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By Michael Caton

ITH MODULES TO MANAGE CRM, HUMAN RESOURCES,

projects, financials, logistics and workflow, Exact
Software’s e-Synergy delivers more than the sum
of its parts. e-Synergy provides midsize compa-
nies with a Web-based business management suite
that is affordable and relatively flexible.

In eWEeEk Labs’ tests, we found that e-Synergy does a
good job of integrating a core workflow system with compo-
nents for managing customer, financial and HR data in a
way that gives companies a good tool for creating internal- and
external-facing applications.

The management approach
for pricing and revisions
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and business-partner-facing
applications.

In tests, we could man-
age a corporate Web site,
build and manage programs
for developing leads, and
manage an extranet for busi-
ness partners that provided
access to core application
capabilities. e-Synergy re-
quires Microsoft Corp.’s In-
ternet Information Services
and SQL Server 2000.

The workflow engine has
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hits a good middle ground
between perpetual-license
and subscription models.
Pricing starts at $1,000 per
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user for a perpetual license,
with maintenance and sup-

port each costing 10 percent
of the purchase price per year.
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Exact Software has the
product on a long-track devel-
opment process, with no
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major version releases in
the past three years. But any
customer with a maintenance
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subscription has access to the
functions that have been
introduced at regular inter-
vals during that time.

We looked at the latest build,

which was introduced in Jan-
uary. Although most feature

improvements aren't as large-
scale as the quarterly releases

found with hosted applications
such as Salesforce.com Inc.’s
Salesforce.com or NetSuite
Inc.'s NetSuite, the e-Synergy
revisions generally have been
more digestible when it comes
to getting users up to speed.
Modules define the core
functionality of e-Synergy. The
applicatior’s underlying secu-

rity model and its focus on
workflow and document and
content management enabled
us to build broad customer-

The e-CRM and e-HRM modules within e-Synergy provide one-click
access to projects. Many of the forms in e-Synergy share common

design elements, making the system easy to learn. Building custom
forms within e-Synergy is also straightforward.

a good set of tools for build-
ing workflows and forms in
the framework of the appli-
cation, and we particularly

e-Synergy aces business hasics

REVIEW: WEB-BASED SUITE HONES WORKFLOW AND DATA MANAGEMENT CAPABILITIES

liked the ease with which
we could repurpose existing
workflows for new ones.

Although e-Synergy can
provide a bevy of capabilities,
it has some inherent limita-
tions that companies will
need to work around. For
example, the workflow en-
gine supports only four steps
within a process. For more
complex processes, we had to
divide the process into a cou-
ple of separate stages. (See
related story, right.)

Furthermore, the applica-
tion doesn't include a graph-
ical modeling engine, al-
though it does provide a good
linear view of workflows.
These tools are common in
dedicated BPM (business
process management) pack-
ages such as Ultimus Inc.'s
BPM Suite.

Workflow is the critical
component of both e-HRM,
the HR management mod-
ule, and e-CRM, the customer
relationship management
module. The e-HRM module
is also a core component for
managing security levels
throughout the organization
because the module manages
roles within an organiza-
tion. We found both e-HRM
and e-CRM easy to manage
in tests because they share the
same forms and user inter-
face (see screens, left).

Administration takes place
on two levels in e-Synergy:
at the system level and in each
module. System-level admin-
istration took a little getting
used to in tests, particularly
because many core features
are controlled by roles and
organizational structures
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PADI expands e-Synergy use

CASE STUDY: ORGANIZATION DIVES DEEPER INTO MANAGEMENT SUITE

By Debra Donston

HAT A DIFFERENCE TWO
Wyears makes.
In the summer of

2003, eWeex Labs inter-
viewed Sharon Dill, then
director of IT at PADI Amer-
icas, about her organiza-
tion's use of Exact Software's
e-Synergy (go to www.eweek.
com/labslinks) system. We
recently caught up with Dill,
who is now CIO of the or-
ganization, to see how the
systemn has performed over
time.

e-Synergy was originally
implemented at PADI, a
scuba-diving certification
agency, as a way to better
manage relationships with
its more than 100,000 mem-
bers.

In 2003, PADI was pri-
marily using the e-Synergy
CRM (customer relationship
management) module, with
about 100 PADI employees
on the system. Since then,
said Dill, PADI has expanded
its use of e-Synergy to in-
clude the system’s docu-
ments, projects and work-
flow modules, and almost
400 employees are using
the system.

Many of the new users
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e-Synergy allows only four steps within a process, which forced PADI
to consolidate its procedure for requesting approval for bulk e-mails.

are in PADI's international
offices. Last year, Dill trained
employees in PADI’s offices
in Switzerland, England and
Australia.

“We're a global company,”
said Dill, based in Rancho
Santa Margarita, Calif. “Our
members tend to travel from
office to office—where the
sun is shining—so the main
driving force [for this ex-
panded use of e-Synergy] was
to be able to have customer
comments that everyone has
access to.”

Once a day, PADI uses
an XML integrator to upload
new information from five
Exact Macola databases,

located across the globe, into
e-Synergy.

In August, PADI Americas
and PADI Europe started to
make use of e-Synergy's doc-
uments capability to cut down
on paper and ease access to
member information.

“We have a huge file room
that's bursting at the seams
with paper.” said Dill. “In
the past, we would create a
manila folder, put 2 member
number on it and put any sig-
nificant pieces of paper in it.
Now, we scan this kind of
paperwork and link it to mem-
bers’ records in e-Synergy.”

Dill said PADI has also
significantly expanded its use
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of workflow and roles within
e-Synergy, “so something
doesr’t get sent out and stuck
in limbo if someone is not
around.”

One of the limitations noted
in eWeex Labs' review of the
latest build of e-Synergy, which
starts at left, is that the systends
workflow engine supports only
four steps within a process.
Dill said this has not been an
issue for PADI, for the most
part, but there have been
instances when “a fifth step
would have been nice.”

For example, said Dill, the
process for approving PADI
bulk e-mail messages had to
be squeezed into four steps to
make it work in e-Synergy (see
screen, left): Marketing makes
arequest to send a bulk e-mail
message; the request must
then be approved by an IT
executive; the approved re-
quest then goes to a program-
mer who pulls the appropriate
e-mail targets; and, finally, the
request goes to a Web staff
person who sends the e-mail
message.

Dill said she would have
liked to be able to include a
fifth step—where marketing
would automatically be in-
formed that the e-mail had
been sent—but, instead,
the original requester has
to go in and check to see if
the process has been com-
pleted.

Dill said PADI employees
are also making much
greater use of e-Synergy’s
projects module—another

[CONTINUED ON PAGE 44]

within the e-HRM module.
e-Synergy’s security model
limits who has access to
what kind of information, so
it does not really matter
that configuring back-office
connectivity for divisions
happens in the e-HRM mod-
ule rather than in the system
module. (We expected that
information to reside in

the system module.)
e-Synergy natively sup-
ports other Exact Software
back-end systems, such as the
company's accounting sys-
tems. Otherwise, the system
supports connections to
accounting and other back-
office applications through
XML. XML also controls
data exchange with client

applications such as Micro-
soft Word and Outlook.
The e-HRM and e-CRM
companents have a com-
mon look and feel, and the
major forms within each
application have a common
design. This made it easy
for us to repurpose some of
these elements in applica-
tions we designed using the

form and workflow tools.

In general, we liked the
way we could manage pro-
cesses extensively from
within each module. For
example, the e-HRM mod-
ule controls the whole proc-
ess of managing employees,
beginning with hiring. The
HR system can then manage

[CONTINUED ON PAGE 44]
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the process, from posting a
job description on the Web
site to budgeting and hiring.

The hiring workflow pro-
vides a good model of e-Syn-
ergy's workflow capabilities,
We needed to follow the log-
ical steps of associating a
job requisition to a role within
an organization. After that
was done, it was possible to
associate a particular job with
a candidate who had applied
for it via the Web—and, in the
process, we could save an HR
manager the trouble of filling
out employee record infor-
mation.

The e-CRM module man-
ages customer and partner
data. We found that e-CRM
provides good tools for users
charged with managing cus-
tomer data. The main screen

(as well as the left-hand pane)
is search-driven to give sales
and customer service staff
quick access to customer or
partner data. We liked the cus-
tomization capabilities and
the ease with which we could
manage workflow from with-
in the e-CRM module.

The e-CRM module works
well with the e-Logistics mod-
ule, which is a combination
product management tool
and supplier management
system. In addition, we could
easily tap into the e-Projects
project management appli-
cation and the e-Documents
document management sys-
tem.

On the financial side, the
e-Financials module provides
budgeting, an executive view
and reporting tools for con-
solidated company financials.

EIEBI.ITIUE SUHI“IH

'.ES ne

Exac%s &Synerg)r mmhimas a wnrldlaw

- ?applma‘tiun can.be mriﬁgured tr.t
KE"' PEBF“H“MEE  run a broad range afapphcatiuns
INDIGATORS : Including Web-based partner pro-

grams that tap | tﬁe system's CRM .

- application. Workflow and adminis-
~ tration have quiﬂ'cs but ¢ uurnpamas
can clear these hurdies | using the

' system s ﬂe;xlbtedes;gn elements and security features.

- More information is available at www. axactsaﬂware.cum
'COST ANALYSIS: Priced at $1,000 per seat, with 10 percent
“annual maintenance and 10 percent annual support costs,

e-Syneray is priced comparably to other licensed enterprise
- applications. The big difference is that the company delivers
regular feature updates through maintenance in the way a
hosted application such as Salesforce.com does, making
maintenance and support valuable investments.

EVALUATION SHORTLIST

= jCode Inc.’s Everest Client/server and Web-based all-in-one
business management suite that offers more accounting fea-

tures (www.icode.com) = NetSuite’s NetSuite Hosted applica-
tion that has broader accounting features but lacks HR and

budgeting capabilities (www.netsuite.com)
= Salesforce.com’s Salesforce.com Sales- and customer-
service-focused hosted application that has similar XML-
based connectivity to other back-end applications
(www.salesforce.com)
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The e-Synergy home page organizes workflow and important documents.

Accounting must be man- |

aged in an external appli-
cation, and data must be
imported through native con-
nectors or through an XML
connector for Exact Soft-
ware accounting applications.

Another feature that we
thought worked particularly
well is e-Synergy's support for
synchronizing the user's Out-
look calendar with his or
her e-Synergy calendar, as

well as the document inte-
gration with Microsoft Word.
If we needed to create a doc-
ument to associate with a par-
ticular customer account,
we could create and upload
the document directly from
Word by providing customer
account information. &

Technical Analyst Michael Ca-
ton can be reached at michael_
caton@ziffdavis.com.
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manila-folder-killing appli-
cation.

For example, said Dill, a
project was created in e-Syn-
ergy for a diving seminar that
was slated to take place late
last month in Fort Lauder-
dale, Fla. From
any browser-
based system,
the PADI in-
structor giving
the seminar
could access
information
ranging from
the members
registered for
the seminar to
the refresh.-
ments sched-
uled to be served at the site.

When eWeek Labs last
spoke with Dill in 2003, she
related some targets for e-
Synergy that she hoped to
meet this year. Many of those
goals have been achieved, but

Dill: Access to customer feed-
back drives use of e-Synergy.

she is still working on devel-
oping e-Synergy foruse asan
interface for external cus-
tomers, among other things.

In fact, Dill said it was
interesting to reread the case
study that eWeek published

| in July 2003 to see how far

she had come
with e-Synergy
and where she
would like to
go.

“If youwould
have asked me
two years ago if
it would have
taken two years
to get this far, |
would have said
no—we can do
it much faster
than that,” she said. “I think
something of this scale really
does take time to nurture.”

Executive Editor Debra Don-
ston can be reached at debra_
donston@ziffdavis.com.
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