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PART |:. CRM INTRODUCTION



CRM Solution

SUITECRM DASHBOARD ACTIONS ¥

¥ MY ACCOUNTS

Jind $§ hitp:
Anadolu University in Eskigehir hitps:/fwwvi.a

Stiedni prumyslova Skola strojnicka a
stedni odborna Skola prof. Svejcara

Vysoka Skola chemicko-technologicka
v Praze

Masarykiiv dstav vyssich studii hittp:/www.muvs.cvut c2
MY CONSULTATION FORM

Name © Date Created * Crea By <
Editace materialu na konferenci 26/08/2019 15:00  Vojtéch Turek
Editace anglického oborového privodce 26/08/2019 14:47  Vojtéch Turek
Terminologie v anglictiné 26/08/2019 14:33  Vojtéch Turek
Disertace 26/08/2019 11:32  Vojtéch Turek
Disertace 26/08/2019 11:14  Vojtéch Turek
Vzdaleny pfistup ke Scopusu 23/08/2019 15:54  Vojtéch Turek
Vydavani, Bealluv seznam 23/08/2019 15:41  Vojtéch Turek
Pomoc s CV

23/08/2019 15:09  Vojtéch Turek

Konzultace

23/08/2019 14:14  Vojtéch Turek

Konzultace k o 23/08/2019 14:11 Vojtéch Turek
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3 days ago

Vojtéch Turek created a new ‘contact’ [(=]Jif Miked
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Vojtéch Turek created a new 'contact' [=)Ka
4 days ago Rep

Vojtéch Turek created a new 'contact (Z)Michele
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il MY MEETINGS

Close Subject 4

Related to

Accept?
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Spinova
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7/
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Homepage of NTK CRM system based on free open source SuiteCRM

Customer Relationship
Management (CRM)

is software used to
efficiently manage
information about
customers and their
interactions in order to
strategically improve
customer care and
customer/user satisfaction



https://suitecrm.com/

CRM at NTK

Modules used at NTK

Accounts = organizations
Contacts = users
Meetings = activities
Reports

Calendar

Consultation Form =
newly developed module
for consultations

m—)

CONSULTATION FORM

Subject of Consultation <
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Complexity <

Medium difficulty

Medium difficulty

High difficulty

““? Medium difficulty

Medium difficulty
Simple

High difficulty
Simple

Simple

Simple

Simple

Medium difficulty
Very advanced
High difficulty
Simple

High difficulty
Medium difficulty
Medium difficulty
Medium difficulty
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Simple
Simple

Very advanced

Very advanced

Type of user <

Other

NTK employee

Teacher/Researcher

Student

Other

Student
Student
Public

Public

Public
Student

NTK employee
Student
Student
Student
Student

NTK employee
NTK employee
Other

Teacher/Researcher

Student
Student
Student

Teacher/Researcher



Consultation Form Data Structure

CONSULTATION FORM

CONSULTATION DETAILS

Area of help:* 2?“""‘9 & Evaluating How did you find us?:# Frendiccliegue
iting

" R .
Number: Assigned to: PRSI u n Acaderic witing
Editing

Language support
Complexity:* Simple Status: New Publishing
Research Data Management
Sublegtof - Contacts: n n ?.esearch Design
3 ‘eaching support
Access to E-resources
Software support

iptj f
PSR eEst Document Desvery
Professional Cofleague Support
Other
NA
Other help: Other finding way:
h 1 of [ f Czech
4 EBA20RN 80N ol PnLuidESh
Meetings n n Consultation date: Other channel: Other language:

E frep3ration time ing:* hedul
St 1auto: i i
e [ x| * LAY Biddiembave
Description of
selEd e

USER DETAILS -

Type of user:* Student Other type of user:

Level of study:* School Year of study:* 1

RESOURCES
ASSIGNMENT / PROJECT DETAILS = Full-Text Resources: | Academic Search Searching tools: Google
ACM Digital Library Google Scholar

American Institute of Physics Summon NTK
Type of assignment:* | High school project Risgipline of Agriculture Aggsi i Zu ind NTK i
Thesis (Bachelor) ssignment:* Architecture :;_”:_;:505 it ;Jmmon i"f:‘" <
Thesis (Master Biol STOR Digital Library Summon CTL
Thesis (PhD.) chgé:rj ASCE Library WorldCat
Semester project Civil Engineering Business Source K—uhovv'¥ ez
Aticle Computer Science Cambridge eSo0ks A-Z
Presentation Economics EBSCOhost eJournals A-Z
Project Appiicaton Electrical Enginsering Emerald Premiere
Video/Audio content Environmental Science Enviprofi
Teaching Humanities or Social Sciences CE Engineering
Career Development Law EEE/ET Library
Other Management HS Engineering Workbench
NiA Material Engineering OPscience

Math JSTOR
—
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CASE STUDY #1: Consultations in 2018 (n=230)
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CASE STUDY #1: Consultations in 2018 (n=230)
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CASE STUDY #2: Publishing Support in 2018 (n=35)

- s » TofAssigment.s...
tQ & 10 | Article
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CRM data analysis and visualisation via Qlik


https://www.qlik.com/us

CASE STUDY #3: Understanding the Landscape

Studentce nebylo jasné, na co ma v bak. praci odkazovat, a na co nikoliv. Jeji predstavy byly dosti zkreslené - domnivala se napf., Ze kdyZ vychozi pramen lehce pozméni, neni uzZ na néj tfeba odkazovat. Postupné jsem si
vysvétlil tuto problematiku, otdzku citovani obrazk a tabulek, ponékud nejisty jsem byl v otdzce odkazl a vibec znadeni rovnic, ale podafilo se nam nalézt dobry pfiklad jejich odkazovéni v Easopise Acta Polytechnica, kiery

pouZiva stejnou metodu Eiselnych odkazl. DilleZité odkazy: Acta Polyt : h n; Pokyny pro psani bak. praci na katedfe: hiip -a-diplom-prace

CO JSEM SE NAUCIL - podnéty k im: Pro Sleni: &il Zatka. Na nasich strankach ale nemohla odkaz na konzultace najit.. Musela tedy zadat dotaz do Googlu, ktery ji na
strénku pfived|

CO NEVIM - podnéty ke vzdélavani: Prozkoumat, jak Se cituji rovnice a obecné matematické zapisy - co je zvykem

Kligova slova CJ: kondice, efektivita, nositelna elekvomka kondicni pfiprava, efektivita kondicni pfipravy, sportester, vyuZiti sporttesteru pfi kondicni pfipravé
Klicova slova AJ: condition, efectivity, wearable g g , efectivity of p X heart-rate monitor

Se zdkaznikem jsme si popovidali o tématu. Pomohl jsem mu dohledat jesté néjaké daléi absolventské prace a dal jsem mu fadu informaci ohledné toho, o ¢em by monl psat a kde a jak vyhledavat.

Master prep advisory

Student na katedfe ekonomiky a fizeni ve stavebnictvi (K126) na FSV. v praxi se ke kalkulacim pouZiva program ASPE ( hiip
znaéeni je é do inek CR, postrada vyznam hledat materialy ze zahranicnich zdrojii

v/), na Skole pouZivaji program KROS. Téma kalkulace ceny vodorovného

SCHNEIDEROVA HERALOVA, Rendta et al. Kalkulace nakladii ve stavebnictvi. Vydani: prvni. Praha: Fakuita stavebni CVUT v Praze, 2017. 144 stran. ISBN 978-80-01-06348-4. Zaznam dostupny z: ¢

Tato doporuéend knina ma v seznamu literatury uvedenou Pfirucku rozpoctare (URS 2013), kterd nam pomohla v katalogu objevit mnoZstvi uZiteéné literatuty podle predmétovych hesel "rozpocetnictvi” a "kalkulace”.

Zde je slibeny seznam
Prirucka rozpoctafe: rozpoctovani a ocefiovani stavebnich praci. Praha: URS Praha, 2013-. Cenova soustava URS. Zaznam dostupny z: hit
MARKOVA, Leonora a Jaroslav CHOVANEC. Rozpoétovani a kalkulace ve vystavbé. Brno: CERM, 2008. ISBN 978-80-7204-587-7. Zaznam dostupny z: hit
MACIK, Karel. Modemni kalkulace nakladi. Praha: Ceské vysoké uéeni technické, 1994. ISBN 80-01-01208-5. Zaznam dostupny z: hitps

MACIK, Karel. Kalkulace a rozpocetnictvi. Viyd. 3. pfeprac. Praha: Nakladatelstvi CVUT, 2008. ISBN 978-80-01-03926-7. Zaznam dostj

/ivufind tech
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a pouze po prihiadeni do vadeho systému, Ze? Tzn. Ze pristup je omezeny.




The majority of students that
are reaching us have no
experience with searching
beyond Google

The Bachelor's thesis is often
the very first experience with
academic writing for them
Many students don't know
how to reach and approach
their mentors

BTN

L g | | . 2 e |
- The scope of NTK information

R . ¢

support team is much wider
than “traditional” information
support

The NTK supplements the
functions of Academic Writing
Center in campus
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Professional
Development

e Enhance peer-to-peer personal
knowledge exchange according to
the principle of “vicarious
learning”

e Share best practices as well as
failures

e Support professional
development of junior colleagues




Improving Workflows

Fewer errors and gaps in
records and efficient data
cleaning

Better standardization (e.g.,
organizations and users
naming policies, mandatory
fields)

Flexible access rights
Everything “under one roof”
Quick and easy reports and
ability to work with big data
(N rows, K columns)

Datum zadéni/
ID konzultace - Date Typ [Tyl - |ReSitel / Your Nan - Dotaz/Téma / Query

05.01.2018

08.01.2018
20181001 08.01.2018

09.01.2018

10.01.2018
20181003 10.01.2018
20181017 11.01.2018
20181018 11.01.2018
20181002 11.01.2018
20181116 15.01.2018
20181004 16.01.2018
20181019 18.01.2018
20181007 18.01.2018
20181005 18.01.2018
20181006 18.01.2018
20181024 20.01.2018
20181020 25.01.2018
20181117 25.01.2018
20181118 25.01.2018
20181021 26.01.2018
20181022 26.01.2018
20181023 29.01.2018
20181008 30.01.2018
20181009 30.01.2018
20181037 05.02.2018
20181025 05.02.2018

mailovd
mailova
mailovd
mailova
osobni
mailova
mailova
osobni
Walk-in
osobni
osobni
osobni

Krueger
Krueger
trych
Krueger
Krueger
stehlik
Krueger
Krueger
Saiti
[Timova
Nouza
Krueger
stehlik
Strych
strych
Krueger
Krueger
[Timova
[Timova
Krueger
Krueger
Krueger
Nouza
strych
Krueger
[Turek
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Konzultace (2018 v CRM)

Hiavni obor /.
- Status. ~ | Main Subjec ~ |Podobor

Editing NTK newsletter Hotovo Editace anglictiny
Editing email Hotovo Editace anglictiny
Jak citovat e-mail a jak poutivat odkazy u odstavcd Hotovo Citovani
Editing excursion text (20pp_ Hotovo
Editing conference paper abstract Hotovo
Kédovéni v kvalitativnim vyzkumu Hotovo
Consultation for individual consultation by Jiri Hotovo
Editing complaint letter to Elsevier Hotovo
LaTeX support for writing master thesis Hotovo
instalace software Hotovo
Superconductors Hotovo
English terms Hotovo
Kédovani v kvalitativnim vyzkumu Hotovo
é situace zafizeni Hotovo
Vertikalni zelena st&na budov Hotovo
English editing science forum announcement Hotovo
English editing science forum announcement Hotovo
instalace software Hotovo Chemie a chemi echn
dotaz na ProQuest Central Hotovo Chemie a chemicka techn
PhD dissertation Hotovo Odborné psani
Editing introduction for article Hotovo Editace angli Materials

Editing new research group description plus summer scl Hotovo Editace angliMaterials
Emoéni inteligence VS studentd Hotovo Psychologie

Akademické psani v Cesting Hotovo Odborné psé Filozofie/soci
Interview preparation Hotovo N/A Materials
Eye tracking v hotelnictvi Hotovo T Technologie
Pomac s dohledanim publikace Hotovo Chemie a chemicka techn

Instruktaz KON

Kontingenéni

SUITECRM DASHBOARD ACTIONS ~

® MY ACCOUNTS

Vysoka $kola chemicko-technologicka
v Praze .
Masarykiiv tistav vy$sich studii

Name € Date Cre

Editace materidlu 26/08/2019 15:00

Editace

privodce 26/08/2019 14:47

26/08/2019 14:33

26/08/2019 11:32

Disertace 26/08/2019 1114

pistup

23/08/2019 15:54

Vydavani, Bealliiv seznam 23/08/2019 15:41

23/08/2019 15:09

23/08/2019 14:14

23/08/2019 14:11

ted ® CreatedBy € User

Vojtéch Turek  Stephay

Vojtéch Turek ephan

Vojtéch Turek  Stephanie Krueg

Vojtéch Turek g

Vojtéch Turek  Stephay

Vojtéch Turek ani

Vojtéch Turek  Stephanie

Vojtéch Turek e
Vojtéch Turek  Stepha

Vojtéch Turek

£ MY ACTIVITY STREAM 7 Ox%

¥ Alena Chodounska
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AN N RN NN NGBS

@

Vojtéch Turek created a new ‘contact =)L
3 days ago

Vojtéch Turek created a new ‘contact’ [Z)Vojtéch Ture
3 days ago e

Vojtéch Turek created a new ‘contact ()1
3 days ago Reply

Vojtéch Turek created a new ‘contact [ZJustyna Zacze!

3 days ago ®
Vojtéch Turek created a new ‘contact’ [Z}Jif/ Mike
4 days ago
Vojtéch Turek created a new 'contact [(Z]Katefina Mazai
4 days ago
Vojtéch Turek created a new ‘contact’ [S)Michele Freire
Y MEETINGS 7 Ox%
Start Date
Close Subject € Related to Date  pccepe?
potravinowych 261082019 ;
@
% it 17:00 7
< e 19/08/2019
x 17:00
x ova univerz 04092010 pcconteq /' @

00:00




PART IlI: CRM CUSTOMIZATION AT NTK



NTK CRM Vision

Requirements

e Free and open source tool

e Avoid programming as much as possible

e Be able to develop new modules specific for
academic support instead of modifying existing

Philosophy or principles

e Single rules, single naming, single responsibility,
clear data

e Sustainable and agile development (prototyping,
testing)




NTK CRM Agile Development

1. VZNIK POZADAVKU
“Formuléi
“Mail

“Mail + link na Google form
+0: Konaultant

2. PRUETI POZADAVKU
“Zakladnizznam
*(0dpovéd zékaznikovi)
“PostnaFB
+0:Slutba's *




Consultation Form History

Konzultace - Pracovni list

KONZULTAGNI LIST

P— om

1st Generation

Word sheet to capture details
about users and interactions.

2nd Generation

Excel sheet with drop down

menus and line view of data.

Resplesdts

CRM Form Prototype

CRM Form




Future Development

Global goal
Analysis and estimation of users’

needs over the years (according to
GDPR)

Next steps

1. Integrate the consultation
feedback surveys

2. Create new module for
instructional services

3. Extend internal knowledge base




Questions?
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alena.chodounska@techlib.cz alexey.ryzhkov@techlib.cz


mailto:alena.chodounska@techlib.cz
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