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ii   Copyright
Copyright  2004 FrontRange Solutions USA Inc.  All Rights Reserved.

This software includes software developed by the Apache Software Foundation (http://
www.apache.org/).

The Sentry Spelling-Checker Engine Copyright © 1999 Wintertree Software Inc.

USE OF THIS SOFTWARE AND ITS RELATED USER DOCUMENTATION IS SUBJECT 
TO THE TERMS AND CONDITIONS OF THE APPLICABLE END-USER LICENSE 
AGREEMENT (EULA), A COPY OF WHICH IS FOUND IN THE USER 
DOCUMENTATION.  YOU MUST AGREE TO THE TERMS AND CONDITIONS OF THE 
EULA IN ORDER TO USE THIS SOFTWARE.  IF YOU DO NOT AGREE TO THE 
TERMS AND CONDITIONS OF THE EULA, PROMPTLY RETURN THE UNUSED 
SOFTWARE IN ITS UNOPENED CD PACKAGE TO THE PLACE FROM WHICH YOU 
OBTAINED IT FOR A REFUND. 

WARNING: The software described in this manual and its related user documentation are 
protected by copyright law.  In no event, shall any part of the related user documentation 
be copied, reproduced, distributed, transmitted, stored in a retrieval system, or translated 
into any language, without the express written permission of FrontRange Solutions USA 
Inc. 

Contact FrontRange Solutions USA Inc. at our Web site:  www.frontrange.com
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End-User License Agreement (EULA) v
FrontRange Solutions Software Product: GoldMine®

(Rev. Sept. 2004)

END-USER LICENSE AGREEMENT (“EULA”)

IMPORTANT – READ CAREFULLY

THIS EULA IS A LEGAL AGREEMENT BETWEEN YOU (“YOU” OR “LICENSEE”) AND FRONTRANGE 
SOLUTIONS USA INC., A COLORADO CORPORATION (“FRONTRANGE SOLUTIONS”), FOR THE 
SOFTWARE PRODUCT IDENTIFIED ABOVE WHICH INCLUDES COMPUTER SOFTWARE AND 
ASSOCIATED MEDIA AND DOCUMENTATION (COLLECTIVELY “LICENSED SOFTWARE”).  BY OPENING 
THE SOFTWARE PACKAGING, COMPLETING THE SERIALIZATION PROCESS, OR DOWNLOADING, 
INSTALLING, ACCESSING OR UTILIZING THE LICENSED SOFTWARE OR CLICKING THE “I ACCEPT” 
BUTTON, YOU AGREE TO BE BOUND BY THE TERMS OF THIS EULA.  IF YOU DO NOT AGREE WITH THE 
TERMS OF THIS EULA, PROMPTLY RETURN THE UNUSED LICENSED SOFTWARE TO THE PLACE FROM 
WHICH YOU OBTAINED IT FOR A REFUND.

1. Protection/Ownership.  The Licensed Software may include software owned by third parties (collectively 
"Third-Party Owners").  The Third-Party Owners are third-party beneficiaries of this EULA and You agree to 
be bound to them under all the terms and conditions of this EULA, unless and to the extent that a separate 
license agreement for such software governs.  The Licensed Software is protected by copyright and other 
intellectual property laws.  FrontRange Solutions or a Third Party Owner retain ownership of the Licensed 
Software and the copies of the Licensed Software provided herewith.  The Licensed Software is licensed to 
Licensee for use subject to the terms set forth in this EULA.

2. Grant of License.  FrontRange Solutions hereby grants to Licensee and Licensee fully accepts, upon 
delivery, a nonexclusive, nontransferable and perpetual (unless earlier terminated as provided below) right 
to use only the executable version (no source code) of the Licensed Software for its own internal business 
purposes.  Installation of the Licensed Software may entail completion of a serialization procedure in which 
You will be required to enter a serialization code(s) provided to You as a part of the Licensed Software.  You 
agree not to disclose the serialization code(s) provided to You to any third party other than an authorized 
FrontRange Solutions reseller (“Reseller”).  The serialization code indicates to the loaded Licensed 
Software the number of authorized concurrent users covered by the license.

3. Scope of License.  You are allowed only the number of concurrent users of the Licensed Software as 
shown in the corresponding purchase order or other order confirmation form.  The number of authorized 
concurrent users covered by the license will be visually displayed to You during the serialization procedure.  
A remote user accessing the Licensed Software (via a web-enabled product) is considered to be utilizing 
one concurrent user license.  Nothing in this paragraph shall limit Licensee from allowing its employees, 
agents or representatives or the employees, agents or representatives of Licensee’s parent, subsidiaries or 
affiliates, if any, from accessing or using the Licensed Software for Licensee’s own internal business 
purposes; provided, however that the total number of concurrent users does not exceed the number of 
authorized concurrent users covered by the license.

4. Registration/Audit.  The installation process may require you to register the Licensed Software with user 
information and the Licensed Software may contain an automated audit tool whereby FrontRange 
Solutions will receive notification of Your licensed limits and user information.  Any personal information 
collected (1) will be used solely for registration and license limit auditing purposes for the Licensed 
Software and to provide You with important information about the Licensed Software, (2) will be stored in 
computer servers with limited access that are located in controlled facilities and/or under SSL protocol, (3) 
may be stored and processed in the United States or any other country in which FrontRange or its affiliates, 
subsidiaries or agents maintain facilities and by using this Licensed Software, you consent to any such 
transfer of information outside of your country, (4) may be stored indefinitely, (5) will not be shared with any 
government agency, private organization, or the public, except with your consent or as required by law.
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5. Additional users.  If You wish to expand the number of authorized concurrent users covered by the license 
You may be able to purchase the additional licenses from FrontRange Solutions or a Reseller.  Such added 
licenses will be affected by the provision of additional serialization code(s) by FrontRange Solutions. 

6. Transfer.  To the maximum extent permitted by applicable law, Licensee may not resell or otherwise 
transfer for value the Licensed Software.  Notwithstanding the foregoing, Licensee may assign all of its 
licensed rights and duties under this EULA to a third-party that: (a) directly or indirectly controls Licensee; 
(b) is controlled by or under common control with Licensee; or (c) purchases all or substantially all of 
Licensee’s assets; provided, however, that (i) Licensee gives written notice to FrontRange Solutions of the 
transfer or assignment; (ii) the permitted third-party assignee agrees to be bound by all the terms herein 
and completes and returns a registration card or other requested transfer documentation to FrontRange 
Solutions; and (iii) in no circumstance shall any transfer or assignment, unless specifically agreed upon in 
writing, (y) release Licensee from any prior outstanding obligation under this EULA, or (z) allow Licensee or 
Licensee’s transferee or assignee, collectively, to utilize more licenses than the number of licenses 
authorized under this EULA.  If You transfer the Licensed Software, You must simultaneously transfer 
possession of all associated media and documentation, and remove all Licensed Software from Your 
computers.

7. Restrictions.  You agree not to copy the Licensed Software except for backup and disaster recovery 
purposes, or as described in the documentation comprising the Licensed Software.  If You make backup 
copies of the Licensed Software, the original copy of the Licensed Software and all backup copies that You 
make may not leave your control and are owned by FrontRange Solutions or a Third Party Owner.  You 
agree that this is a license only and that no title passes to You.  You agree not to challenge FrontRange 
Solutions’ rights in or otherwise attempt to assert any rights in the Licensed Software, except those 
provided under this EULA.  You agree not to disclose, modify, decompile, translate, disassemble or reverse 
engineer the Licensed Software.  You agree not to distribute, rent or lease the Licensed Software.  You 
agree not to use the Licensed Software as a commercial hoster or application service provider.  You agree 
to use the Licensed Software only as expressly permitted under this EULA and in accordance with the 
accompanying documentation and any other written instruction provided.  You acknowledge that the 
Licensed Software contains information deemed confidential or otherwise proprietary to FrontRange 
Solutions or a Third Party Owner, and You agree to handle the Licensed Software with at least the same 
degree of care employed with respect to Your own confidential or proprietary information.

8. Links to Third-Party Sites.  You may link to third-party sites through the use of the Licensed Software.  
FrontRange Solutions is providing such links to you as a convenience only.  FrontRange Solutions does not 
generate or control the content of the third-party sites and is not responsible for and does not endorse the 
policies, practices or contents of any third-party sites.

9. Warranty/Remedy/Limitation of Liability.  TO THE MAXIMUM EXTENT PERMITTED BY APPLICABLE 
LAW, THE WARRANTY AND REMEDY SET FORTH BELOW ARE EXCLUSIVE AND IN LIEU OF ALL 
OTHER WARRANTIES AND REMEDIES, ORAL OR WRITTEN, EXPRESSED OR IMPLIED.  Except as 
provided for in this EULA, no FrontRange Solutions reseller, dealer, agent or employee is authorized to 
modify or add to the following warranties and remedies. 

 FrontRange Solutions warrants that for a period of ninety (90) days following delivery of the Licensed 
Software (i) the media on which the Licensed Software is furnished shall be free from defects in materials 
and workmanship under normal use; and (ii) the Licensed Software will perform substantially in accordance 
with FrontRange Solutions’ user documentation accompanying the Licensed Software.  FrontRange 
Solutions does not warrant that the Licensed Software will meet Your requirements or that the operation of 
the Licensed Software will be uninterrupted or error free or that all defects will be corrected.  This Limited 
Warranty is void if failure of the Licensed Software has resulted from accident, abuse, modification, or 
misapplication of the Licensed Software.
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If You believe there is a defect in the Licensed Software such that it does not meet the Limited Warranty 
provided above, You must notify FrontRange Solutions in writing within the 90-day warranty period.  
FrontRange Solutions’ entire liability and Your exclusive remedy with regard to the Limited Warranty, shall 
be, at FrontRange Solutions’ sole discretion, either repair or replacement of the Licensed Software or a 
refund of the amount paid by You for the Licensed Software (provided in that case that You also return the 
Licensed Software).  Any repaired or replacement Licensed Software shall be warranted for the remainder 
of the original warranty period.  

To the maximum extent permitted by applicable law, except as provided above, FRONTRANGE 
SOLUTIONS MAKES NO WARRANTY OR REPRESENTATION, EITHER EXPRESSED OR IMPLIED 
WITH RESPECT TO THE LICENSED SOFTWARE, ITS QUALITY, PERFORMANCE, NON-
INFRINGEMENT, MERCHANTABILITY, OR FITNESS FOR A PARTICULAR PURPOSE.  

UNLESS BOTH EXPRESSLY REPRESENTED AND AGREED IN WRITING, THE LICENSED 
SOFTWARE IS NOT DESIGNED, OR INTENDED FOR USE IN ANY MEDICAL, LIFE SAVING OR LIFE 
SUSTAINING SYSTEMS, TRANSPORTATION SYSTEMS, NUCLEAR SYSTEMS, OR FOR ANY OTHER 
MISSION CRITICAL APPLICATION IN WHICH THE FAILURE OF THE LICENSED SOFTWARE COULD 
CREATE A SITUATION WHERE SUBSTANTIAL PROPERTY DAMAGE OR PERSONAL INJURY OR 
DEATH MAY OCCUR.  FRONTRANGE SOLUTIONS AND ANY THIRD-PARTY OWNERS RECOMMEND 
AGAINST, AND DISCLAIM ANY LIABILITY FOR, USE OF THE LICENSED SOFTWARE IN ANY SUCH 
APPLICATION. 

You understand and acknowledge that FrontRange Solutions will not be liable for network-related problems 
attributable to the operation of the Licensed Software and that network configuration changes may affect 
the system's performance.  

To the maximum extent permitted by applicable law, and except for liability arising under paragraph 10 
below, FrontRange Solutions’ entire liability under this EULA shall be limited to the amount paid by You for 
the Licensed Software.

IN NO EVENT WILL FRONTRANGE SOLUTIONS BE LIABLE FOR INDIRECT, SPECIAL, INCIDENTAL 
OR CONSEQUENTIAL DAMAGES ARISING OUT OF THE USE OR INABILITY TO USE THE LICENSED 
SOFTWARE, even if advised of the possibility of such damages.  In particular, and without limitation, 
FrontRange Solutions shall have no liability for any data stored or processed with the Licensed Software, 
including the costs of recovering such data.

10. Indemnification.  FrontRange Solutions will defend, indemnify and hold Licensee harmless from any third 
party claim that the Licensed Software infringes any copyright, trademark or trade secret owned or 
controlled by the third party; provided, however, that (i) FrontRange Solutions shall be notified promptly in 
writing by Licensee of any such claim; (ii) FrontRange Solutions shall have sole control of the defense of 
any action on such claim and all negotiations for its settlement or compromise; (iii) Licensee shall 
cooperate with FrontRange Solutions, at FrontRange Solutions’ expense, in a reasonable way to facilitate 
the settlement or defense of such claim; (iv) such claim does not arise from Licensee’s modifications not 
authorized by FrontRange Solutions; and (v) should the Licensed Software become, or in FrontRange 
Solutions’ opinion likely to become, subject to such claim of infringement, then Licensee shall permit 
FrontRange Solutions, at FrontRange Solutions’ option  and expense, either (a) to procure for Licensee the 
right to continue using the Licensed Software, or (b) to replace or modify the Licensed Software so that it 
becomes noninfringing and performs in a substantially similar manner to the original product, or (c) upon 
failure of (a) or (b), despite the reasonable efforts of FrontRange Solutions, to terminate this EULA and 
return the license fee paid by Licensee for the Licensed Software.

11. Maintenance and Support.  FrontRange Solutions provides maintenance and/or technical support 
(including upgrades and enhancements) for the Licensed Software only through separate Agreements.  
Please contact FrontRange Solutions or the place from which You obtained the Licensed Software if You 
wish to obtain maintenance and/or technical support through the execution of such an agreement.
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12. Compliance; Export Control; Privacy.  You must comply with all applicable laws and regulations in Your use 
of the Licensed Software.  You may not export, ship, transmit, or re-export the Licensed Software in 
violation of any applicable law or regulation, including, without limitation, the Export Administration 
Regulations issued by the United States Department of Commerce, or any such similar law or regulation 
issued by such other governmental entity which may have jurisdiction over such export. Further, You agree 
to abide by all applicable data protection, SPAM, privacy and similar rules, directives and other laws in Your 
use of the Licensed Software. 

13. United States Government Restricted Rights.  THIS SECTION APPLIES ONLY TO LICENSING OR USE 
BY THE FEDERAL GOVERNMENT OF THE UNITED STATES.  The Licensed Software is provided with 
RESTRICTED RIGHTS.  Use, duplication, or disclosure by the federal government is subject to restricted 
rights as set forth in section (c) of The Rights in Technical Data and Computer Software clause at 252.227-
7014 for DOD contracts and at FAR (48 CFR 52.227-19) for civilian agency contracts or other comparable 
agency clauses. 

14. Termination.  Your right to use the Licensed Software continues until this EULA is terminated.  You may 
terminate this EULA at any time by destroying all of Your copies of the Licensed Software.  This EULA will 
automatically terminate if You fail to comply with the material terms of this EULA.  Upon any termination, 
You agree to remove all Licensed Software from Your computers, destroy all copies of the Licensed 
Software, and, upon request from FrontRange Solutions, certify in writing Your compliance herewith.

15. Severability.  If any of the terms, or portions thereof, of this EULA are invalid or unenforceable under any 
applicable statute or rule of law, the court shall reform the contract to include an enforceable term as close 
to the intent of the original term as possible; all other terms shall remain unchanged.

16. Whole Agreement.  This EULA and any applicable FrontRange Solutions order form or maintenance and 
support agreement or like document constitutes the entire agreement between You and FrontRange 
Solutions relating to the licensed rights for the Licensed Software, and any additions to, or modifications of, 
this EULA shall be binding upon the parties only if the same shall be in writing and duly executed by You 
and by a duly authorized representative of FrontRange Solutions.  THE TERMS AND CONDITIONS OF 
ANY CORRESPONDING PURCHASE ORDER OR OTHER ORDER CONFIRMATION FORM RELATING 
TO THE LICENSED SOFTWARE ARE ONLY BINDING ON FRONTRANGE SOLUTIONS IF SUCH 
TERMS AND CONDITIONS ARE AGREED TO IN WRITING IN ACCORDANCE WITH THE PRIOR 
SENTENCE AND IN A DOCUMENT OTHER THAN THE PURCHASE ORDER OR OTHER ORDER 
CONFIRMATION FORM.  

17. Waiver.  The waiver or failure of either party to exercise in any respect any right provided for in this EULA 
shall not be deemed a waiver of any further or future right under this EULA.  

18. Assignability.  This EULA shall inure to the benefit of, and is freely assignable to, FrontRange Solutions’ 
successors and assignees of rights in the Licensed Software.

19. Resellers.  If Licensee acquired the Licensed Software through a Reseller, Licensee acknowledges that (i) 
payment and delivery terms for the Licensed Software must be established separately and independently 
between the Licensee and the Reseller; (ii) this EULA constitutes the entire agreement between the 
Licensee and FrontRange Solutions regarding the license rights for the Licensed Software as described 
above and is controlling; (iii) the terms and conditions of any purchase order or any other agreement 
between the Licensee and the Reseller are not binding on FrontRange Solutions; (iv) the Reseller is not 
FrontRange Solutions’ agent and is not authorized to alter, amend or modify the terms of this EULA or to 
otherwise grant any license or other rights relating in any way to the Licensed Software; and (v) Licensee’s 
nonpayment of any amount due to a Reseller or any other relevant third party relating to its licensed rights 
under this EULA shall constitute a basis for FrontRange Solutions’ termination of this EULA.  Licensee 
further acknowledges that FrontRange Solutions makes no representation or warranty with regard to any 
services provided by any Reseller, or any actions or failures to act by any Reseller.



Copyright ix
If Reseller received the Licensed Software as Not-For-Resale (or ‘NFR’) software in connection with a 
FrontRange Solutions reseller or other channel program, then this Licensed Software may only be used by 
Reseller, Reseller’s right to use the Licensed Software shall be subject to the terms of such program and 
applicable reseller agreement, and will terminate upon Reseller’s termination from such program or such 
earlier time as set forth in applicable reseller agreement.

20. Contact.  All questions concerning this EULA shall be directed to:

FrontRange Solutions USA Inc.
1125 Kelly Johnson Blvd.
Colorado Springs, CO  80920
Attention:  General Counsel
Phone:  719.531.5007
Fax:  719.799.1042
Email:  General.counsel@frontrange.com
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I N T R O D U C T I O N
Introduction

Welcome to Manager’s Console and Answer 
Wizard

Whether you work in support, sales, or marketing, Manager’s Console and 
Answer Wizard take all the information collected from front line contacts—
including call histories, open support tickets, and forecasts— and deliver that 
information to the rest of the organization. Not only do these tools track and 
disseminate information, they actually transform the information in your 
company into an asset.

• Manager’s Console: Manager’s Console provides at-a-glance summaries of the 
overall status of a Support Center or sales department. It allows managers to 
proactively review and manage critical business issues and facilitate future 
responses to recurring problems.

• Answer Wizard: Answer Wizard is a management-reporting tool for a 
supervisor or manager. Answer Wizard not only provides immediate answers 
to the questions managers are asking, but also coaches them to understand the 
additional questions they should ask. 



xiv Introduction
About this Guide
This manual, Manager’s Console and Answer Wizard, describes the commands and 
features for the Manager’s Console and Answer Wizard modules. 

For detailed, step-by-step instructions on any of the procedures mentioned in this 
guide, please refer to the online Help system by selecting Help>>Help Topics.

Audience and Expertise
The material assumes you have installed IP Contact Center and configured the IP 
Contact Center server. It also assumes you have an understanding of database 
structure and terminology and of the Microsoft Windows operating system.

Document Conventions

Example Description

File>>Print Menu bar commands (in this example, select 
File on the menu bar, then select Print in the 
drop-down menu)

The Select a Data Source 
dialog box appears.

Dialog boxes and menu items in bold

OK Button names

Note Additional information

CAUTION/WARNING Critical information to prevent functionality or 
data loss

Reference to another topic or resource
Manager’s Console Answer Wizard
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Resources
• GoldMine Help (access from the Help menu)

• What’s New in GoldMine

• GoldMine Installation Guide

• Using GoldMine

• Administrating GoldMine

• Manager’s Console/Answer Wizard

IMPORTANT: Manuals are available in PDF format 
from the Installation CD-ROM or NetUpdate download 
or from support.frontrange.com for maintenance 
customers.

Contact Us
Support Site
FrontRange Solutions can answer your technical 
support questions about HEAT, GoldMine, and 
FrontRange Service Management. Visit:

support.frontrange.com

Contact Information
FrontRange Solutions Headquarters:
6701 Koll Center Parkway, Suite #250
Pleasanton, CA 94566-7075
TEL: 925.750.1200 and + 925.750.1205
Colorado Springs Office:
1125 Kelly Johnson Blvd.
Colorado Springs, CO 80920
TEL: 800.776.7889 and +1 719.531.5007

Offices are also located in Los Angeles, United 
Kingodm, Germany, Italy, South Africa, Australia, 
Singapore and China.”
User Guide
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C H A P T E R  O N E
1Manager’s Console

Overview
Manager’s Console is a wizard-driven tool for defining Metrics, which are the 
parameters within which you want your business processes to function. The 
wizard also helps you create Metric Indicators that provide visual confirmation of 
Metric status. 

With Metrics and Metric Indicators in place, managers and analysts have a 
reliable means of tracking critical, time-sensitive issues. In addition, Manager’s 
Console provides a step-by-step procedure for creating Actions to manage those 
issues if they cross established limits. The information gathered from this regular 
monitoring can provide statistical justification for resource, technology, or 
process changes. 
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How Manager’s Console Works
The following data flow provides an overview of 
how Manager’s Console works. 

Manager’s Console quantifies the various elements 
of your business into groups of statistics viewable in 
either a bar graph or gauge format. This consolidation 
of facts facilitates monitoring the overall health of 
your business and implementing changes if they 
prove necessary.

The Components of Manager’s 
Console

Metrics
A Metric Query, or Metric, runs a user-defined query 
against the database to determine the status of an 
issue. Manager’s Console allows you to create a 
unique Metric or to build on predefined Metrics to 
define exactly what statistics you want to monitor. 

The Metric Indicator 
The Metric Indicator, or Indicator, is a graphical 
representation of the statistics returned by your 
Metric Query. This visual interface—which displays 
as either a bar graph or gauge—simplifies the 
process of assimilating the Metric Query results and 
thus facilitates making decisions about what steps, if 
any, to take regarding the monitored issue.
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Indicators are divided into user-defined zones that 
use color to reflect the status of the Metric. Red 
indicates the Metric is in an unacceptable zone, 
yellow indicates it is approaching an unacceptable 
zone, and green indicates the Metric is within 
acceptable parameters. 

If you wish, you can place several Indicators together 
under one group tab in the Manager’s Console Main 
Group window.

The Metric Wizard 
The Metric Wizard allows you to create a Metric 
without having it appear as an Indicator. To access 
the Metric Wizard through the Main Group – 
Manager’s Console window, select Console>> 
Metric Administration. Creating the Metric without 
an Indicator means the statistics it provides are 
available for review or reporting purposes but do not 
appear as a visual interface. 

The Metric Indicator Wizard 
The Metric Indicator Wizard takes you step-by-step 
through a series of dialog boxes that first create the 
Metric and then create the Indicator to display the 
status of that Metric. You may then create an Action 
to send an e-mail based on events that occur. To 
access the Metric Indicator Wizard through the Main 
Group – Manager’s Console window, select 
Indicator> New. 

The Metric Indicator Log 
The Metric Log is a record of all the thresholds a 
specific Metric crosses. To access a Metric Log, click 
the Metric Indicator to select it, then right-click and 
select View Log from the shortcut menu. In the 
Metric Log dialog box, you have the opportunity to 
record the cause of the parameter breach and the 
plan to correct it.
User Guide
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User Interface Basics
Main Group – Manager’s Console 

The Main Group window is the primary interface in 
Manager’s Console. From here you can access all of 
the Manager’s Console functionality. 

The Title Bar
The Main Group – Manager’s Console title bar 
serves an important function. The colored dot 
appearing in the upper left-hand corner reflects the 
highest priority status from all the Indicators 
running. For example, if you have ten Indicators 
running and nine of them are within normal 
parameters, the tenth one running in a questionable 
zone forces the dot to display as yellow, not green. 

The Menu Bar
Manager’s Console menu bar contains the following 
commands:

• File: The File command accesses the Save and Exit 
features.

• Console: The Console command accesses the 
Console Properties, Metric Administrator, and 
Manager’s Console Configuration dialog boxes.
Manager’s Console/Answer Wizard
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• Group Tab: The group tab command accesses the 
Group Metric Properties dialog box for both 
creating a new and modifying an existing group 
tab. Here you can also click Delete here and delete 
the currently active group tab.

• Indicator: The Indicator command accesses the 
Metric Indicator Wizard, the Indicator Properties 
dialog box, the Manager’s Console Metric Log 
dialog box, and the Zoom feature. You can also 
click Delete and remove the currently active 
Indicator.

• Help: The Help command accesses Manager’s 
Console online Help, copyright information about 
Manager’s Console, and the FrontRange Solutions 
Web site. 

The Toolbar
Two icons appear on the Manager’s Console toolbar:

• The New Tab icon  opens the Group Metric 
Properties dialog box where you can create a new 
Group Tab. 

• The New Indicator icon  opens the Metric 
Indicator Wizard. 

The Group Tabs
The Group Tabs run below the toolbar and reflect 
user-defined groups of indicators. Click a tab to 
activate it, then right-click to see the shortcut menu. 

The Indicator Panes
The panes below the group tabs reflect the Indicators 
that are running in the currently active tab. Click any 
Indicator and a shortcut menu appears. This menu is 
identical to the menu that appears if you click the 
Indicator command on the menu bar. 
User Guide
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Setting Up Manager’s Console
There are several components to setting up and 
launching Manager’s Console. You must install, 
choose what product’s Metric Groups appear in the 
Metric Administrator tree (HEAT, GoldMine, or 
both), set up mail service, and then install Manager’s 
Console on the client machines.

IMPORTANT: FrontRange Solutions highly recommends 
that users on the client computer installations of Manager’s 
Console NOT create any new Metrics or Metric Indicators 
on their client stations. If client changes are saved, the 
next time the master installation is started the changes 
from the client computers appear there. We recommend 
the administrator create all required Metrics and Metric 
Indicators on the master at the time of setup. If additions 
or changes prove necessary at a later time, they should 
be made to the master installation.

Launching Manager’s Console
You should install Manager’s Console on its own 
computer. This installation acts as the Manager’s 
Console administrative image; however, the user 
interface refers to this as the server. 

In reality, this installation is acting as the master—not 
as a true server. After you install Manager’s Console 
on the client computers, the client users log on in the 
Start Mode dialog box by selecting Connect to Server 
(that is, connect to the master). Doing so links them 
to the master installation and all of the Metrics and 
Indicators defined by the Administrator. 

The master performs the polling, and thus only one 
computer is querying the database—not all of the 
clients running Manager’s Console. This configuration 
conserves valuable resources.
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Once you have logged on and selected a data source, 
you must:

• Define and create your Metrics and Indicators.

• Set up your mail service and configure the Metric 
Administrator tree.

• Install Manager’s Console on all of the client 
computers.

Configuring Manager’s Console
Manager’s Console allows you to determine which 
Metric Groups appear in the Metric Administrator 
tree. You can run Metrics against HEAT, GoldMine, 
or a combination of both products.

Note: System Metrics cannot be changed or deleted.

Setting Up Mail Services
For Manager’s Console to send and receive e-mail, 
you must tell it which e-mail protocol your system 
uses. You do not, however, have the ability to alter 
any of the e-mail protocol settings. These are set up 
through SupportMail in Call Logging, and Manager’s 
Console reads its information directly from 
SupportMail. 
User Guide



1-8 Manager’s Console
The Metric Administrator
From the Metric Administrator, you can access the 
Metric Wizard—a tool that walks you through the 
creation of a Metric. You can also delete or change a 
Metric’s properties from this area. 

Note: The Metric Wizard is not the Metric Indicator 
Wizard. The initial steps in the Metric Indicator Wizard 
also create a Metric Query, but you continue on to build 
an Indicator. Creating a Metric in the Metric Wizard 
adds it to the Metric Administrator tree, but no Indicator 
is created for it. The statistics gathered by your Metric 
are available for review and reporting purposes, but no 
graphical interface exists for them.

Using the Metric Wizard
Access the Metric Wizard from the Main Group 
window by selecting Console>>Metric 
Administration. 

Through the Metric Wizard you can:

• Add a Call Group to the HEAT Call Group 
Metrics.

• Refine Call Groups to query by specific fields using 
SQL Where Clauses (doing so precisely reflects 
what you need to know about your organization 
because you are not limited by existing Call 
Groups).

• Add a user-defined Metric.

• Add a new Sales and Marketing Metric.
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Changing a Metric’s Properties
Once you have written your Metrics, you can access 
their properties through the Metric Administrator.

1. In the Metric Administrator dialog box select any 
Metric.

2. Click Properties. The Metric Properties dialog 
box appears. Three tabs are available:

• The Call Group tab: This is a read-only tab that 
displays which Call Group is selected.

• The Table and Where Clause tab: This is a 
read-only tab that displays your query’s table 
name and SQL Where Clause.

• The Query Frequency tab: This tab displays the 
currently selected polling frequency. You may 
change the frequency by typing a new numeric 
interval.

Deleting a Metric
At any time you may delete obsolete Metrics.

To Delete a Metric

1. In the Metric Administrator dialog box, choose the 
Metric you wish to delete.

2. Click Delete. A dialog box appears asking if you 
want to delete. Click Yes.
User Guide
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Group Tab Functions
To access Group Tab functions, click Group Tab on 
the menu bar, or click a group tab to select it and 
then right-click. Three possibilities display:

• New: Displays the Group Metric Properties dialog 
box where you can type the title of the new group 
tab as well as in how many rows you would like 
the Indicators to display. 

• Delete: Deletes the selected group tab and all of 
the Indicators in it. 

Note: When you click Delete, no warning message 
appears to ask if you really intend to delete. If you 
unintentionally delete a Group Tab, simply close 
down Manager’s Console without saving changes; the 
Group Tab reappears when you restart the program.

• Properties: Displays the Group Metric Properties 
dialog box where you can change the title of a 
group tab or change the number of rows in which 
it displays.
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Using the Metric Indicator Wizard
The Metric Indicator Wizard (MIW) guides you through the steps in creating a 
Metric Query as well as creating the Indicator for that Metric. Initially, you choose 
either to create a new, unique Metric Query and its Indicator or to further refine 
an existing Metric and create an Indicator for it. The following flowchart 
represents the sequence of steps involved in the first part of the process.

To Launch the Metric Indicator Wizard

1. In the Main Group – Manager’s Console dialog box, select Indicator>>New. 
The MIW – Welcome to Manager’s Console dialog box appears. 

2. Click Next. The MIW – Select a Metric Query dialog box appears. You have two 
choices. You may either create a new Metric Query, or you may select from 
available Metrics.
User Guide
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Creating a Metric from the Available 
Metrics List

A list of predefined system Metrics is available if you 
do not need to create a new, unique one.

Creating a New Metric
If you create a new Metric, you must determine how 
to define it. The MIW gives you three choices. 
• Use a Call Group
• Use the SQL Builder Tool
• Create a new Sales Metric

Note: If you are running only HEAT, only the first two of 
the listed options appear. 

The three options are explained in detail hereafter.

The Use a Call Group Process
If you choose to base your Metric Query on a Call 
Group, you choose from the Call Groups residing in 
the database. This flowchart represents the sequence 
of steps you progress through if selecting Use a Call 
Group. 
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The SQL Builder Tool Process
If you choose to create a new, unique Query, use the 
SQL Builder Tool to do so. This tool allows you to 
define Boolean expressions to target statistics not 
represented by existing Call Groups. This flowchart 
represents the sequence of steps you progress 
through if you select Use the SQL Builder Tool. 
User Guide
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The Create a New Sales Metric Process
This process allows GoldMine users to create Metrics so they can track specific 
sales-related activity. The flowchart below represents the sequence of steps you 
progress through if you choose Create a New Sales Metric.
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Summary Types
Regardless of whether you create a new or expand upon an existing Metric, you 
must choose one of two available types of query:

• Summary: This type of Query reports on all of the occurrences of a specific 
Metric, for example, all open calls. The following flowchart represents the 
sequence of steps if you choose to run a summarized query.

• Detailed: This type of Query reports on the occurrence of a specific Metric as it 
is sorted by category, for example, all open calls by tracker. Thus, your Metric 
reflects all existing, open calls, but they are categorized by the technician who is 
working on them. The following flowchart represents the sequence of steps if 
you choose to run a detailed query.
User Guide
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Changing Indicator Properties
Occasionally, the need may arise to change an 
Indicator’s properties once you have it established. 
The Indicator Properties dialog box provides you 
with the flexibility to do so.

This dialog’s boxes five tabs are:

• Threshold Type: Choose this tab to change the 
High, Low, High and Low, or None status of the 
threshold.

• Threshold Values: Choose this tab to alter the 
numeric thresholds between zones.

• Preferences: The options in this tab depend upon 
which interface you are working with—bar graph 
or gauge—but you can change the display 
properties of the Indicator from this tab.

• Zoom Action: From this tab you can alter what 
happens when you engage the Zoom Action.

Note: Zoom Actions are only available with HEAT 
Metrics, not Sales Metrics.

• Create an Action: From this tab you can add or 
alter an Action.
Manager’s Console/Answer Wizard
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Saving Changes
Changes are not permanent until they are saved.

To Save Changes
From the Main Group window, select File>>Save. 
The changes you made are saved.

When a user saves changes from the File>>Save 
menu, the server stores the changes to the Main Group 
file. All users can see these changes, regardless of 
whether the file was saved from a client PC or the 
server. 

Note: When using Manager’s Console in a multi-user 
environment, it’s important to realize any user can make 
changes to the Manager’s Console Main Group. Because 
Manager’s Console resides on the server, the Save 
option saves the most recent changes and overwrites 
any other previously saved information. 

Using the Metric Log
The Metric Log maintains a record of when Metric 
Indicators cross from one zone into another. You can 
also record information about why Metrics crossed 
thresholds and the corrective action taken. This 
chronicle is an important source of statistical 
information with which you can justify changes in 
your business. 

Note: HEAT Answer Wizard contains a folder of predefined 
reports that draw their information from the Metric Log.

To have Indicator activity register in the Metric Log, 
you must ensure that the Indicator is set up to have 
its activity captured by tying it to the Metric Log. 
User Guide
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To View or Use the Metric Log

1. From the Manager’s Console menu bar, select 
Indicator>>View Log.

2. From the Indicator drop-down list, select the 
Indicator to display.

Note: All the transitions that have occurred appear 
in the Manager’s Console Log Entries drop-down 
list.

3. In the Log Entry list, select the log entry you want 
to analyze.

Note: The Log Entry drop-down list contains a log 
of all transitions (for example, every time the selected 
Metric Indicator crosses a set threshold) for the selected 
Metric. The date the Indicator crossed a threshold 
and the day it crossed the opposite threshold are 
also logged. Entries are made in this log by Manager’s 
Console only if you enable logging.

4. In the Cause text box, type information explaining 
the threshold crossing’s cause.

Note: You can also update the Cause automatically 
by e-mail every time that log entry is selected in the 
future.

5. In the Corrective Action/Plan text box, type 
information detailing the corrective action taken 
or a plan to prevent the problem in the future.

6. Click Close.
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Manager’s Console Wrap-up
Having read this chapter, you acquainted yourself 
with Manager’s Console core concepts:

• The Manager’s Console components—Metrics, 
Metric Indicators, the Metric Wizard, the Metric 
Indicator Wizard, and the Metric Log.

• User interface basics.

• Setting up Manager’s Console including 
launching, configuring, and setting up mail 
services.

• Using the Metric Administrator and the Metric 
Indicator Wizard.

• Using the Call Group, SQL Builder Tool and Sales 
Metric Processes and creating Indicators and 
Activities for them.

• Using the Metric Log.

For step-by-step instructions for implementing any of 
Manager’s Console features, please refer to the online 
Help.
User Guide
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C H A P T E R  T W O
2Answer Wizard

Overview
HEAT’s Answer Wizard is a reporting tool that provides both managers and 
technicians with the ability to generate detailed reports about the status of 
various business elements. Answer Wizard is shipped with numerous predefined 
reports, each designed to monitor specific issues. These predefined reports get 
you up and running in no time. You can view, export, print, or save each report. 

For added flexibility, Answer Wizard provides a Favorite Reports folder which 
allows users to organize and run customized reports created outside Answer 
Wizard. All reports are organized in an intuitive tree structure so they are easy to 
locate and run. 



2-2 Answer Wizard
How Answer Wizard Works
Answer Wizard is a wizard-driven reporting tool that allows users to generate 
detailed reports about company issues and trends. When you select a report from 
the Answer Wizard tree, the wizard prompts you to answer questions related to 
the output of your report such as detail parameters and printing options. In some 
cases Answer Wizard prompts you to answer questions specific to the report such 
as date and time ranges, priorities, and so on. The wizard then runs these 
specifications against information in your database(s) and returns the results. The 
following flowchart illustrates the basic Answer Wizard process:
Manager’s Console/Answer Wizard
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Reports
Answer Wizard works with two kinds of reports:

• Answer Wizard Reports: Answer Wizard reports 
are predefined reports that are shipped with 
Answer Wizard. Answer Wizard reports are 
specially designed for sales and marketing and 
Support Center activities. Answer Wizard reports 
are read-only and should not be directly modified; 
however, you can add or save Answer Wizard 
reports to your Favorite Reports folder where you 
can edit them. 

• Custom Reports: Custom reports are created 
outside Answer Wizard with an application such 
as Crystal Reports. Once created, you can add 
them to the Favorite Reports folder so that you can 
run them directly from Answer Wizard.

IMPORTANT: If you add a Custom report created 
using fields from a password-protected database, you 
may be prompted for the User ID and password for 
that database before the report can be output.

Note: All reports are organized and displayed in the 
Answer Wizard Report tree.

The Answer Wizard Report Tree
The Answer Wizard Report tree is located in the 
Answer Wizard main window and houses the 
reports available in Answer Wizard. Categories 
compose the branches of the tree and help organize 
the Answer Wizard reports. The Favorite Reports 
folder appears at the top of the tree and helps 
organize your custom reports.
User Guide
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Categories are represented by the  icon. Reports 
are identified by the  icon. To view reports 
contained in the Report tree, simply click the plus 
sign (+) located next to the folder name to expand the 
tree. A brief description of the report displays at the 
bottom of the window.

Note: Answer Wizard reports and tree structures vary 
depending on the product/version installed, the data 
source(s) configured, and the data files (.dat files) you 
choose to add.

Navigating Through the Wizard
Answer Wizard is an intuitive, step-by-step guide 
that walks you through the process of generating 
reports. To navigate through the wizard, simply 
select a report in the Answer Wizard Report tree, 
answer the questions when prompted, then click 
Next to continue. To return to the previous dialog 
box, click Back. To return to the Answer Wizard 
main window, click Start Over. To cancel the 
process, click Cancel.

Answer Wizard Questions
Answer Wizard questions vary according to the 
report selected to run. Typically, all reports prompt 
you to choose detail parameters and printing 
options. Some Answer Wizard reports, however, 
prompt you to answer questions specific to the 
report. For example, some reports ask that you type 
the number of minimum hours or days to specify a 
time frame for your report; other reports request a 
customer identification number. These specifications 
help refine the data returned in the report.
Manager’s Console/Answer Wizard



User Interface Basics 2-5
User Interface Basics
The Answer Wizard Main Window

The Answer Wizard main window houses the 
Answer Wizard Report tree, commands for working 
with Favorite Reports, and the Answer Wizard 
Preferences button.

Note: Remember, Answer Wizard reports and tree 
structures vary depending upon the product/version 
installed, the data sources selected, and the data files 
(.dat files) you choose to add. Your tree may look 
different.

From the Answer Wizard main window, you can:

• Run reports in the Answer Wizard Report tree

• Add reports to Favorite Reports

• Add categories to Favorite Reports

• Rename favorite reports or categories

• Edit favorite reports or categories

• Delete favorite reports or categories

• View properties of favorite reports or categories

• Set Answer Wizard preferences
User Guide
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Launching Answer Wizard
Launch Answer Wizard from the Start button on the 
Windows taskbar.

To Launch Answer Wizard
• From the Start button on the Windows task bar, 

select Programs>>HEAT/GoldMine>>Answer 
Wizard.

• Type your User ID and password and then click 
OK. The Answer Wizard main window appears.

Note: When you log on to Answer Wizard for the first 
time, the User Preferences dialog box appears 
prompting you to set your report path, data file location, 
and data source(s). 

For more information, see ”Setting Answer Wizard 
Preferences” on page 2-6.

Setting Answer Wizard 
Preferences

User Preferences tell Answer Wizard where to find 
the information it needs to function properly. For 
example, User Preferences specify:

• Where to find the Answer Wizard reports and data 
fields (.dat files): These are the predefined reports 
shipped with Answer Wizard. 

• Where to find the Answer Wizard reports and data 
files (.dats): The Answer Wizard data files store 
the Answer Wizard tree structure and questions 
needed to refine the report parameters. 

• Which data source(s) to use: The data source 
specifies the database used to run reports.
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• Where to find the GoldMine program (GoldMine 
users only): In order for Answer Wizard to 
communicate with GoldMine, you must specify 
the User ID and password required to access 
GoldMine.

Note: You are prompted to set User Preferences the 
first time you log on to Answer Wizard. After that, 
access them by clicking the Preferences button in the 
Answer Wizard main window. 

Configuring the Report Path and Data 
File Location

Answer Wizard is shipped with predefined reports 
(organized into categories) and questions that help 
you refine your reporting parameters; this 
information is stored in data files (.dats). Together 
these make up your Report Tree. 

To add a category of reports to your Report Tree, you 
must configure the paths to these reports and data 
files. 

Note: In most cases the paths are configured by default 
during installation; if not, you must set up the paths 
manually.

Configuring the Data Sources
Answer Wizard runs its reports using information in 
a database. The data source you select tells Answer 
Wizard which database(s) to use.

Note: If you have both HEAT and GoldMine installed, 
you must configure data sources for both programs.

Configuring the User ID and 
Password for GoldMine (GoldMine 
Users only)

In order for Answer Wizard to connect to GoldMine, 
you must specify the User ID and password required 
to access GoldMine.
User Guide
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Working with Favorite Reports
The Favorite Reports folder is located at the top of 
the Answer Wizard Report tree and is used to store 
commonly used reports. Storing the reports in a 
central location allows you to find them quickly and 
easily. Storing reports in the Favorite Reports folder 
also allows you to modify the reports (that is, you 
can edit names, descriptions, and report parameters). 
The Favorite Reports folder may consist of the 
following:

• Answer Wizard reports you use regularly: You 
can add or save Answer Wizard reports to the 
Favorite Reports folder. Once they are stored in the 
Favorite Reports folder, you can modify their 
names, descriptions, and parameters without 
affecting the original report. 

• Custom reports: Custom reports are created 
outside Answer Wizard with an application such 
as Crystal Reports. Once created, you can add 
them to Favorite Reports so you can run the 
reports directly from Answer Wizard.

Adding Categories to Favorite 
Reports 

You can add categories to the Favorites Reports 
folder to further organize information within the 
folder. Added categories can contain additional 
categories and reports.

Note: The Add Category button is available only when 
the Favorite Reports category (or category within the 
Favorite Reports category) is selected.
Manager’s Console/Answer Wizard
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Adding Reports to Favorite Reports
You can add custom reports and Answer Wizard 
reports to the Favorite Reports folder so you can 
access them quickly and easily. You can also modify 
reports included in Favorite Reports (that is, you can 
edit names, descriptions, and parameters).

Note: The Add Report button is available only when the 
Favorite Reports category (or category within the Favorite 
Reports category) is selected.

Saving Reports to Favorite Reports
Once you run an Answer Wizard report and select a 
print option, you can choose to save the report to the 
Favorite Reports folder. Saving an Answer Wizard 
report to Favorite Reports allows you to access it 
quickly as well as modify its name, description, and 
parameters.

Note: Answer Wizard reports are added to the Favorite 
Reports category from the Save as Favorite Reports 
dialog box. This dialog box appears automatically after 
you have run a report and completed one of the print 
options.

Editing Favorite Reports
You can modify the properties of any report or 
category stored within the Favorite Reports folder. 
Properties include report name, description, and 
report parameters.

Running Reports
Answer Wizard walks you through the process of 
running a report by prompting you to select report 
specifications such as date ranges, detail parameters, 
and so on. The wizard then runs these specifications 
against information in your database(s) and displays 
the results on your monitor. 
User Guide
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Viewing, Printing, and 
Exporting Reports

After reporting specifications are set, you can set 
output options for the report. You can view, print, or 
export reports on your monitor.

IMPORTANT: If you run a Custom report that was 
created using fields from a password-protected 
database, you may be prompted for the User ID and 
password for that database before the report can be 
output.

Answer Wizard Wrap-up
Having read this chapter, you acquainted yourself 
with Answer Wizard’s core concepts:

• Reports and Report trees and navigating through 
them.

• User interface basics.

• Launching Answer Wizard.

• Setting Answer Wizard Preferences including 
configuring the report path, the data file location 
and data source.

• Working with favorite reports including adding 
categories and adding, editing, and saving favorite 
reports.

• Running reports, viewing, printing, and exporting 
reports.

• Understanding the basic report categories.

For more in-depth information or step-by-step 
instructions for implementing any of Answer Wizard’s 
features, please refer to the online Help.
Manager’s Console/Answer Wizard
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