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Objectives By the end of this module, you should be able to:
o Access and log in to salesforce.com
o Understand salesforce terminology
. Use common internet techniques to navigate within salesforce.com
S~ i Use the Global Search and Tabs to search for data
o Read and edit a typical record

First Time To ensure access to salesforce.com is secure, all users must have a User Name and Password to log in. You will be sent your login details in an email
from your System Administrator. Within the email is a link containing your User name and temporary password. Click on the link to go to the login
page described above.

Access - Logging
in from Email
The first time you log in you will be asked to change the system generated password into one you can easily remember and based on the password

policy settings. You will also need to answer a security question. This question will be used in the event you need to be reminded of your chosen

password.
Password i Must be a minimum of 8 characters,
Policies i Are case sensitive and must be alpha numeric.

o Will expire every 30 days
o 5 previous passwords will be remembered and cannot be reused

o 5 incorrect password attempts and you are locked out. You will need to call your salesforce.com administrator and they will reset you and
also reset the password, allowing you to choose another value.
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Subsequent Because salesforce.com is completely on-demand, it is available anytime, anywhere from any internet browser, not just on any South Africa 365

computer.
Access

The internet address to access the login page for salesforce.com is

https://login.salesforce.com/

It is recommended that you bookmark this address in your favourite’s page of your browser.

Enter your user ID advised in the email above (normally your email address) and the new password you have chosen.

User Name:

Password: |

[] rRemember User Name

Forgot your password?

If you forget your password, click on the Forgot your password? link. You will be sent an email with a link which you must click to answer the security
guestion you chose when creating your new password. When you answer correctly, you will be emailed another link which you must click to reset
your password and re-gain access to salesforce.com.

To prevent someone else from accessing your salesforce.com application, do not check the Remember User Name option when you are
logging in from another users computer. This is also recommended if you share your workstation with a colleague.

You can access salesforce.com from any computer that can access the internet (e.g. your home computer) but you will need access to your
network through your VPN.
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Changing Your You can change your password at any time, especially if you believe your password has been compromised.

Password Best practice is to change your password on a monthly basis; you will be prompted for this to happen.

To change your password:

Step Action
1 Click on Setup at the top of the page
Setup -|System Loqg - Help & Training - Logout
2 Expand the My Personal Information link and select Change My Password

6 User Guide
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3 Complete the form with all fields containing a value and then click on the =579 button

Expand Al | Collapse Al Change My Password

Quick Find

Change My Password
Personal Setup

© My Personal Information | @ Your password was last changed or reset on 2011/08/26 4:46 AM

Personal Information —
‘ @ Your security token is tied to your password and subject to any password policies your administrators have configured. Whenever your password is reset

Change My Password I

Reset My Security Token
My Groups Password Information
Change My Display
Grant Login Access

User Name  smoore@southerndestinations.com

Calendar Sharing Old Password I"

Reminders New Password o i
* Email Verify New Password
* Import - J

Question
*»| Desktop Integration | —None— Ea
* My Chatter Settings Answer i
App Setup
Save | |Cancel

* Customize

L
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Granting Admin  Once you have obtained access to the application it is recommended that you grant access to your system administrator. This feature allows the
administrator to log in as you, so they see data from your perspective, without asking for your user id and password. NOBODY should ever need to
Access ask for your password. Report anybody who requests user ID and password information immediately to the system administrator

To grant access:

Action
1 Click on Setup at the top of the page
Setup -|System Loq - Help & Training - Logout
2 Expand the My Personal Information link and select Grant Login Access

3 Complete the second box with a future date and then click on the button @

Grant login access to salesforce.com Customer Support

Personal Setup To assist you with support issues, a salesforce.com support representative may need to sccess your data using your login. The support representative will

[~} My Personal Information User Name  smoore@southerndestinations.com
Personal Information Access Expiration Date 011/08’31

Change My Password
Reset My Security Token
My Groups

Change My Display

Grant login access to your administrator

To assist you with support issues, your administrator may need to access your data using your login. Your administrator will have login access until the ex
I User Name  smoore@southerndestinations.com
Access Expiration Date

I Grant Login Access

Calendar Sharing
Reminders

*/ Email Save m

*! Import
*/ Desktop Inteqgration
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Salesforce Icon Tab Definition
. )
TermmOIOgy ‘ Lead A Lead is a potential customer that South Africa 365 wants to do business with
A campaign is an outbound marketing project that you want to plan, manage, and
x Campaign track within Salesforce.com. It can be a direct mail program, seminar, print
advertisement, email, or other type of marketing initiative. You can organize
campaigns into hierarchies for easy analysis of related marketing tactics.
-~ A Person Account is an individual account, which is an organization or person
Person Account . . . .
Y] involved with your business. South Africa 365 tracks End users, Resellers, Partner,
Vendor, Media, Consultant and Influencer accounts.
/ ) Opportunity An Opportunity is used to capture quotes and manage the pipeline.
|
' Rebort Reports are summaries and analyses of data, which you can display or print. The
P information you see in reports is only the data to which you have access.
N 3 Dashboards give you a real-time snapshot of corporate metrics and key
\__/ Dashboard performance indicators. A dashboard is a group of different components that
graphically display your custom report data.
Activities are Tasks and Events that you can relate to your accounts, Accounts and
N Activity Opportunities. This enables you to track all interaction with the customer and other
1 members of the team.

Not all data is accessed through tabs.

Data held in the Account, Contact and Opportunity tabs are said to be in Objects.

9 User Guide



Sales&bheck %5 C; ;;CC

Accessing Data

S ‘
—TRAVEL SMART S—

SOUTHAFRICA365 (‘

UNIQUE ATRIGAN ADVENTURES - /‘

Objects are linked to form a process. This user guide has been designed to demonstrate how to follow this process and create and edit occurrences
of these objects. The diagram below shows the relationship between the objects.

Opportunties

The Object Relationship Diagram
Security Model
Access to the data has been designed such that all Accounts and all their Accounts are Public Read/Write/Transfer so the data will be visible and

editable to all users.
Users will not be able to create new opportunities, a lead will have to be converted in order for an opportunity to be created.
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Navigating within salesforce.com is much the same as how you use other popular websites - point and click on links and buttons to access pages and

information.
Home Page An underlined label is a link through to more information.

Navigating the

The Home Page
After logging into salesforce.com, you begin at the Home Page, where you can review and prioritise your activities for the day, access and enter
information or jump to other areas by clicking on Tabs.

The Home Page comprises Sidebar, Calendar and Events, my tasks and dashboards

€ > C  { nhttps://eul.salesforce.com/home/home.jsp

w9 A
L A L L L L L L 1L 1L 1 ] 2 Days Remaining m

& SearchAll...~ Search §
ASUIHATRICASE, .Opﬂrs---------" SysAdmin v  Help & Training SAMS Force ~

- TS C S E S SRS NSNS,
Campaigns Leads Accounts Libraries Reports Dashboard TL Quotati

Saturday 03 September 2011 [N SCE

o

& show Chatter

| 4 Baircallon Y=
| 4 TestUser(oz Dashboj“‘---'--l---l--l-ql,',“-l-----l--l---l--l--..~ D
| & claudia smargia Las”pﬁsmd at2011/09/01 8:18 AM. Displaying data as Sys Admin. ~\
1 4 Marcus Brain 4 \
1 4 Cuan MclLaren Y/ RN
1 1 ke - 7 'ADWORDS LEAD GENERATION ADWORDS TOP PERFORMERS ADWORDS PIPELINE DISTRIBUTION \
| % TestaTesta [ Leads from Google AdWords Top 10 Keywords - Lead Gen Opportunities from Google AdWords 1
‘\i not provided! ‘ ‘ Keyword: Keyword Record Gount The report returned no results. =

> - - " ‘ gg 6 '

Custom Links \ Sk 4 I

1 5 H !
\ oo ; 100 a 2 7

- ———— - \ 0 - ?I

"Aenages and Alerts \ ‘~ Record Count Opportunity: Stage V3
<
Smmmm——-— 4 %rgsd:r:em,%ooglecamggnuad 9%.--------------!-_----“‘
- Alter date range by filtering the start and end
’5 i L X Y dates on the Google Campaign Pipeline by
Recycle Bin Stage Report
-

11 User Guide



Salesi::heck

Tip - Click the
@ Activities List

View icon to

easily track
and manage your Tasks

and Events across records
all in one place. =

[ﬁ sal Cffé)l‘CG

TRAVEL SMART.

SOUTHAFRICA365
UNIQUE AFRICAN ADVENTURES

-—

Managing Events and Your Calendar

Events are Activities, such as meetings, telephone calls and appointments, which are scheduled for a specific date and time. The Events section of the
Home Page (Figure 1) lists Events scheduled within the next seven days. Once the date of an Event is passed, the Event will drop off the Home Page.
To see future Events beyond a week, click on the Calendar icon.

Managing Tasks

Tasks are to-do items with a due date, such as follow-up phone calls, assigned to yourself or another salesforce.com user. You can specify how Tasks

are listed on the Home Page (Figure 1), such as a list of only Today’s Tasks. Once a Task’s status is changed to Complete, the Task drops off the Home
Page

Calendar New Event Calendar Help 2
Scheduled M. g Req d Meetings < January 2011 2
Sun Mon Tue Wed Thu Fri Sat
Today 2011/01/14

01
02 03 04 05 06 07 08
o9 10 11 12 13 Y 15
16 17 18 19 20 21 22
23 24 25 26 27 28 29
30 31

12:00 PM - 1:00 PM Testing the Events : Aneske Meiring

My Tasks New Next 7 Days -
Complete Date Subject Name Related To
X 2011/0117 Testing the Tasks Aneske Meiring TEST Account

Notice that overdue Tasks remain on the Home Page but the date of the task is displayed in red
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Navigating the

Global search functionality at the top of the page next to the logo.
Home Page

Search
Use Search to find record information and/or to check a record does not already exist in the database to avoid entering duplicates. Use:
=  Basic Search — for records you and your Team have visibility on

= Advanced Search — using key words/criteria (covered later)

Basic Search
To effectively use the basic search tool, keep the following in mind:

*  You can search for items you have the ability to view

*  You can enter Broker or Individual identifiers here, e.g. Broker Number

* If your search string has multiple words, they are automatically treated as an exact phrase, not as separate words
=  Searches are not case-sensitive

=  Searches only look in a certain subset of fields

Global Search | Search

Search Options...

Search for Global Search
Con—___ ceemrameeme— - .--4CtS Reports Dashboards <+

(G LT Chatter Feed Results "=

No matches found

] Search Tips

Note: Wildcards (*) can be used to improve your search results, though a wildcard is already automatically appended to your search string to find any
phrase that begins with your string.
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Advanced Search
To effectively use the basic search tool, keep the following in mind:

Search Options

Global Search

Records

All

[T Assets [T contracts [ Notes

[C] Attachments [T pocuments [ opportunities
] Campaigns [T] Events ] People

[T case comments [ Files [ Products

[T cases ] Groups ] Reports
[ Companies [7] 1geas [7] solutions
[T contacts [T Leads [ Tasks

More Options
[T Limit to items 1own
[T exact phrase

Navigating the Recent Items
Home Page The Recent Items section of the sidebar displays a history of links to the last ten records, such as Accounts, Accounts, or Opportunities you edited,

created or viewed. It will not show Activity, Report or Dashboard links.
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Messages and Alerts

Occasionally the System Administrator will need to send out messages to all users, e.g. scheduled maintenance, changes to forms, etc. and these
messages will be displayed in this part of the sidebar

Recycle Bin

The Recycle Bin link lets you view recently deleted records for 30 days before they are permanently deleted from the system.

g Recycle Bin

Shortcut Create New

wJ Event

Y
x

-
€

-~

Task
Campaign
Lead
Account

Report

- TL Quotation

Navigating the Colour-coded tabs run across the top of any page. Click on a tab to access that tabs homepage where you will see Recent records for that tab, Views
Tabs and tools for adding, editing, and reviewing record information.

Home Campaigns Accounts Libraries Reports Dashboards TL Quotations +
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Leads

X Home

View: | All Leads E Go!

Edit | Create New View

Tell me more! | Help for this Page @

Recent Leads

Name

New

Company Phone
tester, Test _ 7858796
surnsme, name _ 7587
Surname, Name _ 8757659
not provided], Amanda Meyer _ 0822004552

Recently Viewsd [

Leads from Connections

View: | Al EI Go! | Create New View

Reports
Lead Lifetime

Leads By Source

Summary

Interval: From: [2011/08/26 |[2011/09/02]

To: [2011/08/02 ]
Bounced Leads

View: My leads [=]
Go to Reports » Run Report

Tools

Import Leads

Mass Delete Leads
Transfer Leads
Mass Email Leads

Mass Add Leads to Campsign

With the exception of the Home, Reports, and Dashboard Tabs, the layout of a typical Tab contains:

Views

Use the Views available to easily identify records you want to work with. You can also create your own Views to quickly pull up a subset of records to
focus on based on criteria you specify. For example, a View can pull up a list of all Accounts in Gauteng. The View dropdown contains both default &

custom Views you create (more on Views later).

View: || Contacts Edit| Create New View

|L] Go!
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Recent Items —on a Tab

This section lists up to the last 25 records of that tabs object type which you recently viewed, created, or modified for quick access to relevant
information.

Recent Contacts New

New button
Users will be able to create new records.

Note: Best practice is not to click on the New button on the Accounts and Opportunities Tabs. Refer to the relevant Module to check on
how you to create new Accounts and Opportunities.

Reports/Tools

These sections display a small selection of commonly used reports, which can also be found by clicking on the Reports Tab, as well as unique tools
specific to each Tab. These Tools will be introduced in later training sessions as specific User requirements are identified,
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All records can be divided into two main parts: the Record Detail and the Related Lists.

g Lead

A name surname

fe¥ show Cnamer  « Foliowing
= Back to List: L=ads

Lead Detail
Lsad Owner
Name
Titie
Agent
Supplier
Rating
Newsisttar

(©)-ead Ref Info
ASC Enquiry Ref No
Enquiry Ref No

@dditional Information
Country of rasidancs
Numbsr of Aduits
Number of Chilaren
Ages of Chikdren

Destination

(DData Source
Leed Source
Browssr Trial

0:omments

Cient Comments
Internal Comments

@ddress Information
Addrass
Created By

Custom Links

Customize Pa

OpenActMEies (0] | AcIMEy History[1] | HTMLEmallStstus o) | LesdHistory[s) | CamoalgnHistoryjo] | TedAdso) | AdGroups|o) | SearchPrraseso] | Google Campaigns (o) | Nobes & ARschments o]

Eait | | Delete| Convert| | Cione | | Find Duplicates

S5 A [Crznge)

SD-000051

Web Direct
Home Page - Lang Page 1 Home Page - Lang Page 1

S5 Admin, 201110831 434 PM

Lead Status
Phone

Emall

Emall Opt Out
Contact Msthod

7587
aneskefdsalescneck 0023

Lead Ref No  SD-000051

Arrival Dats

Duration

Travel Dats Options
International Fught Requirsd?
Buagst Total

Buaget Currency  USD

Landging Page Landing Page 1

Last Modified By  SFGA Bulld, 2011/0331 439 PM

e Searcn Google Mags Seng Gmail
Google News Hoowers Proflie
ﬂ Deiste | | Convert| | Clons | | FindL
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Open Activities | New Task| | New Event| | New Mesting Requsst | Open
No records 1o alsoly
Activity History |LogACall| | Mall Merge | | Send An Emall| | View Al | A
Action  Subject Task Dus Dats Assigned To Last Modifisd DatsTime
£or | Dal Lead Source Detalls v Si5 AT 201100831 439 PM
HTML Email Status | $and An Emanl | HTMLEm
No records 1o alsaly
Lead History e
Date User Connection Action
201100831 439 PM SFGA B Changed Lead $ourcs Tom Yeo 1 Web Dirsct
201100831 43¢ PM Si5 AT Changed Owner (Assignment) from 1o Sys Admin
Crazted.
v, Campaign History |10ato campaign| J—
No recors 1o display
Text Ads | New Text Ad |
No records 1o alsaly
Ad Groups | New Ad Group | A
No records 1o alsaly
Search Phrases | New search Phrass| Searct
No records 1o alsaly
Google Campaigns | New Google Campaign | Google G
No records 1o alsaly
Notes & Attachments | New Nots| | Attach Fils| Notes & AR
No records 1o alsoly

The related list layout
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Record Detail
The detail section of a record, the area bound by a row of buttons (usually starting with g) from above and below, contains information specific to
the record. For example detail information in an Account can include: Account Name, Account Number and Address Information, etc.

Each sub-section of the details can be expanded or collapsed by clicking on the arrows to the left of the section name.

Note: The data is structured so that information only needs to be entered into one record type - it will be displayed on related records.

Related Lists

Below the record details are the Related Lists, additional related summary information in the form of links you can click on to get further detailed
information. For example, when you open an Account and scroll down past the details section, you should be able to see for example, Notes &
Attachments, Accounts, Open Activities, Activity History and Opportunities.

Above the Record Details are the Related Lists Hover Links which provide quick access to Related Lists in a record. Rather than scroll down an entire
record to get to a specific Related List, you can simply mouse over a Hover Link to view and manage items in a Related list which display as an
interactive overlay. Alternatively, you can click on a Hover Link to jump directly down to its corresponding Related List.

Open Activities[0] | Activity History[1] | HTML Email Status[0] | Lead History[3] | Campaign History[0] | TextAds[q] | Ad Groups(d) | Search Phrases[t] | Google Campaigns(0] | Notes & Attachments [0]

Related Lists Hover Links (in a account record).
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Editing a Record To edit the Detail section of a record, simply click on the Edit button and make the changes. Note: When editing a record, fields marked with a red
bar | are required fields and need to be filled in. Remember users can only edit Account, Account or Opportunity records that they own. Manager
can edit all their teams’ records.

In-line editing. When you are viewing a record in the system (Account, account or opportunity) you can double click on a field you want to change
and it will allow you to edit just that field. When you click away from that field the information will turn red. This change has not yet been saved;
however, you can now edit another field if you wish.

Department | O

When you have finished editing click on the before you change pages. If a padlock appears next to the field, you cannot edit it

Opening a new If you are entering data in a screen in Salesforce.com and you need to get information from a different area of the system (particularly relevant when
ind adding opportunities), hold down the shift key and click on the relevant field to open an additional window showing the appropriate information (i.e.

window you are in a opportunity, hold down shift and click on Account to open second window with the Account information).

Getting Help Help is only a click away in salesforce.com. Click on any Help icon for context-specific help. For additional information, click on the Help & Training

link found at the top-right of any page. Note: This is generic help. The South Africa 365 version of this help is not customised so you will not find
answers to all of your questions here and the system may show you functionality that is not enabled for you.

>

Open Activities New Task || New Event )pen Activities Help (2

P L

[s

The Context-Specific Help Icon

Sys Admin ~ Help & Training m

The Help & Training link

Note: Help in these areas is generic; information specific to South Africa 365 is not available here. If you want to learn more about salesforce in
general this is a good place to start
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A colleague is on holiday and his customer calls asking about an Opportunity. The customer wants to know the status of his / her quotation

What do you do in salesforce?
Answer:

True or False: Tasks remain on your Home Page until you mark them as complete.
Answer:

All the following are found on a Tab’s homepage EXCEPT
A. Hover Related Lists
B. Recent Items

C. Reports
D. Views
Answer:

By the end of this module, you should be able to:

* Access and log in to salesforce.com

* Understand salesforce terminology

¢ Use common internet techniques to navigate within salesforce.com
* Use the Global search and Tabs to search for data

* Read and edit a typical record

* Find Help & Training
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Introduction A campaign is an outbound marketing project that you want to plan, manage, and track within Salesforce.com. It can be a direct mail program,
seminar, print advertisement, email, or other type of marketing initiative. You can organize campaigns into hierarchies for easy analysis of related
marketing tactics.

The Campaigns tab displays a home page that lets you quickly locate and report on campaigns. You can also sort and filter campaigns using

standard and custom list views. In addition, this tab lets you view and edit detailed information on campaigns.

Objectives At the end of this module, you will be able to:-

* Understand your Campaign
* (Create a new campaign

~— ®* Add campaign members
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Tell me more! | Help for this Page &)

Campaigns Campaigns
¥ Home
Home

View: All Active Campaigns v | Go! | Edit| Create New View

Recent Campaigns New Recently Viewed -

*  (Clicking on the Campaigns tab displays the campaigns home page.

* Inthe Campaign Views section, select a list view from the drop-down list to go directly to that list page, or click Create New View to define
your own custom view.

* In the Recent Campaigns section, select an item from the drop-down list to display a brief list of the top campaigns matching that criterion.
From the list, you can click any campaign name to go directly to the campaign detail. Toggle the Show 25 items and Show 10 items links to
change the number of items that display. The fields you see are determined by the “Campaigns Tab” search layout defined by your
administrator and by your field-level security settings. The Recent Campaigns choices are:

Recent Campaigns Description

Choice

The last ten or twenty-five campaigns you viewed, with the most recently viewed campaign listed first. This list is derived from your recent items and includes records owned by
you and other users.

The most recent ten or twenty-five campaigns marked as Active, with the most recently created campaign listed first. This list only includes records owned by you.

Recently Viewed

My Active
Campaigns

* Under Reports, click any report name to jump to that report.
* Inthe Summary section, choose values and click Run Report to view a summary list of your Campaigns.

* Select any of the links under Tools to manage your campaigns.
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The leads list page displays a list of Campaign in your current view. From this page, you can view detailed camapign information and access
related activity information.

To show a filtered list of items, select a predefined list from the View drop-down list,

View: : All Active Campaigns | '] _Go!

or click Create New View to define your own custom view.

Click New Campaign or select Campaign from the Create New drop-down list in the sidebar to create a campaign. These options display only if
you have the “Create” permission on campaigns.

Click any column heading to sort the campaigns in ascending order using that column’s information. Click the heading a second time to sort in
descending order.

At the top and bottom of the list, click a letter to display the contents of the sorted column that begin with that character.
Click the Next Page (or Previous Page) link to go to the next or previous set of campaigns.

At the bottom of the list view, select fewer or more to view a shorter or longer display list.

Click Printable View ( [=) ) to display the current list view in a format that is ready for printing.

Click any column heading to sort the Campaigns in ascending order using that column’s information. Click the heading a second time to sort in
descending order.

* Atthe top and bottom of the list, click a letter to display the contents of the sorted column that begin with that character.
Click New Campaign or select Campaign from the Create New drop-down list in the sidebar to create a lead.
* Click the Next Page (or Previous Page) link to go to the next or previous set of leads.

* At the bottom of the leads list view, select fewer or more to view a shorter or longer display list.
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Creating a New Campaigns can be created in the following ways:

Campaign *  Campaigns Home Tab

Create New Short Cut

Campaigns List View

salesforce

2

—

Campaigns
¥ Home

View: :A“ Active Campaigns B Go! Edit | Create New View

"

Recent Campaigns

&

No recent records. Click Go or select a view from the dropdown to display records.

Reports

Campaign ROI Anslysis Re
Campaign Member Anslysis Report

Csmpaign Revenue Report

View: All Active Campaigns v | Go! | Edit|Create New View

Recent Campaigns New Recently Viewed v
Campaign Name Status Start Date

Campaign Qutcome Test Completed 2010/07/25

Trade Show Completed 2010/08/26

Complete the campaign fields:.
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Campaign Edit

¥ New Campaign

Help for this Page @

Campaign Edit
Campaign Information
Campaign Owner
Campaign Name
Active
Type
Parent Campaign
Campaign Currency

Description

Planning
Start Date
End Date
Num Sent

Expected Response (%)

Campaign Related Lists

* The lower portion of the display provides information related to the campaign.

Save | | Save & New| |Cancel

Sys Admin Status

|
]
Advertisement El
Q

|| ZAR - South African Rand [+ |

[2011/09/02] Expected Revenue
[2011/09/02 ] Budgeted Cost
0 Actual Cost

0.00

Save | | Save & New| |Cancel

Save Save & New Cancel

1 = Required Information

Planned E]

* The related lists you see are determined by your personal customization, and by any customization your administrator has made to page
layouts or your permissions to view related data.
*  You can click individual items to display additional detail. Click more at the bottom of the page to display more items in the related lists.
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S Campaign Hierarchy Campaign Hierarchy Help (?

Campaign Name
Trsining Campaign
Hierarchy Total

Open Activities New Task| | New Event Open Activities Help

-~

No records to display

Activity History Log A Call| | Mail Merge| | Send An Email Activity History Help

-~

No records to display

~

(;j Opportunities New Opportunity Opportunities Help

No records to display

Attachments Attach File Attachments Help (2

No records to display

&)

\t; Campaign Members Manage Members ¥ Campaign Members Help

No records to display

Adding Members to a Campaign:

You can add members by searching for current leads or accounts.
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Campaign Help for this Page &

¥ Manage Members

« Back to Campaign: Campaign Outcome Test

Add Members = Existing Members (0)

w Hide Search

Step 1: Choose Member Type to Search

@ Leads () Contacts

Step 2: Specify Filter Criteria

Use Existing View: --None- v

Field Operator Value

~None-- ~ -None- - AND

~None-- B ~None-- v AND

~None-- v -None- v AND

-None-- v -None- v AND

-None-- v -None- v

Clear Filters
Go!
Add with Status v Edit Columns

| First Name © Last Name Title Company Email Campaign Member St

To use one of the import wizards, click the Manage Members drop-down button on a campaign detail page and select one of the following:

Add Members - Import File then click Import Leads: With the Lead Import Wizard, you can import a list of new names. Salesforce.com creates leads in
the system, and associates those leads with your campaign to create new campaign members.

Update & Add Members - Import File then click Update & Add Campaign Members: With the Campaign Update Wizard, you can import a list of existing
Salesforce.com accounts and leads. Salesforce.com associates the records with your existing campaign member records, and updates their response
history. In addition, any new leads or accounts added using the Campaign Update Wizard will be added as members of the campaign.
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Module 3:
Lead Management
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Introduction A lead is a prospect or potential opportunity - a person you met at a conference who expressed interest or someone who filled out a form on
your company’s website. You can enter leads manually in the Leads tab, or your administrator can import leads. Leads will also be generated
from the South Africa 365 website and will also be sent into Salesforce with a Salesforce to Salesforce connection from African Safaris.

http://www.southafrica365.com/enquiry/

The Leads tab displays a home page that lets you quickly create and locate leads. You can also sort and filter leads using standard and custom list
views. In addition, this tab lets you create and edit leads, associate events and tasks with those leads, and convert qualified leads into an account,
account, and, optionally, an opportunity

Objectives At the end of this module, you will be able to:-
* Understand your lead records and relationships

*  Find your Lead records

Understand the associated data

®* Convert Leads
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LeadS Home ] IL_eiads Tellmemore!lHeIpfcrthisPage@
ome

View: All Open Leads v | Go! Edit | Create New View

RecentLeads New Recently Viewed

¢ Clicking on the Leads tab displays the leads home page.

* Inthe Lead Views section, select a list view from the drop-down list to go directly to that list page, or click Create New View to define your
own custom view.

* Inthe Recent Leads section, select an item from the drop-down list to display a brief list of the top leads matching that criteria. From the list,
you can click any lead name to go directly to the lead detail. Toggle the Show 25 items and Show 10 items links to change the number of
items that display. The fields you see are determined by the “Leads Tab” search layout defined by your administrator and by your field-level
security settings. The Recent Leads choices are:

Recent Leads Description

Choice

My Unread Leads The last ten or twenty-five leads assigned to you which you have not yet viewed or edited. This list only includes records owned by you.

Recently Viewed The last ten or twenty-five leads you viewed, with the most recently viewed lead listed first. This list is derived from your recent items and includes records owned by you and othe
users.

Recently Created The last ten or twenty-five leads you created, with the most recently created lead listed first. This list only includes records owned by you.

* Under Reports, click any report name to jump to that report.
* Inthe Summary section, choose values and click Run Report to view a summary list of your leads.

* Select any of the links under Tools to manage your leads.
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Assigning Leads o All leads will be assigned to Liesl who will manually assign the leads to the users
o When you manually create a lead from the Leads tab, you are automatically listed as the owner of the lead.
Changing Ownership of One Lead

o To change the ownership of a lead you own or have read/write sharing access to, click the Change link next to the Lead Owner field, and then
specify the name of a user or queue. The Change link only displays on the lead detail page, not the edit page.

Lead Owner  System Administration [Change]

X’ Change Lead Owner

This screen allows you to transfer ownership of a lead to another user or queue. When you transfer ownership of a lead, the new owner will own:
- all notes and attachments recorded for the current owner
- all open activities (tasks and events) owned by the current owner

Note that completed activities and open activities owned by other users will not be transferred.

Select New Owner

Transfer this lead Mr. Royston Fester
Owner

2

[T Send Notification Email

Save Cancel

¢ Select the Send Notification Email box to send an automated email to the new lead owner. If the new owner is a queue, Salesforce.com sends
the email to all of the queue members.

All leads that are assigned to you, either manually, via import, or from the web, are automatically marked as “Unread;” that is, they have a check
mark in the Unread column on leads list views. So to view your new leads, select the My Unread leads list view. Leads are automatically marked as
“Read” only after you view or edit them.
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The leads list page displays a list of leads in your current view. From this page, you can view detailed lead information and access related activity
information.

{m“ salcy‘brce

To show a filtered list of items, select a predefined list from the View drop-down list,

_ead: Accounts Libraries Reports Dashboards TL Quotations +

B4 A | African Safaris (SF to SF) [ | Edit | Delete | Creste New View

African Safaris (SF to SF)
- New | All Leads er| Add to Campaign| [ )
My Unread Leads -
[[] na Recently Viewed Leads State/Province

Today's Leads

or click Create New View to define your own custom view.

Choose the My Unread Leads view to see all of your new leads; unread leads are leads you own that you have not yet viewed or edited.
To edit or delete any view you created, select it from the View drop-down list and click Edit.

Click Printable View (‘ﬁh to display the current list view in a format that is ready for printing.

To change the Owner or Status for multiple leads, display your list view, and then check the box next to one or more leads. Optionally, check the
box in the column header to select all currently displayed items.
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- K All Leads E] Edit | Delete | Create New View —

- New Lead| |Change Status| Change Owner |Add to Campaign |f )

[:] Action Created Date + ASC Enquiry Ref No Enquiry item
[[] Edit| Del | ¥ 2011/08/26
[[] Edit| Del | ¥ 2011/08/21
[[] Edit| Del | ¢ 2011/08/21
[[] Edit| Del | ¢ 2011/08/21

Then click the Change Owner or Change Status button. If you change the status of a lead you own using the Change Status button, the Unread By
Owner checkbox is still selected.

Click any column heading to sort the leads in ascending order using that column’s information. Click the heading a second time to sort in
descending order.

* Atthe top and bottom of the list, click a letter to display the contents of the sorted column that begin with that character.
Click New Lead or select Lead from the Create New drop-down list in the sidebar to create a lead.

* Click the Next Page (or Previous Page) link to go to the next or previous set of leads.

* At the bottom of the leads list view, select fewer or more to view a shorter or longer display list.

* Click the TOpen Calendar link at the bottom of the page to display a weekly view of a calendar underneath the list. Then, you can drag
a record from the list to a time slot on the calendar to quickly create an event associated with the record. Note that your administrator
controls the availability of drag-and-drop scheduling.
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Once you have located a lead on the leads home or list pages, click the lead name to display detailed information.

Lead Owner Sys Adgin [Change
Name name sur Sys Admin

kdit | |Delete| |Convert| | Clone | | Find Duplicates

Title
Title
Agent
Supplier  Southern Des Email  charl lescheck.co.za
Rating Warm Phone 0027823791783 Work
Newsletter v Manager

Enquiry Ref No
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Once you have located a lead on the leads homeerlistepages;wlick the lead name to display detailed information. @
Kl All Open Leads v New Lead | Change Status | Change Owner || Add to Campaign

Create New View | Edit | Delete | Refresh

| _Ab

[7] Action Name Company State/Province Phone Email Lead §
[T Edit| Del AChapman. John Davis Langdon Schum 3=~ (0)11 642 8307 Open
[T] Edit| Del Abeln. Ben Legacy Hotels & Resor ¥= ~ (0)118066800 ( Open

Editing Leads

To update a lead, click Edit, and then change the fields you want to update.
When you have finished, click Save. You can also click Save & New to save the current lead and create another.

| save Save & New Cancel

Lead Related Lists

The lower portion of the display provides information related to the lead, including activities, notes, attachments, and any campaigns

associated with the lead.
The related lists you see are determined by your personal customization, and by any customization your administrator has made to page

layouts or your permissions to view related data.
You can click individual items to display additional detail. Click more at the bottom of the page to display more items in the related lists.

Printing Leads

To open a printable display of all information for a record, click Printable View on the detail page
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hover link to jump | to the content of the related list witho I down the page.
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Creating Leads To manually create a new lead:

. Select Lead from the Create New drop-down list in the sidebar,

. or click New next to Recent Leads on the leads home page.

Create New...

<) Event
= Task
X Lead

&' Account

Recent Leads

. Complete the new lead information:.
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New Lead
Lead Edit Save | | Save & New |  Cancel

Lead Information
First Name
Last Name
Title
Company
Lead Source
Partner Referrer
Staff Referrer
Referrals from Existing Client
Referral from existing contact
Permission from Referral?
Web Form Referrer
Web Form Referrer Account
Lead Status Date

Query Type

Lead Status
Lead Status

Non-Qualified Reason

Mr. v !Eﬂ

| Smith

| Smith Inc.

I -None--

2

-None--

2 2

-None-—- ~

[2011/01/14]

New Business v

| Open

-None--

Phone

Mobile

Fax

Email

Region

Lead Owner

Monthly Swipe Value/ Card Value
Current Credit Card Rate

Current Debit Card Rate

Existing Contract End Date

Disqual/Archive Reason

| = Required Information

Select the checkbox below the lead information to assign the lead automatically using the active lead assignment rule. If you do not check the box,
you are assigned as the owner.
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A New Lead
Lead Edit Save | | Save & New| Cancel
Lead Information 1 = Required Information

Lead Owner  System Administration Lead Status | Open -
First Name W —] Disqual/Archive Reason » —None— |« |1
Last Name I Rating [ _none— :

Company I Lead Source —None—

Title

Phone

Email

Address Information

Street | | Website
City
State/Province

Zip/Postal Code

Country

Additional Information

No. of Employees | Industry —None— :

Annual Revenue

Description Information

Description

Optional

Optional

[ Assign using active assignment rule

b

Click Save when you are finished, or click Save & New to save the current lead and add another.
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Selecting the Assign using active assignment rule will assign the lead to Liesl.

When you convert a lead, Salesforce.com creates a new account (or gives the option to add the opportunity and account to an existing account),
account, and, optionally, an opportunity using the information from the lead.

Southern Destination will only create new opportunities by converting leads.

If an existing account and account have the same names as those specified on the lead, you can choose to update the existing account and account.
Information from the lead is inserted only into blank fields; Salesforce.com does not overwrite existing account and account data.

All open and closed activities from the lead are attached to the account, account, and opportunity.

You can assign the owner of the records, and schedule a follow-up task. When you assign a new owner, only the open activities are assigned to the
new owner.

To convert a lead:

1. From the lead detail page, click Convert.

Lead
A" Amanda Meyer [not provided]
f&¥ Show Chatter « Following

« Back to List: Leads

Open Activities[0] | Activity History[0] | HTML Email Status[0] | Lead History[2] | Campaign History[0] | TextAds[0] | Ad Groups[d] | Se hrases[0] | Google Campaigns[g] | Notes & Attachments [0]
Lead Detail Edit | Delete| Convert | Clone | | Find Duplicates
Lead Owner Sys Admin [Change] Lead Status  Open
Name  Amanda Meyer [not provided] Phone 0822004552
Title Email  charly@ssleschec.co.za
Agent Email Opt Out
Supplier  Southern Destinations Contact Method
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Convert Cancel

Convert Lead

1 Record Owner I Sys Admin @
2 Send Email to the Owner [

3 Account Name | Create New Account: Amanda Meyer [not provided] E] @, View

4 opportunity Name Amanda Meyer

D Do not create a new opportunity upon conversion.

5 Converted Status | Qualified E]

1
2. Option allows you to change the owner of the lead.

This reassigns all notes, attachments, and open activities to the new owner but does not change closed activities.

2
Select the Send Email to the Owner checkbox to send an automated email to the new owner
3. In the Account Name field, select a new account or search for an existing account. Click View to open a printable view of the existing
account. Information from the lead is inserted only into blank fields; it will not overwrite existing account data.

4
4. In Name the Opportunity field, enter a name for the new opportunity, or select the Do not create a new opportunity upon conversion
checkbox if you do not want to create an opportunity.

4]
5. In the Converted Status picklist, select a status for the converted lead. Choices include statuses marked as “Qualified” by your

administrator.
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6. Optionally, fill in the following fields to schedule a follow-up task that is automatically assigned to the record owner:

o

o O O O O

Subject—The subject or short description of the task. You can enter a subject, or select from a picklist of previously defined
subjects.

Due Date (optional)—Date when the task should be completed. You can enter a date, or choose a date from the calendar that
displays when you put your cursor in the field.

Comments (optional)—Text note describing the task. This field can hold up to 32KB of data.

Status—Current status of task, for example, Not Started or Completed. (Picklist selections can be customized by your administrator.)
Priority—Urgency of the task, for example, Low, Medium, or High. (Picklist selections can be customized by your administrator.)
Send Notification Email (optional)—Select this checkbox to send a notification about this task to the assignee.

Reminder (optional)—Select this checkbox to schedule a reminder for this task.

7. Click Convert.|

If a duplicate account exists, choose whether to create a new account or update the existing account. Information from the lead is inserted
only into blank fields; it will not overwrite existing account data.When updating an existing account, check the box if you want to overwrite
the Lead Source field in the account with the value from the lead.click Convert to finish.

45 User Guide



Sales’::heck

o

TRAVEL SMART

SOUTHAFRICA365

UNIQUE AFRICAN ADVENTURES

salesforce

2

—

Tying It All You have a customer who is interested in making travel arrangements with South Africa 365.
Together What do you do in salesforce?

Answer:
Lea rning Check Match the term to the correct definition.

Lead an account you're tracking in Salesforce.
T
Organization, individual, or company
Account involved with your business.
Potential revenue-generating event
Contact that you want to track in Salesforce.
= Person, organization or company
Opportunity interested in your products.
summary By the end of this module, you should be able to:
* Createalead
*  Find Leads allocated to yourself
* Converta lLead
S~

Individual or influencer associated with

What happens in Salesforce when you need to convert a Lead into an Account?

1) You need to re-type in all the information again, creating an Account, Contact,
and Opportunity record from scratch.

Salesforce creates an Account, Contact, and Opportunity record but you still
O need to copy and paste all the information from the Lead record into these new
records.

With the Convert Lead button, Salesforce will do all the work, creating a new
O Account and Contact Record and transferring all the information from the Lead
into the correct fields. You can choose to create an Opportunity record as well.
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Accounts in salesforce let you view and maintain critical information about companies that you wish to record information about. These companies
may be current Accounts you are dealing with, dormant Accounts, competitors, etc. South Africa 365 will be using person accounts:

A person account is an individual consumer with whom you do business, such as a financial services client, an online shopper, or a vacation

traveler. Person accounts are applicable to organizations that operate on a business-to-consumer model as opposed to a business-to-business model.

All the account and personal information regarding a customer / client is saved in this object.

At the end of this module, you will be able to:-

Understand your customer records and relationships
Find your Person Account records

Understand the associated data

Set up new Person Accounts

Update existing Accounts
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A person account is an individual consumer with whom you do business, such as a financial services client, an online shopper, or a vacation

traveller. Person accounts are applicable to organizations that operate on a business-to-consumer model as opposed to a business-to-business model.
An Account has relationships with other tabs in salesforce and is the backbone of all the data. All other records roll up and are visible in the Accounts
Related lists.

From this vantage point, use Account records to quickly take in the view from the top, and easily drill down to linked information such as
Opportunities, Travel Logic Quotations and any related Activities.

Accounts can be found four main ways:
1. Using the Global/Advanced search
2. Referring to the Recent Items section in the Sidebar or Accounts tab
3. From the Accounts Tab, select an Account View to pull up a list of relevant records
4. Using the view list

Searching for a Account- using Search

The ‘Search’ option in the Global search looks for all matching records.

To search for an Account:

1. From Global search, type the name of the company in the search box and click on E]

2. From the search results, click on the Account name

3. Ifthe record is not found it means the Account does not exist and will need to be created in salesforce
Searching for an Account using Views

You can search for a number of Accounts by using the Views. A number of views have already been created, however you can create views specific to
your own needs. NB Do not use the View of ‘My Accounts’ as this will not return all the Accounts that you have an interest in. Please see below to see
how to produce a report of all interested Accounts

Accounts

Home

View: v|| Go! | Edit|Create New View

Select a view by clicking on the drop down, highlight the view and click Go to display the records.
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Step Action
1 Click on Create New View.
Accounts
Home
View: v | Go! | Edit|Create New View
2 Enter the name of your view.

Step 1. Enter View Name

View Name: |iAII Accounts

View Unique Name: |'AIlAccounts

Created By:

Sys Admin, 2011/05/16 6:21 AM Modified By:

Sys Admin, 2011/05/16 8:21 AM
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Specify the search criteria — select All Accounts. The way South Africa 365 have set the system up means that "My Accounts"

will only return records for which | am the owner.

Step 2. Specify Filter Criteria

Filter By Owner:
° All Accounts

© My Accounts

Filter By Additional Fields (Optional):

Field Operator Value
—None-—- B —None-—- El AND
—None-—- E] —None-—- EI AND
—None-—- E —None-—- EI AND
—None-—- E] —None-—- El AND
—None-—- B —None-—- E]
Add Filter Logic...
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Select the columns you wish to see in the view

Step 3. Select Fields to Display

Available Fields Selected Fields

Biling Street - Account Name P
Billing City Biling State/Province
Biling Zip/Postal Code = Phone

Billing Country Type

Shipping Street — Owner Alias

Shipping City

Shipping State/Province
Shipping Zip/Postal Code | 4 A
Shipping Country Remove Down
Fax | =
Account Record Type Bottom
Website

Industry

Account Currency

Annual Revenue M

Step 4. Restrict Visibility

\ 'Visible only to me
° Visible to all users {Includes partner and customer portal users)

! Visible to certain groups of users

Save || Save As| Delete | Cancel

If you are an administrator or a user with the “Manage Public List Views” permission, specify whether everyone or just you can
see the custom view.

Users can specify a public group, role, or role including all users below that role to see the custom view.

To share the list view, select Visible to certain groups of users, choose the type of group or role from the drop-down list, select
the group or role from the list below it, and click Add.
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Click the @ button. This will also run the view.
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Person Account

2 Neil Franks

« Back to List: Accounts

Open Activities[0] | Activity History[1] | Opportunities[1] |

Person Account Detail Edit | |Delete| | Sharing  Request Update

Account Owner Sys Admin [Change'
Account Name  Neil Franks

Description

Customize Page | Edit Layout | Printabl

Cases[0) | Partners[o] | Notes & Attschments[0] | Leads[g

Phone
Fax

Website

559868633

¥ Address Information
Billing Address

¥ System Information

Created By Sys Admin, 2011/07/25 4:51 PM

Last Modified By

Sys Admin, 2011/07/25 4:51 PM

Custom Links

Google Search Google Maps

Hoovers Profile

Edit |  Delete |Sharing | Request Update

Account Details

This section has the Account name, Account type, Account details and company profile details.

Address Information
This section holds the full Correspondence Address

Additional Information
This section holds extra company details.

Google News
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SOUTHAFRICA365

UNIQUE AFRICAN ADVENTURES

A new account will be created when a lead is converted. Al accounts will be created from leads.

1

To create manually create a new Account

Step

Action

Select New on the Recent Accounts section

salesforce

2

—

Having first searched to ensure the Account does not already exist, select Accounts from the tabs on the home page

Accounts

“% Home

View: All Accounts IZ] Go! | Edit| Create New View

Recent Accounts

Account Name
Select New Account

New

Billing City

., Accounts

““ Home

View: | Al Accounts |Z] Go! | Edit| Create New View

Recent Accounts

New
Account Name

Billing City
Franks, Neil

lamb, kurt

gghhfg, fghh

Phone

5598 66 33

Complete the fields in the New Account screen. The mandatory fields will have a red marker next to them.

Click the M button to add the new Account to salesforce.
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An Account’s Related Lists give you 360 degree visibility on all information linked to the Account. Simply mouse over the Related List to see the linked
items. Click on the links to display the record.

Open Activities[0] | Activity History[0] | Opportunities[0] | Cases[0) | Partners[0] | Notes & Attschments[o] | Leads[Q)

Opportunities

Use this Related List to view all opportunities at this Account (covered later).

Open Activities

Activities are scheduled Tasks and Events used in salesforce.com to track all the significant activities involving the customer. The Open Activities
Related List contains all your uncompleted to-do items and future appointments/meetings (covered later).

Activity History

Once a Task’s status is marked as Completed and an Event’s date and time has passed, they move from the Open Activities Related List to the Activity
History List. You can also record additional Tasks from the Activity History list, such as Log a Call, which defaults to a Completed status (covered
later).

Notes & Attachments

Allows a user to add notes and attachment for the account.
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SOUTHAFRICA365

UNIQUE AFRICAN ADVENTURES

To edit an Account Detail section:

Step
1

Action

Search for the Account from the Global Search:

Aneske Meiring| Search

Search for Aneske Meiring* (starts with)

Le My Recentlitems ts Dashboards TL Quotation:
m==== 1 Aneske Meiring
- X Aneske Meiring

Search Options...

Earoﬁ for Aneske Meiring

Open

Person Account Detail

salesforce

2

—

Click the Account name in the search results.

Click the @' button or use In-Line Editing

Phone  |067858687| ©
Fax 87587587
Website  http://www.sslescheck.co.zs

Make any necessary changes.

Click the @ button.
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Tying It All A customer asks for a new quote but they also inform you that they have moved and needs to update their address details with South Africa 365.
What do you do?

Together

Further investigation shows that the information stored on Salesforce is incorrect. How can you store this new information?
g“ i / Answer

Learning Check How are Accounts entered into salesforce.com?

Answer:
S

What are the various related lists for
Answer:

Who can edit an existing Account?

Answer:.
Summary You should now be able to:
/rf\ * Understand your customer records and relationships
( | ¢ Find your Account records
| = 4
A * Understand the associated data
~~—

* Set up new Account
* Update existing Accounts
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Module 4: Managing Opportunities

Introduction Opportunities in salesforce.com help you efficiently pursue a potential sale (and manage the sales through the sales cycle.)
You can use opportunities to input prospective Account information. All Opportunities must be created from the Account record.

Objectives At the end of this module, you will be able to.

* Locate your Opportunities
* Understand how the system tracks the sales process
* Add new Opportunities
T * Create Travel Logic Quotes
* Manage your Opportunities through the pipeline
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What is an
Opportunity?

Locating
Opportunities

Sales Process

—

Definition: An opportunity is a prospect piece of business, which can be monitored through the pipeline from quote/tender to Opportunity
completion.

Opportunities can be found in salesforce.com in several ways:
1. Using the Global/Advanced search
2. Referring to the Recent Items section in the Sidebar or Opportunities tab
3.  Running an Opportunity View to pull up a list of Opportunities
4. From the Opportunity Related List on an Account record

Open Activities[0] | Activity History[0] || Opportunities[0] || Cases[0) | Partners[0] | Notes & Attschments[0] | Leads[g]

To search for an Opportunity do the following:

1. From the Global search, type the name of your Opportunity in the search box and click J“
2. From the list of search results, click on the Opportunity name

For Southern Destination all opportunities will be created from leads that is converted.
If a person have already been a customer of Southern Destination the lead conversion process will detect the duplicate accounts

You will need to maintain the detail in the Opportunity to indicate where you are in the sales cycle to ensure that reporting always reflects latest
pipeline and revenue figures.
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Editing an After you have located the opportunity that was created from the lead conversion process you can edit the opportunity information so that you can
generate a quote from Travel Logic.

opportunity

Chaning the Opportunity status to “Raised a quote”, will automatically create the details in Travelogic.

The following Information is sent to Travellogic:

CRM Reference: Salesforce

User Name: smoore

Subject: Southern Destinations
Client Name: Barry Moon

Phone:

Mobile:

Email: neil@southerndestinations.com
Email Opt Out:

Contact Method: Email

Country of Residence:United States
Number of Adults: 2

Number of Children:

Ages of Children: ©

Duration: 1@

Arrival Date: 1973/16/06

Budget Total: 20,000

International Flight Required?: 1
Travel Date Options:

Lead Source:

Browser Trial:

Landing Page:

Client Comments:

Lead Currency: ZAR

Supplier__c: Southern Destinations

* Users now need to log into Travel and generate the required quotation, when the quote have been generated in Travel Logic then the
opportunity will be updated with the information from Travel logic.

* This information will be updated into Salesforce into the TL Quotation object which is displayed as a related list under the related
opportunity.
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' TL Quotations New TL Quotation
Action Created Date Group Name Travel Start Date Co$ Sales ROE Gross Profit GP % Age Properties Sum
Edit | Del 2011/08/30 moon 2011/08/21 ZAR 71,977.50 ZAR 21,198.40 1.00 ZAR 19,218.90 28.70 2 Sanctuary Lodg

Related Lists represent additional information linked to an Opportunity.
TL Quotations

TL Quotations displays all the quotes for the related opportunity that have been generated from Travel Logic. Each time a quote is changed or a new
quote is created for the related opportunity the TL Quotation will be updated with the information from Travel logic.

Open Activities

Activities are scheduled Tasks and Events used in salesforce.com to track all the significant activities involved in working with this Account. The Open
Activities Related List contains all your uncompleted to-do items and future appointments/meetings with this Account. (covered in the Activities
Module)

Activity History

Once a Task’s status is marked as Completed and an Event’s date and time has passed, they move from the Open Activities Related List to the Activity
History List. You can also record additional Tasks from the Activity History list, such as Log a Call, which defaults to a Completed status. (This will be
explained in Activities Module)

Stage History
Tracks the status changes in the various stages
Stages for South Africa 365 include:
* Raised a quote
* 1% account made (by email or phone)
*  Email / negotiating / repel
* Raised invoice / pro forma
*  Money in the bank
¢ Closed lost
The sales stages takes the opportunity through the sales cycle and needs to be updated by the user / agent
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Tying It All How will opportunities be created in Salesforce?
Answer:

Together

\&

Learning Check Where do you see update history for the Stage Field?

Answer:
T
Summary By now you should be able to:
* Locate your Opportunities
*  Understand how the system tracks the sales process
* Add new Opportunities
~ * Manage your Opportunities through the pipeline
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Module 5: Managing Activities @

Introduction

Objectives

S

What is an
Activity?

Activities are used in salesforce to track all the significant tasks and events involved in acquiring, selling to, and servicing Customers. By managing
Activities in salesforce, you can better coordinate with your team including sales support, quickly assess what is happening with your Opportunities,
and focus on the next steps to close Opportunities or solve issues.

All calls, both pre-planned and impromptu, can be logged as events on Salesforce.com and can be monitored. The key message here is, “If it is not on
Salesforce.com, it didn’t happen”.

By the end of this module, you should be able to:

* View, create and update Tasks, Events

Definition: An Activity is a scheduled calendar Event or Task.

Tasks

A Task is essentially a to-do, an action that needs to be completed by a specific date. For example, after a meeting with your customer, you can
create a Task to remind you to do a follow-up phone call in a week. Tasks can be used in relation to passing work between consultant & sales support;
this would also then create a clear audit trail.

Events

An Event is a calendar activity, such as meetings, customer visits, or calls. Like a Task, Events occur on a specific date, but also have a specific time,
duration, and often, a location.

¢ If you want any of your Activities to remain open, locate them and mark them as “Not Started” or “In Progress” then save them and
they will appear on your My Tasks section of your home page.

*  You can set up reminder times for all Events and Tasks. You can set your default setting to no reminder, or to a specific time before
each meeting i.e. remind me the day before.

* Incoming calls should be logged by using the “Log a Call” button in Activity History All other calls should be added as Events
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Creating Tasks Creating a Task
Use tasks to remind yourself or someone else of an action item that needs to get done with regards to a Account, Opportunity, or Account. For
example, after a meeting with a customer you set a task to call an Employer to chase up missing details or pass the task to another users such as sales
support to follow up

You can use the ‘Reminder’ feature to alert you the Task is due for completion.

Note: As best practise most activities should be added to a person account and related to an opportunity.

Open Activities | New Task !New Event Open Activities Help (?

No records to display
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Creating a Task To create a Task:

1 Search for the Account that you want to link the Task to
Click the Account name in the search results.

2
3 Click the button in their Open Activities related list.
4

Task Help for this Page @
Nl

" New Task

Task Edit Save | | Save & New Task| | Save & New Event| |Cancel

Task Information 1 = Required Information

Aasigned To | sys Admin Q Relsted o [ opportunty [ Barry Hoon- Q
subject. | @ Name [ Contact [+ ] [Barry Moon Q
Due Date [2011/09/02]

Aetivity Currency | 'ZAR - South African Rand [

Comments

Additional Information

Status |Not$taned B Phone  (021) 671-2090
Priority | Normal [+ ] Email  neil@southerndestinations.com

[:‘ Send Notification Email

Recurrence

DC{eEle Recurring Series of Tasks

Reminder

Reminder  [7]2011/09/02 |[8:00 AM [ ]

Note: When you create a Task, the Task is assigned to you by default. Use the magnifying glass look-up icon QU to assign the task
to another person. If you re-assign the task to someone else, check Send Notification Email so that the person receives an email
alert of the Task.

5 Enter Task details:

Set a Reminder time. Click the @ button.

Once the Save button has been clicked the task will appear on the HOME page of the person it has been assigned to. It will also appear in
both the Accounts and Account’s Open Activity related list
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Task

Completing a Task

Once the phone call has taken place the task can be closed. There are 2 ways of doing this
1) From the home page, click on the cross next to the task. This method is recommended.

2) Finding the account and then displaying the task, then editing the task and changing the task status to Closed

salcy%rce

2

—

My Tasks New Overdus El
omplete Date Subject Name Related To
X 2011/08/25 Training Barry Moon Barmry Moon-
Calendar New Event| |New Meeting Request Calendar Help (2
Scheduled Meeti R d M <| September 2011 >
Sun Mon Tue Wed Thu Fri Sat
Today 2011/09/02 o1 [H o2
You have no events scheduled for the next 7 days. 04 05 05 07 0808 10
12 13 15 18 17
18 19 20 21 22 23 24
25 26 271 28 22 0

Notice that Overdue tasks are shown with their Date displayed in red.

RRE DEED
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Clicking on the X next to the task opens that task in edit mode and automatically changes the status to Complete @
Task Help for this Page @
L o P
*" Training
Task Edit Save | | Save & New Task| | Save & New Event |Cancel
Task Information 1 = Requirad Information
Assigned To | Sys Admin Q) Related To Opportunity E! Barry Moon- Q)
Sl - A— e comoct ]y o =
Due Date  [5011/08/25 |[2011/09/02)
Retivity Currency | 'ZAR - South African Rand [ |
Comments
z
Additional Information
| Status | Completed E Phone  (021) 671-3090
riorif I\ Normal E! Email  neil@southerndestinations.com

[]Send Netification Email

Reminder

Reminder 2011/09/02 | [8:00 AM [~ ]

Save | | Save & New Task| | Save & New Event| |Cancel

Further updates can be made to the Comments section as required.

The task can now be saved by clicking on the @ button. However, in this scenario, we have managed to book a meeting with the account
and it is possible to create a New Event by clicking on the Save & New Event button
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Creating Events Creating an Event

The previous scenario showed how to create a New Event from an existing Task. It is also possible to create an Event from the Account or Opportunity

Open Activities related lists, similar to creating a task. When you want to schedule Activities, to manage customer interactions, that have a particular
date, time, duration, and place, create an Event.

Re-visit your Events to keep them updated with Call Report details. This could be face to face or just a phone call.

Open Activities New Task Open Activities Help ' ?
Action Subject Name Related To Task Due Date Status Priority Assigned To
Edit' Cls Call Aneske Meiring Charly Test Partner v 2010/07/23 In Progress Normal SalesCheck Admin

Creating an Event from the Open Activities related list
To create an Event:

1 Search for the account that you want to link the Event to.

2 Click the account name in the search results.
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Calendar

“New Event

Help for this Pag

Event Edit Save | | Save & New Task| | Save & New Event| |Cancel

Calendar Details

Assigned To I Sys Admin ] Q) Related To | Account B Barry Moon
Subject | ] (S Name [ contact E Barry Moon
All Day Event D Private
St |2011/09/02 |[4:00PM | [2:47PM]
End |2011/09/02 |5:00PM | [2:47PM)

LRI | ZAR - South African Rand [v |

Other Information
Location Phone  (021) 871-3090
Show Time As Busy E Email  neil@southerndestinations.com
Description Information
Description

Recurrence

D Cresate Recurring Series of Events

Reminder

Reminder 15 minuteslzl

Save | | Save & New Task | | Save & New Event| | Cancel

1 = Required Informat
@ [ Add to Invitees |

@) [ Add to Invitees |

Enter Event details

72

User Guide



'y
Sales¥,

eck

g To add this account to the Add Invitees section of the Event, click on the

[ Add to Invitees]) i

saleg%rce

%

—

Other attendees are added by scrolling to the bottom of the event screen and clicking ‘add invitees’ in ‘Invite Others’ section.

6 Set yourself a reminder. This will appear as a pop-up in salesforce.com nearer the time of the event.
7 If there are no other delegates for the meeting then click the @ button.
8 To add further people to the meeting then scroll to the bottom of the form and click on the TTTFTTITEEY  button.

A new window opens that allows you to choose users or accounts

il

>
& Select event invitees - Google Chrome EM
-~ —— E—— e
& nhttps://eul salesforce.com/email/inviter.jsp?invtdids=005D0000001 pen7
_ Calendar
Y Select Event Invite
Search within | Users, Leads & Contacts El for[ Go!
Search Results Insert Selected | Done ||Cancel
Name Title Acoount/Company Type Cwner

Use the search box above to find the invitees you are looking for.

Selected List

Copyright (c) 2000-2011 salesforce.com, inc. All rights reserved.

9
10

11 Click on the

Tick against the names required and click on the

Click on the === putton when all have been inserted

to send the email to users and account.

——— =~ lbutton. Repeat for all invitees
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Other Types of Though Tasks and Events are the main types of Activities, there are other specific kinds of Tasks that are created from the Activity History related list.

Activities By default, these Tasks have a Completed status and Complete by date set to the day the activity is created, because they are past actions.

Activity History Log A Call | | Mail Merge || Send An Email || View All

Log a Call

Essentially a Task of an unplanned call. Use Log a Call after a quick telephone call to make sure you capture key details. For example, when your
customer calls you, use Log a Call to record the date it took place or outcomes.

Send an Email

You can send emails to a Account directly from salesforce.com. You can use existing templates (i.e. from a previous campaign). The email is logged in
the Activity History related list of the Account record you sent it from. When you ‘Send an Email’, switch to HTML so you can track the email in the
HTML Status related list on the Account record.
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To send an Email: switch to HTML

1 Search for the Account that you want to send the email to.

2 Click the Account name in the search results.

3 Click the M button in the Activity History related list
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Complete the email form. You can also choose from a template or attach documents.

Task

L Send an Email

‘ L4, Warning! Bamry Moon asked not to receive emails. Do you want to send this email?

Send | | Select Template | Attach File| |Check Spelling |Cancel

Edit Email
Email Format  Text-Only [ Switch to HTML ]
From H "Sys Admin” <charly@salescheck.co.za> IZI
T |Barry Moon )
Retstedto WEI [Barry Moon Q)
Additional To: ’ a

y
y

Bcc: ’ehsrly@salsehednco.za Q)
y

Subject H
Body

Send | | Select Template | Attach File | Check Spelling| |Cancel

If necessary click to check the Body of your email.
Click the m button.
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Organising and Activities can be viewed and managed from three areas within salesforce.com:

Vlewmg 1. Inan Opportunity or Accounts related list - In order to gain better context surrounding an Activity, you can view Activities from the Open

Activities Activities and Activity History related list within a, Account, Opportunity or an Account. A Task remains on the Open Activities related list
until its status is changed to Completed; then the record appears on the Activity History related list. An Event, on the other hand,
automatically moves from the Open Activities related list to the Activity History related list when the scheduled date and time passes.
Remember you must update the Event Complete field to show ‘Completed’, update the Call Outcome in order for events to be picked up as
completed within the reporting section

2. Onthe Home Page - The My Tasks section on the Home Page displays your to-do items. Anything in red is an overdue task. Use the drop-
down list in the top-right corner of the My Tasks section to quickly re-sort your tasks based on different time frames and statuses. Be sure to
change the dropdown from Overdue to All Open when you log into salesforce.com for the first time. The Calendar section shows all your
upcoming Events in the next seven days.

My Tasks New Overdue =]
Complete Date Subject Name Related To

X 2011/08/25 Trsining Bamry Moon Barry Moon-

Calendar New Event| | New Meeting Request Calendar Help (?

Today 2011/09/02

You have no events scheduled for the next 7 days.

My Tasks and the Calendar on the Home Page

3. Inthe Activity list view - Use the Activity list view to manage one consolidated list of all your Tasks and Events across Accounts.
The Activity list view can be accessed from the Calendar on the Home Page.
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Tying it All What Activities can you create in salesforce?

Together Answer:

&

Learning Check How long do Tasks remain on your Home Page?
A. For 30days

B. Until the due date passes

C. Until you mark them as complete
—~ D. Until you delete them

Answer:

What is the difference between a Task and an Event?
Answer:

True or False? If you create a Task in an Opportunity, you will see a copy of that Task in the associated Account.
Answer:

A colleague creates and assigns a Task for you to follow up with a customer who has a few questions. How can you view the details of this Task?

Answer:
Summary By now, you should be able to:
/"’\ * View, create and update Tasks, Events and Call Reports
£ ( ] *  Create Confidential Activities
«-—r
F
S—
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Module 6: Reports and Dashboards =
Introduction Reports and Dashboards generated from data in Salesforce.com will be used as the basis of one to ones between Sales Staff and Management teams.

With Salesforce, all users have access to the key data they need through powerful reports & dashboards. This gives clear visibility of your activities
and business pipeline. From the basic search views, reports & dashboards, you have the tools to make the information work for you.
Objectives By the end of this module, you should be able to:

*  Run reports

* Change the selection criteria

* Describe the component parts of a Dashboard
T ¢ View a Dashboard

Reports By using the Reports in salesforce, you can get REAL TIME insight into your sales, customers, and overall business. As long as you use salesforce to
manage your Opportunities, and other customer-related information, you can easily consolidate and analyse this data with Reports.
Reports will be created for you and stored in folders, however you will be able to customize these reports and create your own.

Navigating the

Reports Navigating the Reports Tab

All your Reports are accessible from the Reports Tab and are sorted by folders. On this page you can do the following:

*  Click the grey arrow on the left side of the folder to hide or show a folder’s Reports.
* Reorder, collapse, and expand all folders by clicking on the links at the top-right of the folder list.
*  Run aReport by clicking a Report title.
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’ Reports
< Home
Enter keywords to find matching custom reports.
Find Report

Report Folders

Folder nfiled Public Reports v | Go!

All Reports Recent Reports

Create New Folder

+ My Personal Custom Reports
¢ Sales Executive Dashboard

+ Sales Rep Dashboard

+ Sales Reports

+ Account and Contact Reports
+ Lead Reports

+ Activity Reports

Opportunity Reports

Create New Custom Report

The Reports tab
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Running a Report
When you click a Report’s name, a Report page appears based on the criteria set for the Report. Keep in mind that you can run Reports only on data
to which you have access.

A Report has two parts:

1. Report options — This section is at the top of the page.

2. Generated Report — This section shows the actual report itself with the most current data in salesforce.com. What shows up in the Report
depends on the criteria and what you have permission to see in salesforce.com.

& Sample Report

< # of Accounts

Report Generation Status: Complete
Report Options:
Time Frame
Summarize information by
Created Date

Summarize information by Show

[] [ -Nene— [] | a1 accounts [=]

Date Field Range

Created Date [=] [custom =]

From To

Run Report ¥ | Hide Details| Customize | Save | Save As |Delete Printable View | Export Details |Add to Campaign

Account Owner Account Name Type LastActivity Last Modified Date Billing State/Province

D Created Date: May 2011 (3 records)

Sys Admin Test 2011/05/20 -
Neil Ratcliffe  Joe White 2011/05/24 -
Sys Admin ABC - 2011/05/24 -

[T] Created Date: June 2011 (5 records)
Sys Admin Ssd asds 2011/06/02 -
Sys Admin Alsn Lamb 2011/06/07 -
Sys Admin Wayne Clark 2011/06/08 -
Sys Admin Paul Smith 2011/06/08 -
Sys Admin Fred Hatting 2011/06/20 -

D Created Date: July 2011 (11 records)

Sys Admin Nick Johnston 2011/07/25 2011/07/25 -

Neil Ratcilffe = Bobby Doyle 2011/07/25 2011/07/25 Western Cape
Sys Admin Neil Franks 2011/07/25 2011/07/25

Sys Admin Georging Jones - 2011/07/25 2011/07/25

A report

You can change the date range of the report by clicking into the Time Frame section at the top of the report.

Changing the value in Columns allows you to choose a different date field for the selection.
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Changing the value in Duration changes the values held in the Start date and End date fields. (you can manually enter a date range into these two
fields or leave them blank for no date selection to be performed)

Time Frame
Columns Duration
Last Activity v | Custom v
Account General Start Date End Date
Last Activity 2010/05/30

Created Date
Last Modified Date
Exp Self-Service Last Login Date
Person Account: Birthdate
Person Account: Last Stay-in-Touch R t Date
latel Person Account: Last Stay-in-Touch Save Date
Account: Custom Info
Accreditation Finance Approved Date
430 Autodesk Lead Date
Autodesk Pre Approved Date
Business Plan Approved Date
Educational Product Use Date
Named Account Date

Named Account From
Partner Date Joined k‘
Partner Status Date

Person Account: Resign Date
Person Account: Start Date
Status Date

Updated Business Plan Received .
0 Y statement
2 WVT Accreditation Approved Date Statement | Security Statement | Terms o

Report Buttons
Use the buttons at the top of the generated Report to hide or expand information

=  Run Report — Generates a Report based on the latest data in salesforce
= Hide/Show Details — Expands or collapses Report details

=  Customise — Change the criteria of your report.
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Customising a You can customise any report by changing any number of options e.g. the criteria, the columns to display

Report Action

1 Run your chosen report

2 Click the BEEEili button
You will be taken to Step 2 of the Report Wizard.

3 Click the on the Jump Step drop down to select the step where you want to make your changes

Run Report ¥ Hide Details i Customize | Save As Printable View Export Details

First Name LastName Lead Owner Edited By Field/Event Old Value New Value EditDate ¢

Grand Totals (0 records)

’ Report Type: Accounts

=~ Sample Report: # of Accounts

i Save | | SaveAs || Close (& Report Properties | [» iR

! Fields [an]a[#[o  Fiters [Add ~
' —Q Cuick Find Show | All accounts. v
Drag and drop to 3dd fiekis to the || Date Field | Created Date v | Range All Time v | From @ To )
report

& 3 Formulas a || To add filters, click Add.

7 Add Formula M
= 3 Account General

« Account Owner

4 Account Owner Alias

Preview Matrix Format ¥ Show ¥ | 4 Add Chart | Remove All Columns
« Created By b

« Created Alias Drop a field here to 7 Grand Total
& Last Modified By create a column grouping.

 Last Modified Alias Created Date Drop a field here to Drop summarizable fields into the matrix. Account Owner  Account Name Type  LastActivity Last Modified Date  Billing State/Province
& Account Name May 2011 create 2 row grouping. o ocord Count I
& Aocoust Guzancy = Record Count 1 Sys Admin Test = = 2011/05/20 =
# Annual Revenue
Record Count 1 Neil Ratdliffe  Joe White = = 2011/05/24 =
# Annual Revenue (converte
& Type Record Count 1 Sys Admin ABC - - 2011/05/24
« Account Record Type June 2011 Record Count
w Industry Record Count 1 Sys Admin Ssd asds - - 2011/068/02 -
# Employees Record Count 1 Sys Admin Alan Lamb - - 2011/06/07
& Last Activiy Record Count 1 Sys Admi Wayne Clark 2011/06/08
P ecord Coun ys Admin ayne Clas - - =
. Parent Account ID I Record Count 1 Sys Admin Paul Smith - - 2011/06/08 -
& Description = Record Count 1 Sys Admin Fred Hatting - - 2011/06/30
@ Created Date July 2011 Record Count | ¢
i Last Modiied Dute Record Count 1 Sys Admin Nick Johnston - 2011/07/25  2011/07/25 B
& Account ID
i Record Count 1 Neil Ratcilffe ~ Bobby Doyle - 2011/07/25  2011/07/25 Western Cape

’

Make the required changes and click on
Report data

to see the new
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5 Click on Save if you created the report or Save As if the report was created for you, if you wish to keep the new parameters

Save Report

Report Name
Report Description
Report Unique Name

Namespace Prefix

Report Folder

Save Report As

6 Give your report a name and save it in your Personal Custom folder. Only you will be able to view this report.

Help for this Page @ x

Report Mamel |

Report Unique Namel

Report Description

Report Folder My Personal Custom Reports

| unfiied Pubic Reports

[=]

Save |  Save & Return to Report  Cancel
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A Dashboard is a visual representation of key business information. They show information from a maximum of 20 multiple reports Each report
creates one component on the Dashboards and uses Custom Reports as source

The dashboard home page, like reports is different to all other object home pages. Here you can select the dashboard you wish to view.

Just click on the View dashboard menu

View Dashboard || [+ [dit | [ clone || Refresh +

1 CEO Dashboards
Adoption Dashboard N

Closed Busine| CEO Dashboard e by Stage Biggest
2- Sales Dashboards - Opportun

Sales Executive Dashboard - Demo Col

Sales Rep Dashboard salesforce

4 3 - Marketing Dashboards — Acme, inc
Marketing Executive Dashboard Acme, inc

40| 4 - Service Dashboards A Acme, inc.

m-:m Senice Agent Dashboard 12% Widget Cc
Senvice Executive Dashboard poxll Whataret

sum or | G00Gle AdWords Dashboards é., ons -
Google AdWords Dashboard B PromestFrice Win/Loss
How is our business doing this year? Quote Win Perce
How s our atthe moment? Whatison,

ADWORDS LEAD GENERATION

Leads from Google AdWords

0

Record Count

Alter date range by filtering the start and
end dates on the Google Campaign Lead
Report

ADWORDS TOP PERFORMERS ADWORDS PIPELINE DISTRIBUTION

ities from Google AdWords

Top 10 Keywords - Lead Gen Opp

Keyword: Keyword Record Count

The report retumed no results.

Sum of Opportu
Amount in Z#
-

Opportunity: Stage

Alter date range by filtering the start and
end dates on the Google Campaign
Pipeline by Stage Report

Dashboards do not automatically refresh when you view them although some will be scheduled to refresh regularly e.g. once a day/once a week.
Always check the last runtime on the top right of the screen

Reiresh

To view up to date information click on
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The reports will run automatically and update the results on your dashboard.

Dashboard Components Each component can be different, depending on the data you wish to extract from the report. # Activities Completed
Last 120 Days
Chart: Graphical representation of report results o

4

Table: A listing of the top or bottom records from a report

Select the type of report to create.

‘é’ Tabular Report Record Count

Assigned
Adam Argent
Darren Sabey
Keri McCracken
Liam Kean
Manu Erwin
Matt UK North Sales Dev Manager
Michael Fenner
Michael Lambert
Shona Logie
Other

|

Tabular reports are the simplest and fastest way to list your Are users actively managing their activies? How wilf

data you learn about your customer interactions if they
? are not?
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'RunReport v | | Hide Details | iCustomize? ' save | | save As| | Delete | |Printable View | |Export Details | | Add to Campaign &

First Postal Postal Postal | bictal
Title N Last Name Designation Postal Address 5 = Zip/Postal Phone 1 Mobile Fax Email

ame City State/Province Code Country

_ Prinsloo Tea - - - - - 0123456789 0833004553 012345678 charly@saleschei
Mr  ELROY ADAMS hj,nb SPOLLOSTRAAT - 7580 - 0219037062 733196418 -
- _ Aneske Aneske Street Street  Street Street Street 33 33 - 8

o Tagie. . Jasim s M e, L Y S ’“ww’@&ﬁ

Gauge: A single data value — displayed as a point on a defined spectrum — drawn from the Grand Total of a report

Amount

0.00 345
3.45

Sum of Amount in ZAn(um.«;;/'

How is our business doing this year?

Close Month: 1 (1 record)

ZAR 0.00

Grand Totals (1 record)
ZAR 0.00

Metric: A single data value — drawn from the Grand Total of a report
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S s et ey | | otal U5 Sales: USD 150,000.00
: 50 150,000 00

Owner Bobe: - () tecwd

UED 150,000 00
Mag Weson MIV Networks - Deshdogy USO 150,000 00
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Tying It All You have a meeting Monday to discuss what’s in the opportunity pipeline.
Together

What would you do in salesforce?

w Answer:

Learning Check How can you change the date range on a report?

Answer:

S
List the 4 different components in a Dashboard
Answer:
Do recently run Reports appear in the Sidebar? If not how can | quickly access them?
Answer:
Summary By now, you should be able to:
¢ Run aReport
ﬁ r )
* Customise a report
I
* Create a new custom report
Sl

* Describe what a dashboard is
®* View a dashboard

90 User Guide



