 


