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CRM Launch

e Glossary of Terms
— Web to Lead Forms: Automatic Assignment Rules
— Lead
— Contact = Individual
— Account = Entity/Company/Trust
— Opportunity: Closed Won / Closed Lost
— Service: Ability to refer internally & limited share
— Partner Community — Security for record ownership
— Chatter (Collaboration & Support)
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Automatically Assigned

. Accounting or Finance or Financial Planning

2. Office Selected

. Not currently a client/contact
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Manually Assigned

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

. Audit; and

. Not currently a client/contact

Contact

Opportunity

Lead Scoring

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

Represented as a % to assist with prioritisation

| N —
- salesforce
-

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 Legacy system data request
Reporting

1. Sales Conversion Rate

2. Lead Close Rate (Success & Fail)

3. Opportunity Pipeline

4. Lead by Source

5. Opportunity by State, by VP, by Revenue

6. Quarterly/Annual report for alliance partners

7. Subscription Status




Lead Scenario #1

Customer

Lead record auto-created in

Service Request via Web

Salesforce
System auto-assigns Lead to Notify JVP via
respective JVP Task

JVP goes through the Lead
nurturing process(Update
Lead Status, Activity Logging
etc.)

JVP marks Lead as
either Closed Lost OR
Reassign

Is Lead
qualifiable?

Yes
|

JVP qualifies the
Lead into an
Opportunity

USE CASE: NEW CUSTOMER REQUESTS SERVICE(S) OF SAME TYPE



Lead Scenario

New
Customer

Service Request via Web—

Lead record auto-created in
Salesforce

USE CASE: NEW CUSTOMER REQUESTS SERVICE(S) OF DIFFERENT TYPES

The Lead is assigned to CNA
User

Notify CNA
User via Task

CNA User converts the Lead
into Account, Contact and
Opportunity(CNAis owner of
all these at this point)

CNA User clones the Opps(one
for each JVP) and assigns the
Opportunities to respective
JVPs

All concerned
JVP’s get
notified of the
assignment

End

CNA User assigns the Account
and Contact to the correct JVP

The concerned
JVP is notified
of the
Account/
Contact
ownership




Opportunity Scenario

Existing
Customer

Service Request via Web——

Lead record auto-converted in
Salesforce

New Opportunity Record is

created against the existing
Account/Contact. The

Opportunity is assigned to JVP
who is owner of the Account/

Notify JVP via
Task

Contact

Is Opportunity
erviceable by JVP2

Yes

CNA assigns
Opportunity to
relevant JVP and
manually Shares

Account/Contact view
record permissions

JVP goes through the
Opportunity process(Update

Opportunity Status, Activity
Logging etc.)

JVP marks

JVP collaborates with CNN
Users if required for particular
Service(example — Structure
Setup)

Opportunity Closed
Won/Lost

JVP puts in Expected Revenue
from the Opportunity(from all
Services requested)

USE CASE: NEW CUSTOMER REQUESTS FOR SERVICE(S) OF SAME TYPE



Opportunity Scenario

Existing
Customer

Service Request via Web—

Lead record auto-converted in

Salesforce

New Opportunity Record is
created against the existing

Account/Contact. The
Opportunity is assigned to
CNA User

Notify CNA
User via Task

JVP marks
Opportunity Closed
Won/Lost

CNA creates multiple Opportunities for multiple JVPs

JVP goes through the
Opportunity process(Update
Opportunity Status, Activity

Logging etc.)

JVP adds the
Service Details
on the
Opportunity

JVP collaborates with CNA

Users if required for particular

Service(example — Structure
Setup)

JVP puts in Expected Revenue
from the Opportunity(from all
Services requested)

USE CASE: EXISTING CUSTOMER REQUESTS SERVICES OF DIFFERENT TYPES



Monitore

ields

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
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