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1 Open Customer Retention Management

The Customer Retention Management module can be accessed from the Prospects page. Use the down arrow in
the list box to display the modules available, then click the name of the module to open.
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2 Respond to Unread CRM Email

Notes Phone Emails Letters Appointments Vehicles Service Sales All

Email Type Date Rep Subject The Work Plans page will display when the
. Email Received 08/05/03 10:04 AM AW Honda Re: First oil change CRM module is Opened. The list of Unread
Message Details: CRM Email will display in the window. The
, _ customer’s name is linked to the Customer
— Respond to the customer’s email Detail window. Click the link to open the
To: dstall@avvhonda.dealerspace. com by C||Ck|ng the Respond button.

detail window, the Unread Email will display
in the Notes section of the window.

From: |santos@dbh. com . . . .
An email template will display with

the customer’s message .

Message:
Hello Denise,
Thank you! I will use the coupon that you sent.

3 Complete Work Plans

Customer contact is administered through processes created and assigned by CRM managers. B Work Plans
Each step in a process generates a Work Plan. The left frame of the Work Plans page displays Unread Email 0
links to the different types of Work Plans. Click a link to view the list of Work Plans. View Fhone Calls 34
the Work Plans due on other dates by using the calendar to change the date displayed. The ::jfoug:_f;“[a" 13
process for completing phone call, automated email, manual email, and letter Work Plans Failed Email 0
is very similar. Click the Work Plan links to display the lists of the plans to be completed. Letters 11

CRM Appts 20

« H Emails - Manual {12 records, 0 complete, 12 overdue)
Records: 1 to 12 of 12 .
Name Email Address CRM Process Email Template Rep Du Franty C.:IICk the Template
——— link to open the
George C Mcdanielmyernail@avv.com % Post Sale Follow Up 2 One Week Email 9 os/14/02 [ No

Two Work Plan’s
Lorenzo D Frisch contact@avv.com % Post Sale Follow Up 2 One Week Email :_ﬁ;ager 08/14/03 [ MNo scheduled action.
John ¥ Rodolph contact@avv.com ﬁ Post Sale Follow Up 2 One Week Email .I:‘Jj:ager ogf14/03[ Mo
Click the customer’s name link to Click the CRM Process link to Completed Work Plans will
open the Customer Details window. view the steps of the process. display a checkmark in this box.

Click the Name, CRM Process, or Template columns to display additional information in pop-up windows. The Name
link opens the customer’s detail window; the CRM Process link opens the CRM process displaying the steps in the
process with the current Work Plan bolded. The Template link opens the action to be completed for the selected
Work Plan.

The contact information, Rep, Due Date, Status checkbox, and Warranty columns display static information that
cannot be altered from the Work Plan screen. The Due Date will display in red, when the Work Plan action is past
due. The check box indicating the completion status of the Work Plan can only be updated by completing the action
required by the Work Plan. (email > clicking Send Email, phone > clicking Update, letter > clicking Print)

For assistance contact AVV Technical Support at (614)340-5100 or send an email to ismsupport@avv.com.
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Close
Manual Email

Manual Email Work Plans must be completed by clicking the Send Email button from within the Work Plan template.
The To, From, CC, Subject, message text, and Attachments can all be modified before sending the email. To modify
an address or text field, select the text to delete or change, then type the modification. Use the text editing tools
along the top of the text box to customize the appearance of the text.

Automated Email Send One Week Email Email Back  Close
Automated Email templates display the same To: myemail@avv.com Name: George Mcdaniels

as the manual templates, however, the cc: Address: 355464 Cherry Rd.
automated templates are sent automatically. From: [RT@avv.com Eve Phone: 614-978-4555

The process which sends automated email Subject:  3,ct Checking In! < Correct or change 11!

begins at 7 AM and continues until the process [ Attach Email Signature the Address and  @2vv.com

is complete. When the email has been sent a Subject fields. ide ACCORD EX/SE
check will display in the status check box on ” 4 m E\ o = | T B 7 U i= E;EI === | n-'me o

the Automated Email Work Plan page. N

In the case that an email fails for any reason, ||t Gecres Medaiels, \ Edit the message text, customize

the record will display on the Failed Email screen {00 ol e B the text editing tools along
where it can be corrected and resent. If a failed oW e To bongrahiiae Jou ofl e 1 the t_°P°f thewmdow

) g ald We understand what an important decis. P .
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Add/Edit Attachments

Letters

Letter Work Plans display a letter template that can be modified before printing. Click the Print Click the Print
button to print the letter and complete the Work Plan. After the letter template has been printed All button to
the system will prompt the selection of an envelope from the list box. Make any necessary print each Work
modifications to the envelope then click the Print button to print the envelope. Plan letter.

The Print All button at the top
left of the Letters screen will
print all of the Work Plan letters. e

If all letters are printed the Name Address CRM Process Template Rep Due Date Warranty

system will display prompts to conradL ziceis One Week g, nager ;
PZint an envelgpeyfgr eagh of Mshr  chemrq % Posisalefolosso ates W ?—IICk 7ht? Ll'etlgetr i

4 emplate link to view
the letters. A Letter Work Plan  4san | 209032 | g postsue oo S22 10°5% oa7osT 1 edit, and printan
will be marked completed on " =~ © One week |, individual letter.
the on the Letters page when slam J Post Sale Followup  Sales 2N39% gzp17/03  No

Carpent Cherry Rd, Two
the letter has been printed. ’

-« - Letters (15 records, 0 complete, 0 overdue) Print Al
Records: I to 15 of 15
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