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(57) ABSTRACT 

Various technologies and techniques are disclosed for inte 
grating a customer relationship management application with 
a mail merge operation on a client-side word processor. Mail 
merge settings are received from a user, including a record set 
to use in a mail merge operation. A new mail merge document 
is created. The record set is added to the mail merge docu 
ment. A link is added to a template that will control the mail 
merge operation on a client-side word processor. The linked 
template gets attached to the new mail merge document when 
opened on the client-side word processor. Techniques for 
beginning a mail merge operation on a client-side word pro 
cessor are described. A downloaded mail merge document is 
validated. The record set contained in the downloaded mail 
merge document is separated into one or more separate files. 
A mail merge wizard is started and advanced to a proper 
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40 
CREATE START CRMMAL MERGE 402 

TO START MAILMERGE, CLICK START CRM MAILMERGE,-406 

THE START CRM MAILMERGE BUTTONAPPEARS ONEITHER THE ADDHonecreasteristore 
INSTABORTHE MAILINGSTAB, DEPENDING ON THE MAILMERGE 
TEMPLATE YOU SELECTED, 

AFTER YOU CLICK THE START CRMMAILMERGE, THE MACRO 
CREATES ANEW TEXT FILE ANDPUTS THE COMMENT DATANTOT, 
THE COMMENTIS THE DATASOURCE FOR YOUR MAILMERGE.} 

CAUTION: TORUNMAILMERGE, YOUMUST ENABLEMACROSFOR 
THIS DOCUMENT. AFTER THE MAILMERGE IS COMPLETED, DELETE 
THIS FILE AND THE ASSOCATEDTEXT FILE TO SAFEGUARD 
POSSIBLESENSTIVE DATA. 

THIS IS THE TABLETEMPLATE FOR2007: 

NO, FIELD 

KITHXTH>ADDRESSCITY& 
TH><TH>ADDRESS.1 COUNTY 
REGION<!TH><TH>ADDRESS-2STREET1&fTH><TH> 
ADDRESSSTREET3al 
TH><TH>ADDRESS 2IPPOSTAL 
CODExiTH><THADDRESS1-STATE PROVINCE TH>x 
THCREDIT.LIMITsai THYTH>E-MAIL&FTHsKTHsFAX8;THx 
TH>ACOUNTNAMEXITHXTH>RIMARY CONTACTSXi 
TH><TH>MAINPHONExiTH><TH>TICKER-SYMBClf 
TH><TH>WEB 
SITESciTH><TH>USERBUSINESS UNITaTH><TH>USER 
STREET if Hexth USERCITYa 
TH><TH>USER STREET2<TH><TH>USERSTREET&TH 
xTH>USERCITY&THXTH>USERSTATE PROVINCEs. 
TH><TH>USRZIPPOSTALCODai 
TH><TH>USER COUNTRY REGIONsal 
TH>xTHUSER MAIN 
PHONESTH><TH>USERFIRSTNAMEITH><TH>USER 
LAST-NAMEXITHXTH>USER TITLESl 
THsaTH>USER PRIMARY 
E-MAIL&THxsTH>C2CFOF1C0403-DC-9332 

WALUE 

NAME <<ACCOUNTNAME >> 
<<ADDRESS.1 CITY>> 
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RECEIVE USER SELECTION TO START MAIL MERGE FROM 
CRMAPPLICATION 

202 

OPTIONALLY RECEIVE LANGUAGE SELECTION FROM USER 
203 

RECEIVE TEMPLATE SELECTION FROM USER 
204 

RECEIVE RECORD SET SELECTION FROM USER 
206 

RECEIVE MAIL MERGE TYPE SELECTION FROM USER 
208 

RECEIVE DATAFIELD SELECTION(S) FROM USER 
210 

CREATE MAL MERGE DOCUMENT BASED ONUSER 
SELECTIONS AND OPTIONALLY STREAMOUT 

212 

PROMPTUSERTO SAVE OR OPENMAIL MERGE DOCUMENT 
214 

FIG.2 
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300 

RECEIVE USER SELECTIONS FOR TEMPLATE, LANGUAGE, RECORD SET, 
MAIL MERGETYPE, AND DATA FIELDS 

302 

CREATE NEWMAL MERGE DOCUMENT WITH CONTENT FROM 
SPECIFIED TEMPLATE OR BLANK TEMPLATE 

304 

ADDRECORD SET TO NEWMAL MERGE DOCUMENT 
306 

OPTIONALLY ADDMAIL MERGETYPE TO DOCUMENT 
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ADD LINK TO CRM TEMPLATE ON THE CRM SERVER 
310 

OPTIONALLY ADD SOME HELPFULINSTRUCTIONS FOR USER 
312 

FIG. 7 
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360 
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RECEIVE SELECTION FROM USER TO OPENMAL MERGE DOCUMENT 
362 

DOWNLOAD CRM TEMPLATE FROM CRM SERVER (AUTOMATICALLY OR 
UPONUSER REQUEST) 

364 

ATTACH DOWNLOADED TEMPLATE TO CURRENT MAIL MERGE 
DOCUMENT 

366 

DISPLAY MAIL MERGE DOCUMENT IN WORD PROCESSOR 
368 

OPTIONALLY RECEIVE USER SELECTION TO BEGIN MAL MERGE 
PROCESS IN WORD PROCESSOR OR BEGINAUTOMATICALLY 

370 

INVOKE MACRO NCRM TEMPLATE TORUNMAIL MERGE 
372 

PREPARE DOCUMENT FOR MAIL MERGE RUN 
373 

GUIDE USER THROUGH MAL MERGE 
374 

FIG. 8 
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VALIDATE DOWNLOADED DOCUMENT 
382 

REMOVE HELP INSTRUCTIONS FROM DOCUMENT, IF APPLICABLE 
384 

SEPARATE RECORD SET INTO SEPARATE FILE AND LINK TO 
DOCUMENT, IF APPLICABLE 

386 

DETECT WHICH MAL MERGE TYPE NEEDS TO BE SELECTED AND 
ADJUST DOCUMENT ACCORDINGLY 

388 

DISPLAY RECORD SET TO USER FOR DATAVERIFICATION AND 
CONFIRMATION 

390 

START MAIL MERGE WIZARD AND ADVANCET TO PROPER STAGE 
392 

FIG. 9 
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ALLOW USER TOUPLOAD MAILMERGE TEMPLATE(S) TO 
CRM 
452 

ALLOW USER TO SPECIFY TEMPLATE GENERALDETALS 
454. 

ALLOW USER TO SPECIFY SHARINGLEVELS 
456 

ALLOW USER TO SPECIFY CATEGORIZATION INFORMATION 
458 

ALLOW USER TO SPECIFY DATA FIELDS 
460 

RECEIVE USER SELECTION TO SAVE SETTINGS 
462 

SETTINGS ARE SAVED 
464 

TEMPLATES MADE AVAILABLE FOR USE 
466 

FIG. 13 
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MAIL MERGE INTEGRATION TECHNIQUES 

BACKGROUND 

Mail merge is a feature that allows a user to customize a 
document and send that document to a group of people with 
out having to type a separate letter for each person. A mail 
merge process typically uses an external data source on which 
the template document operates to dynamically produce these 
personalized documents. 
Many customer relationship management (CRM) systems 

of today are Internet-based so sales people can easily access 
the data remotely. However, the technologies that enable mail 
merge to be performed are typically found on a client-side 
application such as MICROSOFTR Office Word. Difficulties 
can arise when trying to utilize mail merge features in a 
client-side application with data contained in an Internet 
based CRM application without having to install additional 
programs. 

SUMMARY 

Various technologies and techniques are disclosed for inte 
grating a customer relationship management application with 
a mail merge operation on a client-side word processor. Mail 
merge settings are received from a user, including a record set 
to use in a mail merge operation. A new mail merge document 
is created. The record set is added to the mail merge docu 
ment. A link is added to a template that will control the mail 
merge operation on a client-side word processor. The linked 
template gets attached to the new mail merge document when 
opened on the client-side word processor. 

In one implementation, a method for beginning a mail 
merge operation on a client-side word processor is described. 
A downloaded mail merge document is validated. The record 
set contained in the downloaded mail merge document is 
separated into one or more separate files. A mail merge wizard 
is started and advanced to a later stage based upon settings 
already specified by the user. 

In one implementation, techniques for uploading and man 
aging mail merge templates that were created in a word pro 
cessor into a customer relationship management application 
are described. A selection is received from a user to upload a 
mail merge template for a word processor to a customer 
relationship management application. The user is prompted 
to specify additional template settings that are used by the 
customer relationship management application to help inte 
grate a mail merge operation initiated in the customer rela 
tionship management application with the word processor. 
The mail merge template and additional template settings are 
stored in the customer relationship management application 
for later use. 

In another implementation, a customer relationship man 
agement application that has integrated mail merge function 
ality is described. A request is received from a user to perform 
a mail merge operation from within a customer relationship 
management application. The user is prompted to specify 
mail merge settings to be used in the mail merge operation. A 
mail merge document is created that contains a record set to 
be used in the mail merge operation along with a link to a 
template that contains a macro for controlling the mail merge 
operation when opened within a client-side word processor. 

This Summary was provided to introduce a selection of 
concepts in a simplified form that are further described below 
in the Detailed Description. This Summary is not intended to 
identify key features or essential features of the claimed sub 
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2 
ject matter, nor is it intended to be used as an aid in determin 
ing the scope of the claimed Subject matter. 

BRIEF DESCRIPTION OF THE DRAWINGS 

FIG. 1 is a diagrammatic view of a mail merge system of 
one implementation. 

FIG. 2 is a process flow diagram for one implementation 
illustrating the stages involved in receiving user selections for 
a mail merge operation. 

FIG. 3 is a simulated screen for one implementation that 
illustrates allowing a user to select one or more records to 
include in a mail merge from within a CRM application. 

FIG. 4 is a simulated screen for one implementation that 
illustrates the user selecting mail merge options from within 
a CRM application. 

FIG. 5 is a simulated screen for one implementation that 
illustrates the user selecting fields to include in the mail merge 
operation from within a CRM application. 

FIG. 6 is a simulated screen for one implementation that 
illustrates the user being prompted to save or open the mail 
merge document once it has been created. 

FIG. 7 is a process flow diagram for one implementation 
illustrating the stages involved in creating a new mail merge 
document upon receiving settings specified by the user in the 
CRM application. 

FIG. 8 is a process flow diagram for one implementation 
illustrating the stages involved in initiating the mail merge 
operation on the client-side word processing application. 

FIG. 9 is a process flow diagram for one implementation 
illustrating the stages involved in advancing the mail merge 
operation on the client-side word processing application to 
where the user can finish the operation. 

FIG. 10 is a simulated screen for one implementation that 
illustrates an example of a mail merge document that was 
created by the CRM application and opened in the client-side 
word processing application. 

FIG. 11 is a simulated screen for one implementation that 
illustrates prompting the user to further customize and/or 
Verify the mail merge recipients. 

FIG. 12 is a simulated screen for one implementation that 
illustrates advancing the mail merge operation to a proper 
stage where the user can then complete the mail merge opera 
tion. 

FIG. 13 is a process flow diagram for one implementation 
illustrating the stages involved in allowing a user to manage 
mail merge templates on the CRM application. 

FIG. 14 is a simulated screen for one implementation that 
illustrates allowing a user to manage a mail merge template 
from within a CRM application. 

FIG. 15 is a simulated screen for one implementation that 
illustrates a mail merge template within a CRM application. 

FIG. 16 is a simulated screen for one implementation that 
illustrates the customization of a mail merge template to 
select fields to include from within a CRM application. 

FIG. 17 is a simulated screen for one implementation that 
illustrates the assignment of sharing and other security set 
tings for a mail merge template from within a CRM applica 
tion. 

FIG. 18 is a diagrammatic view of a computer system of 
one implementation. 

DETAILED DESCRIPTION 

The technologies and techniques herein may be described 
in the general context as techniques for integrating mail 
merge on a client-side application with an Internet-based 
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application, but the technologies and techniques also serve 
other purposes in addition to these. In one implementation, 
one or more of the techniques described herein can be imple 
mented as features within a word processing program Such as 
MICROSOFTR Office Word, from a customer relationship 
management system such as MICROSOFTR) Dynamics, or 
from any other type of program or service that provides mail 
merge functionality. 
As mentioned in the Background Section, it can be difficult 

to utilize mail merge features on a client-side application 
when the data needed for the mail merge is stored in an 
Internet-based application Such as a customer relationship 
management (CRM) system. One existing technique that is 
sometimes utilized for combining the two include the cre 
ation of a smart client that knows how to pull down the data 
source in the correct format and then hook it up to the client 
side application running mail merge. One problem with this 
approach is that it requires installation of a client-side appli 
cation or plug-in in order for the interaction between the 
client-side application and the Internet-based application to 
work correctly. 

Another technique that is sometimes used is to mimic the 
mail merge behavior on the server (such as directly within the 
CRM or other Internet-based application). In such a scenario, 
the user inputs are entered, templates are created, and final 
documents that can be printed or emailed out are created, all 
from within the Internet-based application. One problem with 
this approach is that the mail merge functionality is limited in 
comparison to what the user can achieve with the client-side 
mail merge process available through the word processor 
program on the user's desktop. 

In one implementation, mail merge techniques are 
described that integrates a CRM application and a mail merge 
operation on a client-side word processor into one user expe 
rience via the use of an attached template containing macros, 
Such as signed macros that have a digital signature identifying 
their source. The terms "customer relationship management 
application' and "CRM application' as used herein are meant 
to include any type of Internet-based application that stores 
relationship data Such as name, address, and/or phone number 
of customers, prospects, and/or vendors. The term "client 
side word processor as used herein is meant to include a 
program installed locally on a user's computer that has a mail 
merge feature. 
The mail merge techniques described hereincan be utilized 

without having to installa plug-in or application on the client 
application (beyond the existing word processor itself), and 
the existing word processing mail merge process is integrated 
and enhanced. Data for the mail merge (such as the mail 
merge template, data source and other user selections) is 
pulled from the CRM application as one single document to 
the client-side application. The document contains a link to 
the CRM template present on the CRM server. 
When the document is opened inside a word processor such 

as MICROSOFTR Office Word, the linked CRM template is 
downloaded and attached to the current document. The linked 
template also contains a signed macro. When the signed 
macro is invoked (such as upon user selection or automati 
cally), the individual components of the document are disas 
sembled and the document is prepared for running the mail 
merge operation on the client-side application to dynamically 
generate documents for distribution. 

FIG. 1 shows a high level view of one implementation of a 
mail merge system 100. The user can utilize a web browser 
102, such as MICROSOFTR) Internet Explorer or Firefox, to 
log on to a CRM server 104 and view the data. The user can 
invoke the mail merge process by selecting a mail merge 
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4 
option, such as by clicking on a mail merge icon; the user then 
makes the selection to the options given. A mail merge docu 
ment 110 (such as an XML file) is then generated based upon 
the user selections, and is then downloaded automatically or 
upon user selection. The mail merge document 110 contains 
the record set for the mail merge and other mail merge set 
tings. The term “mail merge document’ as used herein is 
referring to the document generated by the customer relation 
ship management system that contains the record set and 
other mail merge settings that will then be used in the word 
processor. This mail merge document 110, when opened in 
the word processor 106, causes the word processor 106 to 
download a CRM template from the server 104 and install the 
CRM macro 108. The term “CRM template” as used herein is 
referring to a template file that contains a macro that is used to 
integrate a customer relationship management application 
with a mail merge operation in a word processor. In another 
implementation, CRM macro 108 can also be part of the 
downloaded document 110. 

In one implementation, the CRM macro 108 is invoked 
when user clicks a CRM option from within the word proces 
sor. The CRM option becomes available once the CRM tem 
plate is attached to the document. In another implementation, 
the CRM macro 108 is invoked automatically when the mail 
merge document 110 is opened in the word processor. In 
either scenario, the CRM macro 108 is responsible for oper 
ating on the current document to prepare the current docu 
ment for running mail merge inside of the word processor 
106. Such preparation can include extracting the record set 
from the mail merge document and putting the record set into 
a separate file 112. 

In one implementation, the CRM template that is located 
on the CRM server is available for anonymous access so the 
user does not have to re-authenticate or maintain any authen 
tication status after download of the mail merge document. 
The mail merge system 100 will be described in further detail 
in FIGS. 2-18. 

Turning now to FIGS. 2-17, the stages for implementing 
one or more implementations of mail merge system 100 are 
described in further detail. In some implementations, the 
processes of FIG. 2-17 are at least partially implemented in 
the operating logic of computing device 500 (of FIG. 18). 

FIG. 2 is a process flow diagram 200 for one implementa 
tion illustrating the stages involved in receiving user selec 
tions for a mail merge operation. A selection is received from 
a user to start a mail merge operation from a CRM application 
(stage 202). A language selection is optionally received from 
the user (stage 203). Such as to specify the language (e.g. 
English, Spanish, etc.) to be used for creating the contents of 
the template. A template selection is received from the user 
(stage 204) to indicate which pre-defined template that con 
tains the body of the document should be used. A record set 
selection is received from the user (stage 206) to indicate 
which records (i.e. customers and/or vendors) should be 
included in the mail merge. A mail merge type selection is 
received from the user (stage 208), such as to indicate that the 
mail merge will be a letter, an envelope, etc. Data field selec 
tions are received from the user (stage 210) to specify which 
fields should be included for each record (such as name, 
address, etc.). These user specified settings are described in 
further detail in FIG. 3-6. A mail merge document is then 
created based upon the user selections (stage 212), as 
described in further detail in FIG. 7. The generated mail 
merge document is streamed out for download in response to 
the user selections—(stage 212). The web browser, after 
downloading the streamed out file prompts the user to save or 
open the mail merge document (stage 214). 
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FIG. 3 is a simulated screen 230 for one implementation 
that illustrates allowing a user to select one or more records to 
include in a mail merge from within a CRM application. 
Upon selecting one or more records 234 from the CRM appli 
cation, the user can select a mail merge option 232 to invoke 
the mail merge operation. 

FIG. 4 is a simulated screen 240 for one implementation 
that illustrates the user selecting various mail merge options 
from within a CRM application. These options are just 
examples, and in other implementations, fewer and/or addi 
tional options could also be presented. A template language 
option 241 is displayed to allow the user to choose the lan 
guage to be used for the template. In one implementation, 
template language option 241 is only displayed when the user 
has multiple languages enabled on his computer (such as 
through a multi-language pack that is installed on his com 
puter). A mail merge type option 242 is displayed to allow the 
user to select the type of mail merge being created. A few 
non-limiting examples of the type of mail merge can include 
a letter, envelope, brochure, label, email, and so on. A tem 
plate selection option 244 is also displayed which allows the 
user to select a blank document or an existing mail merge 
template to use. The term “mail merge template' as used 
herein is meant to include a template that contains wording, 
macros and/or other settings to use as a starting point when 
creating a new mail merge document. Record merge options 
248 are displayed to allow the user to select which records 
should be merged, such as the selected records on the current 
page, all records on the current page, or all records on all 
pages. Data field option 250 is displayed to allow the user to 
specify which data fields should be included in the mail merge 
operation. 

FIG. 5 is a simulated screen 260 for one implementation 
that illustrates the user selecting fields to include in the mail 
merge operation from within a CRM application. In one 
implementation screen 260 is displayed when the user selects 
the data field option 250 on FIG. 4. Screen 260 allows the user 
to select which fields should be included in the mail merge, 
Such as account name 262, account number 264, and city 266. 
Once the user has specified the various mail merge options 
(shown in FIGS. 4 and 5), a mail merge document is created 
according to the user specified settings. The user is then 
prompted to open the mail merge document or download it for 
later use. This is illustrated in FIG. 6. 

FIG. 6 is a simulated screen 270 for one implementation 
that illustrates the user being prompted to save or open the 
mail merge document once it has been created. In the example 
shown, the user can select the open option 272 to open the 
mail merge document from within the word processor, or the 
save option 274 to save the mail merge document to a speci 
fied location. If the user wishes to cancel the mail merge 
operation, then cancel option 276 can be selected. 

Turning now to FIG. 7, a process flow diagram 300 for one 
implementation is shown that illustrates the stages involved in 
creating a new mail merge document upon receiving settings 
specified by the user in the CRM application. Users selections 
are received for the template, language, record set, mail 
merge type, and/or data fields (stage 302), as previously 
described in FIGS. 3-6. A new mail merge document is cre 
ated that contains content from the specified template or from 
a blank template (stage 304). In other words, a new document 
is created that contains the wording from the template that the 
user specified should be used for the mail merge, if one was 
specified. The wording could include something like this: 

Dear <First name>, 
I wanted to welcome you to the <<city.d. 
Welcome 
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Regards, 
Customer Service 
If no template was specified, then a blank template can be 

used. The record set that was previously specified by the user 
is added to the new mail merge document (stage 306). Such as 
in a comment section as shown in FIG. 10. In one implemen 
tation, the record set that is used as the data source of the mail 
merge needs to have two sections, a header and a body sec 
tion, such as the table illustrates below: 

First name Last name City 

John Doe Redmond 
Jane Doe Seattle 

When the mail merge is later run, the <<First name> and 
<city) will get replaced by the records in the record set, 
which in this example would generate two different custom 
ized documents. Note that in one implementation, the column 
headers also serve as mail merge tags in the document. When 
a mail merge is later run on the same set of records for the 
English language, the headers will be in English. If the mail 
merge is run for the German language, then the headers will 
be the German equivalent of the first name, last name, and 
city. The German template will have the tags in German and 
when the mail merge runs, the information will be displayed 
in German to the user running the mail merge. 

In addition to the record set and the template body, the mail 
merge type is optionally added to the document (stage 308), if 
one was previously specified by the user. Data source map 
pings can optionally be added to map from the data fields in 
the CRM application to fields in the word processor. A link is 
added to the CRM template on the CRM server (stage 310). 
The link to the CRM template on the CRM server is what 
allows the client-side word processor application to down 
load and invoke the mail merge operation through a signed 
macro without having to install a plug-in or other application 
onto the client-side. In another implementation, instead of 
adding a link to the CRM template on the CRM server, the 
CRM template is included directly within the mail merge 
document. Some helpful instructions are optionally added for 
the user (stage 312), such as those shown in FIG. 10. 

FIG. 8 is a process flow diagram 360 for one implementa 
tion illustrating the stages involved in initiating the mail 
merge operation from the client-side word processing appli 
cation. A selection is received from the user to open the mail 
merge document in the word processor (stage 362). This 
selection can be received from the user by opening the mail 
merge document directly from the word processor, or by 
selecting an option to have the web browser open it (272 of 
FIG. 6). The mail merge document is the one that was previ 
ously created according to the processes described in FIGS. 
1-7. The CRM template is downloaded from the CRM server 
automatically upon opening the mail merge document, or 
upon any user prompt that the word processor may provide 
for download confirmation (stage 364). The downloaded tem 
plate is then attached to the current mail merge document 
(stage 366). The mail merge document is displayed in the 
word processor (stage 368). 

After the template has been attached, a user selection is 
optionally received to begin the mail merge operation in the 
word processor, or the mail merge operation begins automati 
cally (stage 370). A macro is invoked in the CRM template to 
run the mail merge operation (stage 372). The macro prepares 
the document for the running of the mail merge operation 
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(stage 373), as described in further detail in FIG. 9. The user 
is guided through the mail merge operation (stage 374). 

FIG. 9 is a process flow diagram 380 for one implementa 
tion illustrating the stages involved in advancing the mail 
merge operation on the client-side word processing applica 
tion to where the user can finish the operation. In one imple 
mentation, the process described in FIG. 9 begins when the 
user selects an option to begin the mail merge operation from 
within a word processor (after the CRM template has been 
attached to the mail merge document). The downloaded docu 
ment that contains the CRM template is validated (stage 382). 
Help instructions are removed from the document, if appli 
cable (stage 384). The record set is separated into a separate 
file and linked to the document, if applicable (stage 386). The 
mail merge type that needs to be selected is detected, and the 
document is adjusted accordingly (stage 388). For example, if 
the mail merge type is set to labels or envelopes, then the 
document size is readjusted to fit the label or envelope speci 
fication. In one implementation, if the label or envelope mail 
merge type is selected, then the word processor's dialog for 
adjusting the document for label or envelope output is dis 
played. 
The record set is optionally displayed to the user for data 

verification and confirmation (stage 390). The mail merge 
wizard is started within the word processor, and the wizard is 
advanced to the proper stage (stage 392) So the user does not 
have to specify information that they already specified from 
within the CRM application previously. 

FIG. 10 is a simulated screen 400 for one implementation 
that illustrates an example of a mail merge document that was 
created by the CRM application and opened in the client-side 
word processing application. In the example shown, upon 
selecting the start CRM mail merge option 402, the CRM 
macro present in the CRM template that was downloaded 
from the CRM server is invoked. Helpful instructions 406 are 
displayed to the user to explain this process. The record set 
408 is contained within a comment section within the word 
processing document. Record set 408 contains the actual data 
values that will be used by the mail merge operation. Once the 
mail merge operation has been started upon user selection of 
the start CRM mail merge option 402, the record set 408 that 
is contained in the comment section gets extracted into a 
separate file or other location that can be used as a data source 
for the mail merge. 

FIG. 11 is a simulated screen 420 for one implementation 
that illustrates prompting the user with a dialog box 422 to 
allow the user to further customize and/or verify the mail 
merge recipients. In one implementation, dialog box 422 is 
only displayed when the user did not previously specify the 
desired mail merge recipients from within the CRM applica 
tion when launching the mail merge operation earlier in this 
process. In another implementation, dialog box 422 is dis 
played to allow the user to further customize and/or verify the 
mail merge recipients. 

FIG. 12 is a simulated screen 440 for one implementation 
that illustrates advancing the mail merge operation to a proper 
stage where the user can then complete the mail merge opera 
tion. In other words, there may be multiple steps in the typical 
mail merge operation on the word processor. However, 
through the settings received from the user previously in the 
CRM application, this mail merge operation can be advanced 
to a later stage in the process so the user is not prompted again 
to specify the same settings a second time. 

FIG. 13 is a process flow diagram 450 for one implemen 
tation illustrating the stages involved in allowing a user to 
manage mail merge templates from within the CRM applica 
tion. The user is able to upload mail merge templates to the 
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8 
CRM application (stage 452), such as mail merge templates 
that were originally created in a word processor. Various 
settings can be specified for the mail merge template, includ 
ing some or all of the settings described in this figure, and/or 
additional settings. The user is able to specify general details 
for the template (stage 454). The user is able to specify shar 
ing levels (stage 456). The user is able to specify categoriza 
tion information (stage 458). The user is able to specify data 
fields (stage 460). A user selection is received to save these 
settings (stage 462). These settings are then saved (stage 464) 
and the template is then made available for use (stage 466). 
Some exemplary screens will now be illustrated in FIGS. 
14-17 to illustrate these customizable settings in further detail 

FIG. 14 is a simulated screen 470 for one implementation 
that illustrates allowing a user to manage a mail merge tem 
plate from within a CRM application. A new template can be 
created in the word processor program upon selecting the 
create template in word processor option 472. General details 
474 can be specified for a specified mail merge document, 
Such as the template name and description. Categorization 
information 476 can be specified. Such as an associated entity, 
ownership of the template, owner name, and language of the 
template. Data fields 478 that should be used in the template 
can also be specified. 

FIG. 15 is a simulated screen 480 for one implementation 
that illustrates a mail merge template within a CRM applica 
tion. In the example shown in FIG. 15, data fields have been 
selected 488, and a file attachment has been specified 490 that 
contains the template. If the user wishes to edit the template in 
the word processor, then the edit template in word processor 
option 482 can be selected. The user can also select the 
language of the template, and the permissions of the template, 
Such as individual versus organizational. 

FIG. 16 is a simulated screen 494 for one implementation 
that illustrates the customization of a mail merge template to 
select fields to include from within a CRM application. 
Screen 494 is displayed when the user selects the data fields 
478 button on FIG. 15. In the example shown, the user has 
selected the account name, account number and address one 
fields to include in the specified mail merge template. The 
Record Type field is a drop-down list that contains the asso 
ciated entity and all entities related to the associated entity. 
Thus, in one implementation, the user can not only select the 
fields of the associated entity, but also can select the fields of 
the linked entity associated with it. In such an implementa 
tion, when the user changes the selection on the Record Type, 
the list of fields displayed changes to represent the fields of 
that entity. 

FIG. 17 is a simulated screen 498 for one implementation 
that illustrates the assignment of sharing and other security 
settings for a mail merge template from within a CRM appli 
cation. In the example shown, various options and actions that 
can be set for the mail merge template are displayed in an 
actions list 499, such as delete mail merge template, deacti 
vate mail merge template, make the template available to the 
organization, assign security permissions to the template, 
share the template, and so on. For example, a selected tem 
plate can be made private so that only certain users can access 
it, or it can be made public So that everyone who can access 
the system can access it. These are just examples, and other 
actions could also be used in other implementations. 
As shown in FIG. 18, an exemplary computer system to use 

for implementing one or more parts of the system includes a 
computing device. Such as computing device 500. In its most 
basic configuration, computing device 500 typically includes 
at least one processing unit 502 and memory 504. Depending 
on the exact configuration and type of computing device, 
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memory 504 may be volatile (such as RAM), non-volatile 
(such as ROM, flash memory, etc.) or some combination of 
the two. This most basic configuration is illustrated in FIG. 18 
by dashed line 506. 

Additionally, device 500 may also have additional features/ 
functionality. For example, device 500 may also include addi 
tional storage (removable and/or non-removable) including, 
but not limited to, magnetic or optical disks or tape. Such 
additional storage is illustrated in FIG. 18 by removable stor 
age 508 and non-removable storage 510. Computer storage 
media includes Volatile and nonvolatile, removable and non 
removable media implemented in any method or technology 
for storage of information Such as computer readable instruc 
tions, data structures, program modules or other data. 
Memory 504, removable storage 508 and non-removable 
storage 510 are all examples of computer storage media. 
Computer storage media includes, but is not limited to, RAM, 
ROM, EEPROM, flash memory or other memory technology, 
CD-ROM, digital versatile disks (DVD) or other optical stor 
age, magnetic cassettes, magnetic tape, magnetic disk storage 
or other magnetic storage devices, or any other medium 
which can be used to store the desired information and which 
can accessed by device 500. Any such computer storage 
media may be part of device 500. 

Computing device 500 includes one or more communica 
tion connections 514 that allow computing device 500 to 
communicate with other computers/applications 515. Device 
500 may also have input device(s) 512 such as keyboard, 
mouse, pen, Voice input device, touch input device, etc. Out 
put device(s) 511 Such as a display, speakers, printer, etc. may 
also be included. These devices are well known in the art and 
need not be discussed at length here. 

Although the subject matter has been described in lan 
guage specific to structural features and/or methodological 
acts, it is to be understood that the subject matter defined in 
the appended claims is not necessarily limited to the specific 
features or acts described above. Rather, the specific features 
and acts described above are disclosed as example forms of 
implementing the claims. All equivalents, changes, and modi 
fications that come within the spirit of the implementations as 
described herein and/or by the following claims are desired to 
be protected. 

For example, a person of ordinary skill in the computer 
Software art will recognize that the examples discussed herein 
could be organized differently on one or more computers to 
include fewer or additional options or features than as por 
trayed in the examples. 
What is claimed is: 
1. A method for generating a mail merge document from a 

customer relationship management application that can inte 
grate with a mail merge operation on a client-side word pro 
cessor comprising the steps of: 

receiving one or more mail merge settings from a user 
including a record set to use in a mail merge operation 
including records to be included, a language selection, a 
mail merge type including a letter, envelope, label, bro 
chure and email, and a data field selection including an 
account name, a number, a city, and an address for a 
template, wherein the user is enabled to select one of a 
blank document and an existing mail merge template; 

downloading the template from the customer relationship 
management application through one of an existing 
authentication of the user and an anonymous authenti 
cation; 

creating a new mail merge document; 
adding helpful instructions to the new mail merge docu 
ment to explain the mail merge document process, 
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10 
wherein the helpful instructions include instructions for 
starting a mail merge, enabling macros, and deleting a 
text file after completion of the mail merge to safeguard 
sensitive data; 

displaying a mail merge document user interface enabling 
the user to select recipients for the mail merge operation 
from a list, specify a type of document to be used in the 
mail merge operation and refine a list of selected recipi 
ents by one or more of Sorting, filtering, finding dupli 
cates, finding recipients, and validating addresses; 

adding the record set to the new mail merge document; and 
adding a link to the template that will control the mail 

merge operation on a client-side word processor, the 
template being operable to be attached to the new mail 
merge document and opened on the client-side word 
processor. 

2. The method of claim 1 further comprising the steps of: 
streaming out the new mail merge document. 
3. The method of claim 1, further comprising the steps of: 
upon receiving a selection from the user to open the mail 

merge document, launching the client-side word proces 
Sor and opening the new mail merge document. 

4. The method of claim 3, further comprising the steps of: 
using the linkin the new mail merge document to download 

the template containing a macro that will control the 
mail merge operation on the client-side word processor. 

5. The method of claim 1, wherein the template contains a 
aCO. 

6. The method of claim 5, wherein the macro is a signed 
aCO. 

7. The method of claim 1, wherein the record set is added to 
the new mail merge document in a comments section of the 
new mail merge document. 

8. The method of claim 1, wherein the one or more mail 
merge settings received from the user include a mail merge 
template to use that contains wording to include in the new 
mail merge document. 

9. A method for beginning a mail merge operation on a 
client-side word processor comprising the steps of 

validating a downloaded mail merge document that con 
tains settings specified previously by a user, the mail 
merge document including a record set to use as a data 
Source along with a link to a template that contains a 
signed macro for controlling a mail merge operation 
when opened within a client-side word processor, 
wherein the record set includes actual data values to be 
used by the mail merge operation; 

downloading the template from a customer relationship 
management application through one of an existing 
authentication of the user and an anonymous authenti 
cation, wherein the template includes one of language 
from a specified template and language from a blank 
template; 

adding at least one data source mapping to the template for 
mapping data fields of the data source to fields in the 
client-side word processor, 

separating the record set contained in the downloaded mail 
merge document into one or more separate files; 

starting a mail merge wizard and advancing the mail merge 
wizard to a later stage based upon settings already speci 
fied by the user; 

allowing the user to specify a sharing level for the template, 
a categorization information, and one or more data fields 
associated with the mail merge document, wherein cat 
egorization information includes at least one of an asso 
ciated entity, an ownership of the template, an owner 
name, and a language of the template; 
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streaming out the downloaded mail merge document for 
download; and 

prompting the user to one of open and save the down 
loaded mail merge document and cancel the mail merge 
operation. 

10. The method of claim 9, wherein the mail merge type is 
determined from the settings specified by the user, and the 
downloaded mail merge document is adjusted based upon the 
mail merge type. 

11. The method of claim 9, wherein the record set is moved 
to a separate file and linked to the mail merge document as a 
data source for the mail merge operation. 

12. The method of claim 9, wherein the record set is dis 
played to the user for data verification. 

13. A computer-readable memory device having computer 
executable instructions for causing a computer to perform 
Steps comprising: 

downloading a mail merge document in response to a 
selection from a user; 

Validating the downloaded mail merge document including 
a customer relationship management application tem 
plate; 

receiving a selection from the user to upload a mail merge 
template for a word processor to a customer relationship 
management application, wherein a template selection 
option allows selection of at least one of a blank docu 
ment and an existing mail merge template to use: 

determining enabled languages within a computer of the 
user; 

adding a template language option into the mail merge 
template to prompt the user to select one of the enabled 
languages to be used for the mail merge template, 
wherein the template language option is displayed when 
there are more than one enabled languages at the word 
processor executed on the user's computing device; 

prompting the user to specify additional template settings 
that are used by the customer relationship management 
application to help integrate a mail merge operation 
initiated in the customer relationship management 
application with the word processor including a lan 
guage selection for the mail merge template, recipients 
Selection for the mail merge operation from a list, a type 
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of document specification to be used in the mail merge 
operation, and a list of selected recipients refinement by 
one or more of sorting, filtering, finding duplicates, find 
ing recipients, and validating addresses; 

displaying a data field option enabling the user to specify 
data fields included in the mail merge operation; 

allowing the user to specify a sharing level, a categoriza 
tion information, and one or more data fields associated 
with the mail merge template: 

adding at least one data source mapping to the mail merge 
template for mapping data fields in the customer rela 
tionship management application to fields in the word 
processor, 

storing the mail merge template and additional template 
settings in the customer relationship management appli 
cation for later use; and 

attaching the downloaded mail merge template to the 
downloaded mail merge document. 

14. The computer-readable memory device of claim 13, 
wherein the additional template settings include sharing lev 
els for the mail merge template. 

15. The computer-readable memory device of claim 13, 
wherein the additional template settings include data fields 
for the mail merge template. 

16. The computer-readable memory device of claim 13, 
wherein the additional template settings include categoriza 
tion information for the mail merge template. 

17. The computer-readable memory device of claim 13, 
further having computer executable instructions operable to 
cause a computer to perform steps comprising: 
making the mail merge template available to a plurality of 

users for use in mail merge operations initiated in the 
customer relationship management application. 

18. The computer-readable memory device of claim 17, 
wherein the plurality of users who are given access to the mail 
merge template is controlled by a sharing level that was 
assigned to the mail merge template. 

19. The computer-readable memory device of claim 13, 
wherein the mail merge template contains wording to include 
in any new mail merge documents that are created based upon 
the mail merge template. 
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