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Presenter: Greg Wadley



Internal Training Webini¢ /<

Agenda

Chan& NaylorRequirements

Introduction to Salesforce CRM for Chan & Naylor
Design & Implementation

Planned Stages @volution

Glossary of Terms & Contact/Account Relationship
Process Flow Logging In & Navigation

Process Flow Lead Generation & Closure

Lead & Opportunity Status Options & Definitions
Typical eneto-end scenarios & live demonstration
10 DataManagement &ntegrity

11. DataQuality, Consistency & Monitordélelds
12.Reports Available

13. Where to gethelp - support@channaylor.zendesk.com
14.Questions
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Chan & Naylor Requiremer¢ "/

=

Salesforce_com Imple mentation Objectives

Capture Leads and assign to relevant IVP. Provide effective tool to track prospect
Objective 1 status and progress after assigning to IVP

Provide access for JVPs to leads forthem to be able to qualify the Lead, nurture the
Objective 2 Lead and track the Sales Process till the Customer has signed the engagement letter
and/or availed the mse lves of a product and/or service

Objective 3 Provide a central database to enable CNA to effectively run their marketing functions

Provide ability for CNA to collaborate with the WP for making the Sales process

Objective 4
! gquicker and more efficient (via reminders, chatter etc )

Objective 5 Track IVP on-boarding Process

Additional Objectives

Single Source of Truth

Flexibility to change with the businessieed constant user feedback
Reporting & Analysis of key metrics to enable strategic planning
GroupWide Workflow & Collaboration Platform

Strict Security Protocols

Increase client interactionsin particular, to grow the newsletter readership



Introduction to Salesforce

\‘

Global Visibility

U Eaugia

Practice Manager
Client Base

Contact Us
iﬂlc_y‘ome

"Web-to-Lead" Enqulry Form for Salesforce (|ﬂhel'l’|ﬂ| USE)
Request a Free 10
minute phone consult

(Select Cirl + D on keyboard to add this page as 2 Favourite or Bookmark in your Intermet Brower)

* Use this enquiry form to input enquiries from PROSPECTIVE or EXISTING CLIENTS directly into Salesforce.
= To help us better facilitate this enquiry, please complete a3 much information as possible and ensure that all Book a Finamcial

mandatory fields are complete before you submit this form. Strategic G IHati
—rategic L-aonsul Loy}

*indicates a mandstory response
Refer a friend
Capture Method *
Chan & MNaylor Wealth

First Name: * Planning
Last Name: * Chan & Maylor Finance

Client & JVP Prospects e & Neyior At



Chan & Naylor Australia
Administrative Licenses

Technical Support
Workflow Management
Report Creation

Dayto-day Management | N~
System Administration .
User Administration Saley‘(‘)rce

b Email
cumign m."tor Management

Core data export

Salesforce
(. Document
C@‘nga Creation

JVP Office Legacy
PM/CRM systems

JVP Partner . E-Signature

Community Docu == services

Licenses

Google dOCS Mass Storage

Chan & Naylor Offices
VP Partners & Champions

Ongoing QA Data
Update



Design & Implementatice

A Databasecleanse (Al ongoing)

A Determination of criticafields & mapping
A Prioritisation metrics

A Assignment Rules

A Email templates

A Report configuration

A Datasegmentation (Felix)

A StaffTraining (CN Academy, Salesforce)



Planned Stages Of Evolut: /"<

Phasel

U Data Upload & Ongoing Integrity Improvement
U Lead Management & Closure

U Strategic Marketing Campaigns

Phasdl

U InternalReferrals

U Service& Workflow (CNA Services&ructures)
Phase Il Integrated Applications

U Surveys

U Event Management

U Documentimaging &Storage

U HR& Training

U Many, many others



Glossary of Terms ¢ /<<

A Commonly Used

Webto LeadForms: Automatic Assignment Rules
Lead = Prospective Client

Contact = Individual

Contact Role = Relationship to Account

Account = Entity/Company/Trust or Individual
Opportunity: Closed Won / Closed Lost

Service: Ability to refer internally & limited share
Partner Community- Security for record ownership
Chatter (Collaboration & Support)



Contact
(Best contact person for all

related entity, always an
Individual)

Ref: ABCOO1

Account 1 Account 2 Account 3

ABC Family Trust ABC Pty Ltd Partner

Account Ref: ABC002
Group Ref: ABC0O01

Account Ref: ABC003
Group Ref: ABC001

Account Ref: ABC004
Group Ref: ABC001




Process Flow
Logging In

Community User
Log-in provided

Validate Account 2
Set New Password

Wiew Home Page

https://chan-nayorforce.com/Fartner,login
on any web browser

First Time User or
Pazzword Resst

el [T
default s=t by CN A S

View Leads

View Contacts

View Acounts View Opportunities View Dashboards




Process Flow O
. Qaeyf)rce/
Logging In "

CHAN & NAYLOR PTY. LTD employee? Log in here

Password

[] Remember User Name

Fargot your password?

A Link to Live Account



View Leads

Review/Edit/Update
Record a=
approprigte

See
Lead Proces

‘Salesforce

Processall
Leads a=
appropriste

View Contacts

Review Edit/ Update

Record as
appropriate

Process Flow

View Accounts

Review/Edit/Update

Record a=
appropriate

Raize Service
Reqguest or Refer
Internalhy

Service Process or
Internal Referral
Process

Phase 2 Only

Raize Service
Request or Refer
Internalhy

Service Process or
Internal Referral
Process

avigation

View Opportunities

Record a=
appropriate

Ses
Opportunity Process
Sheet

‘Salesforce User

Processall
Opportunities as
appropriate

Review/Edit/ Update

View Reports

appropriate

View Dashboards

Review Deshboards

as appropriate

Reports & Daszhboards can be
customized by CN A on request
See Administration & Support Sheet
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Lead Generation & Closu .~

Alliance
Referral

Client
oL ia/PRIO
Walk-in ¢ Referral Media/PR/Cther

Lead Scoring Completad Enquiry Web2Lead Form [Wekbsite)
Contact Us Form Internal Lead Form (Formsite)

Based to submitted Lead :
R e =e e Submitred Direct Entry [Salesforce) — CHA Use Only

Outof 20 for Core 3 services
Outof 14 for BA/Audit
Represented a= 8 ¥ to assist with prioritization

Preliminary Phase



. Accounting or Finance or Financial Planning
2. Office Selected
. Not currently a client/contact

Automatically Assigned

B pa e

. More than 1 service type; or
. Business Advisory; or

. Audit; and

. Not currently a client/contact

Manually Assigned

Contact

Account

Lead Scoring

Based on responses to Web to Lead form
Qut of 20 for Core 3 services
Cut of 14 for BA/Audit

Represented as a % to assist with prioritisation

Email Templates

1. Auto Email responder (Lead Submission)

2. 3 day reminder notification

3. 5 day reminder notification

4. Change of Ownership notification

5. Update Llegacy system data request
Reporting

1. Sales Conversion Rate

2. Lead Close Rate (Success & Fail)

3. Opportunity Pipeline

4. Lead by Source

L. Opportunity by State, by JVP, by Revenue

6. Quarterly/Annual report for alliance partners

7. Subscription Status




Lead Generation & Closu

Lead Score Matrix Source
InternetSearch= 3
Word of Mouth= 4
Chan & Maylor Book = 4
Referral from Existing Client= &
CHM Property Investment Seminar= 4
Metropole Referal =3
Metropole Workshop Attendance= 4
REl Referral = 3
RFPReferml =5
RFPWorkshop Attendance= &
Property Obzerver website= 2
Property Update website=2
Real Estate talk website= 3
Other=2

Lead Score Matrix [ Extra Criteria)

Agrees o Mewsletter =3

Already Mewsletter Subscriber= 4
F&C Interest=6&
FreviousClient [MLC) =4

Process Flow

Lead Record
Created
[Open Status)

Email Meotification
=sent o Owner

Defined Business
Rules Applied

Auto-gssign?

1 Accounting or Finance or Finandal Planning; and
2. Office Seleced; and
3. Mot currently a client,contact

IManuslhy A==igned
1. More than 1 core service type; and/ or
2 Audit; andfor
3. Business Advisory; and/or
4. Mo office zelected; and
5. Mot currenty a client/montact

N /-\
‘ saleg‘(‘)rce
o

A 4

Create Opportunity

Create Opportunity
3E3inst existing
Contact

Salesforce Processes

Assign to CHA

3gainst existing
Contact

A=sign to Owner
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Process Flow f iesforcd)
| ead Generation & Closu&\\/
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Process Flow m—
Lead Generation & Closu g

* Always Refresh’ List & ==lect "All Leads"
» L= 2 §
AEEEL s to ensure all records shown
attempt

|}

: - 4
—

Reminder Motifiations

#1 after 3 Business Days Call Made or

#1 after 5 Business days

Sttempt

Wait/Try Contact Made?

Lead 5tatus Options

Cpen -
. Contacted — Mot Responded 2 ' e Update Lead Status
a Qualified Accoun
©u _ By Salesforce—-
5 Closed — Lost ! Created
8 Reazzigned
S
= > Opportunity Opportunity Status Options
a Created
— Li d
ﬁ se=n Prozpecting
Opportunity Status Options Appointment Made
Mot Interested

Mot Ableto assist

Frospecting :
Appointment Made Qualified— On Hold (Follow Up)
Mat | nterested Re-A=zigned

Closed — Won

Mot Ableto assist
Qualified — On Held [Fellow Up)

CN A or Salesforce Re-Assigned
System Action Closed —Won
Closed - Lost

Prospect Nurture
Campaign

Update Lead Status

More
Inf ormaticn

Client Nurture
Campaign

Prospect Nurture

‘Campaign
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Process Flow force )
Lead Generation & Closu -

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

ccounts  Opportunities Reports  Dashboards

Leads

A Home

View: |All Leads 2015 v|| Go!

Recent Leads



Lead Status Update

Lead Status Options

Open

Contacted — Not Responded
Qualified

Closed — Lost

Reassigned

Open No action yet taken

Contactedc Not RespondedAwaiting response from Lead

Qualified: Happy to progress past initial contact, convert to Opportunity
Closedc Lost Not able to assist or tyre kicker on initial contact
ReassignedAssigned to more appropriate internal resource for action

RULECannot Convert a Lead to an Oppo



Opportunity Status Update

Opportunity Status Options

Prospecting

Appointment Made

Not Interested

Not Able to assist

Qualified — On Hold (Follow Up)
Re-Assigned

Closed —Won

Closed - Lost

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 assistDespite initial potential, we can not help them
ReassignedAssigned to more appropriate internal resource for action
Closedc Won: Now a Chan & Naylor client, with work agreed

Closedc Lost Able to assist, however client has decided not to proceed

RULECannot chandgWwntowi €Clhomsued addi ng pot e



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. Prospectcurrent client (becomes Opportunity)
V  To be actioned by owner JVP

Ultimate Goal

C Lead Closure and/or Opportunity Won/Lost



FIELD TYPE

First Name Text

Last Name Text

How can we help you? Text

Email Text

Best Contact Number Phone

Post Code Text

Are you an existing Client of Chan Radio button
& Maylor?

Which Chan & Naylor office would | Picklist

be most convenient to your

nesds?

Your preferred method of Radio button
contact?

Tell me more about a Finandal Radio button
Strategic Consultation at 5395.

(incl. GST)

I'd like to be contacted by a(n): Tax | Chedkboxes
Retums, Trust/Structures (for

Wealth Creation & Asset

Protection), Tax Planning, Audit,

Business Improvement, Virtual

CFO. Succession Planning,

Investment Loans, Re-Finandng,

Portfolic Review,

Superannuation/SM5F, Investment

Advice, Insurance

How did you hear about Chan & Picklist
Naylor?

Would you like to be included in Radio button

our email list for monthly
newsletters, important updates
and free special event offers?

lesources Latest News & Media Opportunities Office Locations

We'd love to hear from you

Have a specific question or general enquiry?

Ask the Experts:

1) Send us a message

2) Request s free 10-15 minute phone consultstion with & Senior Pariner or Client Mansger

3) Give us & call Australis-wide number 1300 250 122

4) Book & Financial Strategic Consuitstion

5) Or just visit one of our Australis-wide offices in Melbourne, Sydney, Brisbane, Adelside or Perth today!

At Chan & Naylor, we help our clients Grow and Protact their Wealth.

How can we help you?

To help us better facilitate your enquiry, please complete as much information ss possible and ensure that il mandstory

fields are complete before you submit this form. * indicates @ mandstory response.

First Name: *

Last Name: *

Your Message:

How can we help you?:

Fmail

salc_a%me

'Web-to-Lead' Enquiry Form for Salesforce (Internal Use)

. Szllefy‘brc

(Select Cirl + D' on keyboard to add this page as a Favourite or Bookmark in your Internet Brower)

mandatory fields are complete before you submit this form.

*indicates & mandatory response

Capture Method *

First Name: *

Last Name: *

as

# Use this enquiry form to input enquiries from PROSPECTIVE or EXISTING CLIENTS directly into Salesforce.
= To help us better facilitate this enquiry, please lete as much i

and ensure that all

—

\
)

.
€
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Process Flow —

¢ ley‘(‘)rce )

L ead Generation & Closu" >~

1300 250 122

Ch a n National Property, Business, Tax-Accounting & Wealth Advisory Group

Home | About Us Services Resources Latest News & Media Opportunities Office Locations Contact Us Q ]

Ask The Experts
Fequesta Free 10 minute phone consuli m‘
Refer a friend -
Chan & MNaylor Wealth Flanning

Chan & Naylor Finance Thank you for contacting Chan & Naylor...

Chan & Maylor Australia
Your enquiry has been successfully submitted and assigned to the appropriate person who will be in contact with you

SUBSCRIBE within the next 2 - 3 business days.

For the latest news & updates

CONTACT US
1300 250 122

Send us an E-mail

Have you seen?

]

Latest News & Aricles

Calculator Tools: Home loan, Finance and Wealth Planning
Calculators

Tax Return Checklists

Free Property Report

]

]

ADL TILIF FYWAEnTD



Process Flow

orce

Lead Generation & Closu -

A [ * ¥ |-

Sile Message

33 -
i Ignore x i1 ] E& ‘Erﬂeeting 5 OHS & Wardens
o 2 Team E-mail

& Junk - Delete | Reply Reply Forward B pore -
All

Delete Respond

4% [ Rules ~
_)E OneMote

fgp To Manager

L]l

o ,_,%. Reply & Delete & Create Mew

Thank you for your enguiry via

e
N ek
FY %)
Mark Categorize Follow | Translate

Unread - Up - -
Tags : E

From: Admin User <gregw@chan-naylor.com.au >

To: Greg Wadley

Cc

Subject: Thank you for your enquiry via Chan-Maylor.com.au

Dear Gregory

We thank you for allowing Chan & Maylor the opportunity to help you and your family's financial future.

This email is confirmation of receipt regarding your enquiry via our website which has been forwarded to the Pymble, NSW office.

Due to the high volume of enquiries they receive on a daily basis, please be advised that you will be contacted within the next 2-3 working days.

We thank you for your patience as we work to adequately respond to all enquiries.

Kind regards,

The team at Chan & Naylor Australia



Process Flow P

salesforce

Lead Generation & Closu -~

Chan & Naylor Partner Community

Home QNESLER Contacts Accounts Opportunities Reports  Dashboards

:
T —

‘¥oong Wong [] Action MName + Company State/Province Phone Email
Edward Chan [] Edit| gy Wadley Gregory [nct provided] 0415633154 areqwi@ichan-naylor com.au
lan McLeod

Theresa Ho-Opp-12M/2015
Snezana Golovodovski
Alex Kokkonen

Yoong Wong (Accounting)
Meville Slater

Meville Slater (Accounting)
Louize Paul (Accounting)



Process Flow

Lead Generation & Closu

I Live 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 £ foree
Data Management & Integri .~

I Review your Home Page

I Review/Edit/Update a Lead

I Review/Edit/Update a Contact

I Review/Edit/Update an Account

I Review/Edit/Update an Opportunity

I Task Management (Update/Assign/Reassign)
I View Reports
I View dashboards

A LIVE EXAMPIHield review and update process



orce

3 Day Followup Email “ -

| = & ¥ |5 Your "Warm Lead'
Sile | Message
iy Ignore x ] "k] E& E Meeting 3 OHS & Wardens L'E} To Manager 1% LE} Rules =
A ﬁl ﬁl L E | i
= Team E-mail & Done _LE OneMote -
+ Delete Repl Reply Forward B - . MMove fi
%Junk . ATIF =2 More =g Reply & Delete & Create Mew - - g_"l Adtions = | yny
Delete Respond Cuick Steps " Move
From: Mark Krywienko <trustm@chan-naylor.com.au=
Tos Greg Wadley
Cc
Subject: Your “Warm Lead’ is getting cold! Olga Shors has not heard from you since they made their enguiry

Hi Admin User, for Murrav Bridge, SA
Just a reminder that it appears that a potentially valuable new client is still awaiting contact from vou or someone

1. For details of the lead, login to Salesforce via link https:/apl.salesforce.com/00Q2000000dlFno
2. If vou haven’t alreadv, please contact the lead at vour earliest opportunity

3. Update the lead record with appropriate action taken

4. If applicable, convert the lead into an opportunity

With thanks
CNA



orce
J

5 Day Followup Email =

| | * ¥ |+

-ile Message
4 lonore x 1
-

_% E5l Meeting

75 OHS & Wardens (g To Manager

Q/ Done

2 Team E-mail

Please follow up with Le

4% [ Rules -
_;E OneMote

S RK

%Junk* Delete | Reply REATII} Forward B 2 Maore ~ i Reply & Delete 2 Create New Mcnvxre £ Actions - Uw?er:d Categvn:nrlze FSIFLD:N Tranvslate
Delete Respond Quick 5teps Move Tags E

From: Ken Raiss <kenr@chan-naylor. com.auz

Tao: Greg Wadley

Cc

Subject: Please follow up with Lead assigned to you

Hi Admin User, from Svdney CBD South, NSW

It has been more than 5 davs since vou have received this lead and it appears there has been no follow up reported by vou in Salesforce.

Please update the record in Salesforce at vour earliest convenience.

B b

With thanlks
Ken Raiss

For details of the lead, login to Salesforce via link https://ap] salesforce com/000Q2000000bNaVx

If vou haven’t already, please contact the lead at vour earliest opportunity
Update the lead record with appropriate action taken
If applicable, convert the lead into an opportunity



orce

Data Quality & Consisten -

A Data Protocols to be agreed & implemented

'|'
'|'
'|'
AC
AU

eg. Phone Number Area Code (02)
Naming Conventions for Entities
Many others

nange of Ownership Notification

ndate Legacy System Reqguest (Sync)

A Data Cleansing & Archiving
A Linking 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 TEN Email Client Manager for PM update
6 Contact Detail DOB Email Client Manager for PM update
7 Contact Detalil Date Deceased Email Client Manager for PM update
8 Contact Detalil 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 Detall Group ID Email Client Manager for PM update
12  [Contact Detall CN Home Office Email Client Manager for PM update
13  [Contact Detall CN Partner Email Client Manager for PM update
14  [Contact Detall CN Client Manager Email Client Manager for PM update
15 [Contact Detall CN Staff Email Client Manager for PM update
16  [Contact Detall Phone Email Client Manager for PM update
17  [Contact Detall Mobile Email Client Manager for PM update
18 [Contact Detall 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¢ /<
-

1
Sales Conversion Rate - lead to client
2
Lead Close Rate (including both success and fail)
3.
5tandard Opportunity Pipeline Report
4.
Lead by source
5, _
Opportu nity by 5tate, by IWP, by revenue
.
Quarterly and annual report for alliance partner on services/products purchaszed
7.
5ubscription 5tatus Report
B.

Customers who have requested Tax Returns

+ JVP Dashboard



Question®



