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Internal Training Webinar 

Agenda 
 

1. Chan & Naylor Requirements 
2. Introduction to Salesforce CRM for Chan & Naylor 
3. Design & Implementation 
4. Planned Stages Of Evolution 
5. Glossary of Terms & Contact/Account Relationship 
6. Process Flow – Logging In & Navigation 
7. Process Flow – Lead Generation & Closure 
8. Lead & Opportunity Status Options & Definitions 
9. Typical end-to-end scenarios & live demonstration 
10.Data Management & Integrity  
11.Data Quality, Consistency & Monitored Fields 
12.Reports Available 
13.Where to get help - support@channaylor.zendesk.com  
14.Questions 

mailto:support@channaylor.zendesk.com


Chan & Naylor Requirements 

Additional Objectives 
Single Source of Truth 
Flexibility to change with the business – need constant user feedback  
Reporting & Analysis of key metrics to enable strategic planning 
Group-Wide Workflow & Collaboration Platform 
Strict Security Protocols 
Increase client interactions – in particular, to grow the newsletter readership 



Introduction to Salesforce 

Practice Manager 
Client Base 

Client & JVP Prospects 

Global Visibility 



CRM Launch 

 

Day-to-day Management
System Administration
User Administration
Technical Support

Workflow Management
Report Creation



Design & Implementation 

ÅDatabase cleanse (All - ongoing) 

ÅDetermination of critical fields & mapping 

ÅPrioritisation metrics 

ÅAssignment Rules 

ÅEmail templates 

ÅReport configuration 

ÅData segmentation (Felix) 

ÅStaff Training (CN Academy, Salesforce) 

 



Planned Stages Of Evolution 

Phase I 
üData Upload & Ongoing Integrity Improvement 
üLead Management & Closure 
üStrategic Marketing Campaigns 
Phase II 
üInternal Referrals 
üService & Workflow (CNA Services & Structures) 
Phase III ς Integrated Applications 
üSurveys 
üEvent Management 
üDocument Imaging & Storage 
üHR & Training 
üMany, many others 

 



Glossary of Terms 

ÅCommonly Used 
ïWeb to Lead Forms: Automatic Assignment Rules 

ïLead = Prospective Client 

ïContact = Individual 

ïContact Role = Relationship to Account 

ïAccount = Entity/Company/Trust or Individual 

ïOpportunity:  Closed Won / Closed Lost 

ïService: Ability to refer internally & limited share 

ïPartner Community – Security for record ownership 

ïChatter (Collaboration & Support) 

 



Contact/Account Relationship 



Process Flow 
Logging In 



Process Flow 
Logging In 

Ą Link to Live Account 



Process Flow 
Navigation 



Process Flow 
Lead Generation & Closure 

Preliminary Phase 



CRM Launch 

 



Process Flow 
Lead Generation & Closure 

Salesforce Processes 



Process Flow 
Lead Generation & Closure 



Process Flow 
Lead Generation & Closure 

CN Australia Processes 



Process Flow 
Lead Generation & Closure 

Important: Please ensure you always refresh your list with ALL option selected 



Lead Status Update 

RULE: Cannot Convert a Lead to an Opportunity unless Status is ‘Qualified’ 

Open: No action yet taken 
Contacted ς Not Responded: Awaiting response from Lead 
Qualified: Happy to progress past initial contact, convert to Opportunity 
Closed ς Lost: Not able to assist or tyre kicker on initial contact 
Reassigned: Assigned to more appropriate internal resource for action 



Opportunity Status Update 

RULE: Cannot change to ‘Closed – Won’ without adding potential revenue figure/s 

Prospecting: First stage of an Opportunity, needs to be investigated 
Appointment Made: Progressed from first contact to formal meeting 
Not Interested: Since initial contact have decided not to proceed 
Not Able to assist: Despite initial potential, we can not help them 
Reassigned: Assigned to more appropriate internal resource for action 
Closed ς Won: Now a Chan & Naylor client, with work agreed 
Closed ς Lost: Able to assist, however client has decided not to proceed 



Typical end-to-end 

 scenario examples 
 

1. Prospect – one core competency required (Auto Assigned) 
V Accounting 
V Finance Broking 
V Financial Planning 

2. Prospect – BA or Audit competency required (CN A) 
V Assigned manually by CN A/Mark 

3. Prospect – multiple competency required (Opportunity) 
V Need to review Account Name to show contact details 

4. Prospect – current client (becomes Opportunity) 
V To be actioned by owner JVP 

 
Ultimate Goal 
 
ÇLead Closure and/or Opportunity Won/Lost 

 
 





Process Flow 
Lead Generation & Closure 



Process Flow 
Lead Generation & Closure 



Process Flow 
Lead Generation & Closure 



Process Flow 
Lead Generation & Closure 

ïLive Example 

 

Joe King 

Lives In Pymble 

Never been a client of Chan & Naylor 

Needs Accounting advice only 

Wants to know more about a FSC 

Heard about us at recent RFP workshop 

Wants to subscribe to the magazine 

 

 

 

 



Process Flow 
Data Management & Integrity 

ïReview your Home Page 

ïReview/Edit/Update a Lead 

ïReview/Edit/Update a Contact 

ïReview/Edit/Update an Account 

ïReview/Edit/Update an Opportunity 

ïTask Management (Update/Assign/Reassign) 

ïView Reports 

ïView dashboards 

 

Ą LIVE EXAMPLE – field review and update process 

 



3 Day Follow-up Email 



5 Day Follow-up Email 



Data Quality & Consistency 

ÅData Protocols to be agreed & implemented 

ïeg. Phone Number Area Code (02) 

ïNaming Conventions for Entities 

ïMany others 

ÅChange of Ownership Notification 

ÅUpdate Legacy System Request (Sync) 

ÅData Cleansing & Archiving 

ÅLinking Contacts & Accounts (Groups) 

 

 



Monitored Fields  
No. Type Field Name Action 

1 Contact Detail Contact Owner Email Client Manager for PM update 

2 Contact Detail Name Email Client Manager for PM update 

3 Contact Detail Casual Name Email Client Manager for PM update 

4 Contact Detail Job Title Email Client Manager for PM update 

5 Contact Detail TFN Email Client Manager for PM update 

6 Contact Detail DOB Email Client Manager for PM update 

7 Contact Detail Date Deceased Email Client Manager for PM update 

8 Contact Detail NLC Date Email Client Manager for PM update 

9 Contact Detail Account Name Email Client Manager for PM update 
10 Contact Detail Client ID Email Client Manager for PM update 

11 Contact Detail Group ID Email Client Manager for PM update 

12 Contact Detail CN Home Office Email Client Manager for PM update 

13 Contact Detail CN Partner Email Client Manager for PM update 

14 Contact Detail CN Client Manager Email Client Manager for PM update 

15 Contact Detail CN Staff Email Client Manager for PM update 

16 Contact Detail Phone Email Client Manager for PM update 

17 Contact Detail Mobile Email Client Manager for PM update 

18 Contact Detail Fax Email Client Manager for PM update 

19 Contact Detail Home Phone Email Client Manager for PM update 

20 Contact Detail Email Email Client Manager for PM update 

21 Contact Detail Mailing Address Email Client Manager for PM update 

22 Contact Detail Newsletter Subscription Email Client Manager for PM update 

23 Account Detail Account Owner Email Client Manager for PM update 

24 Account Detail Account Name Email Client Manager for PM update 

25 Account Detail ABN Email Client Manager for PM update 

26 Account Detail ACN Email Client Manager for PM update 

27 Account Detail SFN Email Client Manager for PM update 

28 Account Detail Phone Email Client Manager for PM update 

29 Account Detail Email Email Client Manager for PM update 

30 Account Detail Billing Address Email Client Manager for PM update 

Changes to of any of the above fields will generate a notification to the record Owner 



Reports Available (Phase I) 

+ JVP Dashboard 



 

 

Questions? 

 

 


