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Zoho CRM for Beginners



Session schedule

=)
@ Main modules and functions
@ Other modules and functions



What is CRM?

Customer Relationship Management (CRM)

m  prospects (project stakeholders)
= sales projects

= sales activities

Main Benefits

= sales reps: pipeline visibility, activity tracking
= sales execs: sales forecast

= marketing: efforts can be measured

QIDOC

= |T: centralized system



About Zoho CRM @& CRM

Core Functionality

= salesforce automation

= sales performance tracking
= activity tracking

= workflow improvement

= reporting

About the system

= 100% cloud based - no maintenance needed
= gward winner (CRM Magazine Market Leader Award) link
= software suite - marketing, project, etc. modules

= library of 3rd party integrations



How info is stored in CRM

Account: a company or a main client entity
Contact: a person

Lead: a generic business interest (not very specific)
Potential: a specific business opportunity or project

ACtiVityI interaction between the company and an external party



How infois stored in CRM

Start Here

@ Account .

Start Here Lead Conversion
Lead |
Potential

= start with a LEAD or skip to creating a CONTACT - depends on how your sales works

= 3 LEAD can be converted to ACCOUNT+CONTACT+POTENTIAL



How infois stored in CRM

STRUCTURE!

Q®EBe6
@ee6eV
O®E®E

@@®O® I:@ @

®EePGG
®@Pe®e



How infois stored in CRM

Record ownership: each piece of information is "owned" by a CRM user

Owner
(CRM user)
Owner
(CRM user)

Owner
(CRM user)

Owner
(CRM user)
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How infois stored in CRM

|||||E
(w)

Convert
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How info is stored in CRM

data object - module
(tab)

Home Companies | Contacts | Potentials Activiies Reports Dashboards Campaigns
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Screen Layout

Brands Campaigns  Acth Emails Pulce Chat

Upgrade  Setup  Help

bence_orlai v

nu
- Edit  Delete | Clone More Actions ~ | | #. Apﬁo“w

adidas -

Parent Account

(310) 5559999 <~

Last Update - 02:13 PU

Bunt Information Main BES
Account Name

=

adidas Parent Account
Account Type: Account Number:
Phone:  (310) 555-9999 « Fax
Address Information
Billing Street 1234 Main St Shipping Street
Biling City: ~ Los Angeles Shipping City.
Biling State: CA Shipping State:
Biling Code: Shipping Code:
Billing Country. Rating:
Shipping Country:

1234 Main St
Los Angeles
cA

Locate Map
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Add a new brand

Add a new contact

Add a new task

Related Cont

Mike Testcontact

Add

Wnats Links?



Screen Layout

K Edit Delete = Clone More Actions ~ AP
- adidas - Last Update : 02:13 PH
Parent Account © Folow

(310) 5559999 <

otes for this Account 1 show All Notes

ﬂachments \

Norecords found Desidop ZohoDocs  Gooale Docs
Contacts
Contact Name Email Phone Mobile Fax
Del Mike Testcontact bence@viwoconsuting.com 310-555-5555
New
Open Activities
Owner Name Subject Modified Time Activity Type Status Start DateTime End DateTime
\:m( Close Bence Orlai aaa 12/18/201201:20 PM Tasks Not Started
jew Task _ MNewEvent 1002 Cal
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Live demo

<Bw Switch to Zoho CRM and demo:
|i|

o 0 0 0 O = |oggingin
U W W
® © 6 0 © = screen sections
I I I [

Live demo! = (Createalead
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Tracking activities

E-mails

El = inbound / outbound

requires mail add-on

= fully automatic

= attaches to Contacts

Events

= incalendar
= start &end time
= Jocation

= attendees

Tasks
= single to-do item

= duedate

/
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Calls

log only (no recording!)
planned (future)

past (occurred)

Attachments

static file storage

source: upload / Zoho
Docs / Google Drive



Tracking activities

Can be attached to many objects

Leads
Accounts, Contacts
Potentials

Campaigns

Other objects
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Tracking activities

Accessible at many areas in CRM
= Related Info area

= Related List

= Activities Tab

" Emails tab

Campaigns  Invoices | Ema

Add a new potential Open Activities
Send Mail OwnerName  Subject Modfied Time AdwtyType  DueDate  Status StartDateTime  End DateTime
Add 2 new task Eot Close  BenceOral  Senproposal 09/11/20120448PM  Tasks Not Started
Add a new event NowTosk MNewEven LsaeCor
Add a new call
Closed Activities
Potentials in Pipeline OwnerName Subject  Modiied Time ActvyType DueDate Status  StatDateTime EndDateTime Call StartTime

Tasks Completed

” , Followup 0911720120448
Eat Del Benceorial £ s

Open Tasks

Overdue
1012712012 check status
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E-mail add on

4 | | Edt | Delte | Clone = | MoreAdions - | RunMaco - | .|

- Patrick Mastes o' 0perty LastUpdate - 11:09 AM
Add a new task
Occupation Expeditor
[raarno) Add a new event
Maiing City
Addanew cal
in K Phone Ot
Mobie
Open Tasks
Tomorrow
Notes for this Person Falowup
A4 3 Nots
ink s
Whas Links?
Jobs
JobiD  Job address Job Name Job owner Amount  Stage Closing Date
Edt Del G305 20341W.AceSt  Patodesign EricPontaca  $95000  Sendprop 09302013
Eot Del  C3192 1624SCursonAve  remodel BranMarshall  $197500 Closed-Won o012
Edi Dol C3134 1670 SunsetPlazacr adaion remodel Greenberg. Allen  $1.97500  Closed-Won 7202012
Edi Del G107 M3StoweTemace stairs andcaportaddtion BowdenDani  $150000 Followup o1
ot Del  C3040 813Vemon Ave s0ation amaremodel  Muresiany, Andrel $1.276.00 Closed-Lostto Competiion 04242012
Eat Dsl 3025 2011lincoinBhd  commercial $1.47500 osm12012
Hew ioh
Emails Erdelyl Office's Emails
FromTo Subject Date SentBy
[#  permitmipropety@gmailco 1624 Curson 0712012054021 P ExdeliOffice
=] Erdelyi Office:
@n Re: 343 Stow 081042012 1104147 P Patrck Moore
@ Re:343 Stow 08/042012023125 P Patrick Moore
o 343 Stow 06/04120120226:44 P Exdelyi Office
Sead sy

L] SEND and RECEIVE emails in Zoho CRM
= associate e-mails with contacts
= review conversations conveniently

= use TEMPLATES to cookie-cutter emails
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E-mail add on

GMail plug-in module

Mail ~ “ a 0 [ ] - - More ~
| Inbox (6) )
Starred test email Inbox  x
ImponanF Doug eimisshas doug(@ messassiles com via zohocrm.com
Sent Mail o me
Drafts
Dear Bence!

Follow up
Misc | am emailing you regarding 123 Test Address
Priority
More + Thank you!

K7 Zoho CRM - Affordable On-demand CRM

- (=

. Search doug@passsamisy.com in Zoho CRM | Go
Search people

20



Additional modules

Campaigns

= track marketing efforts

= manage tasks around campaigns

= associate Leads, Contacts

= attaches to Contactst

Cases and Solutions

= use for customer support

= keep track of customer issues
= escalate issues as needed

= build solution library

Products and Vendors
= set up product lists (SKUs)
= assign them to many modules

= Kkeep Vendor info in one place

21

Quotes / Invoices /
Sale Orders

m  generate sales documents
= specify products offered

= confirm sales in writing

Purchase Orders
= static file storage

= source: upload / Zoho Docs /
Google Drive

Documents
= file storage inside Zoho CRM
=  storeshared files

= associate files with modules



Additional functions

Notifications
= Dbuiltin e-mail engine
= e-mail notifications to users

] e-mail messages to customers

Automation
= workflow rules
= gutomated events

L] macros

Security

role based access
field level restrictions

IP based login

Integrations

with other Zoho products
with Google Apps
3rd party thru API, webhooks

Zoho Creator
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Live demo

< Switch to Zoho CRM and demo:
|i|

= show Activities module

o @6 6 © o
I.II.II.II.II.I
o © 6 0 © = e-mails attached to a Contacts
U T W W
Live demo! = additional modules

23



Mobile access

Features

License needed

Desktop / Laptop
with browser

Smartphone
(iPhone / Android)

Tablet
(iPad / Android)

Main site
zoho.com/crm

everything

regular user

minor limitations

Mobile Site
m.zoho.com/crm

main sales features

none
(included in subscription)

24

App
(free download from
store)

main sales features
offline access
contact sync

mobile add-on

separate tablet app



Additional Info
More information on this subject on the Zoho website:

http://www.zoho.com/crm/help/
http://www.zoho.com/crm/help/understanding-zohocrm.html

http://www.zoho.com/crm/help/understanding-zohocrm.html

25
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Customizing CRM for Your

Business

27
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Session Schedule

Pre-customization
Tab Customization
Page Customization

Field-Customization

Company-level Customization

User-level Customization
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Pre-customization

To use a product is good but to shape the product as per ones requirements is still
better. One of the key elements of Zoho CRM is its capacity to allow customization
and the flexibility to do so— thus enabling a realistic and a holistic approach to
customer relations management. But before getting into customizing Zoho CRM, the
questions to be answered are: why to customize? And how to customize? This is
called the Pre-Customization stage.

Review Review Industry Review Review

Business Process Specific Terminology Fields Page Layout
Sets the ground for the need of Sets the industry-related Sets the fields required under each Sets the elements for a holistic
based i 1o be used while module as per organizational (360 degree) view of a page (module).

requirements. personalizing Zoho CRM. requirements.

29



Pre-Customization Steps

Review Business Process

9 This initiates discussion on the organization’s requirements. Involving
exercises on understanding organization’ s process, new demands,
suggestions and decision making, this process sets the ground for the

need of customizing Zoho CRM.

9 Review Industry-specific Terminology

Each industry type has something unique to offer. The terms differ from
company to company as well as industry to industry. It is therefore
conducive for organizations to use industry-specific terminologies while

customizing Zoho CRM setup.

Review Fields

9 Not all fields and modules offered in the Zoho CRM would match every
industry’ s requirements. This process would help select the fields as

per the business requirements.

9 Review Page Layout

This process helps define the necessary details in the page layout,
providing a holistic (360 degree) view of the page details as per

organizational requirements.

30



Levels of Customization

Tab | Fields Company User Others
1
;
» Organize tabs * Page Layout « Custom fields +Logo +Date * Search Layout
* Rename tabs * Related Lists + Special fields « Currency +Time zone + Custom View
* Group tabs + Custom Links + Dependency + Fiscal Year * Language
* Web tabs + Custom Related fields +Name Format
« Custom apps Lists +Lead + Signature
Conversion « Summary View
mapping * Home page

31



Tab Customization

Once the ground work for the product customization is done, the next step is to
start personalizing the product to suit organizational workflow. Explained below
are the different process that enable a complete Zoho CRM customization.

—) Show or Hide Tabs

—) Rename Tabs
—>) Tab Groups
=) Web Tabs

—) Custom Apps

32



Show/Hide Tabs

By default, Zoho CRM displays 18 modules*. This option allows you to display
only the relevant modules and hide the unwanted ones. For instance, an
educational organization using Zoho CRM might not require the Quotes or
Invoices - this can be rather hidden.

Organize Tabs

Unselected Tabs:

Campaigns
Forecasts
Cases
Solutions
Products
Vendors
Price Books
Quotes
Sales Orders
Purchase Orders
Invoices
Chat

Annﬂemﬁ

Hidden
Tabs

Save

Selected Tabs:

Home
Leads
Contacts
Accounts
Potentials

3 Emails

Reports

1 Dashboards

Activities

Cancel

|:A> Zillum Inc.

Home Leads Contacts Accounts Potentials Emails Reports

7

Visible Tabs

Dashboards  Activifies

Hint: Click on Setup >> Customization >> Tabs >> Organize Tabs >> show or hide tabs >> Save

—

33

. Home tab cannot be hidden. Modules are displayed according to your Edition.
\*/ Irrespective of profiles, hidden modules are not displayed to any users.



Rename Tabs

This option allows to change the name of the modules (tabs) as per industry
specific terminologies. For instance, the “Leads” tab might be renamed to
“Candidates” in an educational institute. See example below:

Zoho CRM

_ AdAgency |

IT Firm

School

Leads

Leads

Leads

Candidates

Accounts

Clients

Accounts

Parents

Contacts

Advertisers

Contacts

Students

Products

Media Type

Services

Courses

Home

Home  Candidates

Leads

Accounts Contacts

Potentials

Parents Students Courses

“Interest”
“Prospect”

“Persons”
“Prospect”

“Opportunities
“Projects”

"

Hint: Click on Setup >> Customization >> Tabs >> Rename Tabs >> Edit (tab to be renamed)
>> New Tab Name >> Save

! The renamed tab names are reflected in all places except Reports and Dashboards.




Tab Groups

Tab groups let you organize the tabs into different groups, like Sales, Marketing, Support
and others. You can also assign these tab groups to users of the corresponding profiles in

CRM.
Tab Groups
Create Tab Group
List of Tab Groups
Group Name
Edit | Del Sales
Edit | Del Marketing
Edit = Del Top Executives

Tabs
Home Leads Accounts,Contacts...

Home Leads,Accounts,Contacts...

Home Re po}{%h boards,Forecasts...

A | CRM

I Run Macro ™

Selected
Tabs

All Open Leads

Y 4

Tab Groups
Sales
Marketing

Top Executives

v All Tabs

Albert Meyers

Alberto Garcia
Alfonso Acosta

Allan Bridgford

Potentials

More Actions ~

Hint: Click on Setup >> Customization >> Tabs >> Tab Groups >> Create Tab Group >>
follow the steps >> Save
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Web Tabs

Web tabs lets you open the frequently used web pages, like company-wide
announcements, intranet portals, 3'd-party applications, etc. within Zoho CRM.
All the Zoho CRM users can view these web tabs as per their profile-level

permission.

Create Web Tab:

*Tab Name: Projects
“Link: r h im ==

Web tab access:

-
Avallable Profile: Selected Profile: Z I I Iu m I nc
]

Standard Administrator
Bales

Marketing
’ Home  Announcements Leads Contacts Accounts

Support

Save Cancel

List of Web Tabs

Tab Name Link

Edit| Del Announcements k .zoho.

Web tab
URL

Hint: Click on Setup >> Customization >> Tabs >> Web Tabs >> Add a tab >> Save
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Custom Apps

37



Field Customization

Managing fields in Zoho CRM enables organizing the field level requirements. By
default, Zoho CRM provides several standard fields and allows adding of more
industry-specific fields depending on any organization’ s requirement.

Standard Fields: These are the default fields available in the
- modules of any Zoho CRM account viz., Owner Name, Company
Name, Last Name, First Name, Lead Source, etc.

Custom Fields: These are the additional custom fields that
- are allowed. Zoho CRM allows adding 130 custom fields in
each module, viz., Percentage, Text area, Picklist, etc.

N Special Fields: These fields are used for special purposes,
viz., Tax rates, Quotes, Terms & Conditions, etc.

Hint: Click on Setup >> Customization >> Fields >> select the required module >> New Custom
Field >> Select and fill the details >> Save
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Integer
Percent

Decimal

% Currency
[ date
|@ DateTime

f= Email

g Phone

Custom Fields

enforce data types (numbers
vs. text) and special formatting
(phone, e-mail, etc,.)

Ff Pick List

drop down list (single value)

long text (memo)
true/false (Boolean)

Checkbox
LY Muliselect Pick List T

pick one or multiple values

Auto Number

running IDs
info from other modules

\i Lookup

Formula

calculated fields (with functions)

Long Integer

39



Data field in the Lead module can be mapped to other

Field Customization

modules and pushed over upon Lead conversion

Select Field Type:

Integer
Percent
Decimal

4| Currency

[ date

Provide Field Details:

Label: Description
Section Name:  Lead Information

Length:

V1 Accounts
Contacts
Potentials

Also create for:

Automatically
create fields in
other modules

[+

LEAD

Convert

POTENTIAL

L

CONTACT

40
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Types of Fields

The table below provides a brief description of some of the commonly used
Industry-specific custom fields:

Purpose

Label: Specify the field name.
abl Text To add text type custom fields Length: Specify the field size
(characters).

Label: Specify the field name.
[99) Integer To add integer type number fields Length: Specify the field size
(integers).

Label: Specify the field name.

- Length: Specify the field size
0.00] Decimal To add decimal type number fields (with decimals).

Decimal Places: Specify
number of decimal places.

% Percent To add percentage type fields Label: Specify the field name.

Except Forecasts, custom fields can be added in all modules. Standard fields cannot be
renamed and Mandatory fields cannot be hidden.
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Purpose

Label: Specify the field name.

Length: Specify the field size

(integers).

Rounding Option: Specify the
Currency To add currency type fields rounding type.

Decimal Places: Specify
number of decimal places.

Precision: Specify the rounding

precision.
’T Date To add date type fields Label: Specify the field name.
@ Date&Time To add date and time combination fields Label: Specify the field name.
@ Email To add email address type fields Label: Specify the field name.

Label: Specify the field name.
{0 Phone To add phone number type fields Length: Specify the field size
(integers).

Label: Specify the field name.

== Picklist To add pick list type fields Pick List Values: Specify the
pick list values.

q:’ URL To add website addresses Label: Specify the field name.

ab] Text Area To add long text - 3000 characters Label: Specify the field name.

42



Purpose

= Multi-select
ﬂ Checkbox
28 Auto-number
&
N Lookup
Formula
9.4 Long Integer

To add pick lists with multiple selection
of values

To select a True (checked) or False
(unchecked) type value

To add auto-increment type fields

To establish Parent-child and One-to-
One relationship between single module
and different modules respectively

To define fields that can populate
dynamically calculated data based on
the values returned from other standard
or custom fields

To add fields with more than 9 digits
type number fields (Ex: Serial number of
records, Credit Card etc.)

Label: Specify the field name.

Pick List Values: Specify the pick list
values.

Label: Specify the field name.
Enable: Specify enable by default.

Label: Specify the field name.
Prefix: Specify prefix of the auto
number sequence.

Starting Number: Specify start
number of sequence.

Suffix: Specify suffix of the auto
number sequence.

Existing Records: Select the
checkbox to apply auto

to the existing records.

number

Label: Specify the field name.

Lookup Type: Select module to
establish relationship.

Related List Label: Specify the
related list view name.

Label: Specify the field name.

Formula Return Type: Select one of
the data types from drop-down
menu.

Formula Editor: Define your formula

Label: Specify the field name.

Length: Specify the field size
(integers).

43



Page Customization

Once the ground work for the product customization is done, the next step is to
start personalizing the product to suit organizational workflow. Explained below
are the different process that enable a complete Zoho CRM customization.

—») Page Layout
Custom Links
Related Lists

Search Layout

v) ) )

Custom Views

44



Page Layout

Known as one of the important admin functions, this allows to arrange, show /
hide and order the fields within the module page. While the drag and drop option
enables easy arranging of fields, the tab order option allows spanning the field
length (span to two columns or span across two columns)as per requirements.

Modules List: ~ Leads v + Create Section + New Custom Field
Lead Information E# T  List of Removed Fields @
.. .. Fax
it @ Lead Owner i Company
i FirstName i Last Name
i Title i Email
¥ Phone i Website
i Mobile ii Lead Status
¥ Lead Source i Noof Employees

Hint: Click on Setup >> Customization >> Layouts >> select the required module >> Edit
Page Layout >> Create New Section >> Name >> Tab Order >> Save
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Page Layout Components

Zoho CRM

Lead

Section 1

Section 2

Section 3

46

The data field layout in
each module can be
changed:

fields rearranged
custom fields
added

existing fields
deleted or hidden
sections rearranged
custom sections
added



Modules List:  Leads E| A CreabeLch’on <+ Hew Custom Field
Lead Information Ei
i FirstName it LastName
i Tille i Email
i Phone i Fax
i Webile i Website data field —
i Lead Source i Lead Status
i Emall Opt Out i Skype D
it gecondary Email
i Twitler
| Company Info & section
i Company

The module layout can be re-arranged, fields can be re-positioned or removed using
the drag and drop interface.

47



Types of Columns

Create Section

Hame:;

||:ustnm section

Column Layout:

I'I'wn—CnIumn

QK Cancel

Kl

Custom section names and column layouts

Address Information

Street:

State:

Counfry:

Description Information

Description:

48

City:

Zip Code:

2-column
layout

1-column
layout




Create Record Page

Now, your salespeople can fill all details of a lead, contact, etc,.

Home Leads Accounts Contacts Aciviies Emails Dashboards Reports Potenfials Forecasts  More..

ﬁ Create Lead @ Hep

Save Save &New ey Edit Page Layout »
Lead Information section
\ “Last liame: data field

Title Email
Phone: Fax
Mobile: Website:

Lead Source:  -None- [+] Lead Status.  -None- [+]
Email Opt Qut: [ Skype ID:
Secondary Email

Twitter. @

49



Custom Links

Custom links help you define functions to access 3" applications and URLs to
get the required information within CRM. This function helps you integrating
content from other sites also in addition to your CRM account, in just a single
click.

1 »
Add a new potential
Add a new task
Leads: Create Link >
Label: Add a new event
Twitter
Description: e
To open twitter handle of lead from CRM. Send Ma”
Construct Your Link:
Add
URL: Fields: | _None- +
https:fwitter com/#/${Leads Twitter} *
A # TR
YOUI’ Link Encoding: ' UTF-8 (Unicode) - CUStOm I|nk
custom URL in contact
Save | Cancel page

Hint: Click on Setup >> Customization >> Links >> select the required module >> Create
Link >> add your link >> Save. This link will be added to the correspond detail view page.
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Related List View

Customizing the related list view allows to re-order or add the properties in
the related list view of the module. This helps putting in place all the required
fields and related list, thus enabling an all round view (360° view) of the

module.
Hint: Click on Setup

>> Customization >>
Available Columns: Selected Columns: Related List >> select

Contact Owner Contact Name .
Lead Source Email the options >> Save

Account Name ——s— Phone

Vendor Name

Title

Department 3 -
Home Phone

Other Phone 1 h
Fax

Mabile

Date of Birth

Assistant

Asst Phone

Modules List Contacts N

Save Cancel

Contacts
Contact Name Email
Edit = Del Mohammed Hasan h.mohammed@samplecompany.com 800-555-0119
Edit = Del Sam Brown b.sam@samplecompany.com 800-555-0123

New

Company defined mandatory fields cannot be removed.
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Related List View

In each module the displaying of related info (from other modules) can be customized.
Zoho CRM

Unselected List Selected List:
Lead ~hlone- A Attachments A
Products
choose Open Actiities

Closed Activities
Emails

modules to

Properties -
1 v
Attachments
Modules List ~ Leads B
ACtIVITIeS relafFed A‘vm\:lie(:o\rnmns: : Si:t;da;iumnaz
n o g
sectic())ns choose fields foan
to display o
E-mails from module, /! :
Treamea oy ! v
Created Time
Modified Time
Street
— ciy o
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Search Layout

Every module in Zoho CRM allows a search option with some standard fields.
However, based on an organization’ s requirement, the search criteria can be
customized by enabling additional fields in the search layout.

Search Layout

Select Module Leads 2

a. (N Search
Lead Fields List T [] show my resords only Search Layout
Field Name Fields
Lead Owner Search Results: “ Bob "
Company v

Ilatching Leads

First Name Company Email Phone Lead Source  FullName
LastName Bridgfard Foods C hib. Lcom BB8-595-T769 Bob DeLony
Title

AmerisourceBergen Corporation hob c@ggmail com BEB-655-6656  Trade Show Bob Calson
Email v 1t02
Phone v
Mohile
Website
Lead Source v
Lead Status A
Choose
fields

Hint: Click on Setup >> Customization >> Search Layout >> select the options based on modules
>> Save

| Maximum of 6 search criteria fields are allowed for global search option.
L]
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Custom Views

This option enables customizing the default view for the modules depending
on individual user’s choice. Once the default view is customized, the new
chosen view becomes the default view displayed whenever the module is
accessed. For instance, the default view for Leads module could be “All Open
Leads”

Default Custom View:

All Open Leads v
Modules List: Leads &
Run Macro ™ Send Mail Delete More Actions ~ || C'
. . [ Lead Name Company
Existing View:  All Open Leads =
(8]} Albert Meyers Morthrop Grumman Corporatiol
I Alberto Garcia Saxon Mortgage Inc ;
Save Cancel L Alfonso Acosta Barksdale Inc
J Allan Bridgford Bridgford Foods Corpaoration
(] Allen Kreger Caremark Inc
L Amritha Agrawal ACME Inc.
(] Bob DeLong Bridgford Foods Corporation
Send Mail Delete More Actions ~

Hint: Click on Setup >> Customization >> select Module settings>> Customize View Settings >>
select New View from the drop down list >> Save
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Company-level

In product customization there are certain organization-specific details to which
only the administrator can have access. These admin level customizations are
explained below:

9

v) ) ) ) (

Company Logo
Custom Links
Related List Views

Search Layout

Custom Views

Business Card View
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Company Logo

In order to give a personalized look to CRM account, Zoho CRM allows
organizations to change the default Zoho CRM logo by personal company

logo.

m |CRM Upgrade  Setup Help ~ m-
+ m" Q-

Home | Leads Contacts  Accounts  Potentials  Emalls  Repors

Upgrade — Setup Help mv

Zillum Inc.
+. m" Q-

icls  Accounts  Potentials  Emails  Reporis

Company
Logo

Hint: Click on Setup >> Organization Settings >> Company Details >> Edit >> Company

Logo >> Save

Adding company logo necessarily requires a defined company name and converting from

@ single user edition to corporate edition.
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Currency

By default, the currency is set as US Dollar ($). However, this can be customized
as per organization’ s fiscal currency settings.

Currencies
US Dollar - USD $1,234,567.89 Customize
Add Currency
Name Symbol Exchange Rate Last Modified By
Algerian Dinar - DZD DA 0.97 Patricia Boyle on 03/29/2012 04:52 AM
Indian Rupee - INR T 51.38 Patricia Boyle on 03/29/2012 04:51 AM
Japanese Yen - JPY ¥ B2.28 Patricia Boyle on 03/29/2012 04:51 AM
Australian Dollar - AUD AUS 0.96 Patricia Boyle on 03/29/2012 04:53 AM
Other
Currencies

Hint: Click on Setup >> Organization Settings >> Currencies >> manage currencies >> Save

In Professional and Free Editions, only single currency is allowed for all users. Where as in
\*/ Enterprise Edition, multiple-currencies (up to 10) can be configured.
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Fiscal Year

This option allows configuring your fiscal or financial Year settings according
to organization's fiscal cycle. Once the fiscal start month is selected, fiscal
quarters are automatically rolled up in forecasting and sales pipeline reports.

Fiscal Year starts
in March

Select Fiscal Start Mol

Fiscal Start Month : | March v

Display Fiscal Year Based on : (® Start Month
) End Manth

Hint: Click on Setup >> Organization Settings >> Fiscal Year >> Submit >> Ok

Changing the Fiscal Start Month affects change in the new as well as the existing Forecast
\_* records.
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User-level Customization

The User-level customization allows any Zoho CRM user to personalize settings
within the limitations defined in the Roles. Some of the commonly allowed user-level
customizations are:

9

v) ) ) ) (

Home Page
Language
Date Format

Time Zone
Signature

Name Format
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Home Page

The home page customization allows users to set the home page layout as per
their requirements and priority. This customization allows to change view settings,
add, modify and remove components. The section layout can be modified by
editing the column layout and view of the displayed components.

Home Leads Opportunifies Contads Accounts  Adliviies

Work Orders  Reporis  Dashboards  Emails
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_ Pa =
Welcome Bence Oriai at Viwo Inc ne/ g+
Todays Leads Pipeline by Stage
Lead Status  Lead Name ~ Company Phone State  Modified By Lead Ty » | | Pipeline by Stage
Google
Wario 450-691- ‘
Open Lachapelle WarioLachapelle/Avocat %78 Qc Joey Juarez \Sf;;mec T 7
) 702-800- E
Open Gray Sola Salons 7129 Joey Juarez
Esateys The Ultimate Results Andrew
Open Stuchiner  Academy Shasgrez Racine
Heather (317)717-
Open Ginson Endless Pleasure 5086 Joey Juarez i
4 m l b
N\
list based sige
[0 Patential Created I e W Froposal Sent
pane| B Neotatons B wilCeos
chart (visual)




Home Page

The Home Screen can have panels based on

e (Custom) Views from modules
Edit Component

Open Activities [ Edit
* o My Leads
Component Name : My component
| vee | et~ | *Column Layout: 1 4
& Subject Activity Type Start DateTi
Component Name : | Leads by Source $
[0 ass Tasks
[ e Tasks
[l sneakPeekCampaign Tasks Save
[ sneakPeekCampaign Tasks
[1  SneakPeekCampaign Tasks
[ sneakPeekCampaian Tasks rrle
s
o Dashboards sy e s
1 P Normal. Tasts
Dushourds PR— i o =
. Jomal s
Pamag Nomal Tasis
Lead Dashzoarcs [ G o Dashbosd Lt Setmdeink  AdiComponent
@ P e
orstese
| 9 g, “oLeats eungs
t | £
é 8
%) 2
I i .
| ]
- !
/ 7
st e st s P g e
ue ™ — o e
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Language

The default Zoho CRM language can be personalized as per user preference.
This language change will be visible across the CRM system.

Patricia BOY'E - Administrator Edit
CEO at Zillum

Language: English (United States) . Edit

Country Locale: Unit 2
20 languages

are supported

Time Zone : (G ght Time( America/Los_Angeles ) ]

Save Cancel

Hint: Click on Setup >> Personal Settings >> Account Information >> Edit >> Language >>
Save
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Date Format

The default date format can be changed as per organization’s date & time
standard. The date format is updated based on the selected country locale. The
supported international date formats are:

Patricia Boyle - administrator Edit
CEOQ at Zillum

Language: English (United States) = Edit

a
v

Country Locale: United States

"

Time Zone : (CMT; Time{ America/Los_Angeles ) v

country

Save Cancel

Hint: Click on Setup >> Personal Settings >> Account Information >> Edit >> Country Locale >>
Save
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Time Zone

Time zone settings allow users the flexibility to choose the organizational time or
the geographically located time zones. This setting affects the calendar time, the
events and scheduled meetings.

Patricia Boyle - administrator Edit
CEO at Zillum

Language: English (United States) = Edit
Country Locale: United States ]
Time Zone : (GMT -8:0) Pacific Daylight Time( America/Los_Angeles ) 2

International time

Save Cancel zones are supported

Hint: Click on Setup >> Personal Settings >> Account Information >>
Edit >> Time Zone >> Save

1 Changes made in the Time zone settings immediately reflect upon the existing events and
5/ other time defined tasks.
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Signature

The signature option allows to embed a signature automatically in the
message body while sending emails to customers. This option works on per

user basis.

Locale Information

Language English (United States)

Country Locale United States

Pacific Standard Time

Time Zone

B 7 U#s ¥ AdFIN === s EHE=En Add
B patriciab@azillum.com ~

EE o . : « Plain Text
iy meatopieet T Signature is

atricia Boyle .

e: pboyle@zillum.inc aytomat|cf-"|ly

m: 888-555-1234 inserted in

w: Zillum.inc customer-

emails

Hint: Click on Setup >> Personal Settings >> Signature >> specify in the HTML editor

>> Save
@ It is necessary to enable the active check box to use the signature.
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Name Format

The name format defines the way of addressing people. This option allows users
to customize name format as per the applicable naming conventions within their
country. For instance, in countries like Japan the salutation comes after the name.

Salutation First Name Last Mame

rag and drop to
change the name
format

Hint: Click on Setup >> Personal Settings >> Name Format >> Change the format >> Save

Note: Defining multiple name formats is not allowed
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Theme

The theme defines the look & feel of CRM user interface. Users can personalize
tab colors to suit their taste.

@ Ba‘:kground Home Leads Accounts Contacts Potentials Campaigns
(I L] L]

- - PB  ome Leads Accounis Coniacls Potentials Campaigns Reports
@ Default () Gray () White =
PR ome Leads Accounis Conlacts Polentials Campaigns  Reports
— Home Leads Accounts Contacts Fotentials Campaigns Reports
d P®  Home Leads Accounis Contacts Polentials Campaigns Reports
Tab Bar - =

d PE oo Leads Accounts Contacts Polentials Campaigns Reports|
0O i - =
() Default (=) Custom

d - Edit Delete  Clone More Actions ~ .
it =
L]
Normal Tab -

EI i - Jasmine Frank - Villa Margarita
® [l Contact Owner : Tricia Boyle  Change
Normal Tab Font i Email + jfrank@zillum com

Phone : 800-565-5293 ¢~

Selected Tab Mobile * 800-556-5205 «~

Department * Sales

Selected Tab Font

Hint: Click on Setup >> Personal Settings >> Themes >>
@ Layout Change the look & feel >> Save

(*) Default () Fitto Screen

CRM Administrator cannot set a single theme for all users.
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Do It Yourself

Exercise 1

You run a Real Estate business and you have been assigned to customize the
Zoho CRM modules as per your requirements.

You are expected to select modules, rename tabs, manage fields and
customize page layout for any one of the modules.

Exercise 2

In the New Lead page define a column by the name of ‘Remarks’ so that
anyone filling up the lead page can give his/her remarks here for later
reference. This column should span across.

You are expected to customize page layout and select the ‘top - down’
option in the section information.
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Things to Remember

Pre-customization stage sets up the organization’ s requirements.

All tabs, except the home tab can be made visible / hidden and
renamed.

Zoho CRM provides customization for the standard fields, custom fields
and special fields.

Each module can have maximum of 130 custom fields added.

The related lists provide a 360° view of all the modules.

In the customize search option, maximum of 6 search criteria fields are
allowed.

Adding company logo necessarily requires a defined company name
and converting from single user edition to corporate edition.

Changing the Fiscal Start Month affects change in the new as well as the

existing Forecast records.
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Things to Remember

Personalizing language is based on user’ s preference.
The date format is updated based on the selected country locale.
In order to use signature, it is necessary to enable the active check box.
While customizing name format multiple name formats are not allowed.
Some data fields can not be removed (customized).
The number of custom fields allowed system-wide is limited by
* The field types.
*  Your Zoho CRM edition.
Custom Fields will be visible in the mobile apps.
Custom Views will be visible in the mobile apps.
Custom Module Names and module orders are NOT visible in the

Mobile app or in most integrations.
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Test Yourself

1. Which one of the following tabs cannot be hidden in the Zoho CRM setup?

Leads
Home
Activities
Contacts
Products

2. When some of the modules are hidden, they are visible to:

User with Admin profile
All the active Users

No users

Other CRM users
Customers

3. Once the tabs are renamed, they are visible with the new name in

All modules

All Modules except Products and Invoices
All Modules except Reports and Dashboards
All Modules within the Admin profile

None of the modules
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4. Custom fields cannot be added for and modules.

+ Leads

+  Tasks

+ Accounts
*  Events

+ Contacts

5. Based on any organization’ s requirement, the maximum limit for search criteria fields are :

+ 18
+ 26
+ 6

*  Unlimited
*  None of the above

6. Which one of the following meets one of the criteria to personalize logo?
+  Should have a paid user
+ Should have a company name
+  Should have an active email Id
+  Should permission from the Zoho CRM development team
*  None of the above
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7. The default fiscal start month in Zoho CRM is set to:

*  March
« April
* January

«  December
*  February

8. Language can be customized based on:
+ Selected country locale
+  Admin permissions
« Individual user’ s preference
«  Company’s approval
+ None of the above
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Online Resources
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/Zoho CRM
Advanced Customization
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Session Schedule

Lead Conversion Mapping
Dependency Picklists
Stage-Probability Mapping

Contact Roles
Formula Fields

Custom Related Lists

Copy Customization
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Lead Conversion Mapping

When lead shows interest to buy your product or service, convert lead to
prospect. On conversion, all the lead details are automatically and transferred
to account, contact, and potential if you properly map them in. You can
accurately map these modules and corresponding fields easily using lead
conversion mapping tool.

]

ACCOUNT

)

e
e (o
\ BUSINESS upmt:r‘unm

3

CONTACT

LEAD CONVERSION
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Mapping Fields

Mapping Information * Custom Field
Lead Field Account Field Contact Field Patential Field

City:  Billing City ¢+ Mailing City ¢+ | -Mone- oy

Country: ~ Billing Country + Mailing Country + -Mone- =

Description: = Description + Description +  Description Y

Title: = -None- :  Title +  -Mone- 4

Email: = -Mone- %+ Email % -Mone- _

Email Opt Out; ' -None- %+ Email Opt Out +  -Mone- Y

Industry: ~ Industry $ | -None- ¢ | -None- *

Lead Source: -Mone- + Lead Source + Lead Source =

Mobile: = -Mone- + Mobile + | -Mone- =

Phone: = Phone ¢+ Phone +  -Mone- 4

Hint: Click on Setup >> Customization >> Fields >> Leads >> Map Fields >> Update Fields >> Save
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Converting Lead to Potential

Convert Lead (Cathy Francis - Red Line International)

Create New Account: Red Line International

Creale New Gontact Cathy Francis

Create 3 new Potential for this Account

* Potential Name

* Potential Closing Date
* Potential stage
Caontact Role

Amount

Campaign Source:

Owrer of the records:

Patricia Boyle Y

Red Line International-

05/31/2013 [ihidichiyyyy ]
value Praposition v

Decision Maker -

§ 250000

Zillurn Events - UBA- 2012 &4 &

- Cathy Francis - Red Line International
Lead Owner © Patricia Boyle Change
Ermail : cathy@samplecompany.com
in FIE Phone ~ BEB-5E5-5576
Title - Wice Pregident
Industry : Serice Provider

- Red Line International- -

Potential Cwner

$ 250,000.00

Patricia Boyle Change

Stage “alue Proposition
Frobability (%) 40

Expected Revenue $ 100,000.00
Cloging Date 05/31/2013

- Red Line International -

Account Owner

Industry

. Patricia Boyle Change

. Sewice Provider

Ermployees c 25

Annual Revenue

Phaone

in B0

c 00 Edit
< 885-555-5578

Cathy Francis - Red Line International
Title Vice President

Ernail cathy@sarnplecampany.com
Phone « BB8-555-5578

Contact Owner Patricia Boyle Change

Patricia Boyle Thu, 3 May 201

Created By 191735 P

Hint: Click on Leads >> Lead >> Convert >> Follow the steps >> Convert
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Dependency Picklists

There are certain fields whose values depend on another field's value. For
example, the values for the Sub-Industry field will depend on the Industry field
that you select. In Zoho CRM, you can easily set up this type of dependency
fields by using two picklist fields.

Dropdown A: | Option 1 [=] Dropdown B: | Option 1 [=]
Opton2 > Option 2
Option 3 Option 4
Option 4

Dropdown A: | Option 2 [=] Dropdown B: | Option 2 [=]
Option 1 Option 4
Opton3 | —=-=—== L
Option 4

Hint: Field dependencies can determine the available options in one drop down based on the value
selected in another one.
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Customizing Picklists

Create picklist value type custom fields (example: Industry and Sub-
Industry) in required module.

Leads: Create Custom Field

Select Field Type: Provide Field Details:
ab] Text Label: Sub-Industry
Integer Section Name: ' Lead Information
Percent Bi
. . ig-Cap Banks
: |Banking i secimal Fick LSt pig-Cap anks
alues: gagional Banks
% Currency Advertising & Marketing
o i Broadcasting - TV & Radio
: |Media w [i] Date Diversified Media
Enterainment
- = (B pateTime Business Services
o | Services = & Email Catering, Cleaning & Repair
H Childcare
5% Phone Cansumer Services
B Data Processing
¢ [Technology @ £ Compuar Pergherals
@ URL Computers
Internet Products & Services
[#] Textarea Networking
L Software & Services
Checkbox () Use first value as defaull
E Multiselect Pick List value.
Parent field (2] Auto Number Also creatdf
-4, Lookup . X
[ rormuta Child field
Long Integer

Hint: Click on Setup >> Customization >> Fields >> Module >> Map Fields >> Complete steps
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Map dependency pick list fields and corresponding values.

Leads : Edit Page Layout

Lead Information S
i | Lead Owner J |
. l First Name J |
Map Dependency Fields for Leads e J 1
. = i Phone | LeadStas J
*Parent Field ~ Industry ¥
| Industry | |§ sub-industry |
“Child Field = Sub-industry  § (i Load Source ] o of Employees |
% Email OptOut | § Secondary Email |
| Met || Concel | — |
Modified By J
i Moblle J
\ipSumnci |
Map Dependency Fields for Leads
Previous | Next
Industry: -None- Banking Media Services
Sub-Industry: | _ngng: -MNone- Advertising & Marketing Business Services
Big-Cap Banks Big-Cap Banks Broadcasting - TV & Radio Catering, Cleaning & Repair
Mid-Cap Banks Mid-Cap Banks Diversified Media Childcare
Regional Banks Regional Banks Entertainment Consumer Services
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Using Dependency Picklists

O In Lead page, choose a value from the parent and corresponding value

from dependency picklist.

g Edit Lead

Lead Information

Lead Owner:

First Name:

Title:

Phone:

Industry:

Lead Source:

Email Opt Out:

Website:

Patricia Boyle

-None- § Bob

Network Director

B68-555-5656

Technology
T
g Parent Field

a

ar

83

*Company:

*Last Name:

Email:

Lead Status:

Sub-Industry:

No of Employees:

Secondary Email:

Skype 1D:

AmerisourceBergen Corporation
Colson

bob.c@gmail.com

Contacted *

¥ Data Processing

‘Computer Peripherals
Computers

Internet Products & Services
Networking

Software & Services

Child Field




Stage-Probability Mapping

Defining the criteria for Sales Stage is important to identify the performance of
an organization-wide Sales pipeline. Stage probability can be determined
based on two important factors - Forecast Type and Forecast Category. These

two values are useful in describing the stage of a potential.

Field Information:

Field Name:

Options List:

Stage

4p Add Stage | § Delete Stage

Stage Name Probability (%)
-None- 0
Qualification 10
Needs Analysis 20
Value Proposition 40
Id. Decision Makers 60
Proposal/Price Quote 75
Negotiation/Review 80
Closed Won 100
Closed Lost A
Closed Lostto Co
Probability
Value

Sort Order

@ @ -~ o o B W R

-
=

Forecast Type

Open
Open
Open
Open
Open
Open
Open
Closed Wol
Closed Los

Closed Los

R L e e T T TR I T TS

Forecast Category

Pipeline .

Pipeline

Forecast
Category

Pipeline

Pipeline
Pipeline
Pipeline
Pipeline
Closed

Omitted

-
"
H
"
v
"
-
"
v
"
v

Omitted

Hint: Click on Setup >> Customization >> Fields >> Potentials >> Stage-Probability
Mapping >> Update Fields >> Save
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Using Stage-Probability

¢i! Edit Potential
Potential Information

Potential Owner: Patricia Boyle &

*Potential Name: Red Line International-

*Account Name:  Red Line International e
Type:  -None- $
Lead Source: = Seminar-internal H
Contact Name:  Cathy Francis Py
Currency: ' USD 4

Expected Revenue:

Campaign Source:

: § 250000

05/31/2013
MM/ddyyyy

Value Proposition .

Probability value
automatically
changes

40

$ 100000

Zillum Events - USA - 2012 =

Expected Revenue = Amount * Probability/100
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Contact Roles

Customization of Contact Roles help you knowing the role of the contact in the
prospective organization so you always have the right conversation and close
more deals. For instance, negotiating price and discounts is always better with
the Purchasing Officer than standard users of your prospective customer
company.

Edit Contact Roles
or Add Role | 3¢ Delete Role

Contact Roles

Developer/Evaluator

Decision Maker
Purchasing Contact
Executive Sponsor Roles

Engineering Lead
Economic Decision Maker

Product Management

Save Cancel

Hint: Click on Setup >> Customization >> Fields >> Potentials >> Contact Roles >> Update
Fields >> Save
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Using Contact Roles in Potential

Contact Roles

Contact Name Account Name Phone Email Role Name
Remove Peggy Augspurger Villa Margarita B00-555-0106 a.peggy@samplecompany.com 9 Developer/Evaluator
Remove Jasmine Frank Villa Margarita B00-555-5293 jasminef@zillum.com Decision Maker

Add Contact Roles Edit Al

Contact Roles Mapping

List of Contact roles
Contact Name Account Name Contact Roles
Peqgagy Augspurger Villa Margarita 9 Developer/Evaluator -
Jasmine Frank Villa Margarita Developer/Evaluator .

More Contact
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Formula Fields

Formula fields help you to define fields that can populate dynamically
calculated value based on the data returned from other standard or custom
fields. For instance, an insurance company may need to determine, if the
provided date of birth (by policy holders), confirms their eligibility to own a
policy based on their present age.

Label: Transaction Code

Section Name: ~ Product Information +

Formula Return Type: String ¥

Construct your formula:

Select function : Select field : Select operator :
Al functions i Support Start Date + Aad

X Support Expiry Date - Subtract
Substring Created By * Multiply
Tostring Modified By / Divide
Replace Created Time % Remainder
Newdate Modified Time + Exponentiation
Datepart Product Size { Open paranthesis
Timepart Product Color ) Close paranthesis
Adddate Price Information 1= Not equal
Subdate Unit Price = Equals

Function Syntax :

Function : Tostring

Description : Converts any argument to a string data type.
Usage : Tostring(generic)

Examples: Tostring( 3.4 ) gives resultas '3.4"

Formula Expression=

Concat(Tostring(${Products. Product Code}), Tostring(${Products Product ]
Size}), Tostring(${Producis.Product Color})) Your Formula
‘ Editor

Check syntax
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Using Formula Fields

Product Information

Product Owner:
Product Category:
Product Code:
Product Size:
Product Color:

Transaction Code:

Sales End Date:
Support Expiry Date:

Modified By:

Patricia Boyle Change

Beige

ST441MBeige

05/31/2013
05/31/2013

Patricia Boyle Fri, 10 May
2013 06:25:44 AM

Product Name:

Vendor Name:

Manufacturer:

Product Active:

Concatenated Unit Price:
ve fiel

a.bo e. elds Created By:

into single
field
les Start Date:
Suppert Start Date:

Dexter Plain - Formal Shirt
Zenith Maufacturers
MetBeat Corp

vf

$50.00

Patricia Boyle Tue, 8 Nov
2011 01:20:14 AM

05/01/2013

05/10/2013

89




Custom Related Lists

For a better 360-degree view of customer, you can associate customer record
with other CRM modules. For example, potentials, activities, attachments, etc.
can be associated to account or contact. These standard related lists are
available in all editions. In addition, you can add custom related lists pulling
data from 31 party applications using gallery functions or writing your own
program through Deluge Script.

Custom Apps
Add Related List
Creator - CRM Integration Add now
] ?; Custom Functions
= Expenses Add now

g Cwomre  EEEEREED) Travel op Acki now

E Unselected Related Lists

=
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Viewing Custom Related List

Jasmine Frank . Vila Margasita
Divmetint &f Martiting

| frar @z b com

7 BRIV
 G-SNS-TNET

Py
Related List 1
Travel Dataits from Travel
£ Al

view A LOAOMH pp TS Pl 180000 L 2 - . LI o]

view  Hong Morg bawicg e Ul Liser Conlesnce O | ] i

View  Meoog Aanin R ib ] O M 100002 [ e =

RS— r— TrAgi301 Bunness 190003 P Mobile
" am—\_ Travel App
oRT e

Hint: Click on Sales Module >> Record >> More Actions >> Add Related List >> Complete
the process >> Save

91



Copy Customization

The Copy Customization functionality helps CRM experts to customize CRM as
per industry-specific requirements, and then deploy the customized CRM into
other related CRM accounts. System-level configurations are to the target
accounts.

L2 @ Customize Zoho CRM for Vertical Industry

& Personalize Logo and other features

\'# @ Regquest for “Copy Customization® function
@ Zoho Activates *Copy Customization” function
Activate

& Push ARM Customization to Customer's Account
“ Publish Signup form & generate leads

Hint: Click on Setup >> Organization >> Copy Customization >> Complete steps
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Online Resources
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Sales Tracking & Forecasting
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Session schedule

G EEE—
G ErEEE—
G EEr—
5 Cr—
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Sales overview

A typical sales process

Lead generation
Lead Intake

Lead Qualification
Sales activities
Negotiations

Deal closure

97

Contracting

Project setup

Project management
Delivery / fulfillment
Support

(Recurring sales)



Sales overview

Pre-sales workflow

Potential
Received

Potential
Management

Create
Potential

Lead
Conversion

H H

Won

Lead Lead
Intake Management
Lead
Received E E

UnPespopéive Untespopéive
Dead Lost
Lead Deal
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Sales overview

Creating sales objects in Zoho CRM

Start Here

Account .

Start Here Lead Conversion
Lead |
Potential

= start with a LEAD or skip to creating a CONTACT - depends on how your sales works

L] a LEAD can be converted to ACCOUNT+CONTACT+POTENTIAL
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Working with LEADs

LEAD

= ageneric business interest
= info may not be complete
= info may be junk

= jtisa "catch-all" object

= lifecycle: short

needs qualification: use standard criteria to determine
if the Lead is worth pursuing (dedicate time and effort)
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| ead conversion

Convert Lead into a Potential
Convert
= sufficient information is present

= has been evaluated against the qualifying criteria (=Qualified)

"upgrade" the info from the Lead into a:
= Contact
= Account (if Company name is supplied)

m Potential (optional)
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| ead conversion

Convert

IHI i
E

'“|”'|”'|§
1l |1H
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Live demo

< Switch to Zoho CRM and demo:
|i|

= Create Lead

® 6 6 0 o
WL W i
® 6 06 0 O m  Create a Task for the Lead to demo how it is preserved in conversion
I I I W W .
Live demo! = convert a Lead into an Account, Contact and Potential
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Working with POTENTIALS

POTENTIAL (a.k.a. “Opportunity”, “Project”)
= 3 qualified business opportunity

= basicinfo must be present

= hasa $ value assigned

= hasan expected close date

= attached to a Contact

= lifecycle: could be long

sales pipeline
: = pipeline: all open Potentials

= |

= the "funnel” potentials at different stages

= used for performance evaluation / forecasting
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Working with POTENTIALS

Pipeline and funnel

%2070 0 o)
®e 66

&

- ~—

Lead
management

Stage 1
probability: low

Lead qualification

Stage

® ®
’o 00

S ) S
®® oo |

@ very high

v

G@ Closed business

The pipeline (“funnel”)

Successful
closure!
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Working with POTENTIALS

A “Stage” can be assigned to each Potential that will determine
its place in the pipeline and any sales forecasts

*Stage | Potential Created [+]
Potential Created

Initial engagement
Needs Analysis

Quoted

MNegotiations

Committed

Closed-Won

Closed - Lost
Stage Name Probability (%) Sort Order Forecast Type Forecast Category
Potential Created 10 1 Open B Pipeline B
Initial engagement 20 2 Open [+] Pipeline [+]
Needs Analysis 30 3 Open [+] Pipeline [+]
Quoted 50 4 Open [+] Pipeline [+]
Negotiations 70 5 Open |Z| Best Case |Z|
Committed 90 8 Open E| Commit E|
Closed - Won 100 7 Closed Won [=] Closed [+]
Closed - Lost 0 8 Closed Lost [v] Omitted [+]
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Sales Pipeline

Probability: a likelyhood (%) of successful closure

Forecast Type
= Open: the Potential is Open and - in the pipeline
= Closed Won: not in the pipeline, successfully closed

=  (Closed Lost: not in the pipeline, un successfully closed

Forecast Category

=  Pipeline: all open Potentials

= Best Case: have a high likelyhood to close

= Commit: Potentials expected to close this quarter
= Closed: succesfully closed

= Ommitted: exclude from forecasts (typically lost)
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Live demo

L Switch to Zoho CRM and demo:

@
[ 1]
e 0 0 0 o = create/edit a Potential
W
® ©6 06 06 O = change the Stage and show its effect on the expected revenue
WU
Live demo!
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Sales Forecasts

Sales numbers Quota

Pipeline

Best case

Commit

Closed
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Sales Forecasts

Sales forecasts in Zoho CRM are
L] based on individual users

= for calendar quarters

Amount: 1000 Probability (%): 30 Expected Revenue: 300
X =

Forecast Edit: Forecast Details for Q2-2013

Save Compute Cancel

Forecast Details:

Month Quota Closed Committed Amount BestCase Amount  Pipeline

April 15000 $1,650.00 3500.00 7800.00 $38,849.00

WMay 15000 $0.00 2400.00 5300.00 $4,486.40

June [15000 ] $0.00 1500.00 3900.00 $0.00
Totals: $1,650.00 $43,335.40
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Live demo

i Switch to Zoho CRM and demo:
|i|

e 00 0 O ®  create a Forecast
I U I U [
® 6 6 0 O
I U I I [

Live demo!
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Working with ACTIVITIES

Points to consider:

track only what is relevant

past: for log keeping

future: for activity management
now: do it!

mostly around Contacts
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Additional modules

E-mails

=

inbound / outbound

requires mail add-on

fully automatic

attaches to Contacts

Events

= incalendar
= start & endtime
= |ocation

= attendees

Tasks
= single to-do item

= duedate
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Calls

log only (no recording!)
planned (future)

past (occurred)

Attachments

static file storage

source: upload /
Zoho Docs / Google Drive



Working with ACTIVITIES

Potentials ~ Adiviies  F Produdts Vendors Price Books  More_.

| | Edit | Delete | Clone | | MoreActons ~ | | RunMaco = | @. Quick Actions
s Add a new potential

. Add a new task
- Mike Johnoson - Big Company ast Update : 74 days ago

Brandon Wilson © Folow

Add a new event

Add a new call
mike@bigcompany.com
Send Mail
in B0 310-555.5555 <

While there are many ways to create activities in Zoho CRM, the most convenient
(and efficient) way to do so is from the Quick Actions menu in each module.
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Live demo

<y : :
Switch to Zoho CRM and demo

@
[ [
o 0 0 0 © m  create a Task/Call/Event
WL W i
® 6 06 0 O = show them under Open/Closed activities (Related Info section)
I I I W W
Live demo!
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ﬂll Accounts Delete | Clone View | Create View
Predefined Views
All Accounts
My Accounts B
New This Week
New Last Week Phone Website a.
Unread Accounts
Recent Views 310-555-5555

Recently Created Accounts

Recently Modified Accounts

Test Company 2 310-555-5555

+ NewAccont £ Import Accounts Account Tooks ~

13

Test Account

Via Chiisti

John Muir Medical Center (East Bay Medical Center
Agvocate - Lutheran General

Resurrection Saint Mary

Mercy Hospital

[ Shands--University of Florida Department of Surgery

Delete || Moce Actions ~ 10 Records perpage [v] TolalCount 11010

Points to consider:

= each module is a "view"

= single object

= standard and custom views

= can be assigned to a home screen panel
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Additional Info

More information on this subject on the Zoho website:

http://www.zoho.com/crm/help/salesforce-automation.html
http://www.zoho.com/crm/help/opportunities/

http://www.zoho.com/crm/help/forecasts/create-forecasts.html
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Managing Users & Sales

Territories



V) ) ) )

Session Schedule

Role-based Security
Profiles

Roles

Users

Groups
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Role-based Security

Managing the complexities of security administration is one of the growing
concerns in any enterprise, especially those open to e-commerce and those with
large networks. In such demanding times, the availability of Security Management
is considered predominant - affecting all sectors of an enterprise.

Role-based access control is a method of managing authorization while performing
tasks in complex systems - many users and many resources.

7

@ Module level Permissions
@ Sub module-level Permissions
@ Field level Permissions

@ Organization Hierarchy
@ Data Sharing Rules

AN

-
@ User Information
@ Assign Profile and Role to User

@ Associate Users and Roles to Group

L Groups J

v
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Profiles - A set of permissions and accessibility.
Roles - The hierarchical position within an
organization.

Users - Persons accessing the system.

Groups - A set of Users.



Profiles

Profiles are a set of permissions that define and control the access to CRM
modules and functions. Profiles are created as independent entities and
users associated to specific profile can access the functions that are assigned
to them.

—») Create a Profile
Module-level Permissions
Other Permissions

Field-level Permissions

Assign Profile to User

v) ) () )

Delete a Profile
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Parm:
TCIMigc:
7)"\\70‘
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Create a Profile

By default, Zoho CRM provides the Administrator and Standard profiles. Creating
a new profile necessarily requires that it is first duplicated with an existing profile
(Clone Profile). Based on the access control provisions, the new profile can be

edited later.

. ] Sales
Profile Name : Sales profile

Clone of
*Clone Profile : Standard Standard

Profile
Profile Description : For sales representatives in the organization
o
Save Cancel

Hint: Click on Setup >> Users & Permissions >> Profiles >> New Profile >> Save

A new profile needs to be cloned from the existing profile, a blank profile cannot be created.
! Only Users with Manage Profiles permission can create and define access rights to new

profiles.

124



Module-level Permissions

This controls the access to various modules for the different profiles and
defines the permission for tab visibility; create, edit, delete and view records.
For instance, a Sales representative’s profile may have access to the Leads and
Quotes modules but have no access to the Invoices module.

Profile Details:

Profile Name: Sales

Tab Visible -'Show or hide tab to users

Profile Description: ~ For sales representatives in the arganization

Created BY:

Modified BY:

Tricia Mon, 11/07/2011 12:47:33 PM

Tricia Mon, 11/07/2011 12:47:33 PM

Create - Users can create records

Module-level Pernjiissions:

Entity Tab Visible View Create Edit

View - Users can view recards ™™ l

Leads

Accounts

Contacts

. . P I
Edit - Users can edit records "
Campaigns
Reports
Dashboards

Notes

Forecasts

Delete

Delete - Users can delete records

Hint: Click on Setup >> Users & Permissions >> Profiles >> Edit for the particular profile

name >> select the check boxes for permission >> Save
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Sub Module-level Permissions

This controls the access to various actions within the modules. For instance, a
profile may have permission to view and create leads at the module level but
not have permissions to export leads.

« Documents

» Reports & Dashboards
* Import

* Export

« Tools

« Admin

« General

Hint: Click on Setup >> Users & Permissions >> Profiles >> Edit for the particular profile
name >> select the check boxes for permission >> Save
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Field-level Permissions

This controls the visibility and edit permission for the fields in modules and
sub-modules. For instance, a profile may be allowed only to view the revenue
field, another profile may be allowed to view and edit the revenue field and
yet another profile may not have any access to the revenue field.

Profiles:  Standard % ModulesList: Leads $
User can view and edit field
Lead Fields List: | ==
I | I : '__ User can ONLY view the field

Field Name Visibility Read Only

Lead Owner o]

Company o

First Name 4 (=]

Last Name o4

Title [ o

Email & o

Phone &} S

Fax [ o

Mabile [ S

Website ™ (=]

Lead Source ] o

Lead Status &} S

Industry ] o

Hint: Click on Setup >> Users & Permissions >> Fields & Links Permissions >> Select Profile
and Module from the drop down list >> Edit >> Select or clear the check boxes for the fields >>
Save
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Assign Profile to User

Administrator can assign profile while adding a user in Zoho CRM. Association
of profile allows the user to function as per their defined profile and have
access to CRM modules and fields that are assigned to them.

First Mame: Manish
Last Hlame: Patel
Alias: Manish
Role: Sales Executive B
Profile: Sales Sale's
profile

Hint: Click on Setup >> Users & Permissions >> Users >> Edit (for the particular user name) >>
Select Profile (from the drop down list) >> Save
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Delete a Profile

This function helps in organizing and getting rid of unwanted profiles. Before
deleting a profile, the users associated to that profile should be transferred to
other existing profile.

Profile to be Deleted : Sales

*Transfer To Profile : Standard Transfer before
deleting profile

an

Transfer & Delete Cancel

Hint: Click on Setup >> Users & Permissions >> Profiles >> Select Profile >> Delete >>
Transfer& Delete

_ ! The default Administrator and the Standard profiles cannot be deleted.
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Do It Yourself

Exercise 1

As an Administrator of your company, create a sales profile allowing access to
only the sales specific modules and functions, viz., visibility, view, create, edit,
delete permissions.

You are expected to provide Module-level permissions.

Exercise 2

To the sales profile you created above, define the fields that this profile needs
to view and the fields that can be edited by this profile, even hiding certain
fields, such as revenue or export.

You are expected to provide Field-level security.

Exercise 3 (take an existing User or add a User first)

To the defined sales profile created above, add a User to start functioning. In
other words, associate a sales profile to Sales Rep.

You are expected to associate User with a profile.
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What you can't do

While Zoho CRM allows maximum role-based security settings, there are
certain settings out of the security management scope. These limitations are
listed below:

+ Field-level access permission is not enabled for Reports,
Dashboards and Calendar modules.

+ Import and Zoho Sheet View permissions automatically allow
updating read-only fields in records.

+ The Create, Update and Export permissions at the module-level get
over-ruled by the Zoho Sheet View permission.

* Manage Reports & dashboards permission over-rides the Export

data permission.
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Roles

Managing a profile is the immediate step after creating a new profile. This
defines the module-level access and field-level security, deletes profiles and
administers other profile related functions.

—) Overview
Create Roles
Assign a Role

Edit Role

V) (V) () (b

Delete Role
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Overview

Roles define the hierarchical position of users within an organization. In Zoho
CRM, roles enable the users at the top hierarchical level to access all data and
records of the sub-ordinates at the lower level in the hierarchy. For instance,
the Sales Manager can access the records of the Sales executive but not vice-
versa, unless they share the same profile.

CEO

| 1 | |
[ VP - S&M ’ [ VP-HR ’ VP - Engg. ‘ [ VP - Finance

[ ] | 1 |

Director Director Director . Director
[ Sales ’ Marketing J Project Mgt. J Director CSS IT Services
Sales Manager Sales Manager
EMEA Americas

Sales Exec 3

Sales Exec 1

{ Sales Exec 2
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Create a Role

By default, Zoho CRM provides the CEO and Manager roles. However, based on
the organization’ s hierarchy and the type of CRM edition opted by the
organization, different roles can be created.

*Role Name : Sales Executive O

Reports To:  Sales Manager = O
Share Data with Peers : & O

Description Sales Representative

Save Cancel

Hint: Click on Setup >> Users & Permissions >> Roles >> New Role >> In the New Role
page Type Role Name >> Select Reports to >> Share data with peers(if necessary) >>
Save

_ ! The default CEO role can neither be edited nor deleted, it can only be renamed.
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Assign Role to User

After role creation, the main task of the administrator is to assign these roles
to users based on their position in the organization’ s hierarchy. For instance,
Manish Patel (a User) is a Sales Executive, then he can be assigned the Sales
Executive role.

Roles List

Expand All Collapse All

= CEQ
El VP Marketing

First Mame: Manish B Program Manager
Last Mame: Patel E VP Sales

. . £l Director of Sales
Alias: anish
. . ) Sales Sales Manager
ole: Sales Executive 3_—., EXEC. r0|e El Sales Executive
Profile: Sales hd 53

Hint: Click on Setup >> Users & Permissions >> Users >> User name (hyperlink) >> in
user details page type Edit >> Role (from the Role tree) >> Save
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Edit Role

This option allows administrator to modify the users' role depending on the
changes in the organizational hierarchy. This also involves renaming a role,
changing the superior role or changing the setting for sharing roles.

= Zillum
= CEO
= VP Marketing
= Program Manager
I VP Sales

o Diracior of Sales Create Sub-ordinate Role

= Sales Manager I

E Sales Executive G [ &

= cero I— Edit role

Hint: Click on Setup >> Users & Permissions >> Roles >> Role hyperlink >> Edit >> Save

! Changes in Role name automatically updates the data sharing rules for the assigned user.
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Delete Role

Deleting removes unwanted roles depending on changes in the
organization’ s hierarchy. Deleting an existing Role necessarily requires
transferring associated users to other existing Roles.

Transfer Users and Sub-roles:

Role to be Deleted : Sales Executive

Users will be automatically

*Transfer to Role : Executive >
assigned to other role.

Transfer & Delete Cancel

Hint: Click on Setup >> Users & Permissions >> Roles >> Role name hyperlink >> Delete
>>|n the Delete Role page, transfer the role and child-roles to a new role from the Role tree
>> Transfer & Delete

Note:

+ Deleting a Role transfers associated Users of the role to another existing Role

+ The defined permissions of the deleted Role does not get attributed to the “transferred
to” Role

+ All the Subordinate roles of the deleted Role get appended to the “transferred to” Role
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Do It Yourself

Exercise 1

Under the default Zoho CRM Role (CEQO), define two Subordinate Roles.
Furthermore, define two Subordinate Roles for each of the newly defined
Roles under the CEO. The subordinate Roles should be able to share data
among themselves.

You are expected to create Roles and Subordinate Roles with ‘Share data
with Peers’ option.

Exercise 2

After creating Roles, associate them to Users as per the organizational
hierarchy.

You are expected to assign Roles to Users.

Exercise 3

Imagine a situation in your company where there has been a departmental
revamping, like users with certain roles have been moved to some other roles
while others have been taken off. As an administrator how will you handle this
situation?

You are expected to create new users; assign them roles; edit few roles;
transfer and delete the unwanted roles.
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Manage Users

User is any person accessing Zoho CRM account. In other words, a User
manages and shares organization’s records through the Zoho CRM account.
For instance, Peter and Patricia are working in an organization but only Peter
has a Zoho CRM account, which means only Peter is a User and not Patricia
because she does not have a valid CRM account. However, if in future Patricia
is assigned an account, then she too becomes a User.

—>) Types of users

Add users

9
—>) Activate or Deactivate Users
9

Delete Group
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Types of Users

Standard User - This defines a regular user with a CRM account
performing the basic user-level functions as per the defined Role, viz.,
Sales Representative, Support Agent and so on.

Power User - This defines a user performing the basic user-level
functions as well as few administrative functions viz., customizing
interface, adding users, managing workflow rules, etc. Example, Sales
manager, etc.

Admin User - This defines a user performing administrative functions
and having access to the whole CRM system. The Zoho CRM system
demands at least one Admin User who can define and configure the
CRM system to meet company requirements. This user is normally a
top-level official in the organization.

By default, the Admin User is the Power User with all the access and functional rights.
However, the Power User can be created different from the Admin User. For instance, Team-
Leaders can be made as Power Users with some admin functions.
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Add Users

Adding User is one of the primary functions and requirement in Zoho CRM. User
who signs up for Zoho CRM is recognized as the Admin User and is responsible
for adding new users.

Active Users (5) + +Add New User Manage Subscriptions

Hiyoshi Nakamura
(=] ‘é Sales Manager, Standard

hiyoshi.n@zillum.com

Lucas Ugo
=) VP Marketing, Standard
u.lucas@zillum.com

\ Tricia Boyle
B CEO, Administrator
patriciab@zillum.com

Hint: Click on Setup >> Users & Permissions >> Users >> Add New User >> In the Add User
page fill the mandatory fields >> Save

Note: User once added cannot be deleted as this results in deleting all the data and records
associated with the particular user.
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Activate/Deactivate User

Depending on an organization’s requirement, users can be activated or
deactivated whenever required. This also helps when a particular user moves
to a different business unit or has climbed the hierarchical status within the
organization. For instance, Hanna Smith is one of the sales manager in her

organization.

Hanna left the organization so her
User account is deactivated.

Hanna is Associate Manager-In-
charge (make-shift arrangement). Later Lucas was
hired as a Sales Manager for this department. Once
Lucas took the charge, Hanna handed over
customers to John so her account is deactivated.

Hanna is back as the Sales manager
so her account is Activated.

Hint: Click on Setup >> Users & Permissions >>
Users >> Edit >> Select / Clear Active check box to
activate / deactivate
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Patricia Boyle
CEOQ, Administrator
patriciab@zillum.com

Hanna Smith
Director of Sales, Standard
hannas.smith432@gmail.com

Lucas Ugo
WP Marketing, Standard Not Confirmed

u.lucas@gmail.com

Manish Patel
Sales Executive, Sales Not Confirmed

manishp@zillum.com

Note: Only Active users are counted for
user license.

Deactivated Users cannot access the Zoho
CRM



Do It Yourself

Exercise 1

As an Admin User with complete access to Zoho CRM system, add users with
base-level functional privilege and users with base-level as well as some
admin level functional privilege.

You are expected to create Standard and Power Users.

Exercise 2

Given a situation that after subscribing to free edition of Zoho CRM you decide
to move to the professional edition. However, you wish to delete two of the
current users along with their email addresses and you need to ensure that
the data, forms and roles are intact.

You are expected to deactivate users and replace them with new users.
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Groups

Managing a profile is the immediate step after creating a new profile. This
defines the module-level access and field-level security, deletes profiles and
administers other profile related functions.

—) Create Groups
Assign Users to Group
Edit Group

Share Records with Group

V) (V) () (b

Delete Group
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Overview

Group defines a set of users performing a common set of tasks. Users within the
group can access and share records and perform the necessary functions within
the group. For instance, in an organization there can be a sales group consisting
of the Sales Executive, Sales manager, Tele-Caller, etc. all updating and
accessing the sales record and database.

New Product
Launch

Marketing
Event Group

Solution

Sales Group

User 1

User 2

User 4

User 5

s
s
Qs

User 1

User 3

User 5

Group 1

User 1

Role 1

Group 1
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Create Groups

Zoho CRM allows creating different types of user groups and sharing some of
the common records within the groups. In other words, groups enable data-

level access to other users with similar job profile. However, records cannot be
assigned directly to the groups.

Sales
group

*Group Name :  Sales

Group Description:  The US sales group

Group Sources:

Select Group Source Type: Roles and Subordinates o

Available: Selected:

CEO R: Vice President
Executive

R: Director of Sales
Vice President RS: Sales Manager Members
Director of Sales

U: Marty Sinclair
Sales Executive

Save Cancel

Hint: Click on Setup >> Users & Permissions >> Groups >> Create New Group >> Save
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Assign Users to Group

Members within the group can be Users, Roles, Roles & Subordinates or
different groups.

Sales Group Group Details:

Group Name :  Sales Group Gruup Users :

Group Description :  The US sales group
FPatricia Boyle

Associated Users:

iyoshi
Hiyoshi
Associated Roles: G anna smith
Director of Sales ManiEh Fl-atel

Associated Roles and Subordinates:

Sales Manager

Associated Groups:

Accounting

Hint: Click on Setup >> Users & Permissions >> Groups >> In the Group Source, select Users
/ Roles / Roles & Subordinates / Groups >> Save
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Share Records with a Group

Once a group is created, there arises the need to share records (data) within
the group. Sharing data with groups is made possible by the data sharing rules
which provides access to users belonging to other roles and groups.

New Sharing Rule

*Records Shared From:
*Records Shared To:
Access Type:

Superiors Allowed:

Roles s

Groups —

Permitted
to do all
operations

ReadMWrite/Delete

o

Create Sharing Rule Cancel

Sales Manager

Accounting

“Sales manager”
role’s data is
shared with
“Accounting”

group.

Hint: Click on Setup >> Users & Permissions >> Data Sharing Settings >> Edit
Permission >> Save Permissions
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Do It Yourself

Exercise 1

In a hospital setup, define teams. The teams should be Surgeons, Doctors,
Nurses, Interns and Medical Students. Surgeons share records with doctors
but not with interns and Medical students. Doctors share records with Nurses,
Interns and Medical students.

You are expected to create groups and share record with groups

Exercise 2

In this scenario, you need to form a team from the above groups as the
regulatory group consisting of a surgeon, a doctor, a nurse, an intern and a
medical student. Individuals (from this team) already have shared records with
their respective groups. But in this situation the individuals of this Regulatory
team should have records shared by other groups as well. However, the
Regulatory group does not share records with any other group except to
individuals within the group.

You are expected to create another group with more specific data sharing
settings.

149



Things to Remember

The foundation of any security management is a role-based access
system, that controls the permissions and authentication of CRM users.
Profile is a set of permissions that defines and controls the accessibility
to CRM modules and functions.

Module-level permission controls the access rights to various modules
for the different profiles.

Sub module-level permission controls the access rights to various
actions within the different modules.

Field-level permission controls the visibility and edit permission for the
fields in the different modules.

Creating a new profile necessarily requires that it is first associated with

an existing profile (Clone Profile).
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Except the default Administrator and the Standard profiles, all other
profiles can be deleted.

A Role defines the hierarchical position within an organization.

Deleting a Role transfers associated Users of the role to another
existing Role.

A User is any person accessing Zoho CRM account.

Deactivated Users cannot access Zoho CRM.

Users once created cannot be deleted by Zoho CRM Administrator.

A Group defines a set of users performing a common set of tasks.
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Test Yourself

Profile means (a) A Role (b) A set of permission (c) A hierarchy (d) A Company. Which of the
following is true:

+ Only(b)

(@) &(0)

+  Either (c) or (d)

*  (b)or(c)or(d)

*  None of the above

Security Management is better understood as:
* Managing Security
+  Evaluating Management
*  Role-based Access Control
* A Management process
+  Securing Management Process

In Zoho CRM, Roles define:
*  Module-level permission
* User Information
+  Organizational Hierarchy
+ Data sharing rules
+ All the above
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4. Permissions defined at the Module, Sub-Module and Field levels are found in:

*  Groups

*  Users

« Accounts
+  Profiles

*  Roles

5. Which of the following is true for Deactivated Users?
+  They can access Zoho CRM
+  They cannot access Zoho CRM
+ They are deleted from Zoho CRM
+  They still have access to some base functions
+  They become part of the active users

6. Reports and dashboard permission will usually bypass:
+  Administrator permission
+  Export data permission
+  All security level permission
*  Module-level permission
*  None of the above
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7. A Power User is generally :
+ Adeactivated user
+ Arrestricted user
+ User with complete access to Zoho CRM
* A User with some administrative rights
* A permanent user

8. If a Zoho CRM user leaves the organization, the best thing to do is:
8. Allow the user to still use the account

Deactivate and replace the user

Tighten the access control for the user

Do nothing
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Automating Sales Activities
with Workflow Rules
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Session Schedule

Workflow basics

Workflow rules

Workflow assignments

V) (V) ()

Sample process, macros

Workflow automation is a very important subject because they have a direct impact on productivity.
However, it is not an easy subject and requires careful planning. This session covers the basics, there
are different areas in Zoho where automation can happen.
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About Automation

Process (workflow): a sequence of activities and events
Break down into steps: control and improve

To automate: understand it and make it communicable (visualize /
annotate / otherwise capture)

Automation: requires to define a process at the basic task level

For automation to take place the workflow whose steps we want to automate has to be understood
at great detail. We have to clarify the process we want to automate, then break it down into steps
that that can be controlled individually.

Oftentimes when we do this we realize that the steps need clarification/improvement before they
can be automated. In most cases some sort of visual annotation method is used to map our the
process (you may start as simple as a whiteboard, boxes and arrows). Automation takes place at the
basic task level!
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Workflow Basics

Layers of workflow

. Business Unit - has a broad goal (e.g. wholesale)

. Department - fulfills a company function (e.g. sales)

. Person Role - has a specific role inside the organization (e.g. sales executive)

*  Activity - a sequence of tasks
»  Task - anindividual step in an activity <workf|ow automation has to take

place at this level

For automation also consider

« order of tasks (sequence)

« collaboration of participants (interactions)
« sequence of interactions (choreography)

For a workflow to make sense it has to be observed in its context, starting as high in the hierarchy as
the general goal of the business unit we are in. Then there is a distinct function (e.g. sales), the role
of the person who uses the workflow, then the activity (which is a chain of tasks) and then the

individual tasks.

For automation to work you also have to understand the sequence of the tasks, what happened
when multiple people get involved in performing an activity and if they have to interact for the
activity to happen.
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Zoho CRM Workflow

Workflow automation in Zoho CRM is

« Triggered when a new object is created or an existing one is
changed
« Thetriggered event can be

o  Field update

o An e-mail (internal / external)
o Atask

o Object assigned to a user

o Atimed event

o A Webhook

Zoho has Workflow Rules which are triggered by certain events in the system. WHAT can happen
when an event is triggered is listed here: a data field can be changed, an email can be sent to a user
or to an external address, a task can be created and assigned to a user, other objects (e.g. a Case) can
be assigned to a user, a timer can be set for an event to happen later or a webhook (a uniquely
formatted URL with variables) can be launched. Webhooks can trigger external websites to do specific
things.
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Building Blocks

something happens

{trigger) time passes

an additional workflow
a workflow step
step
OCCUrs
occurs

(WHEN)
« create: a new object is created
« change: an existing object is edited, updated or deleted
« time based: when certain amount of time passes

Workflow (WHAT)

» rules: defines what happens

+ alerts: sends a notification

+ tasks: assigns a to do item

+ field updates: changes data

« webhooks: sends a trigger to a 3™ party system

To use a simple visual annotation method a circle = event, box = task. These are the basic building
blocks of our workflow. The trigger determines WHEN an event happens the Workflow item sets
WHAT happens.
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Rules

O Assign to a specific

@

®

Define trigger

Create (new)

Edit (existing) - any field is changed

Create or Edit - new or existing

Field update - specific field is changed (new value)
Delete - data is removed

Set

* based on standard string / numerical operators
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Rules

O Define (instant)

« send alert

» assign task

* update field
« callwebhook
« follow

O based actions (delayed)

e alerts
e tasks
+ field updates

Workflow rules have the same structure across the system: 1) They are assigned to a module 2) Define
WHEN the rule should be executed 3) Set the criteria to limit triggering to records that meet them 4)
Define WHAT happens when the rules is executed 5) Specify if an additional, delayed, rule is to be
executed
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Actions

Alert

e sends an e-mail

* requires an e-mail template
« tointernal users or groups
* to external addresses

Task

+ assigns to CRM user

» due date can be set dynamically

» task owner can be notified right away
+ reminder can be set for future date

These slides describe in detail the nature of the workflow actions that can take place.
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Actions

Field update
+ sets a new value for a specific field in arecord in a
module

Webhook

«  fully custom URL

+  POST/ GET methods

* append entity parameters (standard / XML
format)

+ append custom parameters

Follow

+  sets status for the Pulse module
» change to: follow/unfollow

* record owner / creator

* owner's superior

« arbitrary user, role or group

For webhooks to work the receiving system must be able to process them. “Follow” turns of Pulse for the specific
record.
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Assignment Rules

O,

User 1

attributg™ attfipute 2

e

. /@

: User 2
attribuie 3
' »  works only for web form generated and @
H imported objects
’ »  the assignment is based on attributes of the ,
Lead, etc. and NOT on those of the CRM

User 3

user (round robin, skill based, availability
based assignments not possible)

Assignment rules work for Leads, Contacts and Cases received thru web forms and assign the record
to a specific user based on attributes of the record. The user they are assigned to has to be set firmly,
dynamic assignment based on an attribute of the user is not possible.
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Case Escalation Rules

o @

User 2

time b

passes -,

()
case User 1

Case escalation rules assign a Case to another user if it has been inactive for a certain period of time.
It reduces the number of overlooked Cases.
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Personal Settings

Users & Permissions

Organization Settings

Customization

Automation

Templates

Website Integration

AppS & AdG-0Ns

Developer Space

Data Administration

Subscription Manager

Setting it up

assign
vara ||| =g case
ow contact el
ons
S
Workflow Assignment Rules Case Escalation Rules
Rules Alers Tasks Field Updates

Workflow Rules

Webhooks

Follow-ups

©'Help

Workflow rules automate your business processes. They are a set of rules that are executed when certain specified conditions are met. These rules can include email
alerts, tasks, field updates, webhooks and followups that can be set as an instant action or time based actions,

Create Rule

List of Rules: Al Modules

Rule Name Module

[=] status: a1 [=]

Execute On

H=|

Timed Actions Alerts Tasks  Field Updates | hooks Follow-ups ~ Active

<Create Rule>

These slides walk the user thru the actual steps of setting up a workflow.
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Sample Process

Workflow - Lead Intake

Lead is
created
in Zoho CRM

web-to-lead
form submitted

Notification
is sent to
— Sales Rep
Lead is J Task is created
assigned to to reach out to
the right customer
Sales Rep
Lead intake
Response is complete
e-mail is sent
P to
customer
e

This is what the sample process looks like on a workflow diagram.
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Sample Process

Building blocks

Lead Assignment rule Workflow rule
“State=CA" “New lead created”

Template 1 Workflow
Customer alert 1
e-mail E-mail customer

Workflow
alert 2
Notify sales rep

Template 2
Internal notification

Workflow Task
“Initial contact”

These are the actual workflow steps that have to be created for the whole process to happen.
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Sample Process

Making it happen...
Create Rule Entr
Workflow Assignment Rules Case Escalation Rules ‘ Create Rule ‘ r=e —==nn

Rule Entry

Use comma te separate more ihan ene search value. For example: Last Name contains Sam Jose. This w,

[ wastName contains Jose)

Criteria pattern can be viewed below.

1. Specify Criteria

1 State [=] is [=] ca

Criteria Pattern=1
Add Criteria
|| s
2. Specify User:

* Assign To: Bence Orlai Q

Follow the numbered steps to set it up.
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Sample Process

Email Templates  Inventory Templates  Mail Merge Templates

mplates

of Email templates in various folders. You can use these templates for personalized mass mailing and Work flow alerts.

Mew Template: Mew Template Folder

New Email Template

EoesniTypa:  Lean =
Tompats rame

Lutrane [

s o i e s
BT ASHIN EANE ®E A =BDEe @ « oo Text
[ — Sawve

Locwm v ek 14 aniat. coemecoetue adorsona e Sed ouis s o< lectis poks coosectsbus. hurk s 26 massa s laoaa
aaneic mauris ko Teuciar Sraesert 130,15 500 3 363 430U OulS UCKEF Tator MOS.

ez

e Frst Mame) ${1isar . ack Hame)

Follow the numbered steps to set it up.
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Sample Process

Waorkflow Assignment Rules Case Escalation Rules

Configure Alert

Rules Alerts Tasks Field Updates

Webhooks Follow-ups
New Workflow Alert
@ *Name:  web lead thank yout
Module: Leads E
*Email Template:  inankyou [=] Create Templates
Email Recipients Persons associated to the Lead [=]

Lead: Secondary Email -
Lead Owner

Lead Creator

Lead Owners Manager

Lead: Email -

Additional Recipients.

Follow the numbered steps to set it up.
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Sample Process

Workflow Assignment Rules Case Escalation Rules

oRules | Alers Tasks Field Updates Webhooks Follow-ups

2. Execute On

Choose an action based on which the rule will be executed

Create

4

Executes the Workflow Rule when a record is created in the Leads Module.

3. Rule Criteria

4o

more than cne saarch vale For smample Lo
Jose}.

MNext

1 None. [= Tgne.

Follow the numbered steps to set it up.
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New Rule

1. Basic Information

Specey me basic

o

2

Create Rule

tatus.

scniction.

Leags

rewlead

] e



ample Process

6

4. Actions
Instant and time based aclions can be set as per your business needs. To know mol
document |‘_“| JR——
Module:
Instant Actions * Subject:
[ * Due Date:
[*7] Send Alerts (0)
* Status:
Associate Existing Alerts * Priority:
Assigned To:
Name
web lead thank you! Notify Assignee:
Associate Remind Assignee:

Follow the numbered steps to set it up.
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Leads
initial contact
WFRule Trigger Date [+] plus [=] days
Planned [«]
Normal [+]
a8

If you do not assign to = user, the task will be automatically sssigned to the Record Owner.
Notification email will be sent only to the Active and Confirmed user.

o

Save & Associate



Availability

Enterprise Professional Free
Edition Edition Edition
Workflow Management v v
Workflow Rules 30/module 10/module
Workflow Alerts v v
Workflow Tasks [V v
rkflow Field Update v
v
ups v
Case Escalation Rules [V

Workflow automation is not available in the Free version and has limited availability in the
Professional Edition.
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Macros

Run Macro ™

A macro can:

change/update a field in the record it is applied to
send a template based e-mail to the e-mail address in the record

/—\ create a new Task and assign it to the record

\ X

Macros can be used for automation of day to day clusters of tasks at the user level. The user has to
set it up by themselves, they can not be configured system wide.
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Macros

To set up a macro in a module:

assign the template

|RunMacrn' H Send Mail ” Delete <7

New Lead

Create Macro Email Template: —MNone— [=] create Templates
Manage Macros

define the
field

Update: ~ Lead Status [#] = Contacted

updates
Send Email Choose a Template
Subject:
Update Field Configure Field Due Date: 1 |Z| day(s) |Z| from the execution of the macro.
Status: Planned |Z|
Create Task Configure Task Priority:  Normal [=]
. . set the
Assigned To:  Bence Orlai & .
’ details of
the Task

Motify Assignee: [0

Reminder: [0
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Macros

I ° Macrosare available in the main modules (Leads, Contacts,
= Accounts, Potentials) only
« Macros can be executed on multiple records at the same time
(mass update)
* macros are unique to each user, can not be specified at the
organization level
* 1 email, 3 Field updates and 3 Tasks can be configured for each
macro

Macros are very easy to set up and can save a lot of time for the user.
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Additional Info

More information on this subject on the Zoho website:

http://www.zoho.com/crm/help/automation/workflow-rules.html

http://www.zoho.com/crm/help/automation/manage-workflow.html

http://www.zoho.com/crm/help/automation/assignment-rules.html

http://www.zoho.com/crm/help/miscellaneous/macros.html
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Reporting in Zoho CRM
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Session schedule

O - oo anireporing
G T
G EEr—
G T
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Aword on data quality...

QEO®e®
®@eeeO

Quality data IN OIOIOIPIC) [% 06

ePOOO - ‘a

@ ®®0OO @@
®0E0® &

Quality data OUT
Y Good data takes

= Good interface design
= Establish guidelines for data entry

Good reporting = (lean data before import

= Store only relevant info Think "team"
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Reports

Reports

Recently Accessed Reports
Tasks and Events Rep.
This month sales
233
Sales Person's Perfo.
Sales Orders by Acco.
Forecast History Rep.
project + activity t
Quarterly Forecast S.
weekly sevice sched.

All Reports

® Account and Contact...

& Potentials Reports
Lost Potentials
Open Potentials
Pipeline by Probabil
Pipeline by Stage
Potentials by Type
Potentials Closing b
project + activity t.
Sales By Lead Source
Sales Person's Perfo
Stage Vs Potentials
This month sales
Today's Sales

& Lead Reports

ctivity Reports
Todays Calls

Tasks and Events Report

Amasimum of 2000 records will be listed in each page of the report
You can export the data one page at a time with maximum 2000 records in 3 single exported file.

Create Report

f(iter Options

Column: Stant Date: Ena Date:

Activity Created Tim

[=] custom Apoly Fiter

\ ooty SeveAs || Customize Relosd || HdeDetsls | DeleteReport

multi-object
can be assigned to a
dashboard

tast task

Monthly maintenance
Monthly maintenance
Monthly maintenance
Monthly maintenance
Monthly maintenance =
Monthly maintenance -
Monthly maintenance 2
Monthly maintanance
Monthly maintenance
Monthly maintenance
Monthly maintenance B
Monthly maintenance

Monthly maintensnce

+

& Bance
CAL antry from GC

03/06/2012)

Dua Date
02/29/2012

Not Started
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Reports

Multi- object

Report

Contact name Sales case Info

Joe Smith, purchasing  New equipment Last activity
($1,000,000) Mon Aug 12, 2012

Information is pulled from multiple modules
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Reports

Simple calculations

Total
| | | samnasn e
I I [ssmm e
I O |
Total
Sort Grou
P Schedule
A I 1 I
B I A ——
C | b |
D I 2 I
E a
(e-mail / xIs)
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Reports

Add them to dashboards

Upgrade  Setp  Help  bence.oraiswoconsutng
@601 CRM
Dashboards
=] List Setasdefout  Add Component
Pipeline by Stage Eat Pipehne by Probabiity. Ecr
P
w
5 o
% i
H
“ -8
Stage
2 cuatcston LY —
8 Pesairce Gute
Probability (%)
(-8 |E
Potentals by Type e
0
§ o
2
i
2
o L v
& #
Type
By
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Live demo

e Switch to Zoho CRM and demo:
Iil

O 6 6 o ©o

TT U000

® 6 6 & ¢

T U 0T

Live demo!

= overview of the Reports module

s overview of the Dashboard module
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Reports

Report types

@ Tabular Report ® Summary Report ® Matrix Report

Summary reports allow you to view your data
along with subtotals, groupings and other
summary information.

Tabular reports provide you the way to list your
data in a simpler form.

Watrix reports allow you to view data summarized in a grid
against both horizontal and vertical columns.
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What is reporting?

Reporting = using data for decisions
= simple data export to use in Excel

= use metrics (KPI's) to keep processes in check
= visualize data

= understand trends, patterns

Good reporting

= needs good data (!)

= requires planning (what to look for?)

L] detailed drill-down = Business Intelligence (BI)

= requires complex methods
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Reports

Home Leads Pulse Contacts Projects Accounts Reports Jashboards Products Acivities More..

Create new report

Reports Create Report Folder Report Scheduler Configure Zoho Reports » N***

[Akiecenty/Accessadiieponts Built in (existing) reports

Report Name Report Folder Name Description

Pipeline by Probability Projects Reports Projects by their probability Edit | Customize

Converted Leads Lead Reports Leads that are converted into Account/ Projects / Contact Customize
axccounl and Contact Reports Edit | Del
@ Projects Reports Edit = Del
® Lead Reports Edit | Del
@ Activity Reports Edit | Del
@ Campaign Reports Edit = Del
@ Case and Solution Reports Edit | Del
Forecast Reports Edit = Del
® Product Reports Edit  Del
® Vendor Reports Edit | Del
® Quote Reports Edit | Del
@ Sales Order Reports Edit = Del
@ Purchase Order Reports Edit = Del
@ Invoice Reports Edit | Del
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Reports

Building a report

Business need: what business deals are outstanding for each Account, in what stage and what is their
total value?

Report definition: show each Account's Potentials grouped by Stage and summarized by total value
where the Stage is not 'Closed'".

1

Report Type | Grouping Columns to Total Criteria m

Matrix Report \2/

® Tabular Report ® Summary Report @
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Reports

Building a report

Report Type Columns to Total Criteria

1.Specify your Row Headings: /\
Subtotal By: Sott Order: S T e
Account Name [=] Ascending [+] I
]
]
2. Specify your Column Headings: ||
Subtotal By: Sort Order:
Stage [#]  Ascending [+]
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Reports

Building a report

S5

Report Type Grouping |Columns to Total |Criteria

Columns

Potential - Amount

Potential - Probability (%)
Potential - Expected Revenue

Record Count
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Reports

Building a report

Report Type Grouping Columns to Total | Criteria

Standard Filters:
Column:

AccountCreated Time  [+] Custom

Advanced Filters:

Start Date: End Date:

=]

1 Stage

E] doesn“lcomainIZ‘ Closed

Add Criteria

195
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Reports

Building a report

(7)
Filter Options: U
Column: ) StatDate:  EndDate:

AccountCreatedTime  []  Custom [+ | sopiyFiter |

mv}mulg,;-:IIWIlmw
(8)

Parent Account 0.0 - - : - o0
Test - - - 100.0 300.0 400.0

196



Dashboards

Customize Report: Pipeline by Stage m

Provide the following report information

Report Type Columns Grouping Columns to Total Criteria

Columns sum Average Lowest Value
Potential - Amount @ o o
Potential - Probability (%) =] =] a
Potential - Expected Revenue a a a

Wi
Big Company

I Nam]

Needs Analysis (1) test potential

Proposal/Price Quote (1) Big Company | test potential

Qualification (1) Test Test Potential

Value Proposition (1) Test Test Potential|

Total records in this page :4 Records

Edit Component

V el

Provide Chart details

2 Specify Chart Details

Select Chart type:

Bar
(1o vertical Bar - Stacked

(1D vertical Bar - Stacked to 100% Y-Ads

Pipeline by Stage

0
|

Sum ot Amount ]

XAis
Account Name =]

Stage
5 Quaifcaton
B Proposalrice Quote

W teeds Anaysis W Value Proposiion
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Live demo

- i :
Switch to Zoho CRM and demo

[ ]
(1
e 0 0 0 o = overview of the Reports module
W
® © 6 0 © s overview of a Dashboard and drill down (click on a dash)
WU
Live demo!
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Limitations

Limitations of Zoho CRM's report functionality
u no functions like in Excel (stats, math, text etc.)
= no print formating

= not efficient for huge amounts of data
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Beyond reports

Additional options to use data

sign up for

~ e
E@\‘J ICRM |:> ‘:“/ gﬂ:::;e:pé\gz)lyﬁcs

IZl s
RE

export to Excel

@@ Reports

Recent Items

Create Reporting Database:

Import Excel, CSV, HTML, Google Drive

Create a reporting database by importing data from Excel, CSV,
Google Spreadsheets and HTML files

) video Demo

Enter Data Right Away
Create a new reporting database by directly entering data

Import data from Local Databases
Import and Synchronize data from your local databases (behind fir
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/oho CRM Analytics

@& Reports
Zoho CRM Reports
men Tabe ) (_nam hazor ) %) € overview x|
n L) |[ e B natwen | D smere - G rubten -

ton | Zoho Aose > | Mo w | Faadback | Bance Orei =

Vewbp ru[<] s

O Comtimbaian

= Zoho CHM Modules Deta)
(ST

sync data from Zoho CRM
into Reports and run
queries on:
H * Accounts
« Contacts
* Leads
v »  Opportunities

« PotentalsPipeline Repors

+ Expected Revenve
+ Sales Porson Performance
+ Prodictive Anabysia

i data from other modules (e.g.
Activities) can not be synced
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Live demo

L Switch to Zoho CRM and demo:
|i|

o0 00 o = Zoho Reports overview
WU
o @6 6 0 O
WU

Live demo!
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Additional Info

More information on this subject on the Zoho website:

http://www.zoho.com/crm/help/reports-and-dashboards.html
http://www.zoho.com/crm/help/reports/

http://www.zoho.com/crm/help/reports/generate-reports.html
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Mobile CRM for Field
Salespeople
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Introduction

The development of mobile technology is revolutionizing the way
business is done - collaboration and communication is easier than ever
before. With Zoho CRM, you can now reach your CRM system on your
mobile device, extending the capabilities of your CRM system and
increasing your productivity, efficiency and flexibility.

Objective of this session

« Understand importance of Mobile Sales
« Activate Mobile App from CRM

« Download Mobile Apps

« Sync Contacts

« Sync Calendar
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Why do field sales need a Mobile CRM?

Allows sales Executives to quickly access information on the go from
their device

Gives up-to-date customer information and saves time for you to
meet other clients

As sales manager, you can follow the performance of the sales team

CRM data updated by sales executives is automatically synchronized
to the system for access.

Benefits of a Mobile CRM

Access CRM from anywhere

Streamlines sales processes

Increase personal attention with prospects
Up-to-date customer information at your fingertips
Prompt customer interaction

Instant email notification

Improve sales follow-up accuracy
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Mobile Edition of Zoho CRM

Step 1:

Step 2:

Step 3:

iPhone / iPad/ Android devices / Blackberry phone

Purchase Mobile Edition licenses (Administrator)

Google Apps Zoho Apps Other Apps

Mobile Edition i
Zoho CRM Mobile Edition lets you access Customer Information from your mobile devices.

Activate Mobile Edition for User (Administrator)

Users List:

Full Name Email Address Role Profile User Status Zoho CRM Maobile Edition
Tricia Boyle  patriciab@azillum.com CEO Administrator ™ o

Marty Sinclair kylesinclaird5@yahoo.com Sales Manager Standard LQI LQI

Install app (User)

Depending on the mobile device users can install the Zoho CRM mobile
app from App Store / iTunes , Google Play, Blackberry browser
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Installing Mobile App

iPhone / iPad/ Android devices / Blackberry phone

iPhone

Android
(Models: All Android phones running Q5 w2 2 and

/ hiher)

BlackBerry

(Models: Series 90 (Bold), Series 95w (Storm)®,
Series 9Fwx (Tour), Series 97w (Bold 23, Series 980
(Torchy™
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p iTUneES

» App Store

Get it from
» Google Play

Get it from
» Install in BlackBerry



Supported Modules

« Leads

* Accounts

+ Contacts ¥  ZohoCRM :

« Potentials !? L‘

+ Cases 3

« Vendors ﬁ i?!

e Tasks * Cmtfm i

* Events t

« Calls _ »
To Events o

What can you do?

« Add tasks, events and notes to a lead, an account or a contact

« Create, View, Update and Delete records

« Import contacts to Zoho CRM app

« Export contacts and leads from Zoho CRM to mobile device

» Find your nearby customers and get the driving directions from
the address information

« Send Emails and make calls to leads and contacts

+ Log calls made to leads and contacts instantly

« Search for records either in the server or in your device
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Manage Records

You can create, edit, delete and save a record in the supported modules.
« To create arecord,
tap the Add Record icon

record

=

& Fiisik Daniel

a)
ﬁ Frank Jasmine
<}

"

n Gardener Matthew ]
a

f "

Gracelin Amy 5
u

ﬂ Griffith Kevin -
x

H :

To edit a record,

tap the Edit icon in the record details page. Edit
Jasmine & record
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To delete a record, go to the record details page and tap the Delete
icon
Account Name Zillum Inc. >

Department Sales

Email

Email Opt Out OFF

Save the lead or contact details in your mobile device address
book by tapping the more options

Save to Address Book
Convert Leads

Upload Photo
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Make Calls

With the Mobile Edition, you can make calls to your customers using
Skype by selecting the record in Zoho CRM and initiating the call.

Account Name Zillum Inc. >
Department Sales

Email charless@zillum.com

Email Opt Out ( OFF

Log a Call: After making calls to your customer, you can instantly log
your calls.
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Send Emails

You will have the option to send an email to the contact if the email
address is available.

Account Mame Zillum Inc. b
Department Sales

Email

Email Opt Out OFF

. =B ! P @ %

Tap the email address to compose an email and send.

charless@zillum.com

Cancel
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MailMagnet

For a field sales rep on the move, the MailMagnet option is very useful
to receive instant notifications so that the most important emails from
leads and contacts get your immediate attention.

MailMagnet intelligently
scans your inbox and
notifies you of the emails
from your prospects and
customers in CRM.

T

App Store__

Zoho CRM

Note:

MailMagnet is available only if you enable the Zoho Mail Add-on feature and configure your email
account within Zoho CRM.
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Locate Nearby Contacts

With the location service enabled in your device, your phone’s map
can find you the leads, contacts and accounts a few miles around your
location. This is based on the miles specified in Zoho CRM's Settings.

Note:
All the leads/contacts/accounts near your location will be pinned on the map, irrespective of the
ownership of the record or other criteria.
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Android App

micess  Frank Jasmine TEst

Contact Information Hathan Brooks

Re: Training

Contact Gwner Tricks Boyle

manishp@rillum, com
Hielp with custemization

Last Name Frank

First Hame  Jasming

Jasmine Frank
e vitation bo Bhe Trade Show

o Director of Marketing

Acoount Hame Villa Margarita »

All Events Unread

Samuel Griffith 05

= - - 2 L] AL = = == Need help with customization
: 1 2 3 4
Ml 5 6 T 8 ﬁ woon Amy Gracelin 53 PM
— Required Product Demo
Aus‘tral\; g 12 13 4 15 16 17 18 1‘
Related Information 18 20 2 22 23 | 24 25 Tricia Boyle D
Microsoft Outlook Test Message
" otentials 26 27 28 | 29 30
; Potential 4 =
= » Tricia Boyle Dec 28
pip Tasks Micrasoft Outlook Test Message
e Evaies » 10:00AM  CRM Webinar ,E
t Tricia Boyle Dec 28
12:00AM  Meet Sales Team
- 10 Meet Sal Microsoft Outlook Test Message
! Calls »
0] N
Notes » Tricia Boyle De

o

[ERP Phase lll] - 2
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Accessing Mobile CRM from Web Browser

« Zoho CRM web application allows you to access and work with your

Online Zoho CRM data with your browser-supported mobile device.

« Users can manage leads, accounts, contacts, potentials, cases,

tasks, events, and calls.

& Zoho CRM Mobile

- To use this application you need to have EEETE O

e crm @ Feedback
(&) 8 Leas
)

Leads by Source [/ | Search Leads
[

a valid Zoho CRM account.

URL - http://mobile.zoho.com/crm
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Card Scanner

The Card Scanner App lets you save business cards on your iPhone
when you attend meetings, events, conferences and trade shows. The
app intelligently recognizes the contact information and fills in the
data in the appropriate fields.

Step 1 Step 2 Step 3
Scan the BCard Save details in Zoho CRM Edit details

Edit

3U03S SapeY)

20y wngz

H
i E:

Note:
The app instantly recognizes and reads business cards in English, French, Spanish or German.
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What you can’'t do on Mobile

Customize CRM as per your business needs
Set up workflow rules

Add or modify users, roles and permissions
Manage email templates

Manage reports and dashboards

Send mass email

Manage subscriptions
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Things to Remember

Users do not need to purchase separate licenses for different
devices.

Only users with the mobile edition license activated, can download
and install the app in their devices.

Additionally, users also have access to the web app in their mobile
devices.

Users can access data from the Leads, Accounts, Contacts,
Potentials, Cases, Tasks, Events and Calls modules.

Users can work in the offline mode to add, modify, or delete records
which will be saved locally and synchronized with the Online
Account, when connected to the network.

You can log only outbound calls.

MailMagnet will be available only if you enable the Zoho Mail Add-
on feature and configure your email account within Zoho CRM.
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CRM and Email Integration
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Introduction

Email communication has changed the way we do business today and having your CRM integrated with Email
is no more a luxury. In this session, you will learn importance of CRM plus Email to collaborate with

colleagues and close more deals for your company.

Objective of this session

= Understand importance of Email in Sales
= Send Email from CRM

= Configure Email Integration

= Receive Emails within CRM

= Receive Mail Notifications

= Copy emails from 3 rd party mail clients

= Integration with MS Outlook
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Why is this an Important Integration?

To centralize all customer information and email correspondence inside Zoho CRM.
To associate customers' email conversation with CRM data.
Share and update customer-specific emails with other users within the account.

Send and receive emails simultaneously in CRM and your favorite POP enabled email client.

What can you get from this Integration?

Email tab inside Zoho CRM

You can send and receive all your emails without leaving Zoho CRM

Share customer emails with colleagues (emails from selected records or all records)
Thread view of Email conversations

Get quick email notifications of the emails from prospects and customers.

Integrate with Gmail, Yahoo, Hotmail and any other POP email services
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Ways to send/receive emails inside Zoho CRM

» CRM Modules

‘ » Mail Add-on

» BCC Dropbox

» Mobile App
(MailMagnet)

> Integration
with MS Outlook
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Sending Emails from the CRM modules

Leads, Contacts or Potentials

Step 1: Click the Module tab.

@kxd .| CRM

Step 2. In the Module homepage, select the record from the List View.

@G| CRM

My Contacts =

&

[ Runtoco ~ || seodil || ovlee || morencions || @ |

(] Contact Name
a Amy Dawson

[=] Amy Gracelin

O Anthony Riley
[m] August Camemn\
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Step 3. In the Record Details page, go to Emails Related List and click Send Mail.

Emails.
Date

04102120

FromiTo Subject
 ®31  amygracelini23@gmailcom  Re: Re: Required Product Demo

Send Mal

Step 4: In the Compose Mail page, enter the email message, attach files and click Send.

Send | Documents | Attach | Attach From ZohoDocs |  Attach From Goo
Em: plate [ None
From [ patr i m
us [amygracelini23@gmail.com

Cec

Subject [

i
1
m
L]

o>

B 7 Uk X ¥ A ® T N

Note: The email will be sent to the recipients with a copy of the mail stored under Emails Related List,

in the sent folder of Zoho Mail and your configured mail client.
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Things to Remember

In Zoho CRM, you can send either bulk emails or individual emails.
The limit for sending emails is based on your account's Edition.

The email limit for the organization is calculated based on the total number
of confirmed and active users in the account.

For sending bulk emails or newsletters, use Zoho Campaigns.
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/oho Mail Add-on

Administrator needs to activate this feature for other users.

In order to keep the customer-specific Emails in your Zoho CRM account or share with

other users within the account you need to configure the Zoho Mail Add-on.

Administrator’'s part:

Step 1: Subscribe for the Mail Add-on

Upgrade Setup Help ~ m -

Step 2: Activate Mail Add-on for the Users

Users List:

Full Name  Email Address Role Profile UserStatus  Zoho Mail Add-on
Paricia Boyle _patriciab@zillum.com cEo Administrator 4 ]

Hiyoshi kylesinclairg5@yahoo.com  Sales Manager  Standard ] 4

N
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Once the administrator has configured and enabled the Zoho Mail add-on, Users need
to set up the mail account by configuring the POP service for their Email account.
User's part:

Step 1:  Set up Mail Actcount (POP)

Add POP3 Account Total number of Mail

Email ID ‘ Status Size Default
1 patriciab@zillum.cdm - 3TMB (=)

Step 2: Configure Mail Add-on

While configuring Zoho Mail Add-on, you can choose to share the customer Emails with

other users or keep them personal in your Zoho CRM account.

Zoho Mail Add-on

1. Zoho Mailbox
Choose a mailbox from which the customer emails should be pulled inside.

Patricia Boyle<patriciab@zillum.com> %+ Add new Mailbox
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Things to Remember

With the Mail Add-on configuration you can keep emails Private; Public; and Custom sharing.

In the Private mode, you do not share the emails for leads and contacts with your colleagues.

In Public mode, all emails from leads and contacts are shared globally with other users.

In Custom sharing mode, you can share emails from selected leads and contacts with other users.

If you ever change the password of your POP account, you need to update the password
in the Zoho Mail settings.

After configuring Mail add-on, if the Email tab is not visible, check the “more tabs” dropdown.

You can have thread view of customer emails inside CRM
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BCC Dropbox

Connecting to 3" Party email clients

You can now converge all your business communication from multiple business email accounts into a single
place. The BCC Dropbox provides a unique email address for each user in your Zoho CRM account. Bcc'ing
this unique email address when you send emails to your customers gets you a copy of the email in your
Zoho CRM, associating it with the right Lead or Contact.

Administrator's part:

Activate this feature for users in their different profiles

Users & Permissions

Users Profiles Roles Groups Data Sharing Settings

N

By default, this feature is enabled for the Administrator and Standard profiles. The activation is required for

BCC Dropbox: =

those with different profiles.
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User's part:

Once the feature is enabled, Users can go to the personal settings to get the unique email address.

Personal Settings
Account Information Name Format Themes Audit Log BCC Dropbox:

BCC Dropbox Email Addresses:

N

cg4113@mails.zohocrm.com

What more can you do?

1. Define Search pattern:

Users can define a search pattern to associate the email with Contact or Lead or even choose

to create a new record if no matching records are found in Zoho CRM account.

Edit Search Pattern

() Search the recipients email ac&my in Leads. If there are no matching Leads
it

() Search the recipients email address only in Contacts. If there are no matching Con
‘email to it.
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2. Regenerate Email address :
By any chance if a user realizes that his / her unique email address is being used to spam the mailbox, or for
any other occasion arises, he / she can regenerate the unique email address. The old address will no more

get associated with the Zoho CRM account.

BCC Dropbox Email Addresses:

cg4l13@mails.zohocrm.com

3. Download as vCard:
Downloading your unique email address as a vCard help you store this in places that are easy to access,

specially when you are on the go and still can send business emails into your Zoho CRM account.

Regenerate | Download as vCard

N

Zoho CRM BCC Dropbox

email cg4l13@mails.zohcecrm.com

note
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Things to Remember

m  The BCC Dropbox email address can be used only for the Leads and Contacts modules.
= You can associate a maximum of 5 email addresses from which you send mails to your leads or contacts.

= The emails will be listed under “Sent Emails from CRM" option in the drop-down.
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Mobile App

Available for iPhone, iPad, Android phones and BlackBerry

With this native app for your mobile devices, you can now work with your Zoho CRM account on the go. You
can access data from the modules. Additionally you can work in the offline mode to add, modify or delete

records - these will get synchronized with your Online Account, when you connect to the network.

What canyoudo?

= Add tasks, events and notes to a lead, an account or a contact

u Create, View, Update and Delete records

u Import contacts to Zoho CRM app

®  Export contacts and leads from Zoho CRM to mobile device

®=  Find your nearby customers and get the driving directions from the address information
= Send Emails and make calls to leads and contacts

m  |og calls made to leads and contacts instantly

= Search for records either in the server or in your device
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What do you benefit?

= Prompt customer interaction
®m  Access CRM from anywhere
= Instant email notification

= Improve sales follow-up accuracy

How does it work?

Step 1: Purchase Mobile Edition licenses (Administrator)

Apps & Add-ons

Google Apps Zoho Apps Other Apps

‘ Mobile Edition \

Zoho CRM Mobile Editon lets you accass Customer information from your mobile devices.

Step 2. Activate Mobile Edition for User (Administrator)

Users List:
FullName  Email Address Role Profile User Status  Zoho Mail Add-on
Paticia Boyle paticiab@zillum.com CcEC Administrator ]
Hiyoshi kylesinclaird5@yahoo.com  Sales Manager ~ Standard 4 o

\

238



Step 3: Download and Install app in the device (User)

After activation, the users can download and install the app in their iPad, iPhone, Blackberry,

or Android devices.

MailMagnet:

Timely response to customers emails is important and email notification plays a vital role in this. MailMagnet
provides instant notifications to your mobile device so that the most important emails from leads and contacts

get your immediate attention.

Messages_ Calendar. Photos. Camera

« WO 0

AYCELES Maps. App Store. iTunes
7[R
0

Game Center  Settings  Zoho CRM Notes

v
v
T =

Reminders
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Things to Remember

= You need not purchase the mobile edition license separately for different devices.

= Work in offline mode will be saved locally and synchronized with your Online Account,

when you connect to the network.

= MailMagnet will be available only if you enable the Zoho Mail Add-on feature and configure your

email account within Zoho CRM.
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Integration with MS Outlook

Administrator needs to activate this feature

For those Zoho CRM users who use MS Outlook for business communication, this Plug-in for MS Outlook
helps in synchronizing the contacts, tasks and events between Zoho CRM and Microsoft Outlook. Additionally,
they can copy customer-specific emails (incoming/outgoing) from MS Outlook to Zoho CRM and create cases

based on customer(s) email messages.

What can you do?

= Synchronize contacts, calendar and tasks between Microsoft Outlook and Zoho CRM
m  Associate Outlook inbound and outbound emails with Leads, Contacts or Potentials in Zoho CRM

= Modify email message and file attachments to the Lead or Contact in Zoho CRM without modifying
the original

m  message in Microsoft Outlook Export contacts, calendar (events) and tasks from Microsoft Outlook to
Zoho CRM

B Add emails as Cases to Zoho CRM

= Resolve conflicts while synchronizing contacts, calendar and tasks with Zoho CRM so that there is no
duplication of customer data
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How does it work?

Step 1. Subscribe for the plug-in (Administrator)

Upgrade Setup Help ~ u -

+, = Q-
Step 2: Activate plug-in for the Users (Administrator)

Subscription Manager

Activate users License Order History

Users List:

Full Name  Email Address Role Prafie Usar Sl Zoho CRM Plug-in for Microsot Outook.
Trica Boyls  pbeyle@zoho com CEO Administrans -} ]

Hiyoshi kysesinciaig5@yahoocom  Sales Manager  Standard ]

Step 3: Download and Install plug-in (User)

c Plug-in Status : Active for your account

—

Choose your Microseft Outlook version
Microsaft Outlook 2010 32 bit ¢
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Step 4. Sync contacts between MS Outlook and CRM

Zoho CRM - Sync Status

Add

Update

Delete

Outlook to Zoho CRM

No.of Records

104

0

Yiew Details

2Zoho CRM to Dutlook

Add

Update

Delete

No.of Records

[E5)

3

0

View Details

w

Step 5: Send Email to leads or contacts and copy to CRM

Zoho CRM - Add Email

£

Options
[w] Attachments

Module Contacts

Edit E-mail

Search and Add

Cancel

Step 6:  Sync calendar between MS Outlook and CRM

i Zoho CRM -

Calendar -

oho Category~ _

i SyncCalendars
i Pushck

ars to Zoho CRM

243



Things to Remember

Zoho CRM Plug-in for MS Outlook is available only for Windows OS with 32 or 64-bit processors.
You cannot use in other operating systems.

Contacts, Calendar, Tasks, in MS Outlook can be synchronized with your Online CRM Account, when you
connect to the Internet.

Use proper conflict resolution settings to overcome duplicate data and loss of data before synchronization
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Zoho CRM - Website Integration
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Session schedule

=)
=)
@ Making it happen
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Website integration

Your website
Welcome!
Online form
Your name:
Phone:
Info:

Submit

pull data

247

Zoho CRM

®

lead
> 9

Q@

case




Website integration

Feed prospect data from your website into CRM

Web to Lead

= capture business interest

= place on product pages, landing pages

Web to Contact
= sign ups or other personal info

= place on Contact Us

Web to Case
| | customer service requests

= place on Support or similar page
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Web-to-Lead/Contact

The Lead/Contact submittal
workflow

ST T T T T T > Lead is
assigned to

web-to-lead I
form submitted N - - - =

I
! | user
( —p I
I I
I
)

! Notification |
! is sent to |

— User [—

1
. | |
Lead is ] '
\
ceated [ — | T T-T-T---=~
in Zoho CRM _>O

I Response
! e-mail is sent

- to

I

I

1

! customer |
|

]

Lead intake
is complete
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Web-to-Lead/Contact

To set up a Lead/Contact form Your website
s sasR

= define URL + return

o Welcome!
= define fields

. Let us contact you!

= approval: optional st s [

. tsthame = [
= assignment: user or rule et s [

P L

= set up notification + acknowledgement
= generate code T
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VWeb-to-case

The Case submittal

workflow -
cTT T T ~ Caseis
! approval ! assigned to
O | | er
I I
web-to-case ! J
form submitted N - =
s s ~
! Notification I
! is sent to I
— User
! 1
Case is '\ ) v
created [—— | = T T-T-TT--=- ‘
in Zoho CRM Case intake
is complete
—-—_—————— == ~
! Response I
I e-mailis sent I
! to
: customer I
|
o, ——— -— =~ A !
! Contact
! is created
: in Zoho CRM
I

~— - — -
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Web-to-case

To set up a Case form Your website

e
" define URL + return

L Welcome!
= define fields
Submit your Case
= approval optional sect s ||
Reporteay : ||
= assignment: user or rule N
Prone s [ ]
L] contact creation Reset

= set up notification + acknowledgement

= generate code
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Auto Response

To set up an automatic email response

define rule
create rule entry
set up criteria

assign e-mail template
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Your website
e e s e ]
Welcome!

Online form

Your name:  John Smith
Phone: = 310-555-5555
E-mail: john@smith.com

Submit

) @ (@



Unsubscribe form

Generate HTML code that can be embedded in a webpage for user
unsubscribe. The link can be used in outbound email marketing

Your website
S e B R D Tt s
Enter Your Email Id m

‘ Enter Your Email Id [[unsuscrive |

Email Opt Out:

An e-mail address submitted
thru the form will be marked as
opted out
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Making it happen

Website Integration

Web-To-Case Form

Web-To-Lead Form Web-To-Contact Form Auto R Rules Unsub ion Form
Personal Settings
Users & Permissions Web to Case
o : Web forms will capture the visitors or users information from your website into your CRM system as Cases. Customizing the web forms,

Organization Settings auto-assigning to specific users can be done with ease.

Customization
eate New Form

Automation
Templates

1 Website Integration
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Making it happen
Form basics

Form Properties

Name your web form and provide the Return URL and Domain Name details for the form

@ *Form Name:

*Return URL:

@®

*Domain Name:

®
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Making it happen
Define the fields to include in the form

Fields Selection

Selectthe field(s) to be displayed in the web form

Fields List:
Status E Priority [T Type
[[] case Reason Case Origin Subject < Required fields will be
Reported By Email Phone automatically added
[[] Description [ Internal Comments
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Making it happen
Additional settings

Case Approval

Approve the Cases coming through this web form manually.

Case Assignment

@ Selectauseras owner: =Y

©  Selectan Assignment Rule to assign owner. None [ Manage Assignment Rules

users

Enable Contact Creation

Contacts will be created while submitting Contacts will be created only if it does not existin Zoho CRM.

Enable Contact Creation

Email Notification

Setup the automated actions to be triggered when a visitor submits information through the web form

® Q ©

Email Acknowledgement :
You can select an Email Template below, to send an auto-response email to the pros|

None [=] Manage Templates

mail id.

Notify Owner :
Notify Case Owner
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Making it happen

Copy and paste the code

Result

Web-To-Cases Form

o

Form generated successfully

Use the form shown below to embed in your site

[<div id="crmWebToEntityForm’ align=center=<META HTTP-EQUIV ='content-type’ CONTENT="text/html;charset
= UTF-8"> <form action="hitps:/lcrm.zoho.com/crm/WebToCaseForm
name=WebToCases380826000000251013 method=POST onSubmit=javascript document.charset="UTF-8"}
return checkMandatery()' accept-charset="UTF-8'><table border=0 cellspacing=0 cellpadding=5 width=480

Istyle="border-top:2px solid #999999;border-bottom:1px solid #999999; background-color#fffi,> <input
ame=xnQsjsdp’ value=Z2Hn8iPP53g%"/> <input type="hidden' name=zc_gad
ext' style="display:none;' name=xmiwt_D’
="display.:none;’ name="actionType’
<input type="ext' style="display:none;’ name="retumURL"

alue="https:/fcrm.zoho.com/crm/setuplnner.do?page=WebToEntityForm.do?
module=L eads&tab=weblnteg&in=webl eads#edit_Leadsbck' /> <br><ir><id colspal align="Teft'
style="background-color#5f5f5; border-bottom:2px dotted #dadada; color:#000000;font-family:sans-serif,font-
Isize:14px;><strong=Web Form=/strong=<ftd><Afr=<tr><td nowrap style=font-family:
Isize:12px;font-weight bold" align=right width="25%">Status &nbsp;&nbsp; <fd><td width="75

<option value="New>New</option> <option value=Escalated>Escalated<

Inowrap style=font-family:sans-serif,font-size: 12px;font-weight bold" align=Tright width=25%">Case Origin
& <td width=75%"><select name="Case Origin> <option value=-None- one-</option>
Email>Email</option> <option value="Phone>Phone</option> <option
alue="Web>Web</option> </select><fd><fr><ir><td nowrap sityle=Tont-family.sans-serif,font-size: 12px;font-
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Using in WordPress

To use the forms in WordPress either
= enable JavaScript, which is blocked from content by default
or

= use GravityForms + a 3rd party plugin
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Tweaks

The HTML + ]S code can be manually tweaked to

= rearrange the form layout or remove fields
= change the style of the form by altering the CSS code
= push “silent” fields by adding hidden <input> fields

= disable required field check by removing the
checkManatory()

261

<form action="https://crm.zoho.com/crm/WebToLeadForm'

<table border=0 cellapacmg—o cellpadding=5 width=480 3(’._\'1&

zc_gad’
isplay:none;
display:none;' n
isplay:none;’

<tr>
<td colspan='2"' align="left' style='background-colo
<strong>Let us contact you'!</strong>
</td>
</tr>
<c:4

<td nowrap style='font-family:sans-serif;font-size:

<td width="75%'><input type='text' max th="40"
</tr>
<tr>
<td nowrap style='font-family:sans-serif;font-size:
<td width="75%'><input type='text' ma ='80" n
</tr>
<tr>
<td nowrap style='font- tamlly sans-serif;font-size:
<td width="75%"'><input ty ='100"
</tr>
<tr>
<td nowrap stk‘e—‘font famlly sans-serif;font-size:
<td width="75%">
'Description' n

ame="gsave' valu

<script> var mndFileds=new Array('Last Name');var fldLangVal=ne
replace (/~\s+|\s+8/g, '')).length==0) {alert(fldLangVal[i] +' cannot
.focus(); return false;}}}}}</script>



Live demo

a5 Switch to Zoho CRM and demo:

@

[ [
e 0 0 0 o = setting up a Web-to-Case form
WU
o © 06 0 O = point out the difference with Web-to-Lead forms
U I W 0L

Live demo! = show the form code
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Additional Info

More information on this subject on the Zoho website:

http://www.zoho.com/crm/help/web-forms/
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Extending your CRM with Zoho
Creator

265



V) () ()

Session Schedule

Custom Objects

CRM fields in Zoho Creator
Related Lists and Custom Related Lists

Custom Portal
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Custom Objects

Each CRM Module - A self contained database. Ex: Leads, Contacts,
Accounts etc.

Custom database tables modeled to suit your internal need - Custom
Objects.

Extend the scope of your CRM.

Store data that do not belong to standard CRM Modules.
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Custom Objects

Link one record in a CRM Module to multiple non Module records . Ex:
Payroll records - time cards for each pay period.

Use Custom Objects to automate processes that are connected to the
data contained in your CRM.

Apart from the standard modules of a CRM, Custom Objects can be
created.

Custom Objects in Zoho CRM

Zoho Creator - helps you create Custom Objects within your Zoho CRM
account.

Zoho Creator is a platform that allows you to build customized
database applications.
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Custom Objects in
Zoho Creator

Each Zoho Creator application has 2 main components - Forms &
Reports.

Forms are the visual equivalent of databases.
Reports display the data contained in the database.

Demo:

Create any Form [database] for your requirement using Zoho Creator
and use it in your CRM as a Custom Object.

How to create forms in
Zoho Creator?

269



Exercise: Event Management

Capture Webminar and Sales Demo registrations.
Allocate ownership of sessions to sales reps.

Track attendance as CRM activity.

Customer

Email
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Including Custom Objects in

@@ 1 CRM

Home Pulse Leads Accounts Contacls Potenfials Campaigns Reports Webinar Checklist More.

Personal Settings
Users & Permissions

Org Settings

Zoho CRM

Upgrade  Sewp  Help -

Fields Links Layouts Tabs Search Layout Related List Web Tabs Custom View Settings

Web Tabs @ Help

Web tabs help you to open web pages like intranet pages, company-wid ete. Inside Zoho CRM. These tabs can be viewed by Zoha CRM
Yo

Customization
Automation
Templates

Website Integration
Apps & Add-ons
Developer Space
Data Administration

Subscription Mana

web
U can also create your own applications using Zoho Creator and access them inside Zoho CRM.

You can create a maximum of 10 tabs, each with a unique name.

* Required Field(s)

Create Web Tab:
*Tab Name:
“Link: -
Web tab access:

Avallable Profife: Profile

Standard Administrator

Save | Cancel
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CRM Field in Zoho Creator

Apart from regular fields, Zoho Creator also has a Zoho CRM field.

This field relates the records of any CRM module to the records
contained in the form.

o N a Registration A -]
& s

tmas B aich T — —
181 e 2 owe-tise

Comme
uuuuuu 0 Dea
Pes $ Cumesey
L [ mase
Dechmbox 1, Fie uploss
froes ] s
m e Iene G

35 Autoeumber  Fx fomla
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Two way Integration.

Deluge - Zoho Creator's language can read/write data from/to Zoho
CRM.

Data in Zoho CRM can be read and used to add additional related data.

Data captured through Zoho Creator webform can be pushed to any
CRM module.
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Read/ Write Data in CRM

Using Zoho Creator Workflow,the following can be done to CRM
modules.

.Create a new record in any Module.
.Fetch records from any Module.
.Search records across Modules.
.Search records by PDC

.Update record(s).

.Get related records.

Exercise : CRM Fields and Workflow

Create a webform for capturing Demo registrations

For each registration received, assign a task to a support rep.
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Related Lists.

All standard Modules in CRM are related.
Ex: Accounts has Contacts, Potentials, Notes etc.

Related lists display all data associated with a Module in one place.

Contacs
r e o
s P
Open A
ssssss =
o ChockList
v L A
Gt
L n Poteral
Gt Cann fap—
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Custom Related Lists.

Custom objects - that collect data through other sources, are also
related to standard objects [modules] in CRM.

Custom objects share a one to many relationship with the standard
objects.

In the record summary page of any module, in addition to all details
associated with that record by default, it is possible to display the
custom object data for that record.

This extended record details that contains data collected through
custom objects is called Custom Related Lists.
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Custom Objects -
Relationships

} Custom

B Objects

Custom

Standard CRM Objects
Object
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Exercise:Webminar
Registration Details

In the contact details page, details of the webminar attended by the
contact are also displayed.

The attendance details,collected by a custom object is the Custom
Related List.
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Custom Portals - Need

A CRM account is shared within the organization and employees have
access to the data.

In scenarios where CRM data needs to be shared customers or
contacts, some authentication mechanism is needed for Data Security.

Data is sensitive and cannot be made public for enabling access to a
large group outside the organization.

Customers cannot be asked to signup into the CRM account to access
data.
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Custom Portals

A custom portal is a great way for an organization to allow its customers
to login into their dedicated internal system and access restricted data.

Instead of building their own authentication and security mechanisms,
users can use Zoho Creator portalsCustom objects - that collect data
through other sources, are also related to standard objects [modules] in
CRM.

Users can sign up with their portal instead of signin up with Zoho.
Users can login into their dedicated portal, access applications shared

to them, submit data, and most importantly, view and edit only those
records which they submitted.
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Custom Portals

Custom Objects

Standard CRM
Object
Contacts

Portal
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Signing Up for Custom
Portals

Administrators can make signup mandatory for all users

Choose if the users should be moderated before being allowed to into
the portal.

For contacts existing in CRM, admins can bypass moderation.

Exercise : Customer Portal Example
Create a Portal
Control Access to the Portal

Create a User and login into the Portal
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Exercise:Customer Portal
Example

Webminar Registration
Sign up into the portal

Obtain encrypted link to the webminar streaming.

Application Settings Customer Portal Share components to
portal users from here.

Settings
General i
Add users to the portal
Share from here.
Portal URL : https:ivogebabu zohocreator.com/portalisales-demo-webinar Map your own domain
Customer portal
Login Status v
Customize
Allow Self-Registration * Yes Na
Sections

| Requires Approval rom yoge_babu

Auto approve for Zoho CRM Contacts

Custom Portal Settings Page
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Benefits of Custom Portals

1. Eliminates the need to for every new customer or contact to sign up
for a Zoho account and them be added to admin's account as a user.

2. Portal users can be allowed to to access data associated only with
their account.

3. Ability to synchronize contacts from/to Zoho CRM.

4. The portal can be customized to resemble the organization's website,
thus giving the branding edge.

5. Users who sign up for the portal can be granted access immediately,
or be made to await moderation by the administrator.

6. Contacts or customers already present in Zoho CRM can be
exempted from the moderation procedure.
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CRM for Google Apps
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Session schedule

@ Zoho CRM + Google Apps
=)
=)

286



/oho CRM & Google Apps

‘é‘@

oogle apps
&
@)

Google Apps Zoho CRM
= messaging and collaboration suite = great customer management tool

= popular and great platform = handles complex data structure
about sales and customer
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synergy

Synergy:
Teams and Customers all
in one place
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What is integrated?

B

Lpoaren <

I‘QQ

FUNCTIONALITY

log on information
data entry

DATA

e-mails
contacts
calendar events
files
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Functional integration

Log on

Single user
authentication

Single sign on

Add domain users

Data entry

Create CRM entries from
your Inbox

Send e-mails from CRM

Create Google Tasks from CRM
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Single user

One user/password
to access both
systems

Google Apps

Signin Google
Username

user@domain.com

Password

sesnsene

v Stay signed in

Can't access your account?

user@domain.com

Zoho CRM
s A e S|

Sign In using Google Apps Account

www. | domain.com|

=)

g: yourdomain.com
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Single sign on

Google Apps

Signin
Usemame

user@doman com

Pasawora
user@domain.com sy

u / Stoy sped i

Cant access your account

Sign in once and access both
systems

Zoho CRM

| e - I
> [ |

Find more apps

<4--------

(), viwo .
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Add domain users

Google Apps

@ user1@domain.com

@ user3@domain.com

Zoho CRM

@ user2@domain.Com == s e wm wm o - > @ user2@domain.com

Name

appscontactmanager
bence
brandon

crisantos

| Add to Zoho CRM

Add Users from Google Apps.

Email
appscontactmanager@appscrm.com
bence@appscrm.com
brandoen@appscrm.com

crisantos@appscrm.com
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Working with POTENTIALS

&y Switch to Zoho CRM and demo:
|i|

® 060 00O = show sign in options
HE'Ra'R
® 060 00
HE'Ra'R

Live demo!
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E-mail sending

Google Apps

Sent mail

@eO®

E-mails sent from
inside CRM will show
up in Gmail’s Sent
folder

Add a new potential
Add a new task
Add a new event
Add a new call

Send Mail

Emails

&

Send Mail
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®

Mass e-mailing bypasses the
Google e-mail gateway and will
not show up in ‘Sent’!



Create Task

Zoho CRM Google Apps
. — || Tasks
o raetemrn | et | ot — -
[ewe—] a -
Gomtact o] a
Aczou =l

= - =
L= & createacopy -’

create a copy

- ) ‘[ e }

| Export to Google Tasks |

Save&New || Cancel

Save Close
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Gmail Widget

Google Apps Zoho CRM
Your Inbox
Em mm =

@ Contact

< From:

2 From: ee— -
@ Potential
Task

&7 Zoho CRM - Affordable On-demand CRM create

» Contact Details et e - - * R

Note

HUSHIH Ex
ACE )
|

2
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Live demo

L Switch to Zoho CRM and demo:
|i|

e 0 0 0 o = Task export
WU

® 6 06 0 ©
WU

Live demo!

= Gmail widget
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E-mail sync

Google Apps

Received

Sent

OOOOOO
@O%OO@

Zoho CRM

Mail add-on

( X 3 X X X

Lead, Contacts, other modules

©O06

Sync both inbound and outbound e-mails

@ * requires Mail add-on (subscription)
* POP /SMTP need to be enabled in Google Apps
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Calendar / Contact sync

Google Apps Zoho CRM
Contacts Contact module
______ ’
® | @
4--——--
or

Calendar 2-WAY Activities module
- L

! TN

)
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Sync schedules

Direction

= Oneway - Copy over

= two way (full sync) - copy and update

Frequency

= contacts: one time / daily / weekly / monthly

= calendar: initial sync + every 3 minutes

Scope of data

= contacts: needs to be mapped, custom fields may be limited

= calendar: subject, date/time, reminder, venue, description, Invitees

Google Apps target

= main or designated (secondary) Contacts group / Calendar

= improper sync settings could wipe out data in Google Apps

= some limitations apply in the scope of data synced
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Drive integration

Google Apps

Drive

©) soraw — () &

@ other file types

Zoho CRM

convert & copy

.doc
______ b — X
> O

———————————— -0

_ -

Attachments
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How to set up

Domain integration

Your Marketplace apps

Zoho CRM
Licensed

Go to Google Apps Marketplace

@ this needs to be done only once

Sync setup / E-mail add on

® Apps & Add-ons
Google Apps | Zoho Apps | Other Apps

@ this needs to be done for each user
individually
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How to set up

Configuring Zoho CRM for the Google Apps integration

Personal Settings

Apps & Add-o

her Apps

from the E-mail calendar
Users & Permissions sync
odules.
Organization Settings pabi
Customization Users Contacts Email Gadgets Docs Calendar Sites
Automation
You can add PPs to Zoho CRM. By :uamﬁ ﬁass g CEO role and Standay
Templates review and profiles of users whe b your organizational
° needs no
Website Integration Add Usel pps setup
Pps & Add-ons B Name Email
B com
= Developer Space
[ bence bence@appscrm.com
Data Administration
] brandon brandon@appscrm.com
Subscription Manager
[ crisantos crisantos@appserm.com
Add to Zoho CRM
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@ Hebp
Tasks
users. Hence, we recommend you to
Task
export

You are in Enterprise Edition with 1 users
licenses. You can add 0 more users. If you
exceed this limit, users will be deactivated
until you buy the additional licenses. Hence
we suggest you to Manage your Subscription
before adding users into Zoho CRM.



Live demo

< Switch to Zoho CRM and demo:
|i|

e 0 0 0 o = config options for the Google Apps integration on the Admin page
WL W i
® 6 6 0 O
I I I W W

Live demo!
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Additional Info

More information on this subject on the Zoho website:

http://www.zoho.com/crm/help/google-apps/

306



CRM Integration
with Zoho Campaigns
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Introduction

Sending personalized emails is an important part of the sales follow-up
process. By bringing in email marketing to your CRM efforts, you can
take better sales decisions that help you close more deals. In this
session you will learn how to integrate Zoho Campaigns with your Zoho
CRM account for sending mass emails to leads and contacts in your
CRM system.

Need for Email Marketing in Sales

* You have leads coming in from various sources and you want to
nurture them.

« You want to inform customers about updates in your product.

« You want to maintain a conversation with your customers about the
industry trends.

« You want to invite all your customers to an event.
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Advantages of Email Marketing

Simple

Cost-Effective
Measurable

Reach Target Markets
Saves Time

Why is this an important integration?

To reach out to your leads, prospects and customers in your Zoho
CRM account.

To maintain up-to-date customer information between your email
marketing software and CRM system.

To view campaign results inside your CRM account and to be able to
take better sales decisions.
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How does it work?

Connect CRM e Setup Sync Preferences
a0 g es Il @ Sync data between CRM & Campaigns

Send Email e Choose the Mailing List
Campaigns * Send Email Campaign

Track
Performance e View results of Campaign in Zoho CRM
in Zoho CRM

310



Connect CRM & Campaigns

Step 1: Choose Zoho CRM from Contacts > Sync Services
Home Email Campaigns Contacts

All Contacts Mailing Lists Sync Services

Service:

Zoho CRM

L
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Step 2: Connect your Zoho CRM account with Zoho Campaigns.

Authentication Details

Email Address:

Enter the email address of your Zoho CRM's account you're about to integrate.

Z3C key:

-
e T A LR T R e

Enter Zoho Service Communication (ZSC) key generated from your Zoho CRM account.

Click here to generate Z5C key

You require the Zoho Service Communication key (ZSC Key) generated from your Zoho CRM account
to connect both accounts.
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Step 3: Enable the Create Campaign in Zoho CRM option.

Create Campaign in £oho CRM: %]

By enabling this option, every campaign you create in Zoho Campaigns will be added as a Campaign
in Zoho CRM too.

Step 4: Enable the Update Campaign Member Status in Zoho CRM

option.

Update Campaign Member Status in Zoho CRM: ')

Once enabled, this will show the campaign details as a related list in the campaign's detailed view
page in Zoho CRM.
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Step 5: Enable Member Status for Contacts and Leads.

Push Member Status as Fields in Zoho CRM: o a

™ Contacts

e

Description
[ Leads

Select your field §

The status of every contact or lead that's part of a campaign created in Zoho Campaigns will be
updated in Zoho CRM.

Any Text-Area field can be selected here.

By default, the Description field in the Contacts or Leads module will be updated with the Member
Status. If any data is present in the Description Field, the Member Status will overwrite this data.

You have to create a text-area field in Zoho CRM first, and then choose that field in Zoho Campaigns.
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Step 6: Setup a New Sync

sync Details

Sync Description:

Daily Leads

Select the Module to Sync
Contacts j

(Al Contacts

{(*)Custom View

My Contacts j

You can sync data from the Contacts or the Leads modules in Zoho CRM.
For the Contacts Module, you can choose to sync all contacts data or sync based on a custom view.

For the Leads Module, you can choose either all Open Leads or sync based on a custom view.
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Step 7: Select the Mailing List.

Mailing List Detalls

Mailing List:
- Daily Leads

4r
+

All data synced from Zoho CRM will be added to this Mailing List and you can select this list while
creating your email campaign.

You can select an existing mailing list or create a new list.
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Step 8: Map the required fields.

CRM Fields Campalgns Flelds
Email Contact Email
Last Mame Last Name
First Mame First Mame [ % |
Add New Field
CRM Fields: Mailing City s
Campaigns Flelds: (™) Existing Fields  (s) New Field
LS
Mailing City
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Step 9: Select a sync frequency.

Fetch Interval

() Fetch Data Once
() Fetch Data Daily
(=) Fetch Data Weekly

() Fetch Data Monthly

Tip: Choose a periodic sync option. New records or records that are modified will be updated at
regular intervals.

Step 10: Select your data sync preferences.

Tip: Itis a good practice to exclude the Email Opt-out contacts. This will make sure that recipients
who are not interested to receive emails will not be a part of your email campaign.
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Sending Email Campaigns

Create an Email Campaign from Email Campaigns > New
Campaign. Choose the Mailing List to which you have synced your
Zoho CRM contacts while creating your Email Campaign.

Choose List: Sort By: | Recently Created
» [+ Daily Leads
& |

» [ | Event-Management

You can then send the email campaign to your recipients.
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Track Performance in Zoho CRM

From the campaign’s detailed view page in Zoho CRM, click Show
Report.

Delivered 100%
Bounced 0%
Opened 60%
Clicked 6%
Opted QOut 2%

Marked As Spam 0%

Show Report
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A detailed report of your Email Campaign will be shown.

@@ | CRM

4= Edit ) 2680
Emails Sent
24 Apr 2013, 07:58 PM IST
Trade Show
4 [98.2% + 1.8% + 0.0%] oNDP
o No Tweets
B peiivered 98.2% M Bounces 1.8% Unsent 0.0%
2631 C: 49 Cont Ci t
ontacts ontacts ontac @ No Linksm
[ 34.2% + B5.8%
] Unigue Opened 34.2% ] Unigue Clicked 1.4% Unopened 65.8%
899 Contacts 36 Contact 1732 Contacts
E = Clicks / Open Rate 4.0% ! Unsubscribes 0.4% o Complaints 0.3%
11 Contacts 8 Contacis
06:31:08 PM
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Things to Remember

You need to subscribe to the Professional or Enterprise Editions of
Zoho CRM to use this integration.

Multiple users in your Zoho Campaigns account can sync from the
same CRM account. Remember to set permissions.

You can sync data from the Contacts and Leads modules in Zoho
CRM.

You can initiate up to 5 syncs per day and up to 15 syncs per month.

Only a user with Administrative privileges in Zoho CRM can generate
the ZSC key.
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Additional Info

More information on this subject on the Zoho website:

http://www.zoho.com/crm/help/zoho-campaigns/

http://www.zoho.com/campaigns/help/crm-integration.html
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Extending CRM with Add-Ons
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Session Schedule

Overview of Zoho CRM Add-ons
Manage Mail Merge letters with Zoho Writer
Synchronize customer info between CRM and

MS Outlook

Manage Inventory & Invoices using QuickBooks
integration
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Overview

add on

Web definitions

addition: a component that is added to something to improve it; "the addition of a
bathroom was a major improvermnent"; "th...
wordnetweb. princeton. edu/perl/webwn

—5) One-way Synchronization
— Zoho CRM to Other App
— Other App to Zoho CRM

—> ) Two-way Synchronization

— Between Zoho CRM and Other App
— Between Other App and Zoho CRM
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Zoho Add-ons for CRM

e Campaigns 'I" Mail (’;)._C‘) Chat

=

\ Docs e Invoice | %) Meeting

§ Sheet & Creator ggRecruit

ﬂ Writer @ Projects @ Support

4> Reports (0 LiveDesk
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3rd Party Integrations

@ cickoesk m , Linked|fi]

E\fChat JJhOnesaas  olw socket WllChimp  contactidgy GM ail

GetResponse
W TeamSupport.com E e

€
Google Docs zop] m

SC 5 e @ WWorkaer’

EVERNOTE Connect,informn. Grow: Coconect
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Mail Merge with Zoho Writer

Mail merge is the process of linking templates and customer data to
generate personalized documents, such as forms, letters, address labels,
envelopes etc.

« Save time by creating mail merge documents in bulk.

«  Generate mail merge documents with up-to-date customer information.
« Import and share customized templates with Zoho CRM users.

« No need of any additional software to create mail merge document.

* Zoho Writer Add-on with CRM
«  Zoho CRM Plug-in for Microsoft Office
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How Does it work?

m‘jcm Mail Merge Template w
=3

Dear «leads_Lead_Mame:

ahc abogshc.com
aaa aadfgaacom  ---—--—--—- | Tor M3 OMcaF ] e o

sy Cust omer Hame «Leads_Lead_Mame:
s & e Emai «Leads_Lead_Emaik
F.rd ZZ2 TP ZZ. OO

ooy ani2at iom_Manne::

1 Emai : ahc@abo.com

—
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How to create Mail Merge
Documents?

Activate license to users

Create a mail merge template

Store template in a folder

Create a list of contacts or recipients
Create mail merge document

Print or email personalized document
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Activate License

o Upgrade  Setup  Help - .

Subscribe for the Plug-in for MS Office (Administrator)

Users List:

Full Mame
Patricia Boyle
Hivoshi

Hanna Smith

. Zoho CRM Plug-in for
Email Address Raole Profile ® Microsoft Office

patriciab@zillum com CEOQ Administratar
kylesinclairdS@wahon.cam Gales Manager  Standard
hannas.smith422@omail.com  Director of Sales  Standard ]

Zoho CEM Plug-in for Microsoft Office

Windows | 1.3 MB

Install Plug-in for MS Office
(required for MS Office User)

A

ctivate Plug-in to the Users (Administrator)

@ To create mail merge documents in Zoho Writer, user need not install any software.
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Create a Template

Create Template in Zoho Writer

Specify the following details to create mail merge template in Zoho Writer.

Template Name: 'Welcome Letter

Description: Welcome letter for this week's
customers
B p———— = cuewy s Maigs -
A Leads_2o_Code " " . "

Folder: = Public Mail Merge Templates  § — Laads_Coutry

Module: Accounts &

Create Cancel

Open Mail Merge Template link.

;.. o] | Format - | insert - PageSetup |~ View - - Draft y?.u'l’czetter and. inzerlt mail
R Insert Merge Field ~ [ Finish and Merge = merge lelds at reqUIre p aces.
Save template in folder.

Hint: Click on Setup >> Templates >> Mail Merge Templates >> Create Templates is Zoho Writer
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Manage a List of Recipients

Create New View

¥iew Information:

* ¥iew Name: Leads from USA

specify Criteria:

Cauntry s ¥ UsSA

| Send Mail H Delete H More Actions ~ H?‘

(m] Lead Name Company Email Create a Custom VieW

[ Amy Gracelin 2 ‘Apex Corp amygracelin123@gmail.com

=] Emma Clayton-Bassat Villa Margarita e.clayton@samplecompany.com

o Hamid Ali Syed ‘Omas Missa s.hamidali@samplecompany.com

=] Munshi Abu Naim Argentum an.munshi@samplecompany.com

=] Sazzad Islam Haotel Punta i.sazzad@samplecompany.com

o) Elizabeth Robinson Imperial r.elizabeth@samplecompany.com

o) Marc Badger Ambasador b marc@samplecompany.com
TR oo |

1 Mass Update |

Al A B C D E B change owner LMNOZPEQRSTIUVUVWXY

Select a list of contacts
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Manage Mail Merge Documents

Mail Merge
Select a template :  Welcome Letter.doc

Open with : (®iZoho Writer

Merge Go Back

Microsoft Word (Support

N
M =T Format - | Insert = Review = Views = Page Setup =  Mailings -
AE 4D ﬁ" B Insert Merge Fields nish and Merge +
i E 3 4 El |

Dear «Leads_First_Namev«Leads_Last_Name>

A o

Select mail merge template.

T b a0 eane W B et i S S5 b wall SRS w0 S
PR SR I e ey el phese eete 0t Lgport QLRGN
R e
Tk pne il e et b Aeightad So tear o e

Regards,

«Organization_Name»
Toll Free: « «Organization_Phone» »
Fax: «Organization_Fax»

e R R L R

5 (M, e Rittared Bt g bave

e gt B g e by

Format »

Insert v Review v Views ~ Page Setup  ~ Mailings -
plate (=] Insert Merge Fields - =7 Finish and Merge -
4 El |

A (18 Page setup...
1 & Print Using PDF... ] 3
2 Print Using Browser...

Merge data with template.

ire Mt s <R e R e U g

6 b e Wi B G, e Sl 5
Po0 00 S s ey e Gt e

il o Rortd ad
=5 pgpuet Qo

N e e e AT
B N L

Toards
Dame CIM Taan

Hallings -

i Format x| Inset | Reviem r. Wioms s PageSctp
A & On 3| [ifShow Templste | () Insort Morge Fields = &l Finish and Merge -
[} q T | @ vme meraed vocumens ]

PR Email Merged Document

Hessoge options

P A S
P To: Leads_Ermal
o b o8 mane waf  Tublect: [welcome to 2oho CRM

o bt -

e s | Finish | cancel

Print document.

et

Email document.
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Things to Remember

Microsoft Office users can also use Plug-in to manage
mail merge documents.

Users must have Plug-in for MS Office to create mail
merge templates.

The email limit for the organization is calculated based
on the total number of confirmed and active users in
the account.

Zoho CRM Plug-in for MS Office is available only for
Windows OS with 32 or 64-bit processors. You cannot
use in other operating systems.

Mail merge function is available only for leads, accounts,
contacts, potentials, and Users modules.
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Integration with MS Outlook

Zoho CRM Plug-in for Microsoft helps you synchronizing the contacts, tasks
and events between Zoho CRM and Microsoft Outlook. Additionally, you can
copy customer-specific emails (incoming/outgoing) from MS Outlook to Zoho

CRM and create cases based on customer(s) email messages.

« Synchronize contacts, calendar and tasks between Microsoft Outlook and
Zoho CRM.

» Associate Outlook inbound and outbound emails with Leads, Contacts or
Potentials in Zoho CRM.

+ Modify email message and file attachments to the Lead or Contact in Zoho
CRM without modifying the original message in Microsoft Outlook.

« Add email as a Case to Zoho CRM.

» Resolve conflicts while synchronizing contacts, calendar and tasks with
Zoho CRM so that there is no duplication of customer data.
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How to Use?

o Upgrade  Setup  Help ~ =

Subscribe for the plug-in (Administrator)

Users List:

Full Name Email Address User Status .Z M Plug-in for Microsoft Qutlook
Patricia Boyle patriciab@zillum.com = =)

Hiyashi kylesinclaird5@yahoo.com ™ O

Hanna Smith  hannas.smith432@gmail.com ) ]

Activate plug-in for the Users (Administrator)

c Plug-in Status : Active for your account

e—

Choese your Microseft Outlook version
v Microsoft Outiook 2010 32 bit B

Download and Install plug-in (User)
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2Zoho CRM - Sync Status

- Dutlook to Zoho CRM

Update

Delete

@

No.of Records

104

o

0

Wiew Details

~2oho CRM to Outlook

Add

Update

Delete

&3]

No.of Records

8

0

o

View Details

Sync contacts between MS Outlook and CRM

Zoho CRM - Add Email

: Zoho CRM -

Calendar = |Zoho Category ~ _

IS

& Sync Calendars
@ Push Calendars to Zoho CRM

Sync calendar between MS Outlook and CRM

Options

[¢] Attachments

Module Contacts

Edit E-mail

Search and Add

@v

Send Email to leads or contacts and copy to CRM
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Things to Remember

Zoho CRM Plug-in for MS Outlook is available only for
Windows OS with 32 or 64-bit processors. You cannot use

in other operating systems.

Contacts, Calendar, Tasks, in MS Outlook can be
synchronized with your Online CRM Account, when you

connect to the Internet.

Use proper conflict resolution settings to overcome

duplicate data and loss of data before synchronization.
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Zoho CRM for QuickBooks

Zoho CRM for QuickBooks helps you to synchronize customer data between
Zoho CRM and QuickBooks. By transferring customer data, you can maintain
complete and up-to-date customer information in your organization.
Additionally, it will help you reduce the duplicate data entry and maintain
consistency. With the QuickBooks Integration, you can import, export or
synchronize data either manually or automatically.

« Save time by creating mail merge documents in bulk.

« Generate mail merge documents with up-to-date customer
information.

« Import and share customized templates with Zoho CRM users.

* No need of any additional software to create mail merge
document.
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What can you Do?

Synchronize contacts and vendors between Zoho CRM and
QuickBooks.

Import & Export contacts, vendors, invoices, sales orders,

products & quotes to/from Zoho CRM.
Resolve conflicts while synchronizing data.
Set up field mapping for Standard & Custom fields.

View history of data transfer.
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How to Use?

Download QBWC
Install QBWC
Add Z CRM app to QBWC
- Create QB company file in Z CRM
- Browse QBC file in QBWC
- Add QBC file to QBWC
Match system time zone
Map standard and custom fields
Configure data transfer settings

Transfer data: manual and automatic
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Install QuickBooks Web Connector

QuickBooks Web Connector

QuickBooks Web Connector

The QuickBooks Web Cannector iz a saftwara application that runs on Microzoft Windows
thst enables specially designed web-based applicstions to exchange dats with

GuickBooks products, =
QBWebConnector - InstallShield Wizard

If you've been directed to install the QuickBooks Web Connector in or
web-based application designed to wark with i, cick on the link balow
Web Conmeckar installer, 1f & dislog hox appears with the aption to
Follow the prampts to install,

welcome to the InstallShield Wizard for
0BWebConnector

Download and install the QuickBooks Web Connector|Version 2.0,0,13 QBWC The tnstalshildR) wizerd wil install OBWebConnectar on
ME (13,058,048 bytas) ; |
Click here (links to 3 word document .doc fils) to view bugs fized in 2.0 your computer. To cortinde, click Next.
QuickBooks Web Connedtor. .
Bld. 120

Download QuickBooks
We b Co nn eCtO r WARNING: This program is protected by copyright law and

inkernational treaties.

URL:

http://marketplace.intuit.com/web
connector i =QB)

e s cemim s e

< Back. Cancel I

Install QuickBooks Web Connector
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Add CRM App to QBWC

Download QWC File @ Help

* Required Field(s)

* Select your QuickBooks company flef| [ Gmwse. ]| cancel

ar
Enter the full Company File path
for example C:\Documents and Settingst All Ussrsi\DocumentsiIntuitiQuickBooksyCompany Filesitest.qbw

Downlaad QW file Cancel

Select QB Company file in Zoho CRM

Note: The input you provide is a file with QBW
extension and the output that you get after
downloading is a file with QWC extension.

umqﬂ)

2 verrton | bt | i |
QuickBooks Web Connector

Select a .QWC file i |
Look e [ ) Locakqwe_Fies x| «eBcE o would fike ta add an
—
I LS
T [ [ — ol
Lol [ —————
[3 I - [ |
] o el e O
e €] -
52D et 4w vemetipe,fin
M Computer |5 st s ey
My Netwark
Places
Fils nare: [t wvr v I I
Flesoipe:  [Alaw fles F.awe) =l kil

Browse QWC File in QuickBooks Web Connector
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A Authorize New Web Service

A webbased apphcation is requesting access to QuickBooks data
“Application Information
Name -
Service Host: pmmibmelih & st (o S0
Dascrption: JMeCAW Ul Hampan s o ism
Suppon UAL. | QuickBooks - Application Certificate
“Web Secuity Certficats Iri Comoan e
Nane: *.z0ho.com| - "
EIW'“ v g enhancig the QuclBooks user terface.
e iy The Agplcation Cals Tsel”
Bolben A D d B Beba
| Certificate Information
QuickBooks Solutions Mark§ Description:
Search forifomation bou Developers  Intu, Tnc,
QuickBocks Solutons Mark Developer identity has been verfied by:
‘VeriSign Class 3 Code Signing 2004 CA
AccesstoQuickBook s may include readin|
Be sure that you intended to grant this web f
ey ey | S
e on behal of this appication you wil be pr .
Set pemissions carefuly, In cannat carirol  QuitkBooks Soblons Mabaitise
beyond the permissons granked in that dalog.
Click. OK to grant this web service access to Or Owo
Otes,
=] |
] ey
Access Confirmation SETRaCa® Ca e
“You have chosen to arant the application Cancel Help
access to the QuickBooks company file

any time, even F QuickBooks s not runming

Add application

- Read and modfy QuickBooks data
(T inclucing personal data)
- Enhance the QuickBooks user interface

| ]} vanton. | outeocs | i
T Appvcation | Ao | Every_in staus T
I ——
ha CRM - OB Inteyestion for the user ‘Clige for mose information -
bt o =

!

‘Appication Progress [ 0%

TadFogess [ =

shlianill. TR

Zoho CRM application added to QuickBooks
Web Connector
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Match Time Zone

Locale Information :

* Language : English (United States) i

* Country Locale : India v

* Time Zone (GMT 5:30 ) India Standard Time{ Asia/Caloutta ) (w

Date and Time Properties
Save Cancel

Date & Time | Time Zone |

Set time zone in Zoho CRM account

O [ O H Cancel ]

Set time zone in computer
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Map Fields

Record Selection

O Al Records ®

® selected Records
Sales Orders Record Selection Criteria @ Add to QuickBooks

Invoices

v Select Module

Module :

Choose data transfer option

Select a module

Map Fields for Contacts

Zoho CRM Fields QuickBooks Fields

Last Hame vl Customer Hame:
Ernail Ernail
Account Name Il Company Name

--Mone-- vl Last Name
Phone ¥ Phone

Gther Phone Alternate Phane

R R EER

N M mo
® NN RX

Fax Fax
First Name First Name
Salutation Salutation

4 Map More Fields

Map fields for the Module
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Configure Data Transfer Settings

v Tvpe of Data Transfer

| & Import [ QuickBooks to Zoho CRM ] | 1
(@] Export [ Z2oho CRM to QuickBools ]

O Synchronize [ QuickBooks <-= Zoho CRM ]

Select Type of Data Transfer (import/export)

V Tvpe of Data Transfer

O Import [ QuickBooks to Zoho CRM ]
O Export [ Zoho CRM to QuickBooks ]

| ® Synchronize [ GuickBooks <-= Zoho CRM ]l

Select Type of Data Transfer as Synchronization

O zoho cRM
® QuickBoaoks

v Data Priority

Set data priority
Zoho CRM vs QuickBooks
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Ele Help

nes of data trans

er

.Se\ecl/ﬂﬂ | — i@

Application

Reun [ Every_in s |
R L e o Last rum:
s L3t Endd Quidanesesion
s it soor

7 | QuickBooks Web Connector, 2.0.0.116

.@’K?"

Appication Progress [
Tetal Progress

Stored rajeshkannan Zoho CRM - Quick Backs Integrstion

Fle Help

Selectal | selectMane ||| Update selected J@ Mewloa | Tioubleshoor | Heb

Application AutoRun_ | Every _Min Status Passwiord | Remove
-
s s Lastresult Ended QuinkBoks session
I [ [eata cRit- 8 integratian forthe user 60 | Cliskor more information
= Inahaidual user v
ort

[ o8

@ 2

Manual data transfer

Application Progress [ o
Total Frogiess

‘Stored rajeshkannan Zoho CRM - Quick Books Integration

Contact information

Contact Dweer [rmmmmm——

) CRM

Lead Sauce Hione

Automatic data transfer

Fisthame Ws ] Amy “LastMame: Lasence
Emai amylawrence@omailconl oot [uomemn
T et Bdorer: 040 o G0 L R0 T ! =
o 500 1303 [Cema ]
Widress Info. | AdRonalio | Gwmeriile | Bb¥ho
O Phane: 388 000 5645 :
— ey 8 S Skt <ot
L P [at30407. 13503 | =
Tegusts To. Jobes Ehsy Frate iy L T nacive
e Ghans | . Phens [ 20
A cennan:
A0 15 Qackack
Col [y et
address information “
savesnes
Maiiog Samet 4500 Hoppans R e 2 | 0 e =
Uniiog Sty (s
oo =
Viaing Sake iy o 5
= [
(e ] it =

Data Synchronized between CRM and QuickBooks
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Things to Remember

QuickBooks integration is available only for Contacts, Products,

Quotes, Sales Orders, Invoices, and Vendors modules.

Matching the time zone of your computer in which the
QuickBooks software is installed and Zoho CRM account is
mandatory to avoid any unexpected errors in data

synchronization.

Zoho CRM integration with QuickBooks is available only for

these versions:
* QuickBooks Premier 2008,2009, and 2010 (US Edition)
* QuickBooks Simple Start 2008 and 2009 (US Edition)

* QuickBooks Web Connector: Version 2.0.0.116 and above
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Online Resources
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Migrating from
other CRM system to Zoho
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Session schedule

=)
@ Source data, target data
@ Importing
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Migration overview

What needs to be migrated?

m  core data (primary data tables)

= data relationships (e.g. Contact to Account connection)

record users (Created by, Modified by, Owner)

change history (e.g. Potential stage)

Who can migrate data?

= system admin - in the backend

= user —import data in certain modules
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Migration overview

Migration =

+ data extraction (get the data from the source)

+ data cleansing (dedupe, garbage, misplaced, missing)

+ data normalization (make its structure ready for import)
+ import

+ staging (single import or incremental?)

+ verification: statistical and functional
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Migration overview

Functional differences

The imported data has to “make sense” in Zoho CRM, not just “dumped” in.

Example: the source system does not allow multiple contacts for an account,
then contacts from the source data have to be grouped under the same account
and then imported.
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A word on data quality...

G.L.G.O.

VS.

Quality data IN

.

Quality data OUT

Good data takes

= Good interface design

= Establish guidelines for data entry

= (lean data before import

= Store only relevant info

= Think "team"

DEEe®
O)JOXS]E)
OOe@®®
@GO
®@e0e6
®Qe®ee®

@
oo
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Source data

When planning your data export, consider:

data lockup: can you get all the data out?

capabilities of the source system: manual extraction or a simple export?
migration staging: single migration or staged?

required import format: CSV

primary and foreign keys: for the connected tables the data
will need coordinated primary keys and foreign keys
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Source data

Scenario 1: company name used as unique key

Accounts Contacts

Company Address 1 Phone Company First Name Last Name E-mail

The company name can be used to match records. The relationships are un-verified /
un-enforced (missing, misspelled data) and can result in orphan records.
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Source data

Scenario 2: primary key used as unique key

Accounts Contacts
ID Company Address 1 Phone Compemsin  ID First Name Last Name E-mail
— e =
— — | —
— — | —
— — | —)
— — —
— —
— — e |
— o s

Typically leads to better results but may require more work before import if the keys
have to be manually created.
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Target data
Relationship of the most important modules

Call Id

EventId Task Id
————————>3- Created Byld — Created Byld — Created By Id
. lead ———— Call Ownerld — Event Ownerld — Task Owner Id
- ——————+ Modified By Id — Modified By ld — Modified By Id
—~ Created By Id N Contact Name Contact Name Contact Name:
Lead Owner Id N Related To Related To Related To
Modified By Id
Geis Noteld
Created By Id
- Note Owner Id
et Modified By Id
s . Contact el
Contactld 1 Cne
ol J Ll: Created By Id
Contact Owner Id
Modified By Id
Aecoui 4 o
Potential Id 1
Contact Id | Campaign
Account Id Campaign Id
Creetd Byl Croatod By 1d
Potential Owner Id e Caee
L Accountld 1 Modified By Id Modified By Id
L Created By ld Campaign Source Id
Account Owner Id
L Modified By Id
Parent Account Id N
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Target data

Prepare data for import cleaning (optional)
= remove duplicates, junk

= fix misplaced data

structuring
= all custom fields are present, right data type

= unique/foreign keys present

create files
= allrequire fields present
= (CSVformat: field names, character coding

u file size limit 5SMB
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Target data

What can be imported?

Users - Campaigns - Leads - Accounts -
Contacts - Potentials - Stage History >
Competitors = Products - Cases = Solutions >
Notes - Tasks - Events - Attachments.

This sequence must be followed to maintain table relationships.
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Importing
By administrator

Data Administration

Migrate from other CRM Import History Export Data Data Backup s

Personal Settings

Users & Permissions Data Migration Wizard

. This page helps you to migrate data from other CRM systems to your Zoho CRM account.
mport History Organization Settings

Storage | Recycle

Customization
I * Select Module | Leads [+]

Al 1

Templates

Next. Cancel

Website Integration

Apps & Add-ons

Developer Space
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Importing
Specify source file

Migrate Leads

Select afile to upload:
ZohoCRW-Mig. . t+LEAD csv
[ .csvfile format only supported]

Advanced Options
Character Encoding:
ISO-8859-1 [+
[Only for CSV and VCF]

Date and Time format in the import file:
yyyy-MM-dd E HH:mm:ss |Z|
2010-10-30 22:50:10

Send Notification Email:
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Importing

Source file field mapping

Lead Information

Zoho CRM Field: Import Field

* Leadld

*LastName :

Email

Fax:
Website :
Created Time :
Skype ID
Salutation :

Twitter :

Zoho CRM Field
Leadld( Col: 1) require fields Name
Last Name( Col: 22) MUST be mapped | Tite
Email( Col: 24) [+] Phone :
Website( Col: 30) [+] Mobile :
None [+] Lead Status :
Created Time( Col: 4) E Modified Time :
Salutation( Col: 6) [+] Email Opt Out:
=

None
unmapped data will
None not be imported
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Secondary Email :

: Import Field

First Name( Col: 21)
o Title( Col: 23)
Phone( Col: 25)
Mobile( Col: 27)
Lead Status( Col: 3)
Modified Time( Col: 5)
None

Secondary Email( Col: 28)
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Importing
Verify data import

The import is put in an internal queue and completed soon after the
request. The user received a notification when it is complete.

List of Imports:

Import File Name

Roll back (“‘undo”) the
import

Rollback Confirm

Make the data import final

The data import can be rolled back within 30 days or manually finalized through confirmation.
Please use caution around rollbacks as it may impact data integrity in a live system!
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Importing

Unmapped fields warning

Migrate Leads
Confirm Mapping

Following Columns in your XLS/XLSX/CSV/VCF file are not mapped with any of the Zoho CRM field. The data in these columns will not be imported if you try to
continue the importation. Click the Previous button to map these fields. If you wish to continue, click the Import button.

Lead Source( Col: 2)
Lead Status( Col: 3)
Created Time(Col: 4)
Modified Time( Col: 5)
Salutation( Col: 6 )

Last Activity Time( Col: 7 )
Twitter( Col: 8 )

Prior to import the system will give a warning with the list of data fields present in the source

file but NOT mapped (skipped). This warning helps avoid accidentally skipping data from the
source file.
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Live demo

<& Switch to Zoho CRM and demo:
|i|

e 0 0 0 o = ipitiate an import by an admin
I WU I I [
® 6 6 0 O
I WU I [

Live demo!
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User side import

Users can also import data

Users can also initiate data import from the front end in many modules.

— L
+. m = Q-

+ New Lead & Import Leads Lead Tools ~

This import method is has different features than the migration initiated by an
administrator in the system backend.
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User side import

Unique features

© Import My Leads

) Import My Organization Leads

Select afile to upload:

Choose File | No file chosen

[only XLS, XLSX, CSV and VCF formats are supported]

[CIEnable Manual Lead approval

Duplicate Records:
© skip
D Overwrite
© Clone

Advanced Options

Character Encoding:
UTF-8 (Unicode) [+]
[Only for CSV and VCF]

Workflow Task:

None [+]

Assign all imported Leads to this Lead Source:

None B

Assign ownership

Specify behavior around
existing data. It can be used
to “update” fields in existing
records
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Live demo

< Switch to Zoho CRM and demo:
|i|

e 0 0 0 o = initiate an import from the Leads module
WL W i
e 6 6 0 O
I I I W W

Live demo!
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Additional Info

More information on this subject on the Zoho website:

http://www.zoho.com/crm/help/migrate-data-from-salesforce.html
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