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Abstract

The Spiritual Care Department at Senior Care Residences does not have a
computer database to record the chaplain’s time during residents’ visits, working with
volunteers, and working with current or potential donors. This poses several problems
such as keeping track of visits. Tracking this information will allow the chaplain to know
whom he/she has provided spiritual care. This information is also critical for the
volunteers he/she works with and current and potential donors. By implementing a CRM
(Customer Relationship Management) application, the chaplain will have this information
to help make informed decisions, and the automated computer system will help make

recommendations.
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Executive Summary

After researching many senior long-term care facilities, it is apparent that
chaplains and pastors do not have the appropriate record keeping database management
that other departments use. This project suggests a solution to this problem. Senior Care
Residences is a compilation of several facilities, yet represents an individual senior long-
term community for purposes of this study. The Spiritual Care Department at Senior
Care Residences requires the necessary tools to incorporate a CRM (Customer
Relationship Management) process. Extremely low resources for the Spiritual Care
department are catalysts for this study and resulting project. Although CRM is not a new
tool, it will provide a mechanism to track vital information. The solution will allow the
department to track how the chaplain spends his/her time and ways to improve upon it.
This includes identifying individuals that are not receiving the spiritual care visits
necessary and identifying lack of resources for church services. Other customer
relationship potentials include managing donors, potential donors, and identifying contact
information and scheduling. Scheduling may include clients, volunteers, Bible studies,
and any other activity. The tool will provide a mechanism to add new activity types and
schedules.

It is unlikely that a technical solution for this already exists. However, many
CRM applications are available, so utilizing the application for a new environment is
possible. The new environment will have the specific requirements for the Spiritual Care

Department.
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Chapter 1 — Introduction

With health costs on the rise, many long-term senior care residences no longer
provide spiritual care or their resources are severely limited. With limited resources, it is
difficult to visit all the residents, current and potential donors, and volunteers. To help
solve this problem Senior Care Residences requires a CRM (Customer Relationship
Management) application. This application will allow the chaplain to keep track how
he/she spends his/her time and make recommendations. Some recommendations may
include who needs visits, and reminders to call the volunteers.

This project started with a conversation with a chaplain who works in the long-
term care senior field. The chaplain mentioned that she needed a tool to keep track of the
contacts she was making within and outside the facility. She continued to describe the
issues, and we decided that developing or customizing a tool was feasible.

After interviewing several chaplains and pastors who work with seniors in long-
term care, it became evident that they have an enormous amount of responsibility.
Chaplains often have responsibilities besides pastoral care of residents. The other tasks
include working with donors, potential donors, and volunteers. This is an enormous
amount of responsibility for one person. Many Spiritual Care Departments at long-term
care residences do not have a method to record how the chaplain spends his/her time; it is
not a concern that the chaplain is keeping busy. However, this information is vital.
Knowing whom the chaplain is providing spiritual care is impossible without accurate
data entry. The facility would like to track the chaplain’s time and find methods to
improve it. This may provide justification for intern chaplains that could help reduce the

enormous workload for one person or a small Spiritual Care Department.
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A technical solution for tracking employees’ time or the projects they work on is
nothing new. Process engineering is the name given to this solution. It is not new, but it
appears new to the Spiritual Care departments in Senior Care and Assisted Living
facilities. This tool may help identify individuals who are not receiving required
visitations or who is lacking resources for church services. Other customer relationship
potentials include managing donors, potential donors, and identifying contact information
for key individuals. The CRM application will provide more information for the
chaplain. This information can help the chaplain respond to the present needs and predict
future needs. The goal is to research and implement a technical feasible solution. Many
CRM applications and solutions are available yet there is room for utilizing it in a new
environment. This professional project will address the needs of several issues. How
does Senior Care Residences acquire the most effective solution at a reasonable price?
What strategy should they use? What methodology should be used for solving the

problem?
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Chapter 2 — Review of Literature and Research

There are many books written about CRM. It appears that several books provide
very little new information and much of it is redundant. However, some books do
provide different insights on how a CRM may dramatically improve a company’s
customer relationships. Taking a close look at these books is important because many
chapters do include valuable information on the CRM.

Several authors recognized that many CRM projects focus on the mechanics or
technical solutions rather than the goal of increasing the value of the customer
relationship. As with most projects, management buy-in is a key. Many books noted that
companies start planning the technical solutions before understanding the customers’
strategy.

Companies should research what customers need and realign their own customer
views with very individualized view of the customers’ insights. These insights can
increase possibilities. Creating the correct CRM capabilities is the first part of the CRM
journey. Several authors point out CRM is not a software application but instead a
business strategy. This strategy can optimize one or several aspects profitability,
revenue, and satisfaction of the individual customer.

Any software package chosen will require some modification, to achieve the
company’s CRM initiative. Several companies will cater to business sizes, typically
small companies, midsize companies, and enterprises (Reynolds, 2002). Our application
is for a small company so we will look at software packages from Goldmine and ACT!.

After the capabilities are in place, the organization needs to take the necessary

steps to ensure they leverage the CRM capabilities. This is vital when creating CRM
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data. However, one must not confuse quantity of data with quality. It is the quality of
the data that will allow the organization to build a strong relationship with the customer

(Freeland , 2003).
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Chapter 3 — Methodology

The project will be implemented incorporating agile methods with Agile Unified
Process (AUP). This project uses four phases Inception, Elaboration, Construction, and
Transition. One of the goals of using an agile methodology is flexibility. AUP is a
simplified version of Rational Unified Process (RUP). It is also a good compromise from
Extreme Programming (XP). The Inception phase focuses on the initial scope of the
project and feasibility. The Elaboration phase will prove the architecture of the system.
The Construction phase builds the working software and proves highest priority needed
by the stakeholders. Finally, the Transition phase validates and deploys the system into a
production environment at the Senior Care Residences. The Inception phase includes
several steps. One of these steps is creating a vision statement. A representative of
Senior Care Residences will create the vision statement. Using Use Cases to capture the
most significant components will help the stakeholders articulate the system
requirements, and help the designer to validate the requirements (Keefer, 2004).

After developing the use cases, the next step is to evaluate various software
solutions that will meet the required objectives. This may require modifying an existing
package, or creating a new solution. During this process, the developer will evaluate
several software packages or documentation to identify if it meets the initial use case
requirements.

Because the AUP is an iterative process, during the Elaboration phase we will
refine the vision and use cases. During this process, Senior Care Residences

representative prioritizes the use cases. Generally, the AUP prioritizes the use cases by
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risk. However, during this process the representative will prioritize according to
importance and risk (Keefer, 2004). The Elaboration phase does not only allow the users
to refine the early processes. It also allows for creating new ones. During the
Elaboration phase, the developer creates the software architecture document. The
designer implements the highest priority features keeping the complexity as simple as
possible and only adding complexity based on the use case.

The Construction and the elaboration phase are similar. During this phase, the
project continues to grow and the iterative process continues. During the construction
phase, the developer stabilizes the construction and develops release schedules with
Senior Care Residences representatives.

Transition is the final phase. Typically, the Transition phase starts after the first
release. During this time, the system is live but may not have all of the functionality.
However, this may not be feasible with this project. During the Transition phase, the
users will undergo training to understand how the system works. The training will
demonstrate all of the features specified as requirements. The Agile approach uses an
iterative process; this may require an iterative approach for training if the application
does not have all of the requirements on the initial release.

After incorporating a new release, the user will provide feedback to the designer.
This process is vital to ensure the designer is aware if the system is meeting the users’
requirements. During the Transition phase, the use cases are validated to ensure all
system requirements are met. In addition, the developer analyzes the data to verify the

system has met the user objectives.
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Chapter 4 — Inception
The Inception phase focuses on the initial scope of the project and feasibility.
One of these steps is creating a vision statement. Using Use Cases to capture the most
significant components will help the stakeholders articulate the system requirements, and
help the designer to validate the requirements (Keefer, 2004).

4.1 — Justification

One previous weakness with Senior Care Residences is working with the
marketing aspect. They wish to create relationships with those outside the community.
Reaching those outside the community will provide future benefits for the facility and the
residents. Marketing may provide future donations to meet the needs of the residents and
the facility. According to Reynolds, a common term with CRM is one-to-one marketing.
The goal is to create a one-to-one relationship with the customer (Reynolds, 2002, p. 84).
Because Senior Care Residences is concerned with residents, volunteers, and donors, the
traditional sense of a customer may not apply. However, each of these is a customer.

The residents pay or have a means to pay at the facility. The volunteers help provide a
service to the facility and the residents. The donors help provide financially through
various means of donations.

The one-to-one relationship is simply a process that anticipates the customer’s
needs. In a typical business scenario, this may mean providing additional goods that the
customer may have purchased elsewhere. Because they already have this relationship,
purchasing it from one supplier is easier (Reynolds, 2002, p. 84). Using this one-to-one
relationship can apply to even the volunteers. They wish to provide a service to the

facility and/or the residents. By understanding the volunteer’s needs, accommodating
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their needs is easier. By accommodating their needs, they have greater probability of
continuing their services. An example of meeting the volunteers’ needs is providing a
schedule and thanking them for their services.
4.2 — Creation of Vision

Typically, the agile process states the customer is responsible for creating the
vision statement (Keefer, 2004). However, because of resource limitations, the project
developer created the vision statement. The project developer sent the vision statement to
a representative at Senior Care Residences for review. Once time permitted, the

representative reviewed the vision statement.

Vision Document
Spiritual Care Project

Purpose
Business Opportunity

The system will help identify where the chaplain spends his/her time. This
provides several opportunities for the Spiritual Care Department. Understanding where
the chaplain spends his/her time identifies what is the primary focus. It may also identify
residents that need additional visits and make automatic schedules. This is also true for

the relationship between the donors and the Spiritual Care Department.

Problem Statement
The chaplain is responsible for providing spiritual care for residents and staff.
The chaplain also works with donors, potential donors, and volunteers. The Spiritual

Care Department at Senior Care Residences needs a method to record how the chaplain
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spends his/her time. In addition, the chaplain records the contacts of all the stakeholders
(residents, staff, donors, and volunteers) and the time she spent with them. It is also
necessary to have a method to automatically identify tasks that need addressed. One
example includes whom to visit on a given day.
Market

The user of the system is the Spiritual Care Department. They will input the
client (Staff, Residents, Donors, and Volunteers) data. The data will provide information
to help track the visitations to the staff, residents, donors, and volunteers. This data is
useful for tracking the Spiritual Care time and scheduling new appointments. It is also
useful for identifying possible shortcomings.
Product Position

This product is a cross between a Time Management application and a Customer
Relationship Management application. The features alone are not new. However, using

the system features in the Spiritual Care Department is new.

Stakeholders
Designer The designer ensures that the system is working properly.
Staff Some of the staff (Spiritual Care Department) are users of the

system. The other staff does not have direct access to the system.
However, some staff members may have influence from the

Spiritual Care Department



Residents

Donors

Volunteers

Administrator
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The Residents do not have direct access to the system. However,
the system may influence them. Part of the data collected from the
system is for the residents. It may help schedule appointments and

identify when they have received spiritual care.

The Donors like the residents do not have direct access to the
system. However, the system will contain data concerning them
and schedule meetings and reminders. One possible reminder is a

thank you notification.

The volunteers also do not have direct access to the system. The

system will help track schedules for the volunteers. It may also

help identify shortcomings of volunteers for various projects or

services.

The Administrator gives the approval for implementing the system.

Product Overview

The Residences at Senior Care Residences primarily plans to use the system in the

Spiritual Care Department. Overall, the system is a hybrid of a time tracking system and

Customer Relationship Management program. The program will help the Chaplain track

where his/her time is spent, and can help manage his/her time. The program will utilize
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all of the Chaplain’s contact information. The contacts may include, but is not limited to
the staff, residents, volunteers, and donors.

The Spiritual Care Department has the primary interaction with the Spiritual Care
Program. The interaction of the system falls into three major categories: entering
contacts, activities, and reporting. The Spiritual Care Program stores contact
information. The Chaplain can add, edit, and delete contact information.

To track how the time is spent, the user will enter activity information. Activity
information may include visitations of a staff, resident, volunteer, or a donor. It may also
include personal activities, such as preparing for a sermon. The user can add new
activities, schedule activities, delete, and confirm completion of activities. The activities
may be scheduled as one time event or recurring events.

The chaplain has the ability to generate ad-hoc reports, in addition to those report
provided by the Spiritual Care Program. Some examples of reports include contact

reports, activities and time-spent reports, and task reports.

Features and Benefits

e User Logon — The users need the ability to logon to the system for security
reasons.

e Create Contacts — Create new contact information with personal information,
such as name, phone, address, etc.

e [Edit Contacts - Edit contact information, the user may have entered information

or the user information may have changed.
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e Delete Contact — Delete a contact from the contact database.

e Search Contacts — Search for contact information by name or other field.

e Schedule Activity — Schedule activity, may include contact information or other
type of activity.

e Edit Schedule - Edit schedule activities, activities will change and the user needs
the ability to make modifications as needed.

e Remove Scheduled Activity - Remove a previously scheduled activity. The
activity may need removed from calendar because of a change in schedule or the
task is no longer required.

e Automatically Suggest Activities - Automatically suggest activities based on
previous activities.

e Report Contacts — Report the current contacts in the system. Reporting current
contacts can easily help identify contacts.

e Report Activity and time-spent — Reports what activities and duration of the
activities. This report will identify the primary focus of the Pastoral Service
Department.

e Report Tasks — The report tasks identifies tasks that have or will occur.
Identifying the tasks by specified date range can help narrow or broaden the task

list.

External Requirements and Constraints

No known external requirements or constraints are known at this time.

4.3 — Major Use Cases
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After creating the vision statement, the program developer created the major use

cases. The use cases include fully dressed use cases and use case diagrams.

UC-1 User Logon P1

Pastoral Service Department logs into the system. This will ensure
that only those who have rights to the system can access it.

Details

Parent: SpiritualCare

Primary Actor: Chaplain Supporting Actors: Pastoral
Service Dept.

Preconditions: The user has Success Guarantee:

access to the system

Level: Complexity:
Use Case Status: Implementation Status:
Assigned To: Release:

Flow of Events

Main Success Scenario:

1. User enters user name

2. User enters password

3. System validates user name and password
4. System logs user into the system

Extensions:
3.a Invalid user name or password
1. Display message indicating login failure




CRM and Spiritual Care
15

UC-2 Create Contacts P1

Pastoral Service Department user creates a new contact with name,
phone number, address and other applicable information.

Details

Parent: SpiritualCare

Primary Actor: Chaplain Supporting Actors:
Preconditions: Chaplain Success Guarantee:
logged in

Level: Complexity:

Use Case Status: Implementation Status:
Assigned To: Release:

Flow of Events

Main Success Scenario:

1. Chaplain enters the name, phone number, address and other
applicable information.

2. The Chaplain chooses to save the new contact information.

3. The system saves the new contact information.

Extensions:

2.a Chaplain decides not to save the new contact information.
1. Display warning message

3.a System cannot save contact information.
1. Display error message

UC-3 Edit Contact P1

Pastoral Service Department user edits contact one or more fields of
the contact information.
Details

Parent: SpiritualCare

Primary Actor: Chaplain Supporting Actors:
Preconditions: Chaplain Success Guarantee:
logged in, and the contact to

edit exits

Level: Complexity:




CRM and Spiritual Care
16

Use Case Status: Implementation Status:
Assigned To: Release:

Flow of Events

Main Success Scenario:
1. Chaplain finds the contact to edit.
2. Chaplain modifies one or more of the contact fields.
3. Chaplain saves the modified contact information.
4. The system saves the modified contact information.

Extensions:
4.a System cannot save contact information.
1. Display error message

UC-4 Delete Contact P1

Pastoral Service Department user deletes a contact from the database.
Details

Parent: SpiritualCare

Primary Actor: Chaplain Supporting Actors:
Preconditions: Chaplain Success Guarantee:
logged in, and the contact to

delete exits

Level: Complexity:

Use Case Status: Implementation Status:
Assigned To: Release:

Flow of Events

Main Success Scenario:
1. Chaplain finds the contact to delete.
2. Chaplain requests system to delete contact.
3. System deletes contact information

Extensions:
3.a System cannot delete contact information.
1. Display error message

UC-5 Search Contacts P1
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Pastoral Service Department searches for contact by name, address,
or phone number. A search may yield zero or more contact depending
on search criteria.

Details

Parent: SpiritualCare

Primary Actor: Chaplain Supporting Actors:
Preconditions: Chaplain Success Guarantee:
logged in, and enters search

criteria.

Level: Complexity:

Use Case Status: Implementation Status:
Assigned To: Release:

Flow of Events

Main Success Scenario:
1. Chaplain enters the name, address, or phone number.
2. The system will search the database for the requested
information.
3. The viewer displays the requested contact(s).

Extensions:

2.a System does not find the requested contact
1. The system will display either an error message or an empty
list.
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UC-6 Schedule activity P1

Pastoral Service Department tracks how they spend their time.
Scheduling an activity before the activity or after the activity has
occurred allows the Pastoral Service Department to track activity. The
activity may include a contact or a specified activity.

Details

Parent: SpiritualCare

Primary Actor: Chaplain Supporting Actors: Residents,
Donor, or Volunteer

Preconditions: Chaplain is Success Guarantee:

logged in. The contact

information is available

Level: Complexity:

Use Case Status: Implementation Status:

Assigned To: Release:

Flow of Events

Main Success Scenario:

1. Chaplain selects day and time for activity.

2. Chaplain selects activity type meeting, phone call, or specified
activity

3. Chaplain selects contact(s) if necessary

4, System stores the activity

Extensions:
1.a Chaplain forgets to set the date and time for the activity.
1. System will either default to current date and time or display
error message.
2.a Chaplain does not enter activity type.
2. System will either default to default type or display error
message.
4.a System cannot store the activity
1. Display error message
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UC-7 Edit Schedule P1

The user may need to edit a schedule, if the user selected an incorrect
contact, type, or the duration was incorrect.

Details

Parent: SpiritualCare

Primary Actor: Chaplain Supporting Actors:
Preconditions: The Chaplain Success Guarantee:
entered an activity that needs

edited.

Level: Complexity:

Use Case Status: Implementation Status:
Assigned To: Release:

Flow of Events

Main Success Scenario:

1. Chaplain selects an activity to edit.

2. Chaplain modifies one or more fields in the activity schedule.
3. System stores the modified activity.

Extensions:
3.a System cannot store the modified activity
1. Display error message

UC-8 Remove Scheduled Activity P1

The user may need to remove a activity.

Details

Parent: SpiritualCare

Primary Actor: Chaplain Supporting Actors:
Preconditions: The Chaplain Success Guarantee:
entered an activity that needs

removed.
Level: Complexity:
Use Case Status: Implementation Status:

Assigned To: Release:
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Main Success Scenario:
1. Chaplain selects an activity to remove.

2. Chaplain confirms to remove the activity.

3. System stores the modified activity.

Extensions:

2.a Chaplain cancels remove activity.
1. Display cancellation message

3.a System cannot remove the activity
1. Display error message
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UC-9 Automatically Suggest P1
Activities

The system will suggest activities based on previous activities.

Details

Parent: SpiritualCare

Primary Actor: System Supporting Actors: Chaplain
Preconditions: Preexisting Success Guarantee:
activities already exist.

Level: Complexity:

Use Case Status: Implementation Status:
Assigned To: Release:

Flow of Events

Main Success Scenario:

1. Chaplain requests system to report suggested activities or the
system can automatically generate suggestions.

2. System displays the suggestions. The system may allow user to
automatically put on the calendar after confirmation.

Extensions:

1.a The system is unable to automatically generate suggestions.
1. Display error message the system is unable to automatically generate
suggestions.

2.a The system is unable to identify suggested activities.
1. Display message that no suggestions are available.
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UC-10 Report Contacts P1

Pastoral Service Department requests a report of the current contacts.

Details

Parent: SpiritualCare

Primary Actor: Chaplain Supporting Actors:
Preconditions: Contacts exist Success Guarantee:
in the database

Level: Complexity:
Use Case Status: Implementation Status:
Assigned To: Release:

Flow of Events

Main Success Scenario:

1. Chaplain requests a list of the current contacts, the user can
request to sort the contacts by various categories.

2. Display contact information

Extensions:

2.a No contacts exist or the system is not responding
1. Display empty list or display an error message if the system is unable to perform the request.
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UC-11 Report Activity and Time-spent P1

Pastoral Service Department requests a report of activity and time
spent. The report may include activity report from a day activity,
week, or specified date ranges.

Details

Parent: SpiritualCare

Primary Actor: Chaplain Supporting Actors:
Preconditions: Activity data Success Guarantee:
included in database

Level: Complexity:
Use Case Status: Implementation Status:
Assigned To: Release:

Flow of Events

Main Success Scenario:

1. Chaplain requests an activity and time-spent report.

2. Chaplain enters date or specified range of dates allowed by
system.

3. The activity report includes activity and time spent per activity.

Extensions:
3.a No activity information exists, activity data does not exists for
the specified date range, or the system cannot respond to the

request.
1. Display empty list or display an error message if the system is unable to perform the request.

UC-12 Report Tasks P1

Pastoral Service Department requests a task report. The report
identifies tasks (e.g. meetings, calls, to-do activities). The user may
identify the tasks by specified date range to narrow or broaden the
task list.

Details

Parent: SpiritualCare
Primary Actor: Chaplain Supporting Actors:
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Preconditions: Tasks exist in
the database.

Level:

Use Case Status:

Assigned To:

Flow of Events

Success Guarantee:

Complexity:

Implementation Status:

Release:

Main Success Scenario:
1. Chaplain selects report to run

2. Chaplain may specify the type of activity

3. Chaplain specifies the tasks by date range to narrow or broaden

list.

4, System displays the task report

Extensions:

4.a No task exits or the system is not responding

1. Display empty list or display an error message if the system is unable to perform the request.

The use-case diagrams are included below. In each case, the main user is the

Chaplain. Several of the use-case diagrams are included into subsystems. For more

information, refer to the fully dressed Use Cases.

- - thelogon L |
W, ogon )
j\» ///(;7\ //
/ N\

Chaplain

Figure 1 - Logon Use Case
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Figure 2 - Contact subsystem Use Case

Schedule subsystem

- theEdit Schedule

Chap|aNm¢ Schedule

- theRemove Scheduled Act|V|ty

—

~

‘ "Remove Scheduled N
0.1 Activty

Figure 3 - Schedule subsystem Use Case
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Figure 4 - Automatic Activity Use Case
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Figure S - Report subsystem Use Case

4.4 — Evaluate Technical Possibilities
Evaluating the system requirements is essential for this project. Senior Care
Residences does not keep up with current technology. Some of the computers may not be
suited for this project. Before purchasing software, a computer may require upgrades or
replacement.
4.4.1 — ACT! System Requirements

Client Installation



4.4.2

CRM and Spiritual Care
27

Microsoft® Windows® XP Home (Service Pack 2), XP Professional (Service
Pack 2), 2000 Professional (Service Pack 4), 2000 Server Standard Edition
(Service Pack 4), Server 2003 Standard Edition, Server 2003 Enterprise Edition,
Server 2003 Web Edition, 2003 Small Business Server operating system (all
Server 2003 operating systems need Service Pack 1)

Minimum 600 MHz Pentium III (or equivalent) processor

Minimum 512 MB RAM

Minimum 1000 MB of available hard disk space

CD-ROM drive

SVGA (800x600) or higher resolution monitor ("System Requirements,")

— GoldMine System Requirements

Undocked/Single-user Requirements

Minimum Pentium 200 MHz recommended Pentium I/I11+

Minimum 65 MB of available hard disk space, recommended 165 MB
Minimum 64 MB RAM recommended 128 MB

Microsoft® Windows® 98/98 SE

Microsoft® Windows® ME

Microsoft® Windows® 2000 Professional/Server/Advanced Server

Microsoft® Windows® XP (Home/Professional)

FrontRange Solutions (2003).

4.4.3

— System Test

All testing of software was performed on a VAIO Pentium 4 3 GHz with 512 MB

RAM. This system may not represent the system used in the actual environment.
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4.4.4 — User Logon

ACT! and GoldMine provide customizable user logons. Both can add new user
logins. They also provide different levels of access to data. Both products meet the
specified needs. ACT! provides different login levels ranging from browse to administer.

However, GoldMine provides more flexibility in system configuration and data access.

4.4.5 — Create Contacts

ACT! and GoldMine allow the user to create new contacts. The products provide
different methods to create new contacts. ACT! provides several fields when entering a
new contact. Some fields allow the user to select the item. The field company is one
example. The user may select a company they have previously entered. Otherwise, they
may enter the new information. If several contacts belong to the same company, adding
the company information is advantageous, prior to adding the contact information.
Otherwise, the contact will not have the proper link. GoldMine requires the user to enter
company contacts first so this error does not occur. It also provides a drop down fields
for several items such as “Title” and “Department.” If the desired choice is not available,
the user can add a new title or department name. The figure “Create Contact with ACT!”

shows the fields.
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Figure 6 - Create Contact with ACT!

To simplify contact entry ACT! allows for duplicate contact information from
primary fields to all fields. These options reduce entry time because ACT! automatically
enters data for the fields.

GoldMine requires a company contact. GoldMine provides a simpler view when

entering a new contact. See the figure “Creating Contact with GoldMine.”
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Figure 7 — Create Contact with GoldMine
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The creation method allows for creating a duplicate record or view in a new

window. The default is “Create duplicate record.” If the “Create duplicate record”

option is selected some fields will already have the appropriate information. Once the

user enters the company and contact information, a new dialog appears.
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Figure 8 - Create Contact with GoldMine Continued

Much of the information required of GoldMine is also required with ACT!. As
with the product, ACT!, GoldMine also provides the ability to add new department and
title information. Both methods meet the required use case. GoldMine ensures the user
will enter the company information first. However, ACT! has a cleaner easier to read
dialogs. ACT! also includes birthday and spouse information. This information is useful
because it is personal. Because the primary focus of the project is working with
residents, volunteers and donors, this may be helpful when getting to know them.
4.4.6 — Edit Contacts

ACT! and GoldMine allow the user to edit contact information. When the user
enters an additional name to the contact field (e.g., Bob Little, Bob Andrew Little), ACT!

will display a dialog allowing the user to pick middle name, first name or last name.
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GoldMine does not validate if this is the middle name. GoldMine records the name as
the user enters the name. The other fields act similar between the products. The products
allow the user to change the data by typing or using the appropriate pull down menus. If
a pull down menu is used, the products allow the user to add another data item in the
database.
4.4.7 — Delete Contact

When deleting a contact with GoldMine, the application allows the user to select the
type of information to delete. The default is all items selected as shown in the figure
“Delete Contact Information with GoldMine.” This option will allow the user to delete
all of the information, or just some. If the user deletes a contact, all of the history

remains in the database. This is possibly useful information to retrieve later.

Delete Contact Record E

‘ol Please select the tppe of records pou wizh to
delete for the curent contact record.

¥ Delete this contact recaord

W Delete contact's scheduled achvities
v Delete contact's histor records

[v Delete contact's opporturity/project records

W Synchronize this record's deletions

Delete | Cancel |

Figure 9 - Delete Contact Information with GoldMine

ACT! does not have this flexibility when deleting a contact. ACT! allows for two

options, “Delete Contact” and “Delete Lookup.”
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Deleting contacts cannat be undone. “Would you ke to delete the curent contact ar the entire lookup?

Delete Contact

Figure 10 - Delete Contact Information with ACT!

Deleting the contact will delete all notes, history, and attachments. Neither,
product has the capability to undo the delete function. Both products meet the required
use case. However, GoldMine has provided flexibility in the delete process.

4.4.8 — Search Contact

ACT! and GoldMine can search for contact(s). The methods are very similar;
each allows the user to select the contact by the field. ACT! allows for first name and
last name searches. GoldMine does not distinguish between the first and last names
merely contact names. ACT! and GoldMine allow for searches on other field names
(e.g., Company, Country, City, etc.). GoldMine automatically generates the entire user
list for the user to select one, or enter the field. See the “Lookup Contact with
GoldMine” figure. ACT! displays a dialog (see Lookup Contact with ACT!) for the user
to enter the contact information or select Empty field or Non-empty field. Selecting a

Non-empty field should display a list with all of the contact information.
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Figure 12 - Lookup Contact with ACT!

Both methods are easy to use and neither method has a significant advantage or

disadvantage over the other.
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4.4.9 — Schedule Activity

ACT! allows the user to schedule an activity through a calendar or a menu drop
down. ACT! default activities include call, meeting, and To-Do. However, the user can
create other activities. Once the user creates an activity, it is available from the list.
Some common activities for the chaplain may include visitation and sermon preparation.

ACT! can schedule activities on a regularly. See “Schedule Activity with ACT!.”

Schedule Activity [X]

General | Details | Recurence |

Activity Type: Start Date: Start Time: Diuration;
|'-.-'istitatiu:|n V| |1.-"1 242007 v| |E:EIEI A v| EIIII minukes L
End Date: End Time:

11242007 v| [a30am v | [JUseBanner

Schedule WWith:

|F‘atientJ Jane v| Contactz w

Agzociate With:

|Franklin Fark Residents;Faith Bible Church; | E]
Begarding:

| vl
Location:

| |
Eriarity: Colar: Ring Alarm:

|L|:.|.--.| » | .:] |5 minukes W | [ Schedule For... ]

[ ] Private [ ok ] [ Cancel ]

Figure 13 - Schedule Activity with ACT!
GoldMine also allows the user to schedule activities in various ways. GoldMine
uses the calendar, the pending tab, and the schedule menu. With GoldMine, the user can

choose from several activities call, next action, appointment, literature request, forecasted
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sale, other action, To-Do, and event. Although GoldMine has more activities to choose
from it does not allow the user to create new activities. To have specific details for an
activity the user needs to use the optional field “references.” This field will allow the
user to enter specific items needed for the project like visitation, and sermon preparation.
However, this is an optional field so the user may forget to enter the specific item.
GoldMine can automatically schedule recurring activities. See “Schedule Activity with
GoldMine.” ACT! and GoldMine allow the user to schedule activities with ease.
However, ACT! is preferable because of the ability to create new activities. GoldMine
allows the user to enter the same type of information in another field. However, this is an

optional field; if this field is empty, the chaplain cannot report activities accurately.
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Color:
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Figure 14 - Schedule Activity with GoldMine

4.4.10 — Edit Schedule
ACT! and GoldMine allow the user effortlessly to edit a schedule. From the
calendar view, both products allow the user to edit any information within the selected

schedule.

4.4.11 — Remove Schedule Activity

Similarly, to editing the schedule both products allow the user easily to remove an
activity from the schedule. From the calendar view, both products allow the user to
remove an activity from the schedule.

4.4.12 — Report Contacts

Both of the products can easily list or report all contact information. The user can
choose from a predefined report in both of the products. Although GoldMine has
predefined reports, the user must clone public reports before using them. Otherwise, the
system defaults to the default public user and only displays empty reports.

4.4.13 — Report Activity and Time Spent

ACT! can easily display the activity and time spent with a predefined report. The
report is broken up in categories and displays the time spent for each and the total.
GoldMine also has a predefined report for completed activities. However, GoldMine

does not display the duration of the activity.

4.4.14 — Report Tasks
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ACT! and GoldMine provide the ability to display the user tasks or activities.
ACT! allows the user to display the activity based on the time as required by the use case.
The default report for GoldMine does not provide this support.

4.4.15 — Review of ACT! 2007

ACT! 2007 provides many tools for CRM, and it uses a simpler data-based
system than some advanced CRM tools. It gives contact management tools e-mail
facilities, a wide range of sales and marketing tools. The product is well suited
throughout the contact management spectrum. The tool is easy to navigate and provides
flexibility for the unique system Senior Care Residences desires.

ACT! 2007 also provides tools that go beyond the vision statement. It can log
calls to customers and clients. In addition, it can synchronize with Palm OS and Pocket
PC devices. ACT! 2007 utilizes several management tools, such as scheduling calls, and
providing support for coordinating marketing campaigns ("Sage - ACT! 2007 review,").

Unlike several sophisticated CRM systems that require custom-made designs,
ACT! comes in a retail box. ACT! can be installed on a stand-alone or network PC. The
minimum system requirements include a 600MHz Pentium processor and 512MB of
RAM. However, the minimum requirements do not provide enough power for a user-
friendly system. Even with increased processing speed and increased memory, the
program still runs slow. The article referred to installing ACT! as “attaching lead boots
to a PC, and even on a machine with far more processing power and 1GB of performance
penalty is evident. It’s not just ACT! that performs sluggishly; so do Word, Excel and

Outlook once they’ve been tied to it” ("Sage - ACT! 2007 review,"). Through the
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inception phase, the slowing of Word and Excel was not perceptible. However, ACT!
did run slow.

ACT! automatically installs SQL Server 2005 and .NET Framework 2.0. ACT!
uses SQL Server 2005 for data storage and .NET Framework for automation tools and
plug-ins. These tools may reduce the application’s performance ("Sage - ACT! 2007
review,").

One main difference of the new version of ACT! and one of its predecessors is
how the application integrates with Microsoft Outlook. The program also allows the user
a choice of using Act’s built-in word processor or Microsoft Word. It also allows for
using ACT! or Outlook to manage e-mails. In addition to Outlook ACT! provides
alternative mail software. Some e-mail clients include Eudora, Internet e-mail
(SMTP/POP3), and Lotus Notes (Corporation, 2006; "Sage - ACT! 2007 review,"). The
vision statement does not address any e-mail requirements. The Chaplin at Senior Care
Residences does not use Microsoft Outlook for e-mail. However, incorporating e-mail
features with the CRM may be something to consider.

ACT! allows an open Word and Excel document to attach to a contact. ACT!
installs itself onto the standard Word and Excel toolbars. The system is effective, but is
cumbersome. ACT! cannot attach itself to an unsaved document and will not save it for
you. ACT! will generate a warning message, saying it is unable to add the document to
the data store. Although this in itself is not critical, it may cause the user other problems.
For example, if the user has typed several pages and saved the work and later creates an
additional page ACT! will only attach the saved work. ACT! will give no warnings that

it has only attached a portion of the document. This feature is not a major hindrance to
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the product, but the user must understand the circumstances ("Sage - ACT! 2007
review,").

ACT! provides a logical layout of toolbars and is easy for a new user to
understand the basic functions. ACT! provides a sample data file for the new user to
experiment with, without fear of modifying personal data. ACT! also provides links to
introductory tours ("Sage - ACT! 2007 review,").

Despite its slow performance, it does perform the tasks required. During the
inception phase, ACT! performed all of the requirements stated in the vision statement. It
can also provide several other functions that were not included in the vision statement.
However, it was notably slow, as several reviews have stated.

4.4.16 — Review of Goldmine 6.5

For users wanting more than a glorified address book, the market has two main
players for serious CRM applications. The two main players are ACT! and GoldMine.
ACT! has two primary advantages, ACT! is less expensive and is easier to use.
GoldMine has the advantage of sheer power.

GoldMine provides more tools than just contact management, but rather a tool for
customer relationship management. For a single user this tool is overkill. The primary
target for this tool is a small business and above. The primary focus of the tool is for the
sales team. ACT! is better suited for very small organizations.

Before using the tools of GoldMine, the user needs to get past the complexity of
the user interface. The upgraded addition allows for new wizards for mundane tasks, but

GoldMine is complex to navigate. Although FrontRange did make improvements in this
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addition with drag and drop, auto scrolling and several other features, the product is still
difficult to use.
GoldMine allows for importing existing contact data from ACT!, Excel and

Outlook, during the installation phase. GoldMine provides an Excel link allowing for
GoldMine contact records into spreadsheet, and calendar publishing. The calendar
functions allow non-GoldMine users to share information that they posted on the Web or
directly into contacts.

GoldMine has redesigned built-in reports and Crystal-based reports. The user can
view the reports in a tree-view and have two list views within a three-pane window.

Another feature that GoldMine provides is, forced/required data field entry.

This feature can help improve data integrity. It also has an override feature that allows
the user to turn off forced entry requirements for mandatory fields. This is important for
instances when the data is not available ("FrontRange Review,").
4.4.17 — Review Summary

After reviewing the evaluation software and reading many reviews, my
conclusion is similar to many reviews. GoldMine has the advantage for power and
flexibility. However, this power comes with a price. The user interface is difficult to use
and the product has a longer learning curve than ACT!. Although ACT! is not as
powerful it is much simpler to use. The major downfall of ACT! is its performance.

Since the primary user of the application is one person, it makes sense to use
ACT! instead of GoldMine. Both products can meet the user needs and go beyond the
original vision statement. Although ACT! is a good candidate to accomplish the task, it

does have performance issues. Some reviewers recommend not upgrading to the new
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version of ACT!, because of the performance issues. Because of the popularity of ACT!
version 6.0, Sage is still offering this product. To offset the performance issues of ACT!
Senior Care Residences will use an older version of ACT!. They will use ACT! 6.0
opposed to ACT! 2007 (ACT! 2007 is the 9.0 version). Many features that FrontRange
added in the subsequent versions are not necessary for this project. ACT! also allows for
importing older versions of ACT! data into newer versions. This feature will allow
Senior Care Residences to use an older version and upgrading to a newer version later. It
allows the organization to use the application at a low price. However, the performance
issues may prevail if Sage does not correct this issue in newer versions. Senior Care
Residences could also import their data to GoldMine. Importing ACT! data is feasible
but it is not practical, because they would need to go through the learning curve using a
more complex program. Upgrading from a previous version will have a small learning

curve.
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Chapter 5 — Elaboration

The Inception phase described the basic concepts of the system. The objective of
the Elaboration phase is to understand additional requirements that the stakeholders
missed in the Inception phase. After evaluating the original requirements, several
additional requirements are apparently necessary.

The chaplain needs to be able to organize the contacts into groups. A group will
simplify managing contacts with similar information. A group is a collection of contacts
that have something in common. One example is a group that attends a weekly Bible
study.

The Chaplain has many activities that do not meet the standard paradigm of
activities that traditional CRM application may have. Some examples may include
sermon preparation, visitation, and Bible studies. The program needs to have a method to
allow the Chaplain to enter custom activities. Another item in standard applications is
scheduling recurring activities. This requirement will save time. The user will specify it
is a recurring event and enter the occurrence.

Once an activity is completed, the chaplain needs a method to record the activity
was completed. Clearing the activity does not mean the activity is deleted from the
database. It merely identifies that the activity was completed. This information is vital
for historic information; with this information, the application can use the data for report
generation of tracking the chaplain’s time. The chaplain would also like the program to
create letters using a single contact. This will allow the chaplain to enter the contact

information into the letter or memo without hand typing the information.
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To speed up data entry for contact information, the user would like to have a
method to duplicate contact information. The method can duplicate an entire record or
just the primary fields. The data is critical for Senior Care Residences. They need to
have the database backed up regularly. It is preferable that the application provides a
method to backup the data on a scheduled interval, specified by the user.

5.1 — Additional Use Cases

The elaboration phase discovered several additional requirements for the projects
as described previously. The newly discovered requirements listed below include fully
dressed use cases and use case diagrams.

e C(Create group

e Add contact to group

e Remove contact from group

e Add activity type

e Remove activity type

e Modify activity type

e Scheduling recurring activities

e Recording completed activity.

UC-13 Create Group P1

Spiritual Care Department requests a new group. A group is a name
designated to help organize contact information. Creating a group will
only contain the group name.

Details

Parent: SpiritualCare
Primary Actor: Chaplain Supporting Actors:
Preconditions: Chaplain Success Guarantee:
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logged in
Level: Complexity:
Use Case Status: Implementation Status:
Assigned To: Release:

Flow of Events

Main Success Scenario:
1. Chaplain enters a new group
2. System creates new group with specified name.

Extensions:

2.a System cannot create a new group name
1. Display error message if the system is unable to perform the request.

UC-14 Add Contact to Group P1

Spiritual Care Department adds a contact a group.

Details

Parent: SpiritualCare

Primary Actor: Chaplain Supporting Actors:
Preconditions: Chaplain Success Guarantee:
logged in

Level: Complexity:

Use Case Status: Implementation Status:
Assigned To: Release:

Flow of Events

Main Success Scenario:

1. Chaplain selects the contact(s) to enter in the group.

2. The Chaplain chooses to accept the new group contacts.
3. The system saves the new group contact information.

Extensions:

2.a Chaplain decides not to add the contact into the group.
1. System does not add the contact into group

3.a System cannot save group contact information.
1. Display error message
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UC-15 Remove Contact from Group P1

Spiritual Care Department adds a contact a group.

Details

Parent: SpiritualCare

Primary Actor: Chaplain Supporting Actors:
Preconditions: Chaplain Success Guarantee:

logged in, Group exists, and
group contains one or more

contacts

Level: Complexity:

Use Case Status: Implementation Status:
Assigned To: Release:

Flow of Events

Main Success Scenario:
1. Chaplain selects the contact(s) to remove from the group.

3. The system saves the new group contact information.

Extensions:

2.a Chaplain decides not to remove contact(s) from the group.
1. System does not remove the contact into group

3.a System cannot save group contact information.
1. Display error message

UC-16 Add Activity Type P1

Spiritual Care Department adds an activity type to the list.

2. The Chaplain chooses to accept the remove the group contact(s).
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Details
Parent: SpiritualCare
Primary Actor: Chaplain Supporting Actors:
Preconditions: Chaplain Success Guarantee:
logged in, scheduling an
activity
Level: Complexity:
Use Case Status: Implementation Status:
Assigned To: Release:

Main Success Scenario:

1. Chaplain selects to edit the activity list.

2. The Chaplain types the new activity type.

3. The Chaplain accepts to save the new activity type.
4. The system saves the new activity type.

Extensions:
3.a Chaplain decides not to add new activity type.
1. System does not add a new activity type.
4.a System cannot save the new activity type.
1. Display error message

UcC-17 Remove Activity Type P1

Spiritual Care Department removes an activity type from the list.

Details

Parent: SpiritualCare

Primary Actor: Chaplain Supporting Actors:
Preconditions: Chaplain Success Guarantee:
logged in, scheduling an

activity

Level: Complexity:

Use Case Status: Implementation Status:
Assigned To: Release:

| Flow of Events
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Flow of Events

Main Success Scenario:

1. Chaplain selects to edit the activity list.

2. The Chaplain selects the activity type to remove from the list.
3. The Chaplain accepts to remove the item from the list.

4. The system removes the request item from the list.

Extensions:
3.a Chaplain decides not to remove an item from the list.

1. System does not remove an activity type from the list.
4.a System cannot save the modified list.

1. Display error message
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UC-18 Modify Activity Type P1
Spiritual Care Department modifies an activity type from the list.
Details
Parent: SpiritualCare
Primary Actor: Chaplain Supporting Actors:
Preconditions: Chaplain Success Guarantee:
logged in, scheduling an
activity
Level: Complexity:
Use Case Status: Implementation Status:
Assigned To: Release:

Flow of Events

Main Success Scenario:

1. Chaplain selects to edit the activity list.

2. The Chaplain selects the activity type to modify from the list.
3. The Chaplain modifies the selected item from the list.

4. The Chaplain accepts to modify the item from the list.

5. The system removes the request item from the list.

Extensions:
4.a Chaplain decides not to remove an item from the list.

1. System does not modify an activity type from the list.
5.a System cannot save the modified list.

1. Display error message

UC-19 Scheduling recurring activities P1

Spiritual Care Department schedules activities that recur on a specified
time.

Details

Parent: SpiritualCare

Primary Actor: Chaplain Supporting Actors:
Preconditions: Chaplain Success Guarantee:

logged in, scheduling an
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activity

Level: Complexity:

Use Case Status: Implementation Status:
Assigned To: Release:

Flow of Events

Main Success Scenario:

1. Chaplain enters activity meeting information (e.g. Time, Date,
With)

Chaplain selects frequency (e.g. Once, Daily, Weekly).

The Chaplain selects or enters repeat data.

The Chaplain enters the ending date.

The Chaplain accepts the recurring settings.

The system stores the recurring activity information.

ouswN

Extensions:
5.a Chaplain decides not to accept the activity as recurring.

1. System does not add the activity as a recurring event.
6.a System cannot save the recurring activity.

1. Display error message

UC-20 Recording Completed Activity P1

Spiritual Care Department records completed activity.

Details

Parent: SpiritualCare

Primary Actor: Chaplain Supporting Actors:
Preconditions: Chaplain Success Guarantee:
logged in, has an activity to

clear

Level: Complexity:

Use Case Status: Implementation Status:
Assigned To: Release:

Flow of Events

Main Success Scenario:
1. Chaplain selects activity to clear
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Flow of Events

Chaplain selects item was completed or not completed
The Chaplain can enter history data.

The Chaplain enters the ending date.

The Chaplain accepts the recurring settings.

The system stores the recurring activity information.

ouswN

Extensions:
5.a Chaplain decides not to accept the activity as recurring.

1. System does not add the activity as a recurring event.
6.a System cannot save the recurring activity.

1. Display error message

UC-21 Add Item to Drop Down List P1

Spiritual Care Department add item to a drop down list.

Details

Parent: SpiritualCare

Primary Actor: Chaplain Supporting Actors:
Preconditions: Chaplain Success Guarantee:
logged in, and is in contact

window

Level: Complexity:

Use Case Status: Implementation Status:
Assigned To: Release:

Flow of Events

Main Success Scenario:

1. Chaplain selects edit list... from drop down list
2. Chaplain clicks add button to add new item

3. Chaplain enters new item and description.

4. Chaplain clicks OK to add new item.

Extensions:
2.a Chaplain decides to cancel.
1. System cancels from edit list.
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3.a Chaplain decides not to add the new item and selects cancel.
1. System does not add the item.

4.a System cannot save the new item.
1. Display error message

UC-22 Modify Item to Drop Down List P1

Spiritual Care Department modify item to a drop down list.

Details

Parent: SpiritualCare

Primary Actor: Chaplain Supporting Actors:
Preconditions: Chaplain Success Guarantee:
logged in, and is in contact

window

Level: Complexity:

Use Case Status: Implementation Status:
Assigned To: Release:

Flow of Events

Main Success Scenario:

1. Chaplain selects edit list... from drop down list

2. Chaplain clicks modify button to modify existing item
3. Chaplain modifies item and description.

4. Chaplain clicks OK to modify item.

Extensions:

2.a Chaplain decides cancel.

1. System cancels from edit list

3.a Chaplain decides not to modify item and selects cancel.
1. System does not modify the item.

4.a System cannot save the modified item.
1. Display error message
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| Flow of Events |

UC-23 Remove Item to Drop Down P1
List

Spiritual Care Department removes item from drop down list.

Details

Parent: SpiritualCare

Primary Actor: Chaplain Supporting Actors:
Preconditions: Chaplain Success Guarantee:
logged in, and is in contact

window

Level: Complexity:

Use Case Status: Implementation Status:
Assigned To: Release:

Flow of Events

Main Success Scenario:

Chaplain selects edit list... from drop down list
Chaplain clicks delete button to delete existing item
System displays message to delete item.

Chaplain clicks Yes to delete item.

PN

Extensions:
2.a Chaplain decides cancel.
1. System cancels from edit list
3.a Chaplain decides not to remove item and selects not to delete
item.
1. System does not delete the item.
4.a System cannot delete the item.
1. Display error message

The use case diagrams are included below. For more information about the use
cases refer to the fully dressed use cases.
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5.2 — Sequential Diagrams
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User : ActorlX LoginCtrl LoginMgr LoginDB

1 : \login(userID, password
\login( p Ny
2

: \authenticate(userID, password)\ ‘

|
|

T; : \IoginQuery(statement)\»ﬂ
T |
| |
| |

L
Figure 20 - Login Sequence
o]
User : Actor2X ContactEntryCtrl ContactMgr ContactDB

1 : \createContact(contact)\ . .
T : \authenticate(contact)\ T . \contactCreate(contact)\ ﬂ
0 T
| |

Figure 21 — Create Contact
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User : Actor3X ContactEditCtrl ContactMgr ContactDB
‘1 : \editContact(contact)\ ) henti 0
| : \authenticate(contact \3 . \contactUpdate\ ‘
| | | »
\ \ \ \
Figure 22 - Edit Contact Sequence
User . Actor4X ContactDeleteCtrl ContactMgr ContactDB

1 : \deleteContact(contact
10\ (contact) |

N

: \authentlcate(contactg\ + \DeleteContact{contact)\

==

Figure 23 - Delete Contact Sequence

Objecti : Actor5" ContactSearchCtrl ContactMar ContactDB

1 : \searchContact(contactField)\ ‘

2 : \authenticate(contactField)\ . \queryContact(contactField)\ ‘
{ -
\

Figure 24 - Search Contact Sequence
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Objectl : Actor6X

CreateGroupCtrl GroupMgr

‘ 1 : \createGroup(grouplInfo)\

58

GroupDB

: \addGroup(groupInfo)¥|j:|
|
|
|
|

GroupDB

73 : \addContact(statment)\

‘ : \authenticate(groupInfo)\
T
Figure 25 - Create Group Sequence
Object1 : Actor7t AddContactGroupCtrl GroupMgr
‘ 1 : \addCntToGroup(group, contact ‘ ‘
‘ Name)\ 2 : \authenticate(group, groupInfo)\
< L T
Figure 26 - Add Contact to Group Sequence
Object1 : Actor8X RemoveContactGroupCtrl GroupMgr

‘ 1 : \removeCntFromGroup(group, ‘
contactName)\

N~

: \authenticate(group, groupInfq)_\

: \removeContact(statment)\

GroupDB

|
| i
| T |
| | |

Figure 27 - Remove Contact from Group Sequence
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Object1 : Actor9K ScheduleActivityCtrl ScheduleMgr ActivityDB
1 : \schedule(meetingType)\ _ ‘ ‘
- |
2 : \enterActivityInfo(actInfo)\
|

: \scheduleActivity(actInfo)\

|
|
|

Figure 28 - Schedule Activity Sequence

O

Object1 : Actor10X ScheduleActivtyCtrl ScheduleMgr ActivityDB

| |
. |
] ‘

|

1 : \schedule(meetingType)\

2 : \editActivityList()\ ‘

i J

3 : \addActivityType(regarding)\

: \authenticate(regarding)\

T" : \addActivity(regarding)\ _
'I

6 : \enterActivityInfo(actInfo)\ ‘
> : \authenticate(actInfo)\

1

T : \scheduleActivity(actInfo)\
| S ‘
|

Figure 29 - Schedule Activity
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ScheduleActivityCtrl

ScheduleMgr

ActivityDB

1 : \schedule(meetingType)\ ‘

2 : \editActivityList()\

.l

3 : \removeActivityType(regarding)\

p»—4 : \authenticate(regarding)\

g

6 : \enterActivityInfo(actInfo)\

p—7 : \authenticate(actInfo)\

|
|
|
|
|
TE \remvoeActivity(regardin
.T

: \scheduleActivity(actInfo

|
-

A
|

Figure 30 - Remove Scheduled Activity Sequence

Object1 : Actor12"

R

ScheduleActivityCtrl ScheduleMagr

ActivityDB

1 : \schedule(meetingType
\ ( gTypeN |

2 : \editActivityList()\

3 : \modifyActivityType(regarding)\

»-4 : \authenticate(regarding)\

5 : \modifyActivity(regarding)\

6 : \enterActivityInfo(actInfo)\

7 : \authenticate(actInfo)\

e

# : \scheduleActivity(actInfo)\
|

|
|
ﬁ
m
|
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Figure 31 — Modify Activity Type Sequence
Object1 : Actor13X ScheduleActivityCtrl ScheduleMgr ActivityDB

‘ 1 : \schedule(meetingType)\ _ ‘

| 1]

‘ 2 : \recurringActivityReq()\ ‘
[

I3, \enterRecurringActivity(occurrecnce
Ifno)\

1 : \authenticate(occurencelnfo)\ _ ‘

1]

. |

6 : \authenticate(actinfo)\ 7 : \scheduleActivity(actInfo)\

i

|
|
|
|
|
|
|
|
i
|
|

\
!
[
\ 5 : \enterActivityInfo(actInfo)\
\
|

Figure 32 - Schedule Recurring Activities Sequence

o

Object1 : Actor14X ScheduleActivityCtrl ScheduleMar ActivityDB

| |

1 : \requestActivity(activity)\ \ ‘ ‘
| |

|

2+ \dearActivity(activityInfo)\ 3 : \authenticate(activityInfo)\

4,: \recordComplete(activityInfo)\

T | |

Figure 33 — Record Completed Activity Sequence
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1 : \regestContactReport()\

ReportContactCtrl

» |

gl

2 : \runReport(contactInfo)\
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ReportMar

ContactDB

3 : \authenticate(contactnfo)\

T : \queryContact(statement)\

Figure 34 - Report Contacts Sequence

Objecti : Actorl6

o

%

1 : \regestActivityTime()\

2 : \runReportActivityTime(contact

Info)\

ReportContactCtrl ReportMgr
p—3 : \authenticate(contactnfo)\ a.

.
|

ActivityDB

: \queryActivityTime(stateman)\

Figure 35 - Report Activity and Time Spent

o

Objecti : Actor17X

1 : \regestTaskList()\

ReportTaskCtrl

2 : \runReportTaskList(contactInfo)\

1]
]
]

Figure 36 - Report Tasks

3 : \authenticate(contactnfo)\

ReportMgr

: \queryTaskList(statement)\

1
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Object1 : Actor18X ContactltemCtrl ContactMgr ContactltemDB
1 : \editList(field)\ ‘ ‘ ‘
‘ | |
\ \
2 : \editltem(field, item, desc)\ \ ‘ ‘
\
| | |
| |
| 3 : \acceptChange(accept)\ |
| | |
‘ 4|: \authenticate(field, item, desc)‘\ ‘
‘ b : \addItem(queryStmt)\ ‘
| |
| L T
[ [ [ [
Figure 37 - Add Item to Drop down List
Objectl : Actor19x ContactltemCtrl ContactMgr ContactltemDB

1 : \editList(field)\ ‘

1]

2 : \modifyItem(field, item, desc)\~ ‘

: \authenticate(field, item, desc)\

5 : \modifyItem(queryStmt)\

|- ‘

|
[
‘ 3 : \acceptChange(accept)\
\
|
\

Figure 38 - Modify Item from Drop down List
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[
Objecti : ActorZ(f ContacltemCtrl ContactMgr ContactltemDB

‘ 1 : \editList(field)\ ‘
| ]

\ T ‘
|

| 2 : \removeltem(field)\

3 ¢ \acceptChange(accept)l 4 : \authenticate(field)\

5 : \removeltem(queryStmt)\

|
\

|
| |
\ -
| 5 y T
| | | |
| | | |
Figure 39 - Remove Item from Drop down list

5.3 — Domain Diagrams
Below is the full domain diagram of the Spiritual Care project. The diagram is

also broken into smaller sections in later figures. Please, note the separate diagrams may

have duplicate domain names to represent the diagram. However, duplicate domain

names do not exist. One common duplicated domain name is “Exception.”
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Figure 50 - Schedule Activity

Although this paper provides several diagrams representing software architecture,
the application is an off-the-shelf product. The architecture thus far does not represent
the actual architecture for ACT!. However, this paper will discuss two CRM
architectures’ ACT! and Microsoft CRM. Before looking at Sage ACT! and Microsoft’s
architecture, looking at some architectural principles is helpful. The architectures need to
use the industry’s best practices. Some of these include user-driven requirements.
According to AUP techniques, the end user would provide end user requirements.
Allowing the end user to help with the requirements can help solidify the requirements.
The architecture should have a centric design. The process also includes an iterative
process. An iterative process will keep refining the requirements and architecture until it
meets the customer’s needs and has a robust product. A robust product is more than a
product without bugs. To name a few items that make a product robust are flexibility,
adaptability, scalability, and understandable. A robust product allows for new feature

sets. A robust architecture can adapt to new technology. A new technology may include
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a different database. The product also needs to have an understandable implementation.
For several years now, the industry has recognized using layers as the best approach to
solving architecture problems. However, the number and types of these layers vary from
architecture. The two architectures we look at are no exception. They have a different
number of layers and types.

Obviously various vendors will use different architectures to implement their
products. We will look at two architectures. ACT! by Sage, since this is the product
recommended for this project and Microsoft CRM. The architecture will only include a
high-level overview, because the limited availability of documentation. They might bias
the documentation according to the manufacturer perspective. This paper does not
attempt to validate the claims.

5.4 — ACT! Architecture Overview

ACT!s’ architecture focuses on a feature-rich and customizable platform. The
product also focuses on scalability, reliability, and extensibility. The architecture uses
three logical layers. The layers consist of the Presentation, the Business Logic, and the
Data layer. The presentation layer is responsible for the user interface. This layer
provides data viewing and manipulation to the end user. The Business Logic layer
enforces the business rules and logic. In addition, the Business Logic contains ACT!
Framework. The Data layer is responsible for data storage and data integrity. This is
also where the database resides. The framework is also a vital component of the software
development kit (SDK). SDK provides services such as plug-in loading and presentation
layer manipulation, and access to the Business Logic layer

(Corporation, 2006). Below is a high-level overview of the three-tier architecture:
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PP To all functionality
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Data storage and
integrity

Figure 51 - ACT! Architecture Layered Tiers

Below is a representation of ACT!’s architecture in more detail:
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Figure 52 - ACT! Tier Architecture Details
5.5 — Review Summary

ACT! uses a full Relational Database Management System (RDBMS) on the
back-end. ACT! claims by providing the database on the back end it supports scalability
and stability. This method does not have multiple-user limitations or related database
corruption issues. These issues typically occur with flat-file database systems.
ACT! insulated the Business layer from database-specific access via the Data Access
layer. The Data Access Layer acts an object persistence layer, servicing all requests that
require database operations. ACT! had several database goals. Some of these goals

include Industry-leading RDBMS, client-server architecture, scalability, and auto tuning.
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5.5.1 — The Business Logic Layer

ACT! encapsulated the functionality, logic, rules and access to business entities in
the Framework. The Framework supports scalability by keeping a disconnected model
between the Business Logic and the Data tier.

According to ACT!, they use the principles of object-oriented design. Using
object-oriented design allows for fewer complex base infrastructural components. This
can benefit several product features.

The Business layer also has high-level entities to mange, retrieve, edit, and create
using entity managers such as Contacts Manger, Opportunities Manager, etc. ACT! built
all of the managers based on a component called Smart Lists. Smart Lists component is
an intelligent agent mediating access of the database by the application. It provides
several features that enhance ACT! scalability and performance. Some of these features
include the following:

Collection Management — Smart Lists arbitrate data access. It handles all data
source interactions and returns a collection of high-level objects that allows the
application to manage.

Predictive Data Fetching — The Smart Lists pre-fetch data in the window region
the user is viewing, and the user scrolling and interaction.

Cache Management — Smart Lists manage the “staleness” of information in the

list by using advanced heuristically and deterministic algorithms.
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5.5.2 — The Presentation Layer

The presentation layer provides familiar views; allows the user to customize the
database fields fully. This allows the user to enhance the viewing capabilities. This may
occur by customizing reports or several other items. Some include data manipulation,
and filtering. The product also allows the third-party add-ons, custom controls, and
custom tabs.

5.5.3 — Customization

ACT! provides powerful features to allow the user to customize the fields. The
field sets of primary entities include “Contact,” “Group,” and “Companies.” Each entity
is fully customizable. These types are metadata-driven, and much of their landscape is

discovered dynamically. ACT! stores them as Field Descriptors.

Entities Fields (field descriptns) Attributes
| Contact | > | Name | || Fiedsize |
| | |  EditDate | | Default value |
| | | Allow Empty |

Figure 53 - Entities, Fields, and Attributes

ACT! can define a property or field with several types. For example, several
types are string, character, numerical, etc. It can also store the file as read-only, specific
types such as uppercase or phone numbers, and the file name is displayed within the

application.
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ACT! has three types of fields “System — not editable fields”, “System — editable
fields”, and “User — defined fields.”

“System — not editable fields” — include fields installed and maintained by the
database. Some examples include Last Meeting or Edit Date fields. You cannot use
Define Fields to modify System — not editable fields. Although, the user cannot edit the
field the user may modify the field position in a layout.

“System- editable fields” — The user may modify the system editable fields they
cannot delete them. Some field examples include Contact, Phone, and Address fields 1-
3. Although the user can edit the fields, ACT! has limiting constraints on how the fields
are modified. The user cannot delete a Contact field, but can prevent an empty or blank
value. Although the user cannot delete a system editable field, the user can remove it
from the layout.

“User — defined fields” — are fields the user can create and define. The system has
a default of ten user-defined fields. Although ACT! only provides ten user-defined
fields, the user may create additional fields if needed.

ACT! allows the user to add special data types. The data type may include a
value the field can accept. It may include text or numbers, pictures, or check boxes.
ACT! also provides a data type called annual events. An annual event data type may
include birthdates, anniversaries, or policy renewals. Each time a field changes value,
ACT! records the history of who changed the field and the previous value of the field.
ACT! also provides several other definitions. The user can define drop-down lists. The
user can define if a field is primary. In addition, ACT! provides several other definitions

such as setting triggers and linking a field between a company and a contact.
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ACT! allows the user to customize the layouts for contacts, companies, and
groups using a simple interface. Each entity can have multiple layouts that display
different sets of fields depending on the requirements. ACT! provides a report designer
tool used to create or customize one of the existing forty standard reports. The user can
add custom fields, which appear as “first class” fields.

ACT! provides several ways of accessing the database. ACT! provides three
levels of security. These are Administrator, Standard, and browse. Administrator
security allows the user to perform all standard functions, add users to the database,
perform maintenance, and modify fields. The Standard security allows the user to see the
records in the database, add, delete, and modify records. It also allows the users to
synchronize with another database or user. Standard security does not allow adding
users, performing maintenance on the database, or modifying the fields. Browse security
allows the user to see the records in the database. Browse security does not allow the

user to modify or delete records.

5.6 — Microsoft CRM Architecture Overview

Microsoft also recognizes that CRM is not so much a technology as it is a
business strategy used to help attract new customers and retain current customers.
Acquiring new customers can cost four-to-five times the cost of retaining and reselling to
existing customers. Microsoft claims that its CRM enables companies to build and
implement business process to help retain existing customers.

Before we look at Microsoft’s architecture, understanding the basic design goals
is important. Microsoft intended to provide low total cost of ownership (TCO). The

product must allow the user easily to manage, customize, and deploy. This design lends
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itself to provide low-cost product customization. Because each business is unique, it is
important that the CRM is customizable. This is especially true in the environment we
are attempting to use the CRM.

Another design goal is to scale up and out to hosted environments. Microsoft
CRM does not sell the CRM as a hosted solution. However, they designed the product
with this deployment model. The hosted application model imposes high demands on an
application. Not only can the solution scale up to hosted environments, it can also scale
down to a single user desktop. With any CRM tool, it is not very effective if it cannot
work as a disconnected model. This is very true for the environment in which we wish to
use the CRM for the Spiritual Care department.

Microsoft, like ACT!, uses a separate but equal application and platform tiers.
Multiple tiers separate the business logic from the application rendering logic from data
management logic. They provide TCO by implementing a metadata-driven architecture.
This architecture allows the customers to extend the underlying database schema easily.
Although, the customer may change the schema, the underlying application code is
unchanged.

5.6.1 — Product Architecture

Microsoft CRM uses a physical four-tier model opposed to ACT!’s three-tier
model. Although, the CRM has four-tiers, thinking of the layers as further divided is
sometimes favorable. At the logic level, it is possible to identify up to six unique tiers.
Some may consider the number of tiers as chatty or cause performance degradation.

However, these are logic tiers; the physical model has greater optimization. The logical
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and physical models have specific functions and supplies information to the immediately
surrounding tiers.

Microsoft CRM has four physical layers the presentation, application, business or
domain logic, and data management. The only different tier from ACT! is the application
tier. The presentation tier has two distinct components, Microsoft Internet Explorer for a
Web-based user experience. The second is Microsoft Outlook used as a Microsoft
Windows operating system-based experience. Both presentation components use the
rendering technology built into Internet Explorer.

Microsoft CRM utilizes two application layers. For the Outlook-based client, a
lightweight application framework used to support the Web-based application logic.
However, it is in a disconnected mode. The browser client uses ASP.NET application
components within the application framework. Only a small amount of business logic
exists within the application tiers. The primary application logic performs rendering and
data validation. The application layer provides a small amount of customized business
logic. To communicate with the underlying platform layers, message passing occurs via
XML.

The service tier or domain logic is responsible for creating domain-specific
objects. A domain-specific object includes but is not limited to contact, lead,
opportunity, account, and business. The service tier should implement the service
specific rules by manipulating and combining the principal domain objects. The service
tier imposes only generic domain constraints. This layer provides the building blocks for
an application. Alone it is nothing more than a collection of related objects. The service

tier contains more than Microsoft CRM business objects. It is also responsible for
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controlling the access to objects and the database. ACT!s’ architecture was lacking this
tier. It performed most of these functions in the data layer. Although, combining the two
tiers is possible, it is not advisable. Microsoft CRM considers this tier as performing all
the “hard plumbing” to complete the application.

Similar to ACT!, the data tier is the lowest level tier and broadly speaking
consists of a database and well-defined data access layer. The data access layer provides
a consistent programming interface for the service developer. The domain tier only has
one direct customer the service data layer.

Identifying six unique layers within the product architecture is possible. These
layers are logical layers, which need to achieve optimal characteristics. This poses a
problem; can the logical architecture be re-factored to meet the physical demands?

Part of the solution may seem unfounded because they push the layers back
together. To achieve this they need to minimize the access paths from layer to layer. The
architecture discussed earlier does not require implementing each logical layer as a
discrete physical layer.

The application layers and the service layers have a natural separation. Not only
is it natural, hosting various components on multiple servers is simple. Each layer
encapsulates the information that provides the service. The application layer contains the
application logic, which includes rendering, custom business logic and data validation.

The service layer holds the service-specific domain knowledge.
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The table identifies the use cases in relationship to the order of importance and the

risk. Traditionally, the customer would rank the importance of the use case or

requirements (Keefer, 2004). However, in this case the designer ranked the order.

Table 1 - Requirement Importance and Risk

Use Case Importance Risk
User Logon 15 Low
Create Contacts 1 Low
Edit Contact 2 Low
Delete Contact 16 Low
Search Contacts 3 Low
Schedule Activity 4 Low
Edit Schedule 10 Low
Remove Scheduled Activity 12 Low
Automatically Suggest Activities | 19 High
Report Contacts 13 Low
Report Activity and time-spent 9 Medium
Report Tasks 17 Low
Create Group 5 Low
Add Contact to Group 6 Low
Remove Contact from group 7 Low
Add Activity Type 11 Medium
Remove Activity Type 18 Medium
Modify Activity Type 20 Medium
Scheduling recurring activities 14 Low
Recording Completed Activity 8 Medium
Add item to drop down list 21 Low
Modify item to drop down list 22 Low
Remove item to drop down list 23 Low
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Chapter 6 — Construction

The construction phase and the elaboration phases are essentially the same.
However, the difference between the two is the stability of the architecture and the
project plan. During the construction phase, the project developer and the customer work
together to develop a release schedule.

6.1 — Refine Model

During the construction phase, some fields needed were not available for the
project. This is neither a surprise nor a concern. It is understandable that a business
CRM may not have the necessary fields for a project of this type. One reason ACT! was
chosen was because a user with administrative rights can customize the Contact and
Group windows. Changing the layout window color or fonts, renaming, adding, deleting,
or modifying fields accomplish this (Corporation, 2002). An administrator can modify
any of the fields. ACT! initially comes with fifteen user fields. The administrator can
establish field attributes in the contact group records. Field attributes specify how the
field is used. The field may only accept text or numbers, a specified number of
characters, and whether the field will generate a history. A field may have specific rules
for entering data into the field. Some examples may include that the field cannot be
empty, and that the data is only selected from a drop-down list and several others. Some
examples of fields that needed modified for this project include gender and faith. The
faith field includes items such as ‘Baptist’, ‘Catholic’, or ‘Presbyterian’. Gender may
appear in some programs, but rarely does a field faith appear in a standard business

CRM. Understanding the faith of the client can help the Chaplain meet his or her needs.
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6.2 — Develop Release Schedules
The Spiritual Care program uses an off the shelf project. This allowed for a
release of basic functionality early. This could have allowed the user to understand the
overall package. The Spiritual Care program covered most of the requirements before the
end user started using the program. As mentioned earlier some additional features were
required. Some basic reports required modification to meet the needs of the Chaplain. In

addition, various fields needed to be added or modified.
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Chapter 7 — Transition
The Transition phase began after the first release. Typically, this takes place early
in the project. This project was no exception. The developer transitions the project or a
portion of the project to the end user.

7.1 — Transition Process

A typical project may have limited functionality. This project was different
because the project used an off the shelf application. Using an off the shelf product
already had many required features already integrated. Some fields were not appropriate
because the use of the software was not for business use. However, a business and
Spiritual care program still have many similar attributes. Each is dealing with a customer
or client.

Although ACT! provided many features required, the Spiritual Care project
required several modifications. Even without the modifications, the user could get an
understanding of how the application would work. The vision statement initially clarified
most of the required features. Several required features that the program did not initially
come with, were integrated early in the process, or added at various iterations in the
process.

It was anticipated during the Transition phase the end user would provide
invaluable information about the project. However, the end user only used the program
minimally. Although they did provide some feedback for program improvements, it was
minimal. Although the end user minimally tested the project, the developer tested and

corrected if it needed all of the required features.
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7.1.1 — Training

The initial training session included documentation, and hands on approach to
using the tool. The documentation included an abbreviated manual to perform all of the
requirements of the project. The abbreviated manual was printed and available as WEB
interface. The web interface allowed the user a simple tool for finding information. The
developer also provided the full set of ACT! documentation. The full set of
documentation could provide additional capabilities the user may want to incorporate or
simply start to use.

The intent for the training was to have several short training sessions. Each
training session would progress through the project requirements. The first training
session was designed to provide basic information to get the user started. This session
gave them the information how to login, basic understanding of the user interface, and
adding contacts. This basic information allowed the user to start entering critical
information into the system.

After the initial training session, the users no longer wanted additional training
sessions. Because of the problem of limited hours in the caring field, they were content
to use the system for contact information and group organizations. The users were
interested in learning more about the project in the future, as time permits.

7.1.2 = Verification of Requirements

The verification process is vital to completing the project. Sometimes this
verification is called an acceptance test. The customer typically writes the acceptance
test cases. Typically, they may write the acceptance test case with the developer. The

customer runs the test case to identify that she is confident that the developer has
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implemented the desired functionality (William, 2004). For this project, the developer
verified all tests. For this project, the developer used the use cases as the acceptance test.
The table below lists the use cases and results. Any results identified in “Actual Results”

identify a different result than expected.

Table 2 - Use Case Results

Use Case Description Expected Results | Actual Results
User Logon Precondition: The e User logged
user has access to in when
the system. both user
e User enters name and
user name password
e Enters correct
password e User did not
e User login log in if
only if both either or
user name both were
and incorrect
password
are correct
Create Contacts Precondition: The o After
user is logged in entering
and has write data the
access new contact
e User enters was saved
name, phone
number,
address and
other
applicable
information.
Edit Contact Precondition: The e After
user is logged in, modifying
and a minimum of field the
one contact is in the new data
system. was
e User updated
modifies
one or more
fields
Delete Contact Precondition: The o After
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user is logged in,
and the contact to
delete exists
e User deletes
contact

deleting
contact, the
contact is
no longer
available

Search Contacts

Precondition: The

System will

user logged in, and find any
enters search match(s) if
criteria. available
e Searches by
name,
address, or
phone
number
Schedule Activity Precondition: The e System
user is logged in. accepts
The contact scheduled
information is activity
available
e Select type
call,
meeting, or
To-Do
e Select day
and time
e Selects
additional
contacts if
necessary
Edit Schedule Precondition: User e System
logged in and has updates the
an activity that new
needs edited. information
e User selects
activity to
edit
e User
modifies
one or more
fields in the
activity
schedule
Remove Scheduled Precondition: The e System
Activity user logged in and removes the
has an activity that scheduled
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needs removed. activity
e User selects System will
an activity not remove
to remove cleared
e System activity
removes
activity
Automatically Suggest
Activities
Report Contacts Precondition: The System
user logged in and displays the
one or more contact
contact(s) exist in information
the database.
e User request
a list of the
current
contacts, the
user can
request to
sort the
contacts by
various
categories.
e System
displays the
information
Report Activity and time- | Precondition: The System
spent user logged in and displays the
activity data activity
included in report for
database. activity and
e User time spent

requests an
activity and
time-spent
report.

e User enters
date or
specified
range of
dates
allowed by
system.

per activity.

Report Tasks

Precondition: The

System
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user logged in and outputs
tasks exist in the tasks for the
database. user or all

e User select users
task report depending
e User on
specifies the requested
type of values.
activity or
defaults to
all
e User set the
date range
or defaults
to all past
dates
Create Group Precondition: User System
logged in. creates a
e User enters new group
a new group with the
specified
group
name.
Add Contact to Group Precondition: User System
logged in. adds
e User selects contact(s)
the to the group
contact(s) to
enter in the
group.
e User accepts
contacts to
add to
group.
Remove Contact from Precondition: User System
Group logged in, group contains the
exists, and group modified
contains one or group
more contacts. information

e The user
selects the
contact(s) to
remove
from the
group.

e The user
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chooses to
accept to
remove the
contacts
from the
group.

Add Activity Type Precondition: User e System has
logged in, the new
scheduling an activity
activity. (Regarding)

e User selects type
to edit the available.
activity list.

e User types
the new
activity
type.

e User accepts
to save the
new activity
type.

Remove Activity Type Precondition: User e System
logged in, deletes the
scheduling an activity
activity. type from

e User selects the list.
edit list.

e User selects
activity to
remove.

e User selects
delete.

Modify Activity Type Precondition: User e System
logged in, modifies
scheduling an the activity
activity. type

o User selects
edit activity
list

e User selects
activity to
modify

e User selects
modify

e User




CRM and Spiritual Care

90
modifies
activity
e User accepts
changes
Scheduling recurring Precondition: User System
activities logged in, records
scheduling an activity as
activity. recurring
e User enters
meeting
information.
e User selects
frequency
e User selects
or enters
repeat data.
Recording Completed Precondition: User System
Activity logged in, has an records the

activity to clear.

e User selects
activity to
clear

e User selects
item was
completed
or not
completed

e User can
enter history
data

e User can
enter
recurring
settings

activity as
assigned by
the user.

Add item to drop down
list

Precondition: User
logged in, is in the
contact window.

e User selects
edit list...
from drop
down list

e User clicks
edit list
button to
add new
item

System
adds new
item to the
list for
future use.
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e User enters
new item
and
description.

e User clicks
OK to
accept new
item.

Modify item to drop down | Precondition: User e System
list logged in, is in the modifies
contact window. item in the
o User selects list
edit list...
from drop
down list
e User clicks
edit list
button to
modify item
e User
modifies
item and
description.
e User clicks
OK to
accept
modified
item.

Remove item to drop Precondition: User e System
down list logged in, is in the removes
contact window. item from
o User selects the list.
edit list...
from drop
down list
e User clicks
edit list
button to
remove item
e User selects
item to
delete and
selects
delete.
e User clicks
OK to delete
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item. | |
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Chapter 8 — Project History

As previously mentioned this project started by some conversations with many
chaplains and pastors who work at long-term care senior residences. One chaplain
mentioned that she needed a tool to keep track of the contacts she was making within and
outside the facility. She continued to describe the issues, and we decided that developing
or customizing a tool was feasible.

The project was implemented incorporating agile methods with Agile Unified
Process (AUP). This project used four phases Inception, Elaboration, Construction, and
Transition. One of the goals of using an agile methodology is flexibility. AUP is a
simplified version of Rational Unified Process (RUP) it is also a good compromise from
Extreme Programming (XP). Managing this project required flexibility AUP allowed for
this. Several instances the developer took the initiative to write the customer
requirements. This was necessary because of time constraints from the customer.

The significant milestones in the project were based on the four AUP phases. The
milestones included the inception, elaboration, construction, and transition phases.
Although all phases were met, they were not done on the typical timeline as suggested by
the AUP process.

In a typical CRM, the critical success factors attribute improvement in sales and
profitability. However, these are based on traditional quantitative metrics; these metrics
are influenced by many other independent variables that require long-term goals. There

are also several other examples of traditional quantitative metrics. They may include
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reduction of costs through customer self-service solutions. The reduction in customer
churn, improved focus on high value customers, and several others (Reynolds, 2002).

This CRM and several others do not necessarily fit the traditional cost analysis
benefits. However, it does focus on retaining customers and understanding their needs.
It also provides the ability to understand the Spiritual Care department time allocation.
However, because the project was minimal utilized understanding all of the benefits of
the system is impossible. Most of what we understand of the project comes through the
acceptance test.

Throughout the project, we have used a modified version of the Agile Unified
Process. The project went through four phases Inception, Elaboration, Construction, and
Transition. We modified this process because it is flexible by nature. It was also
necessary because of the scope of the project and the customers’ interaction. However,
the project incorporated all phases. Each phase had a specific goal to ensure the project
competition. Throughout the project, we investigated several CRM applications and
strategies. Each application had advantages and disadvantages. Because of cost,

simplicity for the user, and meeting all requirements, ACT! was chosen as the solution.
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Chapter 9 — Lessons Learned and Next Evolution of the Project

As with any project, the developer may choose any number of methodologies to
achieve the same goal. This project may have progressed at a faster rate, by having a
better understanding of the customer’s needs. This breaks one of the premises for
defining a CRM. To have a relationship with the customer you must understand them.
Understanding what the customer wants and values are imperative (Nykamp, 2001). This
is not only true with CRM, but with project development and the Agile Unified Process.

Understanding the design, developing, and maintaining the correct information
for the Spiritual Care department or any organization is important. An information
system will influence and manage an organization’s business process. However, if such
an information system is to take place the business practices will most likely need to
change. This will require the customer to embrace change. It is also important for user
involvement in the design phase. Ultimately, it is the customer who determines if the
application is a success or a failure (Lally, 2004). Agile also suggests the importance of
user involvement. Throughout this project, it was a high priority to involve the user.
However, the developer can only use the information the user provides.

Cannon (Cannon, J.A., 1994) defined an IS project failure as “Failure is usually in
terms of projects that are late or over budget, an inability to fully realize the expected
benefits or gain the acceptance and enthusiastic support of users and management.”
Cannon describes failure as a number of events that occur within a project that does not
allow the project to conform to the specifications and obtains the projects objective

(Lally, 2004). According to this definition, the project was successful. However, the
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user is only using a minimal set of the features. According to Lally “A project is
accomplished by having a vision and creating a mission. The mission is achieved by
creating a number of strategic goals that will contribute to the success of the project. A
project is confined within a start and end date” (Lally, 2004).

The project met all of the requirements. At this time, they require no future
developments. Currently, the Spiritual care department uses the system minimally and
only uses a small percentage of the features. However, if they require additional training

or additional requirements I will assist them.
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Appendix A

Abbreviated User Manual
The abbreviated User Manual describes how to use the product for all of the use
cases for the Senior Care Residences project. The product has additional capabilities and
it is the users’ responsibility to refer to ACT! Users Guide. These instructions may not
discuss the same detail as provided in the Users Guide.
User Login

To login into the database enter your user name and password, then press the OK button.

Login to Contacts.DBF b—(|

Enter your uger name for thiz databaze;

|Ear_l,l James

Enter your pazzword for thiz database:

| Bemember pazzword

k. | Canicel

Interface
After opening ACT!, the Contact window displays information about one contact.
The Contact window is divided into multiple sections it has a View bar, toolbar, and tabs,

see below for details.



CRM and Spiritual Care
100

EEXx

| ] E_qlt Contact Lookup ‘Write Sales &epurts Tools. inine_. Miew Window ﬂerp = |!5’]_)(J
W4 2456 » M BL @R @90 @ 8?2
s | Contact Info e f :
Company [Fathiul Church :_l Address Faithiul Foad |' Assistant | |
oy Contact [Frank Faith ] [ ] Asst. Title | | <+—
v, Salutation Frark. | \ | Asst Phone | | Ext | i
7 Title [Sr. Pastor ] City Denver ] User1 | |
Department | | State CO Zip 80012 User 2 | |
J@ Phone [303-777-3333 | Ext. | ] Country Lnited States ] User3 | ]
Fa Referred By | ] Userd | |
. Mobile | | Ticker| | Web Site pwwy faithchurch.com User 5 | |
%’ Alt Phone | e | | E-imail FiankFaln@FLC con User 6 | |
L ID/Status Last Resuits | |
< - |
@ Filter ¥ Types toshow - Priorities to-show - Dates to shows ==
5 ¥ Calls v High &)l dat ~|  Select Users...
o B pechote. | | B2 Mok !— S:r::t_nr'ﬁy timeless = 4|
T ¥ Todos M Low I Show cleared activiies
N | UV Twe | Dae. | Twme. | Piey | Regadng Deisls | Duston
i | & L3007 11:00 4K (] Caonlirm appointment 10 rmutes
4_
i
1V
=
: [F ] HotesiHistory__ Activiies [SalesiOpportunities ] Groups | Library | Contaci Info ] Personal |_AR Cortacts] 4 | | T
A Contact Lapout 1024x768 | <Hie Groupy | )
5
6
Feature Function
1 — Toolbar Includes tools to access features, such as reports and
ViEWS.
2 — View bar Contains buttons to change views, such as viewing
calendars or list of contacts.
3 — Top portion of window Includes contact information.
4 — Bottom portion of Displays information related to the tab selected.

window
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5 — Tabs Allow you to view notes, or activities, and to perform
related tasks.
6 — Contact Layout button Changes how the window looks and the fields it contains

Create Contacts

Enter contact information by using the Contact window or the Contact List.
Moving to another record or performing another action saves the new contact information
automatically.

A contact made “private” will not allow anyone, including the Database

Administrator to view the contact information.

Contact entry with Contact window
Enter contacts in the Contact window, to increase speed duplicate information

from one record to another.

e Click New Contact tool from the toolbar. A blank contact record should
appear.

e Enter the information a field and press TAB to move to another field.
Note — Ensure that ACT! identifies the contact’s first and last name and any
title information.

e (Optional) Click in the Contact field, next click the Browse (...) button to
edit contact name details.

e (Optional) Click in the Phone or Fax fields, next click the Browse (...)

button to format the telephone numbers.
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Note — Clicking a field with an arrow button, identifies a field with a drop-
down list. Either click on the arrow and select an item from the list,
or type one or two letters to allow the program to auto fill from the
list. ACT! automatically adds text to the drop-down list by entering

text in the Title, Department, City, or Country fields.

Duplicate contact information
e Select the contact for information to copy.

e Select the Contact menu and click Duplicate Contact, either click
Duplicate data from primary fields or Duplicate data from all fields.
Click OK.
Entering contacts in the Contact List
After entering contacts and contact information, ACT! creates a Contact List.
From the Contact List, it is possible to enter or change contact information, and add or
sort contacts.

Add contact to Contact List
e From the View bar, click Contact List.

e Once the Contact List appears, select Edit Mode from the drop-down list,

above the first column in the Contact List
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'L ACT! - [Contacls - Contact List]

%Eﬂe Edit Contact Lookup ‘Write Reports Tools COnline Yiew Window Help

ol 0 BH BEBSET (600 @ E 8?2
s Edit Mode - ar | | Lookup Selected Omit Sefected |
Contact Fhone Ext. Tile Address 1 Address 2 City State Zip 1D/5tatus
5 Simon 34 Faithful Road
[Erin Fran 123+ 1550 Steat Detroit bl 48201
Ellie k. 231-212-34569 1550 Street Detrait Ml 432m
Kim Sornebody 2311234567 1550 Street Diegtrait L] 48201
Bill Anderson 231-832-4859 Resident 1234 Senior Street Detroit Ml 432 Resident
Tom Baker 231-3337F77 Resident 1234 Senior Street Detroit Ml 45201 Resident
wane Patient 2318324859 Resident 1234 Senior Street Detroit Ml 43201 Resident
Sandy Smpth 231-932-4857 Resident 1234 Senior Street Detrait ] 48201 Resident
5.am Somber 231-832-4859 Chaplain 1234 Senior Sreet Detroit bl 43201 Director
<

<o Groups

e From the toolbar, click the New Contact tool. A blank line appears.

e Enter data in the fields and press TAB to move between fields.

Edit Contacts

To edit a single record follow the steps below:

e From the Contact window or Contact List, find the contact that you wish to
edit. To find a contact use a Lookup command to find the contact. To edit a
contact in the Contact List, it must be in Edit mode.

e Move to the field that you need to update.

e Select the data that you want to replace and type new data, or delete the

existing data.

To edit a multiple contact records follow the steps below:
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e From the Contact window do a lookup to find the contact records you want
to edit.
e From the Edit menu, click Replace. The replace window appears with
empty fields. To modify the information
e Enter the new information.
e Click the Apply tool.
e C(Click Yes to confirm edit selection.
Delete Contact
To delete a single record follow the steps below:
e Use the Lookup command to find the contact records to delete.
e From the Contact menu, click Delete Contact.
e  When the warning dialog appears, click Delete Lookup to delete the
current lookup of contacts.
e When a second warning dialog appears, click Yes to delete contact.
Search Contacts
Use either the Contact window or the Contact List using lookups, keywords, and
queries, or by using criteria that you specify. In addition, use the Look for feature to find
a contact in the Contact List.
Follow the steps below to find a contact using the Look for feature:
e On the Contact List, click the column heading that you want to search. For
example, click on City field.

e Although no field appears, start typing the contact information you want to find.
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Once you start typing, the Look field appears above the column heading, and
the closest match is located. The Look field will close once you select a
contact or click anywhere on the screen.

To search for specific contacts use lookup to find contact(s). A lookup is a
selection of contact records on specified criteria. Some examples for looking up contacts
include but are not limited to looking up contacts that attend the same church. Another
example is contacts or residents at the facility.

It is also possible to find contacts using a single search criterion. Follow the steps

below to find contacts using a single search criterion:

e From the Lookup menu, click on one of the Lookup commands. A Lookup
dialog will appear unless the user selects My Reocrd, All Contacts, Keyword
Search, Previous, By Example, Internet Directory, or Synchronized Records.

e From the Search For input, type a word to search for or select a word from the
list, then click OK.

Add Item to Drop Down List

You can add item to the drop down list from the contact window. To add
additional item(s) to the drop down list follow these steps:

e From the contact window click on the drop down field that you wish to add an
additional item.

e Select Edit list ...

e Click the Add... button

e Enter the new item in the item box. Optional enter a description in the description

box.
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e C(Click the OK button.
Modify Item in Drop down List
You can modify item in the drop down list from the contact window. To modify
item(s) in the drop down list follow these steps:
e  From the contact window click on the drop down field that you wish to modify
item(s).
e Select Edit list ...
e (lick on the item you wish to modify
e Click the Modify... button
e Modify the existing item in the item box. Optional modify the description in the
description box.
e C(lick the OK button.
Remove Item in Drop down List
You can remove item(s) from the drop down list from the contact window. To
remove item(s) in the drop down list follow these steps:
e From the contact window, click on the drop down field for that item you wish to
remove.
e Select Edit list ...
e Click on the item you wish to remove
e C(Click the Delete button
e  When prompted to delete the item select the “Yes” button.

Create Group
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You can create a group and subgroups. To create additional groups or subgroups
duplicate an existing group. Follow the steps to create a new group:
e From the View bar, click Groups.
e From the toolbar, click the New Group tool. A blank group record appears.
e In the Group Name field, enter a name for the new group. Enter the necessary
information and press the TAB key to move between fields.
Add Contact to Group
Once a group or subgroup is created, you can add contacts to the group or
subgroup. A contact may belong to more than one group. Follow the steps below to add
a contact to a group:
e From the Groups window, click on the Add/Remove tool.
e From the Add/Remove Contacts dialog box, select the name of the contact to
add to the group.
e C(lick on the Add button. Repeat this step to add additional contacts to the
group.
Note - You can also select multiple contacts at one time, by holding the SHIFT
key as you select each contact. To select non-adjacent names hold the CTRL
key as you select each name.
e C(Click on the OK button, when finished.
Remove Contact from Group
A contact may need removed from a group, this work much the same way as
adding a contact to a group. Follow the steps below to remove a contact from a group:

e From the Groups window, click on the Add/Remove tool.
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e From the Add/Remove Contacts dialog box, select the name of the contact to
remove from the group.

e Click on the Remove button. Repeat this step to add additional contacts to
the group.

Note - You can also select multiple contacts at one time, by holding the SHIFT

key as you select each contact. To select non-adjacent names hold the CTRL

key as you select each name.

e Click on the OK button, when finished.

Schedule Activity
All scheduled activity must include a contact. It is possible to schedule a
telephone call with a contact by entering the time and date that the call is scheduled for.
The details of the call may also be included.
To schedule an activity from the contact record follow the steps below:
e From the Contact window, click the Schedule Call, Meeting, or To-do tool
on the toolbar.
e On the General tab of the Schedule Activity dialog box, enter the appropriate

information.
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Schedule Activity X
General l Details] Recuring Settings] Advanced Elptiu:uns]
Activity ype: Date: Time: Dwration;
| Meeting v 34007 ] 1t0oeM > |30minutes v
with:
|Baker, Tom [Senior Care Residences] j Contactz W
Begarding: Eriority:
[Visitation =l |Low =
Azsociate with group: Activity Calor:
[ ~ I -
[ Ring alarm
[ Show full day bariner

Scheduled far: Scheduled b
|J.:..j_|,| Jamesz ﬂ |J.:..j_|,| Jamesz ﬂ

Schedule ForsBy | | ak. | Cancel |

o Select or type the time. In the Time list, select Timeless to schedule
an activity that occurs on a specified day, but does not include a
specified time.

o Specify whom the activity is scheduled, the current contact is the
default. To schedule a personal activity click My Record in the
Contact list.

o Select or type a description in the Regarding field. If the selection is
not available and you would like to use this in the future select Edit
list... to add a new item to the list.

o Select the Ring Alarm check box to add a reminder for the activity.

o To schedule this activity for another user, click Schedule For/By

button.
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e C(Click the OK button

When you schedule an activity with a contact or group, you can attach the activity
to an e-mail message to notify them.

You can schedule a meeting from the Daily calendar. Specify the starting time
and duration, and then select the people with whom you will meet. By using calendar
preferences to notify you of any scheduling conflicts.

To schedule an activity from a Daily or Weekly calendar follow the steps below:

e From the View bar, click Daily or Weekly calendar.

A small monthly calendar and a calendar with time slots appear. The Daily
calendar displays today’s date, and the Weekly calendar displays this week’s
dates.

e Click the date you want to schedule the activity on the small monthly

calendar.

e On the calendar, double-click the time you want to schedule the activity.

e On the General tab of the Schedule Activity dialog box, enter the appropriate

information.
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Schedule Activity X
General l Details] Recuring Settings] Advanced Elptiu:uns]
Activity ype: Date: Time: Dwration;
| Meeting v 34007 ] 1t0oeM > |30minutes v
with:
|Baker, Tom [Senior Care Residences] j Contactz W
Begarding: Eriority:
[Visitation =l |Low =
Azsociate with group: Activity Calor:
[ ~ I -
[ Ring alarm
[ Show full day bariner

Scheduled far: Scheduled b
|J.:..j_|,| Jamesz ﬂ |J.:..j_|,| Jamesz ﬂ

Schedule ForsBy | | ak. | Cancel |

Select or type the time. In the Time list, select Timeless to schedule

O

an activity that occurs on a specified day, but does not include a
specified time.

o Specify whom the activity is scheduled, the current contact is the
default. To schedule a personal activity click My Record in the
Contact list.

o Select or type a description in the Regarding field. If the selection is
not available and you would like to use this in the future select Edit
list... to add a new item to the list.

o Select the Ring Alarm check box to add a reminder for the activity.

o To schedule this activity for another user, click Schedule For/By

button.
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e (Click the OK button

Add Activity Type (Regarding Field)

ACT! only has three types of activity calls, meetings, and to-do items. To utilize
additional activities, use the regarding field from the schedule activity dialog box. See
below for adding a new regarding item.

e Select or type a description in the Regarding field. If the selection is not

available and you would like to use this in the future select Edit list... to add
a new item to the list.

e C(Click on the Add button

e Enter the new regarding item, in the item field. Optionally, enter a

description.

e C(Click on the OK button.

e (lick on the OK button to close the edit list dialog box.

Remove Activity Type (Regarding Field)

It is only possible to remove an existing activity type or regarding field from the
schedule activity dialog box.

e To remove a regarding item select Edit list...

Select the item to remove

Click on the Delete... button.

When prompted select the Yes button.

Click on the OK button to close the edit list dialog box.

Modify Activity Type (Regarding Field)
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It is only possible to modify an existing activity type or regarding field from the
schedule activity dialog box.

e Toremove a regarding item select Edit list...

Select the item to remove

Click on the Modify... button.

Modify the item field and or the description field.

Click on the OK button.

e Click on the OK button to close the edit list dialog box.
Scheduling Recurring Activities
Some activities reoccur on a regular basis. Instead of entering, them in each time
only enter the activity in once and specify it as recurring. To create recurring activities
follow the following steps:
e From the Schedule Activity dialog box (see Schedule Activity for more
information), click the Recurring Setting tab.
e Select the Frequency, the default is Once.
The information in the Activity Occurs box changes depending on the frequency
selected.
e Provide the field information as necessary, and then click on the OK button.
Edit Schedule
A schedule activity may need modified. It is possible to modify the schedule by
either viewing the task list or editing the activity within one of the three calendars (Daily,
Weekly, or Monthly).

To edit a schedule from calendar follow the steps below:
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e From the View bar, click Daily, Weekly, or Monthly calendar.
e Double click on the activity to edit.
e Change one or more of the fields, and then click the OK button.

To edit a schedule from the task list follow the steps below:
o From the View bar, click Task list.

e The default tasks list from today’s date to the future. If this is not acceptable,
change the dates by selecting another date range or entering a new range.
e Change one or more of the fields on the selected activity.
Remove Scheduled Activity
A schedule activity may need removed. It is possible to remove a scheduled
activity from one of the three calendars (Daily, Weekly, or Monthly).
To remove scheduled activities from calendar follow the steps below:
e From the View bar, click Daily, Weekly, or Monthly calendar.
e Right-click on the activity you wish to remove, and then select Erase Activity
from the menu.
Record Completed Activity
Once you have completed an activity from your schedule record the outcome of
the activity. ACT! will automatically create a history for it. This allows you to view the
details of any activity later. Follow the steps below to clear an activity:
e View the activity that needs cleared either from the Activity tab of the Contact or
Group window, the Task List, or from a calendar, that displays the activity.
e Select the activity you want to clear by clicking in the check mark column next to
the activity.

e Enter the activity details and result of the activity
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e (Optional) Schedule a follow-up activity:
o Click on the Follow-Up Activity... button.
o Enter information in the in the General tab of the Schedule Activity
dialog box.
o Click the OK button.
e Click on the OK button to close the Clear Activity dialog box.
Note — Clearing an activity does not delete the information about the activity. It
marks it as completed and changes the display on the calendars and in the Task list.
Report Contacts
A contact report may include the current contact record, all contacts, the current
group record, all groups, the current lookup, and the current group lookup. For example,
you could run report to list the directory of all contacts.
e Select a contact or group record, or perform a lookup to find the records that you
want to include in the report.
e From the Reports menu, click the report that you want to run. Otherwise, click
Other Report if the report is not listed.
e From the General tab of the Run Report dialog box, specify the contacts or groups

to include in the report.
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Run Report f$_(|

General l.-i'-.-:tivities.-"N-:utes.-"Histu:-ries] Sales.-"lzlppurtunities]
Create repaort for Send output to

" Current contac | -
et Printer j

Include data for contacts managed by

o Al uzers

" Selected user

[ Ezclude My Record'

ok | Cancel

e Check Exclude “My Record” if you do not want information from yourself in the
report.
e In the Send output to list, select the desired output.
o Printer — Send the report to the default printer.
o Preview — Displays a preview of the report on-screen.
o Fax — Sends the report to fax using selected fax software.
o E-Mail — Sends the report as an attachment to an e-mail message.
o File ACT! Report — Saves the report as an ACT! reports (.RPT) file.
o File Editable Text — Saves the report in a .RPT, .RTF, or .TXT format
e In the Include data for contacts managed by box, select one of the following:
o All Users — Includes contact records managed by all users.
o Select Users — Includes contact records managed by other users of the

database.
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Report Activity and Time Spent
A report task may include the current contact record, all contacts, the current
group record, all groups, the current lookup, and the current group lookup.
e From the Reports menu, select Activities/Time Spent.
e From the General tab of the Run Report dialog box, specify the contacts or groups
to include in the report.
e (Optional) Select Activites/Notes/Hisoties tab and specify the data to include in
the report.
o Select a date range for Notes/History and for Activities, or click Custom to
specify a custom date range.
o Specify whether to run the report for all users or selected users.

o Click on the Activities check box to include or eliminate

= (Calls
= Meetings
= To-Do’s

= Include cleared

The reports defaults to all items selected.
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Run Report

General  Activities/Motes/Hiztories S ales/Opportunities

Matez/Histomy Activities Include data from
[ [v ;alla i+ Al users
d v Meetings

- (" Selected uzers:
[+ v To-do's -
v W [nclude cleared

[rate range:;

| J | FPast dates j
Cuztomn... |

0k, | Cancel

o Click on the OK button.
Report Tasks
A report task may include the current contact record, all contacts, the current
group record, all groups, the current lookup, and the current group lookup.
e From the Reports menu, select Task List.
e From the General tab of the Run Report dialog box, specify the contacts or groups
to include in the report.
e (Optional) Select Activites/Notes/Hisoties tab and specify the data to include in
the report.
o Select a date range for Notes/History and for Activities, or click Custom to
specify a custom date range.
o Specify whether to run the report for all users or selected users.

o Click on the Activities check box to include or eliminate



= (Calls
= Meetings
= To-Do’s

= Include cleared

CRM and Spiritual Care

The reports defaults to all items selected.
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General  Activities/Motes/Hiztories I S ales/Opportunities

— Motez/History —Activities
F Notes & i
¥ Hiztory ¥ Meetings
¥ Attachments ¥ Todo's
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