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Getting Started



Introduction

Franchise Cloud Solutions Operations Management is part of the FranchiseOps applic-
ation package, which is designed especially for the franchise industry. It provides an effi-
cient platform for franchise businesses to manage

» distributing job opportunities to the optimal franchisee for each job
» planning, quoting and scheduling jobs

» efficient and accurate generation of quotes and invoices

» collection of payments

» management of customer feedback

Operations Management will help any franchisor

» increase administrative efficiency

» reduce errors and omissions

» comply with tax codes

» manage on-going relationships with your franchisees

Operations Management provides the tools you need to efficiently manage your busi-
ness. Together with other Franchise Cloud Solutions products, your business will have
all the IT capabilities it needs to grow and win in the marketplace.

ﬂ SMS messaging is an optional product.

Please refer to the SMS Management Administration Guide for configuration
details.

Where to start

This guide describes how to perform Administration tasks specific to Operations Man-
agement.

We recommend you consult Salesforce documentation for help configuring the Sales-
force Platform. You will find Salesforce documentation especially useful in

» Managing users
» Refer to Salesforce documentation on User Management

» Importing and exporting data

» Refer to Salesforce documentation on Data Loader

This guide is to be read in conjunction with
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https://help.salesforce.com/articleView?id=getstart_help.htm&type=5
https://help.salesforce.com/articleView?id=getstart_help.htm&type=5
https://help.salesforce.com/articleView?id=users_mgmt_overview.htm&type=5
https://help.salesforce.com/articleView?id=data_loader.htm&type=5

» Head Office User Guides
» QOperations Management for Management Teams

» QOperations Management for Finance Professionals

»  Administration Guides

» QOperations Management Administration Guide

» Franchisee User Guides

» Business Management for Franchisees

» Site-specific notes
» System Implementation Notes
In particular, the System Implementation Notes will inform you as to the
”» licensed options
» configuration settings and options for your site
» any site-specific customizations that may affect behavior

» design of the Job Offer SMS conversation configured for your business
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http://www.franchisecloudsolutions.com/help/ops-management/
http://www.franchisecloudsolutions.com/help/ops-finance/
http://www.franchisecloudsolutions.com/help/ops-admin
http://www.franchisecloudsolutions.com/help/ops-franchisee/

Understanding data visibility

FranchiseOps has hierarchical data ownership and visibility. Visibility is enforced through
Salesforce sharing rules. When you are logged into an account with permissions set to a
certain role in the hierarchy, you can see data available to that role and all roles below it,
but you cannot see data belonging to sibling or parent roles.

A typical implementation may contain levels such as
» System

» Country Master Franchise

» State Master Franchise

» Regional Master Franchise

» Franchisees

\/ If you have access to the State Master Franchise, then you can see data for
Regional Master Franchises and Franchisees within your territories.

For more information about
» Data visibility in Salesforce,
» Refer to Salesforce Documentation, Control Who Sees What

» Sharing rules,

» Refer to Salesforce Documentation, Sharing Rules

» Implementation of sharing rules on your site,

» Refer to Site Implementation Notes
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How to create a master franchise profile
account

To create a Master Franchise Profile Account

1. Go to Accounts.
2. Choose New.
The New Account dialog appears.
3. Choose Master Franchise Profile then Next.
The New Account: Master Franchise Profile dialog appears.

4. Enterthe Account Name, Default Tax Rate and any other relevant information you
have to hand. Press Save.

You have now created a new Master Franchise Profile account.

After creating a Master Franchise Profile Account, the next most common
steps are to

» Associate the account with a Configuration Set (See “Setting up the master
franchise profile account configuration set” on page 8).

» Associate the account with a Master Territory (See “How to create a master
territory” on page 26).
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Setting up the master franchise profile
account configuration set

There are a wide range of behaviors within Operations Management that can be con-
figured for each Master Franchise Profile Account. Multiple Master Franchise Profile
Accounts can share Configuration Sets, thus displaying uniform behavior. They can also
be configured with separate Configuration Sets to implement varying behavior.

Configuration Sets control behaviors across the following areas

»

»

»

»

»

»

»

Sequence numbering

Survey frequency

Escalation settings

Contract expiry notification

SMS configuration for automated job allocation messages
Job allocation settings

Xero integration

To locate the Configuration Set for a Master Franchise Profile Account

1.

From the Accounts tab, select the Master Franchise Profile Accounts list view.

‘._‘(‘) All v Q. Search Accounts and more... E'z} ') $ ‘_. @
133 Operations Manag... Home Chatter  Accounts Contacts v Contracts v Management Logs v *CN-00001 ~» X Morew s
. Op g g 3
Accounts
N I
2] All Accounts ¥ ew | Import
50+ iter Q. Search this list... B Ev O £ €Y
v TYPE v ACCOUNTO.. v
RECENT LIST VIEWS
1 IUser v
Accounts owned by
2 rfran v
v All Accounts
3 8574 Franchl v
4 Master Franchise Profile Accounts 8574 FranchO -
5 Recently Viewed FinMan v
6 ALL OTHER LISTS Franchl M
7 fmanv v
Business Accounts
8 22-7000 Customer - Direct IUser v
Franchise Profile Accounts
9 8574 tpham v
10 Individual Accounts 8574 Franch1 -
11 My Accounts Franchl v
12 New Last Week FranchO v
13 41-6200 Customer - Channel IUser v

New This Week
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2. Select the Master Franchise Profile Account.

Al v @, Search Accounts and more...

B2 e @®

*CN-00001 v X  Morev £

Operations Manag... Home  Chatter ~ Accounts »  Contacts v  Contracts \  ManagementLogs

B Accounts
= Master Franchise Profile Accounts v

Q_ Search this list...

5 items - Sorted by Account Name - Filtered by all accounts - Account Record Type - Updated a minute ago

ACCOUNT ... 1t BILLING STREET v MASTERFRA.. v BIL. v BIL. v BILLING.. v BILLING.. v P.. v E. Vv T.

1 Australia Master 1 Pitt Street

NS... 2000 Sydney Australia FinM... v
2 JK Master Australia Master AU IUser v
3 NSW Master Australia Master NS... 2208 Kingsrove Australia FinM... v
4 SA Master Australia Master u v
5 VIC Master: 26 Collins Street Australia Master VIC 3000 Melbourne AUSTRALIA fmanv v

3. Scroll to the Other Information section to find the Configuration Set.

Al v Q. Search Accounts and more...

GO R YN

Invoices v

Operations Manag.“ Home  Chatter  Accounts v  Contacts »»  Contracts v  Managementlogs Payments v  *Morev ¢

VIC Master & + Follow  Edit

v Other Information
Survey Frequency (Days) @ Referrer @

Insurance End Date Source @

Initial Contact Date €

Configuration Set @

v System Information

Created By Last Modified By
#5 Loryn Jenkins, 15/08/2018 4:43 PM # Loryn Jenkins, 14/11/2018 1:41 PM
Parent Account Account Record Type
Master Franchise Profile
Account Currency

AUD - Australian Dollar

To view the Configuration Set

1. When the Configuration Set is not empty, click the link to view it.

g

Q_  Search Accounts and more...

@2 ea@®

23 Operations Manag...  Home

Chatter ~ Accounts /  Contacts v  Contracts »»  Managementlogs / Invoices v Payments v *Morev ¢
VIC Master & + Follow  Edit
v Other Information
Survey Frequency (Days) @ Referrer €
Insurance End Date Source @

Initial Contact Date €@

v System Information

Created By
# Loryn Jenkins, 15/08/2018 4:43 PM

Parent Account

Account Currency
AUD - Australian Dollar

Configuration Se
CN-00001

Last Modified By

# Loryn Jenkins, 16/11/2018 10:53 AM
Account Record Type

Master Franchise Profile

)
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To select an existing Configuration Set

1. To select an existing Configuration Set, press the Edit button, then choose from
the existing Configuration Sets.

‘._(9 Al v Q. Search Accounts and more... EE] 9 $ ‘.' @

::5 Operations Manag... Home  Chatter  Accounts ,  Contacts »»  Contracts »»  Managementlogs v  Invoices »» Payments v *Morev 4
VIC Master & + Follow  Edit
Survey Frequency (Days) @ Referrer @
Search Contacts... Q
Insurance End Date Source @
& ~None-- v
Initial Contact Date € Configuration Set @
& [ Search Conﬁguratlons
) CN-00001
v System Information CN-00001
Created By CN-00000
R Default
Loryn Jenkins, 15/08/2018 4:43 PM
+  New Configuration
Parent Account
Search Accounts... Q Master Franchise Profile

You may need to search for a Configuration Set if it does not immediately
appear on the list.

To create a new Configuration Set

1. When there is no current Configuration Set, Edit the field in order to either select
an existing one or create a new one.

"_@ Al v Q. Search Accounts and more... [ZE] ') $ !. @

::E 0perations Manag,,_ Home  Chatter  Accounts -, Contacts »»  Contracts v  Managementlogs v Invoices v Payments v *Morev ¢

| VIC Master =& + Follow Edit

v Other Information

Survey Frequency (Days) @ Referrer @
Search Contacts... Q
Insurance End Date Source @
@ --None-- v
Initial Contact Date € Configuration Set €
& [ Search Configurations...

. CN-00001
v System Information CN-00001
Created By CN-00000
. Default
Loryn Jenkins, 15/08/2018 4:43 PM
4+  New Configuration

Cancel
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2. The new New Configuration: Master Franchise dialog box appears. Enter mandatory
information and as much other information as you are able, then press Save.

New Configuration: Master Franchise

Name ©
CN-00002

Sequence Settings

Prefix @ Next Contract Number @
Padding © Version Padding @

Version Separator @)

Survey Settings

Survey Ending (1st Criteria) @ Survey Greeting @

Survey Ending (2nd Criteria) @

Escalation Settings

1.Esc Not Closed & Complaint (D,BW) @ 1.Esc Open&Complaint (Not D,BW) @
2.Esc Not Closed & Complaint (D,B\W) @ 2.Esc Open&Complaint (Not D,BW) @
Not Closed & Type Enquiry @ Not Closed & Type Praise,Suggestion €

Cancel Save & New

3. The new Configuration Set is displayed in the Configuration Set field. Press Save.

‘,(‘) Al v Q. Search Accounts and more... E'E] 9 $ ; @
::E Operations Manag... Home  Chatter ~ Accounts »  Contacts »»  Contracts v  Managementlogs v Invoices \» Payments v *“Morev 4
VIC Master & + Follow  Edit

v Other Information

Survey Frequency (Days) @ Referrer @
Search Contacts... Q
Insurance End Date Source ©
@ --None-- v
Initial Contact Date € Configuration Set € )
= [g CN-00002 X ]

- M

To configure the Configuration Set
» See “How to configure contract sequence numbering” on page 13

» See “How to configure escalation of customer feedback” on page 15

CHAPTER 3 | Setting up the master franchise profile account configuration set 1 1



» See “How to configure contract expiry notifications” on page 16
» See “How to configure job allocation” on page 17

» See “How to configure customer matching criteria” on page 18
» How to configure insurance policy reminders

» See “How to configure financial syncing” on page 129
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How to configure contract sequence num-
bering

FranchiseOps supports the configuration of flexible and unique version numbering of con-
tracts. The versioning even includes unique numbers for revisions. The flexibility of this
configuration means that you can incorporate an existing version numbering system and
version sequence to allow for a smooth transition from your existing manual processes to
FranchiseOps-generated contract version numbers.

To configure contract sequence humbering

1. From the Master Franchise Profile Account’s Configuration Set, locate the Sequence
Settings section.

‘}9 Q_  Search Salesforce ’) ¢ -!. @

"E Operations Manag___ Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v *CN-00001 v X More v ra

Configuration
CN-00001 Edit  Delete = Clone v

—

DETAILS RELATED

Configuration Number Name
CN-00001 Default

v Sequence Settings

Prefix
Contract

NE & F
a

Next Contract Number rsion Padding

95
Padding
3

2. Edit the sequence settings as needed. The fields are explained below.

Field Notes

\/ To create a unique version number of the form

» Contract-00100.V01

Adjust the values as described below.

» prefixis a static field. Enter Contract

» Next Contract Number describes the next number in the contract sequence. Enter
100

» Padding describes the number of digits in the contract number. Enter 5

» Version Separator describes which characters are inserted between the contract
number and the version. Enter . vV

» Version Padding describes the number of digits in the version number. Enter 2

CHAPTER 3 | How to configure contract sequence numbering 1 3



You can use this system to customize your contract sequence numbering.
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How to configure escalation of customer
feedback

After a certain number of hours, open Customer Feedback records can trigger noti-
fication emails to the manager of the responsible person. You can configure the number
of hours before an escalation email is sent.

To configure the escalation period

1. From the Master Franchise Profile Account’s Configuration Set, scroll down to the
Escalation Settings section.

=X
‘?(‘) Q_  Search Salesforce ? @ a /\Ql
"E Operations Manag... Home  Chatter Accounts v Contacts v  Contracts v  Managementlogs v Invoices v  *CN-00001 v X More v K
E CN-00001 Edit  Delete = Clone v

v Escalation Settings

1.Esc Not Closed & Complaint (D,B\W) 1.Esc Open&Complaint (Not D,BW)

8 8

2.Esc Not Closed & Complaint (D,BW) 2.Esc Open&Complaint (Not D,BW)
16 16

Not Closed & Type Enquiry Not Closed & Type Praise,Suggestion
16 16

2. Set the number of days until each notification event.

"]

The fields named with a 1 and 2 represent the first and second notifications
the described condition. Each other condition has only a single notification.

3. Press Save.

CHAPTER 3 | How to configure escalation of customer feedback 1 5



How to configure contract expiry noti-
fications

The system is configured to send contract expiry notification emails to appropriate
parties a certain number of days before the expiry of a franchise contract.

To configure contract expiry notifications

1. From the Master Franchise Profile Account’s Configuration Set, scroll down to the
Contract Notification section and set the Expiry Notification field to the number

of days prior to contract expiry, then press Save.

P

fﬁ; Q. Search Salesforce *[+ 20 A Q
"E Operations Manag_” Home  Chatter  Accounts v  Contacts v  Contracts Management Logs v  Invoices v  *CN-00001 v X More v K
E CN-00001 Edit  Delete  Clone v

v Escalation Settings

1.Esc Not Closed & Complaint (D,BW) 1.Esc Open&Complaint (Not D,BW)

8 8

2.Esc Not Closed & Complaint (D,B,W)

16

Not Closed & Type Enquiry
16

v Contract Notification

Expiry Notification

2.Esc Open&Complaint (Not D,BW)

16

Not Closed & Type Praise,Suggestion
16

. 2

L J
Cancel
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How to configure job allocation

To understand how to configure the Job Allocation section of the Configuration Set, Work-
ing with Job Allocation.

CHAPTER 3 | How to configure job allocation 1 7
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How to configure customer matching criteria

Using the Match Customer function, franchisees can match Job contact details against
details stored within their existing Contacts.

Al v Q. Search Jobs and more... @3 9 .!. @

Business Manage... Home  Chatter ~Accounts » Jobs » JobOffers v  JobSchedule Invoices v Payments \ Contacts v Morew a
D Job
<4 JN-00113 ‘ + Follow Edit Plan Job ‘ Schedule Job Invoice Job ‘ Credit Job ‘ Match Customer ‘
Job Name Amount Street Suburb
AUD 0.00 9 Leoni Ave Heathmont

1 . 1
Customer Matching
Details Related Job Allocz Chatter
Potentially Matching Customers B
Job Name © FIRST v LAST v COMPANY v PHONE Vv EMAIL v 5‘
Adele Buvela... adelebv93@gmail.com
Job Number
JN-00113 Dew... Add
Customer @ /] Customer Details New
- Account Type *First Name *Last Name Mobile Filters: All time - All activities - All types Y ‘
Request Type .
Person v Geraldine Doogue Refresh Expand All
Due Date € Email

More Steps

gdoogue73@gmail.com
Job Accepted Notification Sent i i
s. To get things moving, add a task or set up a

O
*Street
9 Leoni Ave ties
v Job Contact Information *Suburb *Postcode Country State lity. Past meetings and tasks marked as done show
. Heathmont 3135 Australia VIC
Salutation @ Load More Past Activities | ¥
First Name @
Geraldine Cancel
Last Name ©
Doogue 8:185)
Company @ Country ©
Australia
Email © State @
gdoogue73@gmail.com VIC
Mobile € Map Job &
View Google Map
Other Phone @ Do Not Contact with Other Offers
O

Job Description
Painting

More Information €

Configuration

What constitutes a match is controlled by the Customer Match Criteria on the Master
Franchise Profile Account’s Configuration record.

‘}g All v Q. Search Salesforce ') $ _!. @

Operations Manag... Home  Chatter  Accounts s  Contacts s  Contracts »»  Managementlogs »/  Invoices v  *CN-00000 v~ X Morew v

Configuration

CN-00000 Edit Delete Clone w

Details Related

Configuration Number CN-00000 Owner

Customer Matching Criteria @ Emnail = [FCS_OPS__Email__c]
|| MobilePhone = [FCS_OPS__Mobile__c]
1| (FirstName = [FCS_OPS__First_Name__c] &&
LastName = [FCS_OPS__Last_Name__c])

The notation consists of

1 8 Operations Management Administration Guide



» Contact field(LHS) = Job field (RHS)
» Logical operators & (and) | | (or)

» Grouping operators (parentheses)

For more information
» To find field names for Salesforce built-in objects (e.g. Contact record),

» See Salesforce Fields Reference

» To find field names for Operations Management custom objects,

» See “How to identify a Field APl Name” on page 239

CHAPTER 3 | How to configure customer matching criteria
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How to configure job satisfaction surveys

Job surveys are sent to selected customers. Job surveys are limited to a maximum sur-
vey frequency of 20% of jobs.

The means of limiting the maximum survey frequency is to only select jobs whose job
numbers end in one of two configurable digits. For example, the digits 3 and 5 may be
selected as the survey digits. Therefore jobs JN-00243 and JN-00245 will be selected as
possible candidates for surveying, whereas jobs JN-00241 and JN-00247 will not be
selected.

For a customer to receive a job survey

» the job must be closed

» the customer must have a personal account

” the customer account must have an email address

» the customer must not have opted out of receiving emails or surveys

» the job number must match configurable “survey digits”

To configure which job numbers are selected for surveying

1. From the Master Franchise Profile Account’s Configuration Set, scroll down to the
Survey Settings section.

‘?Q Q_  Search Salesforce ') $ -.- @

"E Operations Manag___ Home  Chatter  Accounts Contacts v  Contracts Management Logs v Invoices v *CN-00001 v X More v &

E] cn-00001 Edit  Delete  Clone v

v Sequence Settings
Prefix Version Separator
Contract v

Next Contract Number Version Padding
95 2

Padding
3

v Survey Settings
Survey Ending (1st Criteria) Survey Greeting
3 Hello

Survey Ending (2nd Criteria)
5

2. Setthe Survey Ending (lst Criteria) and Survey Ending (2nd Criteria)
fields each to a single digit (0-9).

These settings will cause jobs whose numbers end in either of these digits to be con-
sidered for receipt of a job survey.
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How to configure financial syncing

The Sync configuration for the Master Franchise controls the frequency and scope of
records that are synced for the Master Franchise and all franchisees.

To configure automatic syncing

1. From the Master Franchise Profile Account’s Configuration Set, locate the Financial
Integration section.

‘?(‘) Al v Q,  Search Salesforce ') $ .!. @
::E Operations Manag___ Home  Chatter ~ Accounts v  Contacts \  Contracts v  Managementlogs » *CN-00001 v X Morew v
E CN-00001 Edit  Delete = Clone

v Financial Integration

Sync Frequency @ Credit Notes From FS Automatically €
15 minutes v
Accounts From FS Automatically @ Credit Notes To FS Automatically €@

V) V]

Accounts To FS Automatically @ Credit Notes To FS Manually @

v v

Invoices From FS Automatically @ Credit Allocation From FS Automatically @
4 4

Invoices To FS Automatically €@ Credit Allocation From FS Manually @
V) s

Invoices To FS Manually @ Credit Allocation To FS Automatically €
v v

Payments From FS Automatically €
V)

Payments From FS Manually @

v

Payments To FS Automatically @

)

Retention Period Of Success Sync @
60

Retention Period Of Failure Sync @
120

2. Ensure that each of the financial records you know need to be synced actually are
being synced.

3. Determine whether one-way or two-way syncing is required and set the fields in keep-
ing with the desired policy.

4. Ensure the Sync Frequency is set at an appropriate level of granularity. This will con-
trol the frequency with which syncs from Xero to Salesforce occur.

ﬂ Consult the on-screen field notes for a definition of each setting shown in the
above image.

Q_' Check your site implementation notes to understand how your system has
' been configured.
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How to create a product

Products are used to classify a territory and set the default sale price.

ﬂ During implementation your Franchise Cloud Solutions consultant will con-
figure your price book according to your needs. Your administrator will need to
maintain the price book to set default prices and apply different prices per
region as required. Refer to Salesforce documentation, Manage Price Books.

To add a new product:
1. Open a Territory record.
2. Inthe Product field, choose New Product.

3. Inthe New Product: Territory dialog box, complete the details.

New Product: Territory

Product Information

*Product Name Active

Platinum
Product Code Product Family
1007 Territory v
*Product Currency Product Classification
AUD - Australian Dollar v --None-- v
Product Classification Level
Level 3 v

Product Description

Platinum-level product includes income guarantee.

Cancel Save & New

The new product is now available for use within territories.

"l

When you add a new product, one or more Price Books may need to be
updated.
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How to create a master territory

Master territories function as a parent to which franchises are attached as children.

To create a new master territory

1. From the Territories list, press New.

The New Territory dialog box appears.

Select the Master Franchise record type, and press Next.

Complete the details and press Save.

Information

* Territory Name

Master Territory - South NZ
* Status

Owned
Sub Status

-None--

* Product
@ Gold Territory

Type
Metro

Active

Sale Information

Buy Back Conditions @

Conditions of Resale @

System Information

Master Territory

Master Territory - NZ

26

New Territory: Master Franchise

Franchise

Search Accounts...

Territory Owner

Search Contacts...
Country @
New Zealand

State @

--None--

Territory Number

TERR-30001

Resale Price @

Price Considerations @

Potential Resale Inclusions €

Owner
REC Administrator

Record Type
Master Franchise

Cancel Save & New

Save
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Field Notes
» Enter the Territory Name as the primary user identifier for this record.

» Set Status to Ownedor Unowned as appropriate.

» The Product field is required but irrelevant to a Master Territory. Set it to an arbitrary

product.
» Setthe Country (and State, if appropriate).

» Enter a Territory Number as a territory reference.

» |f this territory is the child of another territory, select the parent territory in the Master

Territory field.

CHAPTER 5 | How to create a master territory
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How to create a franchise territory

A franchise territory is managed within Operations Management. A franchise territory is
the child of a master territory and has its locations defined by a combination of suburb

names and postcodes.

A It is important to create Territories and Territory Locations covering all job
addresses. If a job address does not match any given Territory Location
owned by an active Territory belonging to the Master Franchise Profile
Account then job allocation will not create job potentials and therefore will not

allocate jobs to franchisees.

To create a franchise territory ready for sale

1. From the Territories list, press New.
The New Territory dialog box appears.
2. Select the Franchise record type, and press Next.

Operations Management Administration Guide
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Information
* Territory Name
Territory - Albany (NZ)
* Status
Unowned
Sub Status
--None--

*Product

@ Bronze Territory

Type
Metro

Active

Sale Information

Buy Back Conditions @

Conditions of Resale @

System Information

Master Territory

Master Territory - NZ

Field Notes

»

»

»

»

»

Complete the details and press Save.

New Territory: Franchise

Franchise

Search Accounts... Q

Territory Owner

Search Contacts... Q
Country @
New Zealand v

State @

-None-- v

Territory Number
TERR-20001

Resale Price @
Price Considerations €@

Potential Resale Inclusions €@

Owner
REC Administrator

Record Type
Franchise

Cancel Save & New

Enter the Territory Name as the primary user identifier for this record.

Set Status to Unowned as when first configuring the territory for sale.

Generally leave Substatus as —-None--when first configuring the territory for sale.
Select the appropriate Product based on the territory’s classification.

Select the appropriate Type for this territory. Type is used to assist sales rep-
resentatives in searching for and identifying appropriate territories for customers.
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» Leave the Franchise and Territory Owner fields empty when configuring the ter-
ritory for sale.

» Setthe Country (and State, if appropriate).

» Enter a Territory Number as a territory reference.

» Use the fields within Sale Information as described in the on-screen field help.
» Select the Master Territory to which this territory belongs.

» Check the Active field. Active indicates that the territory record is complete and ready
for use. (Inactive indicates the territory is still being set up or has been superseded.)

To set the franchise location

1. From the Territory, select the Related tab.
2. From Territory Locations, press New.
The New Territory Location dialog box appears.

3. Complete the details as appropriate.

New Territory Location

Information

* Territory Location Name *Territory

Albany (NZ) Territory - Albany (NZ) X

*Suburb Location

Albany Latitude
Longitude

* Postcode
[ 0632

*Country @

New Zealand v

State @

--None-- ~

Cancel Save & New

Field Notes
» Enter a Territory Location Name that will identify this territory.

» Enter a Suburb name that describes this location.
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» Enter a Postcode that describes this location.
» Select the Country (and State, if appropriate).

» Optionally enter Latitude or Longitude identifiers.

CHAPTER 5 | How to create a franchise territory
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How to register the owner and operator of a
territory

To add a franchise owner and a franchise profile account as the operator of a Ter-
ritory

1. Ensure the Franchise Profile Account has been correctly created. Refer to manual
Operations Management User Guide topic “How to create a franchise profile
account.”

2. From the Salesforce Territories tab, open the appropriate Territory.

‘?(9 Q_  Search Territories and more... 1 * 'J ? $ a f@

ESE Operations Manag... Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices Territories v More w K
Territories . k ' New Import
All Franchise Territories v
50+ items - Sorted by Territory Name - Filtered by Record Type - Updated a few seconds ago LAMIEMESIEAE AR
TERRITORY NAME 1 v STATUS ‘ FRANCHISE Vv TERRITORY OW.. v TERRITORY OW.. v ACTIVE v MASTER TERRIT... v
1 Orange Owned FCS Orange JK v Master Territory - ...
2 Territory (D) - Bondi ed FCS Bondi i v Master Territory - ...
3 Territory (D) - Bondi Beach Owned FCS Bondi Beach Simon Walker 0431661077 v Master Territory - ...
4 Territory (D) - Bondi Junction Unowned Lock & Roll Bondi... Shane Ross 0424163136 v Master Territory - ...
5 Territory (D) - Bronte Unowned v Master Territory - ...
6 Territory (D) - Coogee Unowned V) Master Territory - ...

3. Set the key fields on the Territory, including the Franchise, Territory Owner and
Status, then Save the record.

Y
‘?‘l‘ Q_ Search Territories and more... *|+ ? $ a @
::E Operations Manag___ Home  Chatter Accounts v  Contacts v  Contracts Management Logs v  Invoices v  Territories v  More w Kd
a Territory
Territory (D) - Bondi Beach Edit ~ Delete  Clone v
Status Franchise Owner Active Master Territory
Owned FCS Bondi Beach {5 OPS Head Office Manager £ v Master Territory - NSW
DETAILS RELATED
Territory Name Franchise
Territory (D) - Bondi Beach FCS Bondi Beach
Status Territory Owner
Owned Simon Walker
Sub Status Territory Owners Mobile
0431661077
Product Country @
Bronze Territory Australia
Product Classification State @
Bronze NSwW
Type Territory Number
Metro TER-451
Active Timezone
V) Australia/Sydney GMT+1000
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How to split or merge franchise territories

Sometimes the business within a territory grows, making the territory unwieldy or too
expensive. One solution is to split the territory by moving one or more territory location

records to another territory.

y/ Here is an example territory based on Auckland’s North Shore.

Here is how the territory is defined in Operations Management

Q. Search Territories and more... (*[%) 2 Aa @

$3%  Franchise Recruitm...

Home Chatter leads v Accounts v Contacts  Opportunities v Contracts v  Campaigns v Teritories v More v &

Territory
Territory - Upper North Shore Edit  Delete  Clone v

Status Franchise Owner Active

Master Territory
Unowned {23 REC Administrator £

Master Territory - NZ

DETAILS RELATED

Territory Locations (5)
TERRITORY LOCATION NAME SUBURB POSTCODE STATE
0629-Glenfield Glenfield 0629
Oﬁ_gz—wirau VaHgZ Wirau Valley 0627
0620-Forrest Hill Forrest Hill 0620
0620-Sunnynook Sunnynook 0620

0620-Milford Milford

View All

Now let’s say we want to split this territory into two new territories. Here’s how
we do it.

To split a territory
1. Create the new territory or territories. See “How to create a franchise territory” on
page 28.

“To move a Territory Location record” on the next page.
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Move each Territory Location record from the current territory to its new territory.
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3. Add a New Territory Relationship. See “To add a split Territory Relationship record”

on the facing page.

To move a Territory Location record

1. From Territory Locations, select Edit.

Franchise Recruitm...

Q. Search Salesforce

@2 e @®

Home  Chatter Leads v  Accounts v Contacts v  Opportunities v  Contracts v  Campaigns v  Territories v *More v &
Territory
) Territory - Upper North Shore Edit  Delete  Clone v
Status Franchise Owner Active Master Territory
Unowned G REC Administrator £ Master Territory - NZ
DETAILS RELATED
Territory Locations (5) 1 New
TERRITORY LOCATION NAME SUBURB POSTCODE STATE
QGZQTG\E!’\ﬁeId Glenfield 0629 v
0627-Wirau Valley Wirau Valley 0627 ’ﬁ‘d"
0620-Forrest Hill Forrest Hill 0620 Delete
0620-Sunnynook Sunnynook 0620 v
0620-Milford Milford 0620 v
View All
Edit 0629-Glenfield
*Territory Location Name * Territory
0629-Glenfield .
Territory - Upper North Shore X
*Suburb Product Classification
Bronze
Glenfield
* Postcode Location
0629 Latitude
Longitude
*Country @
New Zealand v
State @
--None-- v

System Information

Created By
REC Administrator, 26/03/2018 4:36 PM

34

Last Modified By
REC Administrator, 26/03/2018 4:49 PM

Cancel Save & New

Save
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2. From the Edit dialog box, replace the Territory value, then press Save.

Edit 0629-Glenfield

* Territory Location Name *Territory

0629-Glenfield .

e Territory - Glenfield (NZ) X

*Suburb Product Classification

Glenfield Bronze
* Postcode Location

0629 Latitude

Longitude

*Country @

New Zealand v

State @

--None-- v

System Information

Created By Last Modified By
REC Administrator, 26/03/2018 4:36 PM REC Administrator, 26/03/2018 4:49 PM

Cancel Save & New

ﬂ When you go to the new territory, you may not immediately see the moved
Territory Location records. If this happens, select the Territory Location’s
View All link. You will see all the Territory Locations attached to the ter-
ritory, and they will now all display on the Territory’s Related tab.

To add a split Territory Relationship record

1. From the current Territory, on the Related tab, go to the Replaced By section and
press New.

2. Setthe Typeto Split.

3. Set Date to when the split becomes effective.

CHAPTER 5 | How to split or merge franchise territories
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4. Under New Territory, select the territory to which the Territory Location record was
moved.

New Territory Relationship

Information

Territory Relationship Number *New Territory

Territory - Glenfield (NZ) X
*Type * Original Territory
Split v Territory - Upper North Shore X

* Date

27/03/2018

Cancel Save & New

5. Now press Save.

"l

The territory relationship record now appears on the current territory’s
Replaced By section. The same territory relationship record appears in the
new territory’s Historical Territories section.

To merge territories

1. Note the territory that is the merge target. Create it if necessary.
2. Go to the territory containing the Territory Location record.

3. Move the Territory Location record. See “To move a Territory Location record” on
page 34.

4. Record the merge using the Replaced By relationship section.

"l

The detailed merge procedure is performed similarly to the detailed split
procedure.

5. Now uncheck the old territory’s Active field.

36 Operations Management Administration Guide



CHAPTER G

Working with Users

Overview of User TYPES ... 38
Howtocreateauser ... 40
How to configure a user as franchise owner ................................... 43
How to configure a user as a franchise employee ............................ 48

How to prevent an employee from appearing as a job calendar
FESOUNC 51



Overview of User Types

Head Office  Franchise = Franchise  Partner
Operations Owner Employee Portal

4 4
4 4
4 4

Capabilities Recruitment

Chatter

Learning Management System

Access shared Libraries - file shar-
ing

A\

Create Tasks, Events and Emails
from the Activity Panel

A\

CUSCURCUREY
CUBCUREUREY

4

Apply an Activity List to a Record

Create personal Dashboards

KN K
KN K

Create personal Reports

Create Management Logs

Complete an Audit

Add Expenses to a Franchise Pro-
file Account

Bulk Invoice Franchise Agreement
Fees & Expenses

View customer Leads & Jobs

NANNRRANNNNANNNKNRRAHAE
K

Create a new Franchise Profile B
Account

Receive Job Offers - accept or
decline offers

View all Job & Customer details -
desktop and mobile

View assigned Job & Customer
details - desktop and mobile

Plan a Job - create line items with
hours and value

Submit a formal Quote to a cus-
tomer

Schedule customer’s work into the
team calendar

View Event & Customer details -
desktop and mobile

NNRRKRAXK

38 Operations Management Administration Guide



Raise an Invoice and send to the B
customer

View Franchise Sales Leads

Convert Leads to Opportunities

Reserve a Territory / Marketing
Zone / Site

Set a price on a Territory / Mar-
keting Zone / Site

View and Manage Sales Pipeline

Run Reports & View Dashboards
for Sales Data

NNNKNRRXRRK

Draft an initial Franchise Agree-
ment
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How to create a user

You will need to create a user account for head office users, franchise owners and their
employees who use Operations Management.

"1

Refer to Salesforce documentation on User Management to learn how to cre-

ate a new user in Salesforce.

To add a user

1. Create a new user following Salesforce instructions.

2. Apply settings to the User object according to the appropriate column in the table

below.

User

Salesforce Platform

License

Role

Appropriate for the

Master Franchise

Select from one of the fol-
lowing

»

»

»
Profile

»
»

»

Permission
Set License
Assignment

40

OPS FieldManager

OPS Compliance Man-
ager

OPS Operations Man-
ager

OPS Finance Man-
ager

OPS Head Office Man-
ager

OPS Administrator

Orders Platform

Salesforce Plat—
form

Appropriate for the
Master Franchise

OPS Franchise
Owner

N/A

Salesforce Plat—
form

Appropriate for the
Master Franchise

OPS Franchise
Employee

N/A
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For all users

For all users For all users
» Base » Base
Managed » FranchiseOps » FranchiseOps
Packages . .
Then select optional com- Then select optional
ponents components
» SMS » SMS
One of the following
» OPS FieldManager
Access
» OPS Compliance Man-
ager Access
» OPS Operations Man-
ager Access
» OPS Finance Manager
Access » FIN Integ-
» OPS Head Office Man- LlattonUser
ager Access _Acces s .
. if the useris to
Permission OPS Administrator h‘.';we a(.x:ess to
. Access Financial Integ-
Set Assign-— .
_ ration features
ment then optionally select N ,
from OPS Franchise
Owner Access
» OPS Contract Man- N
agement OPS Nextdoc
User

if the user needs to
manage contracts

» FIN Integration
User Access
if the user is to have
access to Financial
Integration features

» OPS Nextdoc User
if the user is licensed to
generate documents

CHAPTER 6 | How to create a user

»

»

Base

FranchiseOps

Then select optional
components

»

»

»

SMS

OPS Franchise
Employee
Access

OPS Nextdoc
User

if the user is to
generate Quotes
or Invoices
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If the Managed Package
FranchiseOps has been
selected, then you may
optionally assign
» OPS Audit User

if the user needs to per-

form audits
o If the Managed Package
PermlSSllOl'l FranchiseOps has been
Set ASS1gn=  gajacted and the Per-—
ment

mission Set Assign-
ment is
OPS Administrator
Access, then you may
optionally assign
» OPS Audit Admin

if the user needs to cre-

ate new audit sched-
ules
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How to configure a user as franchise owner

When someone logs into Salesforce, the login is evaluated against a user profile. For the
user profile to access the franchise owner’s data, the Contact, Franchise Profile Account
and Territory records need to be appropriately configured.

The illustration shows the relationships needed to configure a user as a franchise owner.

ccou
ner
Franchise Profile Account J

ﬂ The following procedure configures the user as a franchise owner and causes
them to appear as a resource on the Job Calendar. To exclude them from the
Job Calendar, See “How to prevent an employee from appearing as a job cal-
endar resource” on page 51.

To configure a user as a franchise owner

1. Create a user profile configured for a franchise owner.
a. To create the user, follow Salesforce instructions.

b. To configure the user profile for a franchise owner, See “How to create a user’ on
page 40.

-/ In the below example, Simon Walker is the name of the new franchise
owner user.
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2. On the Franchise Profile Account, select the franchise owner’s User as the Account

Owner.
. All v Q. Search Accounts and more... ') ¢ !. @
EEE Operations Manag,_, Home  Chatter ~ Accounts s/  Contacts Contracts Management Logs Invoices ~  Territories Morew &
Account
FCS Ril"lgWOOd & + Follow Edit Transfer Account

Billing Address

1/54 Wantirna Road
Ringwood

3134

VIC

Australia

Status
Active

Details Related

Account Name
FCS Ringwood

Master Franchise €
VIC MASTER

Active

Status Reason

Account Owner
#3 Simon Walker
Email ©

hello@ringwood.fcs.com.au

Phone

Connection Status

Connect to XEIO©

Has not been set up : Disconnected

Activity Chatter

Log a Call New Event New Task

3. From the Account Related tab, scroll down to the Contact section and press New
Contact. Select the Franchise Contact type, then complete the New
Contact: Franchise Contact form.

All v @, Search Accounts and more... ? $ ‘!‘ @
EEE Operations Manag_,_ Home  Chatter  Accounts s  Contacts »  Contracts Management Logs Invoices Payments Morew ¢
m FCS Ringwood & + Follow Edit Transfer Account

@ Assets (0)
Assets Register (0)
Franchisee Reports (0)

Related Contacts (0)

E Contracts (Franchise Profile) (0)
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New Contact

INU past aLuvily. FastIineeunigs diiu @k Maikeu as uuiie
show up here.

New v
New
New = Activity Lists Add List

NAME NUMBER OF TASKS COMPLETED TASKS

Add Relationship
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4. From the Related Contacts section, select Edit and then View Relationship.

. Al v Q. Search Accounts and more... ') ¢ .!. @

EES Operations Manag_,, Home  Chatter ~ Accounts »  Contacts

Contracts v Management Logs ~  Invoices »»  Payments Morew ¢

FCS Ringwood &

<+ Follow Edit Transfer Account

Franchisee Reports (0)

Related Contacts (1) New Contact  Add Relationship

E Simon Walker ’ v
Roles: Franchisee Owner
Mobile: View Relationship

Email: hello@ringwood fcs.com.au

View All

B Contracts (Franchise Profile) (0)

The Account Contact Relationship page displays.

5. SetRolesto Franchise Owner.

. All v Q. Search Salesforce

.o .
B Operat|on5 Manag,,, Home  Chatter ~ Accounts v  Contacts

2252 ®

v Contracts v Management Logs v Invoices v Payments v/ Morew ¢

Account Contact Relationship
imon Walker

]

Edit Relationship

Account
FCS Ringwood

Related Details

v Account Contact Relationship Information

Account
FCS Ringwood

Roles

Franchisee Owner

Contact

Simon Walker

v System Information

Created By Last Modified By

#3 FCS Integration, 04/02/2019 14:04

ration, 04/02/2019 13:52
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6. From the Contact, set the franchise owner User record as the Contact Owner.

Operations Manag... Home  Chatter

Q_  Search Salesforce

Accounts v Contacts v  Contracts v

FN@e?aa@®

Invoices Payments Expenses v More v &

Contact
Simon Walker &

Title Account Name Phone(2) v

FCS Bondi Beach

DETAILS RELATED

Name
Simon Walker

Account Name
FCS Bondi Beach
Title

Reports To

Birthdate

Status
Active

Email
simon.walker@gmail.com

Contact Owner

3 Sim:

one

Home Phone

Mobile

0431661077

Fax

Email

simon.walker@gmail.com

7. Setthe ContactStatusto Active.

Edit Delete Clone View Contact Hierarchy

ACTIVITY CHATTER SMS
LogaCall NewEvent New Task Email
Create new... Add
Activity Timeline Yy ¢ Expand All
Next Steps

Wants to reschedule nex... 25/05 v

8. Also set the Contact’s User field to the franchise owner’s User record.

Operations Manag... Home  Chatter

Q, Search Salesforce

Accounts v Contacts v  Contracts v

k@ ? A

Invoices v Payments v Expenses v More v &

Contact
Simon Walker &

Title Account Name Phone(2) v
FCs Bon Beach

DETAILS RELATED

Name
Simon Walker

Account Name
FCS Bondi Beach

Title
Reports To
Birthdate

Status
Active

v Address Information
Mailing Address

11 Beach Road

Bondi NSW 2026

Australia

v Marketing Information

Preferred Communication Channel

v Franchise Employee Information

Hourly Cost
$55.00

Drivers Licence Number

Licence Number

User
g Simon Walker
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Email
simon.walker@gmail.com

Contact Owner
Q Simon Walker

Phone
Home Phone

Mobile
0431661077

Fax

Email
simon.walker@gmail.com

Other Address

Unsubscribe

SMS Unsubscribe @

Accepts Reference Calls

FAC
FAC Since

FAC Nomination

Edit Delete Clone View Contact Hierarchy

ACTIVITY CHATTER SMS
LogaCall NewEvent New Task Email
Create new... m
Activity Timeline Yy ¢ Expand All
Next Steps

Wants to reschedule nex... 25/05 v

OPS Compliance Manager has an upcoming Task
about FCS Bondi Beach

Past Activity

Call Simon 24/05 v

OPS Head Office Manager logged a call about
FCS Bondi Beach

> B3 1nvoice - INV-000... @ 744ami18/os v
OPS Finance Manager sent an email to
Simon Walker

> ] JobOfferJON-.. s16pmio3/11/2007 v

| Integration User sent an email to Simon Walker

> ] JobOffer JON-.. s13pmios/injz017 v

I Integration User sent an email to Simon Walker

> [ JobOffer JON-.. 7:24PMI03/11/2017 v

| Integration User sent an email to Simon Walker

> E Job Offer JON-...  7:22PM|03/11/2017 v

| Integration User sent an email to Simon Walker

> A JobOffer JON-.. 7:06PM103/11/2017 v
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9. Setthe Contact's Calendar Alias to an appropriate value.

v Managementlogs v Invoices \v Payments \ Expenses \/ Jobs v/  Job Offers

Contact
Simon Walker =

Mailing Address

v Marketing Information

Preferred Communication Channel

v Franchise Employee Information

Hourly Cost
Drivers Licence Number
Licence Number

User
“® Simon Walker

Calendar Alias
SW

3¢ Operations Manag...

Q. Search Territories and more...

Other Address

Unsubscribe

SMS Unsubscribe €@

Accepts Reference Calls

FAC

FAC Since

FAC Nomination

Calendar Colour

10. On the Territory, select the franchise owner’s User as the Territory Owner.

B2 a@®

Contracts v Management Logs v Invoices v  Territories Morew ¢

Territory
Ringwood

Status Franchise
Owned FCS Ringwood
Details Related

Territory Name
Ringwood
Status @
Owned

3 FCS Integration £

New Note Delete Change Record Type v

Master Territory
VIC MASTER

Franchise €
FCS Ringwood

Territory Owner @
Simon Walker

The franchise owner user now has access to all data in the Franchise Profile Account.
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How to configure a user as a franchise
employee

The illustration shows the relationships needed to configure a user as a franchise
employee.

User ‘j Contact (Franchisee)

User

o
_§°

Contact

L Contact
(Franchise Employee/
Franchise si) —  Franchise Profile Account

ﬂ The following procedure configures the user as a franchise employee and
causes them to appear as a resource on the Job Calendar. To exclude them
from the Job Calendar, See “How to prevent an employee from appearing as a
job calendar resource” on page 51.

When you add a franchise employee user

1. Create a user profile configured for a franchise employee.
a. To create the user, follow Salesforce instructions.

b. To configure the user profile for a franchise employee, See “How to create a user”
on page 40.

/ In the below example, Simon Walker is the name of our franchise owner
user and James Walker the name of his new employee.

2. Ifthere is no matching Contact record, from the Franchise Profile Account’s Related
tab, scroll down to the Related Contacts section and press New Contact. Choose the
Franchise Contact type, then complete the New Contact: Franchise Contact form

and press Save.
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3. From the Related Contacts, select Edit and then View Relationship.

. Al v Q. Search Accounts and more... ') $ .!. @

EEE Operations Manag_,, Home Chatter ~ Accounts ~  Contacts Contracts Management Logs v Invoices v Payments v Morew &'

FCS Ringwood &

<+ Follow Edit Transfer Account

Franchisee Reports (0)

Related Contacts (1) New Contact | Add Relationship

E Simon Walker ’ v
Roles: Franchisee Owner
Mobile: View Relationship

Email: hello@ringwood fcs.com.au

View All

E Contracts (Franchise Profile) (0)

4. Setthe Role to one of the following:
a. Franchise Employee
b. Franchise 2IC

C. Franchise Admin

On the Contact, set the franchise owner user as the Contact Owner.

-
‘?(‘) Q. Search Salesforce @3 20r A \’@
Eis Operations Maﬂag,,, Home  Chatter ~Accounts v Contacts v Contracts v  Managementlogs v Invoices v Payments v  Expenses v More v ¢
Contact
E James Walker & + Follow Edit Delete Clone View Contact Hierarchy
Title Account Name Phone(2) v Email Contact Owner
FCS Bondi Beach 0411123456 & Simon Walker
DETAILS RELATED ACTIVITY CHATTER SMS
Name

Contact Owner
0 Simon Walker

LogaCall NewEvent New Task Email
Account Name Phone
FCS Bondi Beach

James Walker

0411123456
Title Home Phone Create new... m
Reports To Mobile
Activity Timeline Y ¢ Expand All
Birthdate Fax
Next Steps
Status Email

No next steps. To get things moving, add a task or set up a
meeting.

6. Setthe Contact Statusto Active.
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7. Connect the Contact’s User field with the franchise employee’s user record.

Q. Search Salesforce

0242 @®

Operations Manag,.. Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs ~ Invoices v Payments v Expenses v More v ¢
Contact
James Walker & + Follow Edit Delete Clone View Contact Hierarchy
Title Account Name Phone(2) v Email Contact Owner
FCS Bondi Beach 0411123456 & Simon Walker
DETAILS RELATED ACTIVITY CHATTER SMS
Name Contact Owner
James Walker Q Simon Walker
m— LogaCall NewEvent  New Task Email
Account Name Phone
FCS Bondi Beach 0411123456
Title Home Phone Create new... Add
Reports To Mobile
Activity Timeline Yy ¢ Expand All
Birthdate Fax
Next Steps
Status Email

No next steps. To get things moving, add a task or set up a

meeting.
v Address Information Past Activity
Mailing Address Other Address . .
11 Beach Road No past activity. Past meetings and tasks marked as done show
h up here.
Bondi NSW 2026
Australia

v Marketing Information

Preferred Communication Channel Unsubscribe

SMS Unsubscribe @

v Franchise Employee Information

Hourly Cost Accepts Reference Calls
$30.00 o

Drivers Licence Number FAC

Licence Number FAC Since

User

FAC Nomination
0 James Walker

8. And set the Contact’'s Calendar Alias to an appropriate value.

Operations Manag... Home  Chatter  Accounts v  Contacts »v  Contracts v  Managementlogs v Invoices \»  Payments \v  Expenses v Jobs v  Job Offers

Contact
Mr. James Walker =

Mailing Address Other Address

v Marketing Information

Preferred Communication Channel Unsubscribe

SMS Unsubscribe €

v Franchise Employee Information

Hourly Cost Accepts Reference Calls

Drivers Licence Number

FAC
Licence Number FAC Since
User FAC Nomination
“ James Walker
Calendar Alias Calendar Colour
JW
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How to prevent an employee from appear-
ing as a job calendar resource

By default all employees appear as resources on Job Calendar. If you have employees
who should not appear as resources on the Job Calendar, it is possible to prevent them
from appearing as resources on Job Calendar.

To prevent an employee from appearing as a resource on Job Calendar

1. On the Job Calendar, right-click on the resource, then select View Contact.

2. Onthe Contact, set the Status field to Tnactive.

Contact
Andrew Stevens =

Contact Owner
“ John Smith £

Title Account Name Phone (2) v Email

FCS - Claymore 0421788574 kerryn.miler@franchisecloudsolutions.com

Details Related

Name

Contact Owner

Andrew Stevens “® John Smith
Account Name Phone

FCS - Claymore 0421788574
Title Home Phone
Reports To Mobile

John Smith 0421788574

Birthdate

Fax

Status
Inactive

Email
kerryn.miler@franchisecloudsolutions.com

3. The contact will no longer appear as a resource on the Job Calendar.

CHAPTER 6 | How to prevent an employee from appearing as a job calendar 51

resource



52



CHAPTER 7

Working with Job Alloc-
ation

Configuration potential within the job allocation system ................... 95
Duplicate job checkingrules ... 55
Jobeligibilityrules ... 56
Distance calculation options ... 56
Exclusiveness of territory ... 56
Parallel vs. sequential joboffers ... 57
Queuingjoboffers ... . .. 57
Throttling job offers ... . 57
Rankingrules ... . 58
Regional and isolated territories ... 58

Job allocation proCess ... 59
Introduction ... 59
How itworks ... 59
Step-bY-SteD 60
Job allocationoverview ... .. 61
Geolocation ... 63
Territory matching ... . 63



DUPlICAte MaAatCNING ... 65

Owned area assesSMEeNt ... 67
Job Potential Generation ... 68
Job Potential Eligibility & Ranking ... . 74
JOb Offer SeqUENCING ... 78
Job potential ranKing ... 81
DSt DULING JOD Of IS . 82
Why some franchisees are excluded by max travel distance criteria? .............................. 83
Why some franchisees are offered jobs further than their max travel distance .................. 84
JOb Statuses ... 85

54

Operations Management Administration Guide



Configuration potential within the job alloc-
ation system

A When licensed, Job Allocation is configured especially for your business by
our highly trained consultants.

Do not make changes without adequate training. The description that follows
is provided to assist you to:

» understand particular job allocation outcomes

” appraise you of alternative ways in which the Job Allocation Engine could

work for you

” enable you to communicate with Franchise Cloud Solutions consultants

regarding your needs

This description is not provided in lieu of adequate training in the configuration
of Job Allocation options and rule sets.

Job Allocation provides an automated rules-based method for distributing jobs that ori-
ginate with the franchisor website or call center to franchisees. How a job is distributed is
highly dependent on the interaction of:

» job type
”» job location
» recent daily and weekly volume of job opportunities for each franchisee

» target volume of daily and weekly job opportunities for each franchisee
» availability of the franchisee

Check your site implementation notes to understand how your system has
been configured.

The following description outlines how the Job Allocation System can be configured for
your business.

Duplicate job checking rules
Duplicate jobs can arise through
» inadvertent multiple submissions of the website form

» job requests being received by the website and by the call center

» multiple members of a household or business reporting a job request
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In each of these cases, the first job request enters the Job Allocation system. Sub-
sequent jobs are automatically matched via a configured rule set. The system flags all
duplicates that match the rule set. Manual review of these duplicates is highly recom-
mended.

v/ A typical example of a rule set is
» |If Last Name and Suburb match, OR
» If Email matches, OR
» |f Mobile matches

» Within the last 72 hours

Job Allocation can be configured by
» customizing the duplicate rule set

» adjusting the look-back time period in which the rule set is applied

Job eligibility rules

Franchisees are evaluated according to job eligibility criteria. Job eligibility criteria
provide a yes or no choice as to whether a franchisee can be offered the job.

\{ A typical example of job eligibility rule set
» Franchisee is active
” Franchise is available

» Franchisee will accept jobs outside own territory

Job eligibility criteria can be specialized to work differently inside and outside their own
territory. The number and order of rules being processed can be changed.

Distance calculation options

Distance can be calculated between the franchisee address and the job address by

» Straight line (as the crow flies), or

» By road

The distance of all potential franchisees to the job is calculated using the configured
method.

Exclusiveness of territory

There can be a trade-off between providing a franchisee exclusivity in a territory and
providing customers timely service. Job Allocation can support a range of levels of
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exclusiveness vs. service.

For jobs that originate from the territory owned by the franchisee
» At its most exclusive

» always be allocated the territory owner

» be made never to timeout

» provide owned area job offers to a franchise on a 24/7 basis
» Atits least exclusive

» offer all reasonable franchisees the job offer simultaneously with the job being alloc-
ated to the first to respond

» Mid-way between these two are policies that
» offer a job to the territory owner first (if eligible)
» allow the territory owner to accept, reject or ignore the offer

» when rejected or expired, offer to next most suitable franchisee

These policies are also affected by job queuing and job throttling controls.

Parallel vs. sequential job offers

Following a first attempt to offer a job to a territory owner, subsequent offers can be dis-
tributed sequentially or in parallel.

» Sequential job offers are distributed one at a time to the next highest ranked franchise
first, and offered to each subsequent franchise if rejected or the job offer times out.

» Parallel job offers are distributed simultaneously, with the first franchise to respond
being awarded the job.

Queuing job offers

Job offers can be limited to one-at-a-time, i.e. the franchisee must respond to the current
job offer prior to being sent another.

When the one-at-a-time policy is in force, subsequent job offers can either
» be immediately sent to the next-best franchisee

» be queued until the current job offer has been accepted, rejected or a timeout reached

Throttling job offers

Job offers can also be throttled through the provision of daily and weekly job offer targets.
These targets are set on individual franchises. Ranking rules can preference those fran-
chises who are furthest from achieving their targeted volume of job offers.
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Ranking rules

Ranking rules are used only in sequential mode. Ranking rules determine the order in
which job offers are made to franchisees. Ranking is calculated at the point of distributing
the job offer to the next highest franchise.

y/ A typical example of a ranking rule set
” Daily target is not yet reached (order by true first), then
» Weekly offer variance (order by greatest first), then
» Daily offer variance (order by greatest first), then

» Distance (order by least distance first)

Ranking rules can be specialized to operate differently for in-territory and out-of-territory
jobs.
Regional and isolated territories

Itis possible to override the normal job offer distribution rules on a territory-by-territory
basis for territories that are regional or have no alternative franchisees nearby. These
overrides are controlled on a franchisee’s Franchise Profile Account.
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Job allocation process

Introduction

Job Allocation System is a rules-based system to efficiently allocate in-bound job
requests across a franchise network. The system successfully automates the vast major-
ity of inbound job requests, speeding the allocation of jobs to franchises while reducing
the effort required to do so. Exceptional cases require manual management and inter-
vention.

This chapter describes:
” How the Job Allocation System works

» How the Job Allocation System can be configured (or, reconfigured)

To learn how to provide on-going management of and intervention in exceptional cases,
See Managing Job Allocation.

How it works

The function of the Job Allocation System is to translate the Job Address to a Territory
Location.

m~ Mlv  Q Searchsalesforce @2 xa@®

32 Business Manage... Home Chatter Accounts v Jobs ~ JobOffers » JobSchedule Invoices v, Payments \, CustomerFeedback \/ Contacts v, Material Pricelists ~ Files » Reports \/ Dashboards » Morev ’

5] IN-00401 4 folow | MatchCustomer  Planjob  Quoteob  Scheduledob | Invoicelob  Supplierinvoice | Crecitiob Edit

v Job Contact Information

d tasks marked

zzz

lorynj@gmail.com

Mobile.
0404888444

> Financial Information
> Quote Information
> Invoice Information

> Job Source & Marketing Information

> Financial Analysis

~ Territory & Location Information

Terrtory Terrtory Franchisce
Territory - Claymore FCS - Claymore

Tertitor
Owned -34.04626289999999 , 150.8061899

The Job Allocation System then uses a defined set of rules to identify a list of Job Poten-
tials—sorted according to defined criteria—to determine the order in which the job will be
offered to franchisees.
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../../../../../../Content/~Contents/TOC-wwJobAllocation.htm

Job Potentials (6+)

JOB POTENTIAL: JOB POTENTIAL NU... ACCOUNT NAME EXCLUSION REASON OFFERED
JPN-00797 FCS - Narellan Vale Potential is on Territory Only

JPN-00799 FCS Maroubra Potential Franchisee is not active

JPN-00794 FCS - Bexley v
JPN-00793 FCS - Kingsgrove

JPN-00796 FCS - Sans Souci

44 44 d

JPN-00798 FCS - Campsie

Job offers are then made to franchisees. Using the configured rule set in conjunction with
the responses of franchisees, allocation to a franchisee is then made.

el

Manual monitoring is required to deal with the exceptional cases that fail to
enter job allocation or fail to allocate to a particular franchisee. For information
about manual oversight of job allocation, See Managing Job Allocation.

Step-by-step

The Job Allocation System operates on a Job and one or more Job Offers. Each step in
the process is identified by whether it affects the Job or the Job Offer(s).

Owned Area

New Job Created Territory Allocation Duplicate Rules
Assessment

Job Offered Ranking Criteria Eligibility Rules

Offer Timed out or

Offer Accepted Declined

N\
\JV

Job Updated

60 Operations Management Administration Guide


../../../../../../Content/~Contents/TOC-wwJobAllocation.htm

Job Job Offer(s)

I I Update Job address

Geolocation
Not matched § ‘ X
Territory Matching
Is duplicate ‘
Duplicate Matching
[ Job Potential Generation
OR i)
—>  Job Potential Ranking
Job Offer Sequencing Job Offer Created
Job Offer Queued
No/ ,
Offer timeout Job Offer Pending
Franchisee
L Restart Job Allocation REEHE

Status: Yes
Assigned
Owner: Job Potentials exhausted /
AT e @D Offer Timeout & Job Timeout

Status:
‘> Unassigned // On Hold

Unassigned

Key steps in this process are described below with respect to
” the configuration settings that control how the Job Allocation System functions
» the output produced by the Job Allocation System

Each Master Franchise Profile Account can have its own configuration set-
tings. This is controlled by the Master Franchise Profile Account’s Con-
figuration Set record.

y A
‘?ﬁ\ Q_ Search Accounts and more... (%]~ 2 A \\Q)
32 Operations Manag... Home Chatter ~Accounts \ Contacts v Contracts v  Managementlogs v Invoices v Payments v *More v K
ﬂ FCSNSW & + Follow  Edit

v Other Information

Survey Frequency (Days) Referrer
0
Insurance End Date Source
Initial Contact Date Configuration Set
CN-00001
=

Read each of the topics below to understand how the Job Allocation System functions.

Job allocation overview

The job allocation process is sketched out below. The Job Allocation System operates
across a Job and one or more Job Offers. Each step in the process is identified by
whether it affects the Job or the Job Offer.
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New Job Created Territory Allocation Duplicate Rules Owned Area
Assessment
1
Job Offered Ranking Criteria Eligibility Rules

Offer Timed out or
Declined

Offer Accepted

N\
\J

Job Updated

Job Job Offer(s)
I Update Job address
Geolocation
Not matched § ' X
Territory Matching
Is duplicate !
Duplicate Matching
[ Job Potential Generation
OR 3
—> Job Potential Ranking
Job Offer Sequencing Job Offer Created
Job Offer Queued
No/
Offer timeout Job Offer Pending
Franchisee
L— Restart Job Allocation REEIED
Status: Yes
Assigned
Owner: Job Potentials exhausted /
(A en @ Offer Timeout & Job Timeout
Status:
‘> Unassigned // On Hold

Status:
Unassigned

Key steps in this process are described below with respect to
” the configuration settings that control how the Job Allocation System functions

» the output produced by the Job Allocation System
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0_' Each Master Franchise Profile Account can have its own configuration set-
tings. This is controlled by the Master Franchise Profile Account’s Con-
figuration Set record.

Py Q  Search Accounts and more... 2 A [@
::; Operations Manag... Home Chatter Accounts v Contacts v Contracts v  Managementlogs v Invoices v Payments v *More v v
B FCSNSW & + Follow Edit
“““““ T —
v Other Information
Survey Frequency (Days) Referrer
0
Initial Contact Date E;Eg;;é:n Set I
Geolocation

Geolocation takes the address information provided by the customer and converts it to a
spatial coordinate using the Google Maps API.

Configuration

» Geo-location is performed by service calls to Google Maps. Your Google Maps API key
is configured during implementation.

» Geo-coding precision is controlled by the Geo-coding Minimum Level setting, which
can include one or more of the following options:

» Rooftop
» Range_Interpolated
» Geometric_Center

» Approximate

Outputs

» Geo-location is recorded in the Job’s Location and Geo-code Accuracy fields. The
Location value describes the latitude and longitude of the location. The Geo-code
Accuracy value describes the precision with which this location is identified.

» If Google returns a Geo-Code Accuracy value not listed in the set statuses within the
Geo-coding Minimum Level setting, JAS will not attempt to allocate it.

Territory matching

Territory allocation involves

» determining which territory the geo-located job belongs to, or else

» assigning the job to the Master Franchise Profile Account’s Job Allocation Queue.
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Identifying the territory the job is assigned to is the first step of the Job Allocation System.
If the Job Allocation System cannot match the job to a territory, it passes the job through
to the Job Allocation Queue for manual processing.

A It is important to create Territories and Territory Locations covering all job
addresses. If a job address does not match any given Territory Location
owned by an active Territory belonging to the Master Franchise Profile
Account then job allocation will not create job potentials and therefore will not
allocate jobs to franchisees.

Configuration

” |f the job cannot be matched to a territory, it is associated with the job queue identified
by the Job Allocation Queue Name setting.

‘?(9 Al v Q. Search Salesforce 9 $ .!. @
::§ Operations Manag___ Home  Chatter ~ Accounts v  Contacts v  Contracts »»  Managementlogs ~ *CN-00001 ~ X Morew K4
E CN-00001 Edit  Delete  Clone

v Job Allocation Settings

Job Type Eligibility €@ Timeout Per Offer
Off 15

Eligibility Criteria Logic € Timeout Per Job
1AND2 120

Customer Matching Criteria €

Email = [FCS_OPS__Email__c]

|| Phone = [FCS_OPS__Mobile__c]

|1 (FirstName = [FCS_OPS__First_Name__c] && LastName =
[FCS_OPS__Last_Name__c])

Il (MailingStreet = [FCS_OPS__Street__c] & MailingCity =
[FCS_OPS__Suburb__c] && MailingPostalCode = [FCS_OPS__Postcode__c]
&& MailingState = [FCS_OPS__State_Custom__c] && MailingCountry =
[FCS_OPS__Country_Custom___c])

S——
Geo-coding Minimum Level Job Allocation Queue Name €
IRooftop IDefauIt Job Queue
Job Offer Processing € No Timeout In Owned Area €
Sequential B
Distance Calculation € One Offer At A Time ©
Straight Line v
Distance Units € Offer Owned Area 24/7 ©
Kilometres

Outputs

» When the suburb and postcode of the address matches a Territory Location, the Ter-
ritory owning the Territory Location is recorded in the Job Territory field.

‘?‘9 Q_  Search Salesforce ? ¢ a @
::E Operations Manag... Home  Chatter Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v Jobs v *More w v
! JN-00196 + Follow Edit Delete Clone Plan Job Quote Job Schedule Job Invoice Job Credit Job

[

v Territory & Location Information

Territory Territory Franchisee

Territory (D) - Bondi Beach FCS Bondi Beach

Territory Status Location

Owned -33.8869722, 151.2740841
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» When the suburb and postcode of the address is not found to match to any Territory
Location (or, if the owning Territory is not Active or not owned by the Master
Franchise Profile Account), the Job is assigned to the Master Franchise Profile’s Job
Allocation Queue, which is configured on the Master Franchise Profile’s Con-

figuration Set. If it has been created, the Job Allocation Queue is found as a list view
on the SalesforceJobs tab.

'y

D Q_ Search Jobs and more... ‘ ? m a @

::5 Operations Manag___ Home  Chatter  Accounts v  Contacts v  Contracts v  Management Logs v lnvoices* Jobs v *More w K4
Jobs
D - ’ N
24 Recently Viewed v ‘ ew

Sitems  LIST VIEWS G- E®E- C L
All Jobs ' ANCHISE v STATUS v TERRITORY v
1 Al Jobs with Line Items, S Bondi Closed -
2 Master Job Queue S Bondi Beach Assigned Territory (D) - Bondi B... v
3 + Recently Viewed 5 Bondi Beach Closed v
4 IN-UV203 Unassigned v
5 JN-00193 Smith - Tiling Steve Smith Tile Rescue Lilydale Invoice Territory - Lilydale v

Q » Ajob that is assigned to the Job Allocation Queue may be geo-loc-
ated but not be matched to a territory.

=N

P Q_ Search Jobs and more... 2808 @w
232 Operations Manag... Home  Chatter ~Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v Jobs v *More v K

| JN-00013 + Follow Edit  Delete  Clone  PlanJob  QuoteJob  ScheduleJob  InvoiceJob  CreditJob

v Territory & Location Information
I Territory I Territory Franchisee

Territory Status. Location

-33.892557 , 151.24948

Duplicate matching

Duplicate matching involves the comparison of fields to identify potential duplicates. Jobs
matching the duplicate check criteria are assigned a Substatus of On Hold.

Configuration

» Duplicate Job Criteria specifies the duplicate match rules.
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» Duplicate Job Timeframe specifies the number of hours in which jobs are examined
for potential duplicates.

*

‘_(9 Al v Q. Search Salesforce 9 ¢ .’. @
.:E Operations Manag__. Home  Chatter  Accounts s  Contacts Contracts v Management Logs ~»  *CN-00001 ~» X *Morewv v
E CN-00001 Edit =~ Delete  Clone v

v Job Allocation Settings

Job Offer Processing @
Sequential

No Timeout In Owned Area €
One Offer At A Time @
v

Distance Calculation €
Straight Line

Distance Units € Offer Owned Area 24/7 @

Kilometres

Org Wide Email Address Name @

Offer Inside Contact Hours Only @
Job Offer

v
Job Offer Email Template €
Default_Job_Offer_Template

Queue In Territory Offers @
4

Accepted Or Declined Job Offer Template €@
Accepted_Or_Declined_Job_Offer_Template
Expired Or Timeout Job Offer Template €

Expired_Or_Timeout_Job_Offer_Template

Force Allocation Email Template €

Duplicate Job Timeframe €
72

Duplicate Job Criteria
FCS_OPS__Last_Name__c && FCS_OPS__Suburb__c || FCS_OPS__Email__c || FCS_OPS__Mobile__c

In this example, Duplicate Job Criteria specifies that a job is a duplicate when job
records created within 72 hours can be matched by

» Tast Name AND Suburb, OR
» Fmail, OR
» Mobile

"l

To cause job requests to be examined for possible duplicates, Duplicate
Job Timeframe must have a value greater than zero.

Outputs

When a job is matched as a duplicate, the Job’s Substatus is assigned to On Hold.
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On Hold.

Y

To rapidly identify duplicate jobs, it can be useful to create a list view for Jobs

No items to display.

Owned area assessment

&9 Q. Search Jobs and more... (%[ 2604 (Q
32 Operations Manag... Home Chatter Accounts v Contacts v Contracts v  Managementlogs v Invoices \ Jobs v *More w Vi
Jobs
O N
Jobs On Hold v ew
Oitems - Sorted by Job Number - Filtered by Sub Status - Updated a minute ago w- B C £ €
JOB NUMBER 1 v )
Filters >

Show me
Al jobs

Matching all of these filters

Sub Status. X
equals On Hold
Add Filter Remove All

Add Filter Logic

Owned area assessment determines whether the territory is Owned or Unowned. Owned

and Unownedterritories are subject to different processing in subsequent statuses.

Inputs

» A territory’s ownership status is given by the Territory Status field.

«

‘@ Q,  Search Salesforce [* ‘] ') ¢ ‘- @
::E Operations Manag__, Home  Chatter Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v Payments v *More v Ka
Territory
W Territory - Bellevue Hill Edit  Delete  Clone v
Status Franchise Owner Active Master Territory
Unowned Q OPS Head Office Manager Fy v Master Territory - NSW
DETAILS RELATED

Territory Name
Territory - Bellevue Hill

Status
Unowned

Sub Status

Product
Bronze Territory
Product Classification

Bronze

Type
Metro

Active
&
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Territory Owner

Territory Owners Mobile

Country ©
Australia

State @
NSW

Territory Number
TER-466

Timezone
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Outputs

» The ownership status of a territory at the time of processing is recorded in the Job Ter-

ritory Status field.

"(n Q_ Search Jobs and more... ? ¢ a @
"5 Operations Manag,” Home  Chatter ~ Accounts v  Contacts v  Contracts \v  Managementlogs v Invoices v Jobs v  *More v K4
! JN-00197 + Follow Edit Delete Clone Plan Job Quote Job Schedule Job Invoice Job Credit Job
v Territory & Location Information m

Territory Territory Franchisee
Territory - Bellevue Hill

Territory Status Location
Unowned -33.8837028, 151.2630494

Job Potential Generation

The Job Allocation System generates a list of potential franchises to whom the job could
be offered. This list is created by drawing a box around each Franchise Profile Account’s
Travel Distance Origin. The box side-length is given by Max Travel Distance.

When the job location exists within the franchise’s box, the franchise is added to the list
of Job Potentials.

el

Being added to the list of Job Potentials does not mean the Job Allocation Sys-
tem will make a job offer. It does mean that the franchise is further assessed to
determine whether or not it will be granted a job offer.

So, Job Potentials represents the full listing of all franchises whose served areas encom-
pass the job location when assessed by examining Max Travel Distance using latitude
and longitude.

A Job Potential record is generated for each franchise under consideration.

Outputs
» Job Potentials are recorded on the Job. You find it on the Job Related tab.

Job Potentials (4)

JOB POTENTIAL: JOBP... ACCOUNT NAME EXCLUSION REASON OFFERED

JPN-00389 FCS Randwick 0 .

JPN-00390 FCS Bondi 0 .

JPN-00391 FCS Maroubra 0 .

JPN'00392 FCS Bondi Beach v .
View All
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Determining distance

The latitude and longitude distance assessment used to generate the list of Job Poten-
tials is the first-pass in determining distance. Further assessments of distance is also
included.

Distance is also assessed using either of the following two methods:
» Straight Line, or
» By road

Both methods are determined through calls to Google Maps, but they can return different
results.

The straight line method calculates a straight-line distance between the franchise’s
Travel Distance Originand the job’s Location.

el

Some jobs fall within the box calculation but fall outside the straight line cal-
culation.

The by road method returns the distance between the franchise’s Travel Distance Ori-
ginand the job’s Location when calculated by the most direct route by road.

el

By road will always be further than the straight-line distance. Fewer job poten-
tials will be returned (compared with the straight line method) for any given
travel distance.
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Configuration

» You can determine the Distance Calculation method. You can choose between cal-
culating the distance via Straight Lineor By Road.

‘._(n Al v Q_  Search Salesforce 9 $ .!. @

EEE Operations Manag... Home  Chatter Accounts »»  Contacts »»  Contracts v  Managementlogs ~ *CN-00001 v X *Morew Y4

E] cN-00001 Edit  Delete  Clone v

v Job Allocation Settings

Job Type Eligibility €@ Timeout Per Offer
Off 15

Eligibility Criteria Logic €@ Timeout Per Job
1AND 2 120

Customer Matching Criteria @
Email = [FCS_OPS__Email__c]
|1 Phone = [FCS_OPS__Mobile__c]
|1 (FirstName = [FCS_OPS__First_Name__c] && LastName =
[FCS_OPS__Last_Name__c])
|1 (MailingStreet = [FCS_OPS__Street__c] && MailingCity =
[FCS_OPS__Suburb__c] && MailingPostalCode = [FCS_OPS__Postcode__c]
&& MailingState = [FCS_OPS__State_Custom__c] && MailingCountry =
[FCS_OPS__Country_Custom__c])

Geo-coding Minimum Level Job Allocation Queue Name €

Rooftop Default Job Queue

Job Offer Processing @
Sequential

Distance Calculation €@
Straight Line

Distance Units €@

No Timeout In Owned Area €@
One Offer At A Time @
v

Offer Owned Area 24/7 @

Kilometres

Outputs

» The result of the distance calculation is recorded in the Job Potentials Distance field.

- =
‘._?“ Q_ Search Salesforce ‘EE] ? $ a \@
555 Operations Maﬂag_, Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Jobs v  *More v K4

‘ N Job Potential

&3 JPN-00266 Edit Delete Clone

DETAILS
Job Potential Number Franchise
JPN-00266 FCS Bondi Beach
Job Offered
JN-00151 v
Suburb Exclusion Reason
Bondi Beach Potential is on Territory Only

v New Section

Distance Sequence Number
0.85

Travel Distance Daily Variance
10.00 -32

Weekly Variance
-28

ﬂ Travel Distance is copied from the franchisee’s Franchise Profile
AccountMax Travel Distance field. It is copied to the Job Potential record
as a convenience when manually reviewing the processing of Eligibility Cri-
teria and ranking of Job Potentials.
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Tip 1: Why some franchisees are excluded by max travel distance cri-
teria

The fact that a franchise is listed among the Job Potentials shows that it is
within the box calculation (determined by latitude and longitude). However,
their distance may still be assessed as being outside their Max Travel
Distance. Here’s how it can happen.

Consider the initial box calculation. The Travel Distance Originis given by
the star.

» When the job is located outside the box (e.g. the blue triangle) the franchise
is not listed as a Job Potential.

» When the job is located within the box the franchise is included as a Job
Potential.

» When the system is configured to use straight line distance calculation, then
any job falling outside the circle will be excluded as being beyond max travel
distance (e.g. red diamond).

i
N

ﬂ When the system is configured to use the “by road” dis-
tance method, then the principles described above will still
hold, but the “circle” will be geographically “distorted” based
on road distance.
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@ Tip 2: Why some franchisees are offered jobs further than their max
travel distance

When you dial into Google Maps the distance between the franchisee’s loc-
ation and the job, sometimes Google will give you a travel distance that is fur-
ther away than a franchisee’s Max Travel Distance, and yet the franchisee
may still be offered the job.

This happens when your system is configured to use Straight Line distance
processing.

\/ When a franchisee has a Max Travel Distance of 40 km,
they may still be offered a job that is 43 km away by road.
This is because the job is less than or equal to 40 km away
by straight line distance.

ﬂ Jobs will never be offered further than the Max Travel
Distance when the by road distance method is configured.

Determining distance

The latitude and longitude distance assessment used to generate the list of Job Poten-

tials is the first-pass in determining distance. Further assessments of distance is also
included.

Distance is also assess using either of the following two methods:
» Straight Line, or
» By road

Both methods are determined through calls to Google Maps, but they can return different
results.

The straight line method calculates a straight-line distance between the franchise’s
Travel Distance Originand the job’s Location.

"1

Some jobs fall within the box calculation but fall outside the straight line cal-
culation.

The by road method returns the distance between the franchise’s Travel Distance Ori-
ginand the job’s Location when calculated by the most direct route by road.
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By road will always be further than the straight-line distance. Fewer jobs will
be returned (compared with the straight line method) for any given travel dis-
tance.

Configuration

”» You can determine the Distance Calculation method. You can choose between cal-
culating the distance via Straight Lineor By Road.

Al v @, Search Salesforce ’) $ -!- @

EEE Operations Manag._. Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs  *CN-00001 ~» X *Morew K4

E CN-00001 Edit Delete Clone v

v Job Allocation Settings

Job Type Eligibility € Timeout Per Offer
Off 15

Eligibility Criteria Logic @ Timeout Per Job
1AND 2 120

Customer Matching Criteria €

Email = [FCS_OPS__Email__c]

|| Phone = [FCS_OPS__Mobile__c]

| (FirstName = [FCS_OPS__First_Name__c] && LastName =
[FCS_OPS__Last_Name__c])

|| (MailingStreet = [FCS_OPS__Street__c] && MailingCity =
[FCS_OPS__Suburb__c] & MailingPostalCode = [FCS_OPS__Postcode__c]
&& MailingState = [FCS_OPS__State_Custom__c] && MailingCountry =
[FCS_OPS__Country_Custom__c])

Geo-coding Minimum Level
Rooftop

Job Offer Processing €
Sequential

Distance Calculation €
Straight Line

Distance Units €
Kilometres
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Job Allocation Queue Name €
Default Job Queue

No Timeout In Owned Area €

One Offer At A Time @
v

Offer Owned Area 24/7 ©
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Outputs

» The result of the distance calculation is recorded in the Job Potentials Distance field.

‘}9 Q_  Search Salesforce 7 $ !. @
:05 Operations Manag... Home  Chatter ~Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Jobs v  *More w a

N Job Potential

24| JPN-00266 Edit  Delete  Clone

DETAILS

Job Potential Number Franchise

JPN-00266 FCS Bondi Beach

Job Offered

JN-00151 v

Suburb Exclusion Reason

Bondi Beach Potential is on Territory Only

v New Section

Distance Sequence Number

0.85

Travel Distance Daily Variance

10.00 -32

Weekly Variance
-28

ﬂ Travel Distance is copied from the franchisee’s Franchise Profile
Account Max Travel Distance field. It is copied to the Job Potential
record as a convenience when manually reviewing the processing of Eli-
gibility Criteria and ranking of Job Potentials.

Job Potential Eligibility & Ranking
Eligibility

Eligibility processing involves applying eligibility criteria against each Job Potential
record. When a Job Potential is found to fail a criteria, the Job Potential is excluded from
further consideration. Ineligibility results in an Exclusion Reason being recorded on the
Job Potential record.

Built-in eligibility criteria

Some eligibility requirements are built into Operations Management. The two major built-
in eligibility criteria are

» Distance

» Job Type

Job Type eligibility can be set to one of three values.

» Off prevents job types being used to assess the eligibility of a particular Job Potential.
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» Anyincludes a Job Potential when there is a match between any of the Job Types
included on the Job Request and the Job Types recorded against a Franchise Profile

Account.

» a11 excludes a Job Potential unless the Franchise Profile Account includes all the Job

Types listed on the Job Request.

‘?(‘) Al v Q. Search Salesforce ? ¢ a @
: Operations Manag,.. Home  Chatter ~ Accounts »  Contacts v  Contracts v  Managementlogs ~  *CN-00001 v~ X Morewv rd
E CN-00001 Edit ~ Delete  Clone v

I v Job Allocation Settings

Job Type Eligibility €

Timeout Per Offer

Off

v 15

-None--
v Off
Any

Al

Dynamic eligibility criteria

Timeout Per Job

120

Customer Matching Criteria €

Dynamic eligibility criteria are specified through system configuration. Dynamic eligibility
allows for new criteria to be configured.

Configuration

» Job Eligibility Criteria is configured on the Master Franchise Profile Account’s Con-

figuration Set’s Related tab.

Q

r0) Q. Search Salesforce ? $ a @
::E Operations Manag... Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  *CN-00001 v X More v K4
Configuration
CN-00001 Edit Delete Clone v
DETAILS RELATED
Job Eligibility Criteria (3) New

JOB ELIGIBILITY CRITERIA NUMBER PROCESSING ORDER
JECN-0000 1
JECN-0001 2
JECN-0002 3
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CRITERIA

FCS_OPS__Franchise__r.FCS_BASE__Sta...
FCS_OPS__Franchise__r.FCS_OPS__Una...

FCS_OPS__Franchise__r.FCS_OPS_ Terri...

View All

EXCLUSION REASON
Potential Franchisee is not active
Potential Franchisee is not available

Potential is on Territory Only
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» Each Job Eligibility Criteria rule is configured according to logic defined by the Cri-

teriafield.

o

"5 Operations Manag... Home  Chatter Accounts v  Contacts v  Contracts v

Q, Search Salesforce

e e @®

Management Logs v  Invoices v *CN-00001 v X More v K4

Job Eligibility Criteria
7l JECN-0000

Edit Delete Clone v

RELATED DETAILS

Job Eligibility Criteria Number
JECN-0000

Processing Order

1

Criteria
FCS_OPS__Franchise__r.FCS_BASE__Status__c =
‘Active’

Exclusion Reason
Potential Franchisee is not active

Created By
0 Integration User, 5/10/2017 2:21 PM

Configuration
CN-00001

»

tial to be included.
»

Owner
Active
v

Applies to Owned Areas
v

Applies to Unowned Areas
v

Last Modified By

Criteriais alogic statement that must evaluate to true in order for the Job Poten-

Exclusion Reason is a human readable statement that is recorded in the Job Poten-

tial Exclusion Reason field when the Criteria statement evaluates to false.

You can control whether the criteria applies to Owned Areas or Unowned
Areas. You can control the Processing Order of the criteria. To prevent
an Eligibility Criteria rule from being evaluated, set Activeto False.

» Job Eligibility Criteria are processed in the order specified by Processing Order
when the Activefield is True.

» The overall logical evaluate of Job Eligibility Criteria are specified using the E11-
gibility Criteria Logic field on the Configuration record.

‘?‘9 Al v Q. Search Salesforce 9 ¢ .!. @
::E Operations Manag... Home  Chatter  Accounts » Contacts »  Contracts v  Managementlogs ~ *CN-00001 ~ X Morew v
[E] cN-00001

v Job Allocation Settings

Job Type Eligibility €
Off

Edit Delete Clone v

Timeout Per Offer
15

Eligibility Criteria Logic €
1AND 2

Timeout Per Job
120

Customer Matching Criteria €@

» Eligibility Criteria Logic can include the operators AND, OR, NOT as well as
ordering operators open and closed parentheses. 1 AND 2 NOT (3 OR 4) is a valid

statement.
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Outputs

» When a Job Potential fails an Eligibility Criteria rule, the Eligibility Criteria Exclusion

Reason is inserted into Job Potential Exclusion Reason.

‘?@ Q, Search Salesforce E] 7 $ ! @

Operations Manag.., Home  Chatter Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v Jobs v  *More v K4

Jobs > JN-00068
Job Potentials

5 items - Sorted by Sequence Number + Updated a few seconds ago &~ c
JOB POTENT... v ACCOUNT .. v EXCLUSION REASON v OFFERED v DISTANCE Vv DAILY VARL.. v WEEKLY VA.. Vv TRAVEL DIS...

1 JPN-00077 FCS Bondi Beach [ Potential Franchisee is not active 241 2 6 10.00

2 JPN-00078 FCS Bondi Had pending offer at time of attempting to offer 321 1 7 10.00

3 JPN-00076 FCS Greenwich Exceeds Max Travel Distance 15.99 1 -1 8.00

4 JPN-00079 FCS Maroubra Had pending offer at time of attempting to offer 6.48 1 9 12.00

5 JPN-00075 Tile Rescue Bal... [ Exceeds Max Travel Distance 13.07 6 -5 8.00

Ranking

Job Potential Ranking establishes the ordering of potential Job Offers when the Job
Offer Processing policy is Sequential.

Configuration
»

d’@ Q. Search Salesforce ') $ ‘!' @

EE; Operations Manag.“ Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  *CN-00001 v X More w K4
E CN-00001 Edit Delete Clone v
Job Offer Ranking Criteria (4) New

JOB OFFER RANKING CRITERIA NUMBER PROCESSING ORDER CRITERIA ACTIVE

VJQRCN-VO_OQA 1 FCS_OPS__Franchise__r.FCS_OPS__Dail... |+ v
JORCN-0001 2 FCS_OPS__Franchise__r.FCS_OPS__We... % v
JORCN-0002 3 FCS_OPS__Franchise__rFCS_OPS__Dail... [« v
JORCN-0003 4 FCS_OPS__Distance__c ASC v v

View All
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The Job Offer Ranking Criteria are defined on the Configuration Set’s Related tab.
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» Each ranking criteria provides a sorting rule for the Job Potentials list.

‘?‘9 Q,  Search Salesforce ') $ ‘_. @
::E Operations Manag___ Home  Chatter Accounts v Contacts v Contracts v  Managementlogs v Invoices v  *CN-00001 v X More v Kd
Job Offer Ranking Criteria

Zall JORCN-0004 Edit | Delete  Clone

RELATED DETAILS

Job Offer Ranking Criteria Number Owner

JORCN-0004 Q Integration User

Processing Order Active

1 4

Criteria
FCS_OPS__Franchise__r.FCS_OPS__Daily_Offer_Var
iance_Flag_F__c DESC

Created By Last Modified By
Q Integration User, 5/10/2017 4:47 PM Q Integration User, 5/10/2017 4:48 PM
Configuration
CN-00001
,

Think about each Job Offer Ranking Criteria as contributing a sort condition
on a specific field, similar to a SQL Order By clause.

Outputs

» The outcome of Job Potential Ranking is the assignment of a Sequence Number to
each Job Potential in order to indicate its rank.

FRANCHISE
A
(&%‘HQHE Al v Q Search. ) A2 %A @

::g Operations Manag... Home Chatter Accounts » Contacts »v  Contracts v  Managementlogs v Expenses v Invoices ~ Jobs v More ¥ v

Jobs > JN-00537
Job Potentials

4 items - Sorted by Sequence Number - Updated a minute ago - Y
Job Potential: J... \ | Account Name | Exclusion Reason v | Offered v ‘ Dist... v ‘ Daily V... v | WeeklyVa... v | Travel Dist... \/}| Sequence Number T
1 JPN-01137 FCS - Lilydale Potential is on Territory Only | 11.61 5 5 100.00 v
2 JPN-01139 FCS - Ringwood v 0.10 5 5 100.00 1 v
3 JPN-01136 FCS - Montrose 9.63 5 5 100.00 2 v
4 JPN-01138 FCS - Balaclava 22.60 5 5 100.00 3 v

Job Offer Sequencing

Job Offer Sequencing involves the dispatch of Job Offers according to the configured
policy within the implementation. Available policies are

» Sequential, OR

» Parallel

Sequential or parallel jobs offers determines what happens to a job once it has been
determined that

» the franchise territory owner cannot be offered the job
» the franchise territory owner rejected the job, or

» the job offer to the franchise territory owner timed out
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Sequential Job Offers

With sequential offers, each non-territory franchise is made a job offer in turn (until one of
the franchisees accepts the offer or the job time out is reached).

Parallel Job Offers

With parallel job offers, all non-territory franchise are offered the job simultaneously. The
first franchise owner to accept the job becomes its owner.

Setting the Policy

Configuration

» Control the Job Offer processing method via the Job Of fer Processing setting.

*

«Q Al v @, Search Salesforce 9 $ .!. @
::E Operations Manag_,. Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs  *CN-00001 ~» X *Morew K4
E CN-00001 Edit ~ Delete  Clone v

v Job Allocation Settings

Job Type Eligibility € Timeout Per Offer
Off 15

Eligibility Criteria Logic @ Timeout Per Job
1AND 2 120

Customer Matching Criteria €

Email = [FCS_OPS__Email__c]

|| Phone = [FCS_OPS__Mobile__c]

|| (FirstName = [FCS_OPS__First_Name__c] && LastName =
[FCS_OPS__Last_Name__c])

|| (MailingStreet = [FCS_OPS__Street__c] && MailingCity =
[FCS_OPS__Suburb__c] && MailingPostalCode = [FCS_OPS__Postcode__c]
&& MailingState = [FCS_OPS__State_Custom__c] && MailingCountry =
[FCS_OPS__Country_Custom__c])

Geo-coding Minimum Level Job Allocation Queue Name €

Rooftop Default Job Queue

Job Offer Processing € No Timeout In Owned Area €
Sequential

Distance Calculation € One Offer At A Time @
Straight Line w

Distance Units € Offer Owned Area 24/7 €@

Kilometres

Detailed refinements

If the system is able to offer the job to the territory owner, it will do so. If it is unable to
offer the job to the territory owner, or the territory owner rejects the offer or it times out,
then the job offer will be offered to other franchisees.

How the subsequent job offers are made depends on whether the offers are configured in
sequence or parallel.

» |n parallel, the job is allocated to whichever franchise accepts the job offer first.

» In sequence, the job is offered to each franchise in turn until the job offer is accepted or
the Job Time Out is reached. Job offers remain pending until they are accepted,
declined or one of the timeout limits is reached.
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Further configuration options adjust job allocation behavior.

Configuration

» One Offer At A Time prevents a Job Offer from being sent if the franchisee currently
has an active job offer. When there is an active job, setting Queue In Territory
Of fers sets the Job Offer Status to Queued. Setting Queue In Territory Offers
to False causes the job to be offered to the next highest ranked franchise.

J When One Of fer At A Timeis true and Queue In Territory Offersis
false, a franchisee will be skipped when it has an existing pending Job
Offer. If this Job is subsequently re-offered (at a time when the higher-rank-
ing franchisee has cleared its previously-pending Job Offer) then the
highest ranking franchisee is re-offered the job before any lower-ranking
franchisees are offered it.

» Timeout Per Of fer sets the maximum number of hours on an unresponded Job
Offer. Beyond this threshold, the Job Offer is expired. When One Offer At A Time is
selected, the Job Offer is extended to the next highest ranked franchise.

» Timeout Per Job sets a maximum number of hours the job can sit within the Job Offer
process. Beyond this threshold, the Job is assigned to the queue indicated by Job
Allocation Queue Name.

» Offer Inside Contact Hours causes Job Offers to queue until a Franchise Profile
Account’s Business Hours record indicates they are open for business.

» Offer Owned Areas 24/7 overrides Of fer Inside Contact Hours for Job Offers
that fall inside the franchisee’s Territory, causing them to be immediately sent.

» No Timeout in Owned Area overrides timeout settings when the Territory is Owned.
This is typically set for regional franchisees when there are no other franchisees in the
area.

Outputs

» Qutputs result in one or more Job Offers being generated for a Job, or the Job being
assigned to the master franchise’s job queue.

FRANCHISE
A
(‘%gohon(o)@ Al v Q  Search.. B - R R | @

:EE Operations Manag__, Home  Chatter ~ Accounts »  Contacts Contracts »»  Managementlogs v  Expenses », Invoices v Jobs v More ¥ Kd

Jobs > JN-00537
Job Potentials

4 items - Sorted by Sequence Number - Updated a minute ago - Y

Job Potential: J... v | Account Name v | Exclusion Reason v | Offered v ‘ Dist... v ‘ Daily V... v | Weekly Va... v | Travel Dist... V| Sequence Number * v/
JPN-01137 FCS - Lilydale Potential is on Territory Only 11.61 5 5 100.00
100.00 1

JPN-01139 FCS - Ringwood 0.10

JPN-01136 FCS - Montrose

4 4 4«

5 5
9.63 5 5 100.00 2
5 5

BRIV
00|k

JPN-01138 FCS - Balaclava 22.60 100.00 3
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Job potential ranking

When Job Offers Processing is sequential, the Job Allocation System processes Job
Potentials in the order given by the Job Offer Ranking Criteria. Job Potential Ranking is
processed to establish the ranking order of any potential Job Offers.

Configuration

» The Job Offer Ranking Criteria are defined on the Configuration Set’s Related tab.

*

x0) Q. Search Salesforce ? ¢ a @
EEE Operations Manag... Home Chatter Accounts v Contacts \ Contracts v  Managementlogs v Invoices v *CN-00001 »~ X More v 4
E CN-00001 Edit Delete Clone v

Job Offer Ranking Criteria (4)

New
JOB OFFER RANKING CRITERIA NUMBER PROCESSING ORDER CRITERIA ACTIVE
VJQRCN-VO_OQA 1 FCS_OPS__Franchise__r.FCS_OPS__Dail... |+ v
JORCN-0001 2 FCS_OPS__Franchise__r.FCS_OPS__We... v v
JO RCN-OOQ% 3 FCS_OPS__Franchise__r.FCS_OPS__Dail... |+ v
4 FCS_OPS__Distance__c ASC v v
View All

» Each ranking criteria provides a sorting rule for the Job Potentials list.

*

‘_“‘ Q_  Search Salesforce 'J ¢ ‘_- @
"5 Operations Manag... Home  Chatter Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  *CN-00001 v X More v X

Job Offer Ranking Criteria
Jal JORCN-0004 Bt Delete

Clone v

RELATED DETAILS
Job Offer Ranking Criteria Number Owner
JORCN-0004 9 Integration User
Processing Order Active
1 4

Criteria
FCS_OPS__Franchise__r.FCS_OPS__Daily_Offer_Var
iance_Flag_F__c DESC

Created By Last Modified By
3 Integration User, 5/10/2017 4:47 PM 3 Integration User, 5/10/2017 4:48 PM
Configuration
CN-00001
S

Think about each Job Offer Ranking Criteria as contributing a sort condition
on a specific field, similar to a SQL Order By clause.
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Outputs

» The outcome of Job Potential Ranking is the generation of a Job Offer record, and the
Job Potential Of fered flag being set.

rrrrrrr
A
(‘%g‘ohongg Al v Q  Search.. B - R R | @

B Operations Manag... Home  Chatter Accounts », Contacts \, Contracts \» Managementlogs v Expenses », Invoices v Jobs »» More ¥ v

Jobs > JN-00537
Job Potentials

4items - Sorted by Sequence Number - Updated a minute ago

Job Potential: J... v | Account Name v | Exclusion Reason v | Offered v ‘ Dist... v ‘ Daily V... v | Weekly Va... v | Travel Dist... V| Sequence Number * v/
JPN-01137 FCS - Lilydale Potential is on Territory Only 11.61 5 5 100.00

JPN-01139 FCS - Ringwood v 0.10 100.00 1

4 4 4«

5 5
JPN-01136 FCS - Montrose 9.63 5 5 100.00 2
5 5

> woN e

JPN-01138 FCS - Balaclava 22.60 100.00 3

Distributing job offers

If the system is able to offer the job to the territory owner, it will do so. If it is unable to
offer the job to the territory owner, or the territory owner rejects the offer or it times out,
then the job offer will be offered to other franchisees.

How the subsequent job offers are made depends on whether the offers are configured
for sequence or parallel.

» In parallel, the job is allocated to whichever franchise accepts the job offer first.

» In sequence, the job is offered to each franchise in turn until the job offer is accepted or
the Job Timeout is reached. Job offers remain pending until they are accepted,
declined or one of the timeout limits is reached.

Further configuration options adjust job allocation behavior.

Configuration

» One Offer At A Time prevents a Job Offer from being sent if the franchisee currently
has an active job offer. When there is an active job, setting Queue In Territory
Of fers sets the Job Offer Status to Queued. Setting Queue In Territory Offers
to Falsecauses the job to be offered to the next highest ranked franchise.

J When One Offer At A Time is true and Queue In Territory Offersis
false, a franchisee will be skipped when it has an existing pending Job
Offer. If this Job is subsequently re-offered (at a time when the higher-rank-
ing franchisee has cleared its previously-pending Job Offer) then the
highest ranking franchisee is re-offered the job before any lower-ranking
franchisees are offered it.
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» Timeout Per Offer sets the maximum number of hours on an unresponded Job
Offer. Beyond this threshold, the Job Offer is expired. When One Of fer At A Time s
selected, the Job Offer is extended to the next highest ranked franchise.

» Timeout Per Job sets a maximum number of hours the job can sit within the Job Offer
process. Beyond this threshold, the Job is assigned to the queue indicated by Job
Allocation Queue Name.

» Offer Inside Contact Hours causes Job Offers to queue until a Franchise Profile
Account’s Business Hours record indicates they are open for business.

» Offer Owned Areas 24/7 overrides Of fer Inside Contact Hours for Job Offers
that fall inside the franchisee’s Territory, causing them to be immediately sent.

» No Timeout in Owned Area overrides timeout settings when the Territory is Owned.
This is typically set for regional franchisees when there are no other franchisees in the
area.

Outputs
» Qutputs result in one or more Job Offers being generated for a Job, or the Job being
assigned to the master franchise’s job queue.

FRANCHISE
72y
h%&%@ Alv | Q Search. N@a?2aca®

232 Operations Manag... Home Chatter Accounts v Contacts », Contracts v  Managementlogs \, Expenses », Invoices ~ Jobs », More ¥ ’

Jobs > JN-00537
Job Potentials

4 items - Sorted by Sequence Number - Updated a minute ago

Job Potential: J... v | Account Name v | Exclusion Reason v | Offered v ‘ Dist... v ‘ Daily V... v | Weekly Va... v | Travel Dist... V| Sequence Number * v/
JPN-01137 FCS - Lilydale Potential is on Territory Only 1161 5 5 100.00
0.10

JPN-01139 FCS - Ringwood 100.00 1

JPN-01136 FCS - Montrose

OO0 &I
4444

5 5
9.63 5 5 100.00 2
5 5

> w N e

JPN-01138 FCS - Balaclava 22.60 100.00 3

Why some franchisees are excluded by max travel distance cri-
teria?

The fact that a franchise is listed among the Job Potentials shows that it is within the box
calculation (determined by latitude and longitude). However, their distance may still be
assessed as being outside their Max Travel Distance. Here’s how it can happen.

Consider the initial box calculation. The Travel Distance Originis given by the star.

» When the job is located outside the box (e.g. the blue triangle) the franchise is not lis-
ted as a Job Potential.

» When the job is located within the box the franchise is included as a Job Potential.

» When the system is configured to use straight line distance calculation, then any job
falling outside the circle will be excluded as being beyond max travel distance (e.g. red
diamond).
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\ j
ﬂ When the system is configured to use the “by road” distance method, then the

principles described above will still hold, but the “circle” will be geographically
“distorted” based on road distance.

Why some franchisees are offered jobs further than their max
travel distance

When you dial into Google Maps the distance between the franchisee’s location and the
job, sometimes Google will give you a travel distance that is further away than a fran-
chisee’s Max Travel Distance, and yet the franchisee may still be offered the job.

This happens when your system is configured to use Straight Line distance processing.

\/ When a franchisee has a Max Travel Distance of 40 km, they may still be
offered a job that is 43 km away by road. This is because the job is less than or
equal to 40 km away by straight line distance.

ﬂ Jobs will never be offered further than the Max Travel Distance when the by
road distance method is configured.
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Job Statuses

Job Statuses provide a convenient way to keep track of the status of each job. The path-
way near the top of the Job Details page provides a visual indicator of the current status
of the job.

Unassigned Assigned Contact Planning Work Invoice Closed

Assigned Contact Planning Work Invoice Warranty Closed

Automatic and manual Job Statuses

By managing jobs through each status, Operations Management helps you focus on
delighting your customers and growing your business.

Many Job Statuses are set automatically.

\/ For example, creating a Job Plan automatically places the Job’s Status into
Planning.

Other Job Statuses allow you to manually set the Status or the Substatus fields.

«./ For example, if you have Contacted the customer, you need to record the out-
come of the contact using the Substatus fields. It allows you to describe
whether the contact was Attempted, Successful, On Hold, or whether there is
a Pending or Completed Site Visit.

Guidance for success

You can discover what actions and activities are related to each status by toggling the
Show more button on the status pathway.

Assigned Contact Planning Work Invoice Closed v Mark Status as Complete
) Contact Planning Work Invoice Warranty Closed v Mark Status as Complete
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When toggled, you can see the Key Fields and Guidance for Success pane.

v Contact Planning Work Invoice Closed + Mark Status as Complete

Guidance for Success

Make contact with the customer to further understand the details of the job request and once contacted, update the job status to ‘Contact'. Link the job to a customer account record.

v Contact Planning Work Invoice Warranty Closed v Mark Status as Complete

IGuidance for

Make contact with the customer to further understand the details of the job request and once contacted, update the job status to ‘Contact’. Link the job to a customer account record.

It can be helpful to check Guidance for Success to prompt what needs to be done at
each status.

Job status summary
The top-level Job Statuses are described below.
Job Status  Description
Unassigned A newly-created job before it is assigned to a franchise.

A job newly-assigned to a franchise before any attempt to contact the

Assigned
9 customer has occurred.

All customer contacts (including attempted contacts) and necessary

Contact . .
site visits.

Determine the tasks, costs and personnel required to complete the job.
Planning Schedule the personnel. If a quote is required, generate the quote. Cus-
tomer accepts the quote.

Work is ready to be scheduled, has commenced, is in progress or is

Work
© completed.
At least one invoice has been generated. Customer has made pay-
Invoice ments on the invoice. Customer has fully paid the invoice, or the invoice
is in dispute.
Closed The job is complete and payments have been received. The job may

automatically close when all invoices attached to the job are fully paid.

Job Substatuses are described below.
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--None--

U igned
MAssIONe Queued for

Allocation

In Allocation

On Hold

--None--

Assigned

Manually
Allocated

CHAPTER 7 | Job Statuses

Auto

Auto

Auto

Manual

Auto

Auto

Job is newly created and has
not yet been assigned to a
Franchisee.

ﬂ This status is
now obsol-
escent.
Queued for
Allocation is
used in its
place.

Job is newly created and is
awaiting allocation to a
Franchisee.

Job is being managed by the
Job Allocation System, wait-
ing to be allocated.

Job has been placed on hold
by the Job Allocation system
due to inability to assign to a
Franchisee. Requires manual
intervention in order for it to
be assigned to a franchisee.

Job has been assigned to a
franchisee. Franchisee is yet
to make contact with the cus-
tomer.

Job has been force allocated
to a Franchisee. Franchisee
is yet to make contact with the
customer.
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Franchisee has attempted
contact (called, sent text or
email) without yet making con-
tact.

Attempted Manual

Franchisee has made contact

Successful  Manual with the customer.

Franchisee has scheduled a

Site Visit site visit. Good practice is to
. Auto . .
Pending ensure the site visit is recor-
ded within the Job Calendar.
Site Visit Franchisee has visited the
Manual .
Completed site.

Contact
The Job has been temporarily
placed on hold for a range of
reasons that prevent it pro-
ceeding.

For example, the customer
may be out of town or oth-
erwise unresponsive to con-
tacts.

(When it is clear the Job will
never proceed, change status
to Closed: Not
Proceeding.)

On Hold Manual
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Job Planning causes trans-
ition. When you begin Job

In Progress  Auto Planning, the system will auto-
matically progress to this Sub-
status.

Switch to this Substatus when
Completed Manual you have completed the Job
Planning process.

Quote Job, Email Send
causes transition. When you
have sent the Quote, system
will switch to this Substatus.

Planning Quote Sent  Auto

When customer indicates
acceptance of quote, manu-
ally set to this Substatus.

Quote Accep- Manual
ted

When circumstances arise
that prevent you from pro-
ceeding with Job Planning
(e.g. customer unable to
provide sufficient information)
place it On Hold.

On Hold Manual
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Job Planning causes trans-
ition. When you begin Job

In Progress  Auto Planning, the system will auto-
matically progress to this Sub-
status.

Switch to this Substatus when
Completed Manual you have completed the Job
Planning process.

Quote Job, Email Send
causes transition. When you
have sent the Quote, system
will switch to this Substatus.

Quote Sent  Auto

Planning Customer has received a
Quote Call- quote and wants franchisee
Manual .
back (or franchise employee) to

call back to discuss.

When customer indicates
acceptance of quote, manu-
ally set to this Substatus.

Quote Accep- Manual
ted

When circumstances arise
that prevent you from pro-
ceeding with Job Planning
(e.g. customer unable to
provide sufficient information)
place it On Hold.

On Hold Manual
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Pending

Scheduled
Work

In Progress

Completed

On Hold

CHAPTER 7 | Job Statuses

Manual

Conditional

Manual

Manual

Manual

Indicates work is being

delayed. Reasons include:

» Waiting for a deposit

» \Waiting on material or a sig-

nature

Selecting a Substatus
Reason is mandatory.

Work is scheduled.

l

Automatic
transition
occurs if the
Estimated
Hours match
Scheduled
Hours with 1
hour of vari-
ance. Other-

wise manual.

A user has clocked onto the

job (from Job Calendar
Mobile).

A user has marked the job
complete (from Job Calendar

Mobile).

Work cannot proceed due to
factors outside your control
(e.g. waiting on other trades,
customer denies access to
work site, etc.)
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Invoice is generated causes
In Progress  Auto transition. You have gen-
erated the invoice.

Customer has paid the
invoice.

ﬂ This status
not used

_ when

I & Completed  Manual Franchise

Profile

Account’s

Auto Close

Job on Final

Payment is

checked.

Customer is disputing the

Dispute Manual S
invoice.
Pending warranty have two
Sub Status Reasons
Pending Manual

» Material and Signature
» Waiting on Deposit

Warranty Jobs that are in pro-
Warranty In progress  Manual gress have begun the war-
ranty repair work.

Warranty Jobs that have

Completed ~ Manual been completed.

Warranty Jobs that have
On Hold Manual been placed on hold for any
reason.
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Invoice is paid and the
Franchise Profile Account’s
Auto Close Job on Final
Completed  Auto Payment is checked causes
Closed transition. All work is com-
plete and invoice has been
paid in full.
Not Pro- Job will not proceed and is

ceeding HENUE] not being followed up.

@ » Al Sub Statuses having Auto transitions can also be placed in that Sub
N Status manually.

» You can prevent automatic transitions from occurring by checking the
Manual Status Update checkbox. This is extremely useful when you are
part invoicing a job while work is still progressing. By checking Manual
Status Update you can retain the status of Work-In Progress despite
having put through a part invoice.
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Understanding job offer notifications

Operations Management provides the ability to notify the franchisees about job offers
using email or SMS.

"1

Distributing Job Offers through SMS requires licensing the SMS Management
option.

When you have configured either Two Way Email or Two Way SMS, franchisees can
choose to respond to these notifications via email or SMS.

This manual discusses the configuration of Two Way Email. The SMS Management is an
option described in its own manual.
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How to configure email templates for two
way email

Two Way Email requires three email templates to be configured
» Job Offer Email Template
» Accepted or Declined Job Offer Template

» Expired or Timeout Job Offer Template

To edit each template

» See “How to configure Classic Email Templates” on page 188.

To configure each template within the Configuration Set

» Insert the API Name of each template into the corresponding template field within the

Configuration Set.
‘}9 Al v O, Search Salesforce 9 $ ‘.‘ @

"E Operations Manag... Home  Chatter ~ Accounts »  Contacts \  Contracts v  Managementlogs v *CN-00001 ~ X Morew P4

[E] cn-00001 Eait

Delete Clone v

v Job Allocation Settings

Job Type Eligibility €
Off

Eligibility Criteria Logic €
1AND 2

Geo-coding Minimum Level
Rooftop

Job Offer Processing @
Sequential

Distance Calculation €

Straight Line

Distance Units €

Kilometres

Org Wide Email Address Name €
Job Offer

Job Offer Email Template €
Default_Job_Offer_Template

Accepted Or Declined Job Offer Template €
Accepted_Or_Declined_Job_Offer_Template
Expired Or Timeout Job Offer Template €
Expired_Or Timeout_Job_Offer Templa_te

Duplicate Job Timeframe €

Duplicate Job Criteria

Timeout Per Offer

15

Timeout Per Job

120

Customer Matching Criteria €

Email = [FCS_OPS__Email__c]

|| Phone = [FCS_OPS__Mobile__c]

|1 (FirstName = [FCS_OPS__First_Name__c] & LastName =
[FCS_OPS__Last_Name__c])

Il (MailingStreet = [FCS_OPS__Street__c] && MailingCity =

[FCS_OPS__Suburb__c] && MailingPostalCode = [FCS_OPS__Postcode__c]

&& MailingState = [FCS_OPS__State_Custom__c] && MailingCountry =
[FCS_OPS__Country_Custom__c])

Job Allocation Queue Name €
Default Job Queue

No Timeout In Owned Area €

One Offer At ATime @
v

Offer Owned Area 24/7 ©

Offer Inside Contact Hours Only €
v

Queue In Territory Offers @
v

Force Allocation Email Template €
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Understanding SMS Reminders

SMS Reminders can be scheduled to remind customers or assignees (i.e. employees or
contractors) about up-coming appointments. SMS Reminders are optionally registered
through switching on Customer or Assignee Reminders within the Job Calendar Event
Detail dialog.

Registering SMS Reminders

SMS Reminders are registered through the creation of Reminder records. Reminder
records are periodically scanned and updated based on changes that have occurred
within the Job Calendar.

You can access the Reminders records from the Salesforce menu pencil icon.

Who reminders are sent to
Customer Reminders are sent to the number from the Job Mobile field.

Assignee Reminders are sent to the number from the User Mobile field.

What times are reported

Times are localized based on the timezones of the Territory and Assignee.

ﬂ Customer Time

Customer Reminders report the time of the appointment in the Territory’s
timezone. When the Job is not associated with a Territory, the Customer
Reminder reports the time of the appointment in the Assignee’s timezone.

ﬂ Assignee Time

Assignee Reminders always report the time of the appointment in the
Assignee’s timezone, even if the Job is in a different timezone.

This means that a Customer Reminder may report a 10:00 am appointment
start, while the Assignee Reminder may report a 9:00 am appointment start if
the Assignee’s timezone is one hour different from the timezone of the Ter-
ritory in which the Job is located.

When reminders are sent
You can expect customer and assignee reminders to be sent as follows

» Customer reminders — 24 hours before the event
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» Assignee reminders — 1 hour before the event

There are several exceptions to the above timings
» SMS publishing window
» reminder blockout period

» appointments set in the past

Each of these exceptions is explained below.

SMS publishing window

There is a system-wide calendar which defines when reminders may be sent.
Franchisees do not have control over this calendar; only system administrators do. Your
system administrator will have defined

» the earliest time in a day a reminder may be sent
” the latest time in a day a reminder may be sent

» on which days of the week reminders may be sent

If the reminder is scheduled to send outside the SMS publishing window, it will res-
chedule the reminder to be sent during an earlier publishing window.

ﬂ Timezone
The timezone used for the SMS publishing window is
” the timezone of the territory in which the job is located, OR

” the timezone of the assignee (when the job is not assigned to a territory)

Reminder blockout period

There is a reminder blockout period that applies to customer reminders (but not assignee
reminders).

If the appointment would have generated a reminder that falls within the next 12 hours
from now, no reminder will be sent.

0 Why the blockout period?

We assume that if you’re only just now booking in an appointment for tomor-
row, that you will have spoken with the customer just now and therefore not
need to remind them of the appointment.

Appointments set in the past

Reminders are not sent for any appointments created for a past date or time.
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How SMS Reminder records are generated and updated

Reminder scheduling (and updating) is performed by the Scheduled Job OPS Reminder
Scheduler. OPS Reminder Scheduler operates periodically, ensuring the information in
the Job Calendar is updated into the Reminders records.

How SMS Reminders are sent

The sending of SMS Reminders is triggered by the Scheduled Job SMS Reminder
Scheduler. SMS Reminder Scheduler requires the presence of reminder journeys
within the SMS Management product. Typically customer implementations will have the
following SMS Reminder Journeys configured

» Assignee Reminder

» Customer Reminder

SMS Reminder Journeys are dependent on the SMS components of the relevant Con-
figuration Record being correctly configured. They are also dependent on the Twilio
SMS Gateway being correctly configured.

Q_' SMS Reminder templates are configured in their respective SMS Reminder
- Journey.
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How to configure the SMS publishing win-
dow

The SMS publishing window is set globally for the system. By default, SMS Reminders
can be sent 24x7. Once a publishing window has been established, SMSs will only be
sent during a publishing window.

To set the SMS publishing window

Go to Setup > Company Settings.
Choose Business Hours.
Edit the Default entry.

=

Set the Time Zone and the Business Hours for the entry. Press Save when you're fin-
ished.

@ o samhsatp De2ea®

i1 Setup  Home  ObjectManager v

Q. company sett sETup
-8 Business Hours

Organization Business Hours

‘These hours, wh

ifyou enter hours for a day,

Business Hours Edit save | [cancel

rivacy Step 1. Business Hours Name 1 = Requred informaton

uuuuuuuuuuuuuu | Cr— Use these business hours as the default

Step 2. Time Zone

Time Zone | (GMT+11:00) Australian Eastern Daylight Time (Australi/Sydney) B

Step 3. Business Hours.

H

Didn't find what you're looking for?
Try using Global Search.

FEIiig

You can establish public holiday schedules by creating new entries for Organ-
ization Business Hours.
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How to configure the reminder blockout
period

The reminder blockout period is not currently configurable.
» Customer reminders are not sent if their scheduled send date is within 12 hours of now

» Assignee reminders are not subject to the reminder blockout period
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Understanding material price lists

Material Price Lists support job costing and estimation.

They are used in the Job Planning process to provide a ready menu of materials that are
regularly used (with the pricing provided by particular suppliers). This feature supports
up-front estimation of job profitability by enabling the franchisee to estimate the gross
profit of each job.

Q, Search Salesforce ') .!. @
::5 Business Managem... Home Chatter Accounts v Jobs » JobOffers v  JobSchedule Invoices v  *JobPlanning ~ X More v v

‘ ] Job Planning

Job Number Job Name Due Date Customer Name Estimated Labour Price Estimated Material Price An I
Save Save and Back Cancel
JN-00166 $240.00 $682.50 C —

Roofing @ +

Job Tasks (1) New Roofing Roofing Summary
NAME DESCRIPTION TOTAL Material Material Description
$240.00 Amount  Tax Include
Doingth...  Remove br... T Yellow Q $92250 10% (V]
o
3 MN-00001
A Dylux - 10 - Yellow Paint - 55.00 Material Cost Sub Total
Cost Profit Total
Job Materials (2) New 00 £0.00 £0.00 $675.00 $247.50  $1014.75
DESCRL.. QUANTITY  TOTAL Markup(%) Total
350 $682.50 0.0 $.00
’ o == Labour Summary
0.0 $.00 @

Cost Amount Profit
$150.00  $240.00  $90.00

Franchisors can create Material Price Lists that are visible by all their franchisees. You
may choose to create multiple price lists, e.g.

1. Afranchisor price list for all consumables supplied by the master franchise.

2. One or more outside supplier price lists.

Each price list is created for a specific supplier. Multiple suppliers requires multiple price
lists.

Q_' There may be a need for some master franchisors to create regional price
~ lists. If this is the case, then there needs to be a regional Master Franchise Pro-
file Account that serves as the master for the Franchise Profile Accounts.
Each Franchise Profile Account would then belong to one of the regional
Master Franchise Profile Accounts. This setup is best configured during imple-
mentation.
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Creating a material price list

Each price list contains items from a single supplier. When you add a new supplier, you

should consider adding a new price list for that supplier.

Some price lists may be shared between multiple companies, while other price lists are

owned by the franchisee. Franchisees own any price lists they create.

To create a price list
1. From the Material Price Lists tab, press New.

‘_“"‘ Q_  Search Material Price Lists and more... 1 *|v 7 $ Q @

"5 Operations Manag... Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices ’Material Pricelists v More v &

& Material Price Lists ’ New Import
4 Recently Viewed v
By || FE-||C|

5 items + Updated a few seconds ago

MATERIAL PRICE LIST NAME v FRANCHISE v SUPPLIER v OWNER ALIAS v
1 NSW FCS NSwW sadmi v
2 Bondi Beach - Tradezone FCS Bondi Beach Tradezone lienk v
3 Bondi Beach - Home Timber & Hardw... FCS Bondi Beach Home Timber and Hardware lienk v
4 Bondi Beach - Bunnings FCS Bondi Beach Bunnings lienk v

The New Material Price list dialog box displays.
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2. Enterthe Material Price List Name, the Franchise, and the Supplier, then
press Save.

New Material Price List

Information

*Material Price List Name Owner
Loryn Jenkins
NSW - Tradezone Y
* Franchise Supplier
FCS NSW x Tradezone
System Information
Currency
Australian Dollar v
Cancel Save & New
‘}‘) Q_  Search Material Price Lists and more... 9 $ .‘ @
eoe erations Manag... Home  Chatter Accounts v  Contacts \  Contracts v  Managementlogs v Invoices v  Material PriceLists v More v ¢
3t Operations Manag g g5
) Material Price List
&’ NSW - Tradezone Edit Delete Clone ¢
DETAILS RELATED
Material Price List Name Owner
NSW - Tradezone Q Loryn Jenkins
Franchise Supplier
FCSNSW Tradezone
Created By Last Modified By
o Loryn Jenkins, 23/05/2018 3:09 PM c Loryn Jenkins, 23/05/2018 3:09 PM
Currency

Australian Dollar
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Adding a material

Once you have created a price list, you will want to add the most commonly purchased
items from that supplier to the price list.

To add a material to a price list

1. From the Material Price List, select the Related tab.

‘}‘\ Q,  Search Material Price Lists and more... @3 ') ¢ ‘_l @
::E Operations Manag... Home  Chatter Accounts v Contacts v Contracts v  Managementlogs v Invoices v  Material Pricelists v More v ¢

¥ Material Price List

& NSW - Tradezone Edit Delete Clone v
DETAILS RELATED k—
Material Price List Name Owner
NSW - Tradezone Q Loryn Jenkins
Franchise Supplier
FCS NSw Tradezone
Created By Last Modified By
Q Loryn Jenkins, 23/05/2018 3:09 PM g Loryn Jenkins, 23/05/2018 3:09 PM
Currency

Australian Dollar

2. From the Materials section, press New.
‘,(‘) Q,  Search Material Price Lists and more... ') $ .!. @

.:5 Operations Manag___ Home Chatter Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Material PriceLists v More v &
W Material Price List
& NSW - Tradezone Edit  Delete  Clone

DETAILS RELATED

Materials (0) * New

The New Material dialog box displays.
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3. Enter all the relevant material details.

New Material
Information
Material Number Price
15.00
* Product Name Currency
36 Watt BSD Series LED - Frosted Diffuser - White Australian Dollar v
Quantity Unit Of Measure Safety Data Sheet Issue Date
Each v =]
Size Safety Data Sheet Product Name
Supplier Safety Data Sheet Required
Davis Lighting
Supplier Part Number
BSD4364K
Description
36 Watt BSD Series LED Slimline Batten IP40 With
Frosted Diffuser 4000K 4320Im White
Z
* Material Price List
NSW - Tradezone X

Cancel Save & New

The new material record is added to the price list.
‘}9 Q,  Search Material Price Lists and more... 7 ﬂ .!. @

355 Operations Manag,,, Home  Chatter Accounts v  Contacts v  Contracts v  Managementlogs \ Invoices v  Material Pricelists v~ More v ¢

W) Material Price List

&’ NSW - Tradezone Edit Delete Clone v
DETAILS RELATED
Materials (1) New
MATERIAL NUMBER PRODUCT NAME QUANTITY UNIT OF MEASURE DESCRIPTION
I MN-00014 36 Watt BSD Series LED - Frosted Diffuse... ~ Each 36 Watt BSD Series LED Slimline Batten .. v I
View All

0_ If there are a large number of supplier materials, it may be quicker for your
~  system administrator to import them.
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from a spreadsheet

To import or update a price list from a spreadsheet

1.

Importing and updating material price lists

Prepare your price list data in a spreadsheet. It helps to make one spreadsheet per

supplier.

It is helpful to generate a template with the right headers already defined.
You can use the template to create your price list in a spreadsheet, and
then import the spreadsheet into Salesforce.

Refer to Salesforce Knowledge Base Article, Create an import template file

which will create all the header definitions as defined by Salesforce.

From the Material Price Lists tab, press Import.

*

R Q_ Search Material Price Lists and more... 1 *|v ? ¢ a (Q/
ESE Operations Manag___ Home  Chatter Accounts v Contacts v  Contracts v ManagementmmMaterialPriceLists v More v &

Material Price Lists

& Recently Viewed v Import
6 items + Updated a few seconds ago o
MATERIAL PRICE LIST NAME v FRANCHISE v SUPPLIER v OWNER ALIAS v
1 Bondi Beach - Tradezone FCS Bondi Beach Tradezone lienk v
2 NSW - Tradezone FCS NSW Tradezone lienk v
3 NSwW FCS NSW sadmi v
The Salesforce Data Import Wizard displays.
Select the Custom Object named Material Price Lists.
. Q  Search Setup 2 a @
232 Setup v Home ObjectManager v
° c )
Choose data Edit mapping Start import

Import your Data into Salesforce Help for this page @

You can import up to 50,000 records at a time.

What kind of data are you importing? @ What do you want to do? @ Where is your data located? @
Standard objects Custom objects
Material Price Lists >
Cancel revious D
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4. Follow the on-screen prompts and instructions.

"l

For more help using the Salesforce Data Import Wizard, Refer to Sales-
force documentation, Import Data with the Data Import Wizard.
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Understanding Xero integration

Operations Management’s Financial Integration provides the ability to connect Sales-
force financial information with Xero. This allows franchisors to take advantage of the
strengths of Salesforce and Operations Management, while also providing the financial
reporting, controls and compatibility with software required by finance departments.

What data is exchanged

Operations Management exchanges the following financial records
» Accounts

” Invoices

» Payments

» Credit Notes

> Credit Allocations

v

This data is replicated from Salesforce to Xero. Changes made in Xero are synchronized
back to Salesforce.

"l

Supplier Invoices can optionally be sent to Xero. Supplier Invoices don’t sync
back from Xero to Salesforce.

When data is exchanged

Syncing occurs when an invoice (and its associated payments and allocations) is created
in a Master Franchise Profile Account whose Financial Integration Connector is con-
nected to Xero.

When you create a new invoice, payment, credit note or credit allocation in a Xero
account that is connected to Operations Management, changes are replicated back to
Operations Management in the next sync cycle. The frequency of the sync cycle is
determined by the setting of the Master Franchise Profile Account’s Configuration Set.
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How to connect to Xero

You will need your own Xero account and have on hand your Xero username and pass-
word to connect Operations Management to Xero.

To connect your Master Franchise Profile Account to Xero

1. In your browser, login to Xero.
2. From Salesforce, connect your Master Franchise Profile Account to Xero.

How to do this is described below.

To login to Xero
1. Go to the Xero website www.xero.com.au and click the Login button.

Features & tools v WhyXero v Pricing  Find an advis

Accounting software that
makes it easier to get clear
on cashflow.

sibility of your cash flow so

Welcome to Xero

Supporting our customers during Covid-19 - Find out
more here

3. Xero may prompt you to set up two-step authentication. Press Set up two-step authen-

tication to continue.

Xero

Better protect your Xero in
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4. If you don’t already have the Google Authenticator app on your mobile phone, go to
the App Store (for iPhone) or Google Play (for Android) and download the Google
Authenticator app.

With 2-step verification, whenever you
sign in to your Google Account you will
need your password and a code that this
app will generate.

BEGIN SETUP
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9. If this the first time you’ve used Google Authenticator, tap Begin Setup (otherwise, tap
the + button) then tab Scan barcode.

(0] Scan barcode

Va Manual entry
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6. If this is the first time you’ve used Google Authenticator, you may need to grant per-
mission to use your camera. Press OK.

“Authenticator” Would
Like to Access the Camera

Authenticator uses your camera to
scan barcodes.

Don't Allow (0114
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7. Now point the camera at the QR code on the screen. The camera will recognize the
code and create the authentication key on your phone. The authentication key shows
a time-limited code that changes regularly.

Xero

223 524

support+ss@franchisecloudsolutions.com [

8. Enter the six digit code and press Log in.

e logging in wit

9. Having logged into your Xero account, you’re now ready to connect your Master
Franchise Profile Account to Xero.
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To connect to Xero

1. From your Master Franchise Profile Account, press the Connect to Xero button.

i3 Operations Manag...

Al w Q. Search Accounts and more.

Home Chatter Accounts v Contacts v Contracts v ManagementLogs v  Expenses v Invoices » Payments v Jobs v JobOffers v CustomerFeedback v Teritories v More v

e ?2xa®

’

Account
FCS-QLD &
ghges  sous StatusRoaso
Active
Details Related

Fes Austaia

Status.
Active
Status Reason

Account Owner
() OPS Head Office Manager
Email
qld@franchisecloudsolutions.com
Phone

0755553333

Fax

Timezone

off System

+ Follow | Edit

cam\ect to XE10

Email

Connection Status
Has not been set up : Disconnected
Activity Chatter
logaCall  NewEvent NewTask
Recap your call.

Filters: Al time - Al activites - All types Y

Refresh « Expand Al - View All

The Welcome to Xero login page appears.

Press the Allow Access button. Doing so gives permission for your Operations Man-

agement account to synchronize financial data with your Xero account. Changes and
additions to data in Xero will be synchronized back into Salesforce.

FranchiseOps (Salesforce)
wants access to:

Organisation data

Your Master Franchise Profile Account displays and the Account Code Mapping

Setup dialog box appears.
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3. Select appropriate values for the Account Code Mapping Setup and press Save.

Account Code Mapping Setup

* Default Account Code Invoice/Credit Note
Lines

11000-00 - Sales

*Default Account Code Supplier Invoice

22000-00 - Cost of Goods Sold

*Credit Note Status

AUTHORISED

*Revenue Inc Tax Code

GST on Income

*Expense Inc Tax Code

GST on Expenses

*Select Currency

Enabled Currencies

€]

* Default Account Code Payments/Credit
Allocations

[ 66000-00 - Receivables v ]

* Invoice Status

AUTHORISED v

* Revenue Exempt Tax Code

GST Free Income v
* Expense Exempt Tax Code
GST Free Expenses v

Selected Currencies

Australian Dollar

The above image shows a mapping to an edited Xero chart of accounts.

When you edit your Xero chart of accounts, you can review the mapping to
ensure Operations Management is still pushing to the right accounts.

4. Your Operations Management account is now connected.

it Operations Manag...

Home Chatter Accounts v Contacts v Contracts Managementlogs v  Expenses v/

ices \ Payments v Jobs v JobOffers v  Customerfeedback v Temitories v More v ’

Account
[ F&aw -

Bilng Address Status.
Active

Status Reason

Details Related

Account Name
FCS- QLD
Master Franchise:
FCS Australia
Status.

Active

Status Reason

Inactive Reason

~ Business Information

|

Connection Status - OAuth 2.0

FCS-QUD: Connected
Account Owner
() OPs Head Office Manager
Email Activity  Chatter
qld@franchisecloudsolutions.com _—
Prone
0755553333 logaCall NewEvent NewTask  Email
Fax
Recap your cal. Add
Timezone
o system Filters: Al time - All actvites - All types Y

Refresh - Expand All - View All

+ Uncomine & Overdue

Now that your Xero account is connected, financial data you enter into
Operations Management is automatically transferred to your Xero account.
Information you enter into Xero is synchronized back to Operations Man-
agement periodically. How frequently this occurs depends on the sync set-
tings configured against the Master Franchise Profile Account’s
Configuration Set. You may need to check with your system administrator
to find how frequently this has been set.
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O_ If at any time you need to revise the mapping for a connected account,
= simply press View Mapping. You will be able to edit and save the mapping
while it is still connected.
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Understanding syncing and sync records

Sync Statuses

When you are connected to Xero, your financial records will have an icon showing the
sync status of that record. Operations Management works by pushing financial inform-
ation to the financial system and then pulling it back.

Changes in Operations Management are immediately pushed to Xero.

Operations Management checks periodically to see if data has been changed within
Xero. The frequency at which it is checked is determined by the Sync Frequency value
in the Configuration Set attached to the Master Franchise Profile Account. If data has
changed then it is pulled back to Operations Management.

The results of each push to and pull from the financial system are tracked within the
Syncs records attached to the Master Franchise Profile Account.

The following table describes the meaning of each sync status.

5:%’ Sync has not been attempted.

= The record has been pushed to the financial system and pulled back suc-
~— cessfully.

. The record has been pushed to the financial system but not yet pulled back
= from it.

: The record has been pulled from the financial system.

- Attempt to push the record to the financial system has failed.

Types of sync records

There are three types of Sync records.
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» Automated Sync Request records.

‘}9 Al v

st Operations Manag... Home  Chatter
al

Sync
(el 5024482

RELATED DETAILS

Sync Name
5024482
Request Sent Time

Response Received Time

Error Message

Parent Sync

Type
Automatic

Created By
Q Integration User, 27/08/2018 3:42 PM

Currency
Australian Dollar

Accounts v

Q_  Search Salesforce

Franchise
VIC Master

Invoice

Sync Status
Succeeded

Number Of Records

From Date
27/08/2018 3:27 PM

To Date

27/08/2018 3:42 PM
Owner

o Integration User

Last Modified By

3 Integy

Contacts v Contracts v

er, 27/08/2018 3:42 PM

@2 aa@®

Management Logs v  Invoices v  Payments v  Morew rd

Edit Delete Change Owner

ACTIVITY

Filters: All time - All activities - All types 'Y

Refresh Expand All

Next Steps

No next steps. To get things moving, add a task or set up a
meeting.

Past Activities

No past activity. Past meetings and tasks marked as done
show up here.

v

These are the automatic syncs that occur on the schedule set in the Master Franchise
Profile Account. They have no parent. You recognize an automatic Sync by looking at
its Type. You recognize it as a Request record by observing that the Parent Sync field
is empty.

» Manual Sync Request records.

‘._‘(9 Al v Q,  Search Salesforce 9 ¢ -!- @
EEE Operations Manag_._ Home  Chatter ~ Accounts \  Contacts \»  Contracts v  ManagementlLogs v  Invoices v Payments v Morew v
Sync
/‘ S024500 Edit Delete Change Owner
| RELATED DETAILS ACTIVITY
Sync Name Franchise
5024500 VIC Master
- Filters: All time - All activities « All types 'Y
Request Sent Time Invoice

27/08/2018 12:00 PM

Response Received Time

Error Message

Parent Sync

Type
Manual
Created By

Currency

Sync Status
In Progress

Number Of Records

From Date
27/08/2018 3:58 PM

To Date
27/08/2018 3:59 PM
Owner

Last Modified By

Refresh Expand All

Next Steps

No next steps. To get things moving, add a task or set up a
meeting.

Past Activities

No past activity. Past meetings and tasks marked as done
show up here.

v

Australian Dollar Q Loryn Jenkins, 27/08/2018 4:01 PM

These are Sync operations initiated by a system administrator. You can recognize
them by seeing they are of TypeManual, and the Parent Sync field is empty.
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» Child Sync Response records.
"Q Al v Q_  Search Salesforce ? ¢ '!' @

"E Operations Manag___ Home  Chatter ~ Accounts »  Contacts v  Contracts v  Managementlogs v  Invoices v  Payments v Morew v

Sync
}‘ S024484 Edit Delete Change Owner
| RELATED DETAILS “ ACTIVITY |
| | |
| Sync Name Franchise ‘
5024484 VIC Master
- Filters: All time - All activities - All types Y
Request Sent Time Invoice
Refresh Expand All
Response Received Time Sync Status N s
Succeeded ext Steps
Error Message Number Of Records R R
No next steps. To get things moving, add a task or set up a
meeting.
Parent Sync From Date
5024482 Past Activities
Type To Date
No past activity. Past meetings and tasks marked as done
show up here.
Created By Owner v
Q Integration User, 27/08/2018 3:42 PM Q Integration User
Currency Last Modified By
Australian Dollar Q Integration User, 27/08/2018 3:42 PM

Each Request record has one or more child Response records associated with it. Each
Response record is a child of the Request record. You recognize a Response record
because it has the name of its parent within the Parent Sync field.

Sync attachments

Sync attachments help system administrators gain more insight into synchronization.
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To explore Sync attachments

1. From any Request Sync record, select the Related tab.
Al v Q_  Search Salesforce ') ¢ ‘_. @

EE; Business Managem... Home  Chatter ~Accounts ~ Jobs v JobOffers v+ JobSchedule Invoices v Payments v Morew s
Sync
/‘ S011914 Edit Delete Change Owner v
RELATED DETAILS ACTIVITY

Sync Name Franchise
5011914 FCS Ringwood X 3 o

Filters: All time - All activities - Alltypes ¥
Request Sent Time Invoice

Refresh Expand All

Response Received Time Sync Status N S

Succeeded ext Steps
Error Message Number Of Records . N

No next steps. To get things moving, add a task or set up a
meeting.

Parent Sync From Date .

16/08/2018 1:48 PM Past Activities
Type To Date
Manual 16/08/2018 1:58 PM No past activity. Past meetings and tasks marked as done

show up here.
Created By Owner v
kins, 16/08/2018 2:01 PM Q Loryn Jenki

Currency Last Modified By
Australian Dollar c Loryn J

2. The Responses to this Request are listed within the Syncs list.
Al v Q_  Search Salesforce 9 $ _!_ @

Business Managemm Home  Chatter  Accounts » Jobs ~  JobOffers v Job Schedule  Invoices v Payments v More v e

Sync
S011914 Edit Delete Change Owner

RELATED DETAILS ACTIVITY

Syncs (1) New

Filters: All time - All activities - All types 'Y

SYNC NAME Refresh Expand All

v
Next Steps
View All No next steps. To get things moving, add a task or set up a
meeting.
Notes & Attachments (0) Upload Files Past Activities

No past activity. Past meetings and tasks marked as done
show up here.

A, Upload Files

Or drop files

There are no Attachments to a Request Sync. The Attachments are listed on the
Response Sync.
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3. Select one of the Response Syncs.

Al v Q_  Search Salesforce [ilz] ') $ .!. @

Business Managem... Home  Chatter ~ Accounts ~ Jobs ~ JobOffers »»  JobSchedule Invoices »v  Payments v Morew v
Sync
;‘ S011914 Edit Delete Change Owner  «

ACTIVITY

DETAILS

RELATED

Syncs (1) New ) ) -
Filters: All time - All activities - All types Y
SYNC NAME Refresh Expand All
5011915 v

Next Steps

View All No next steps. To get things moving, add a task or set up a

meeting.

Notes & Attachments (0) Upload Files Past Activities

No past activity. Past meetings and tasks marked as done
show up here.

&, Upload Files

Or drop files

4. Choose the Related tab, and note the Request and Response Attachments.

Al v Q, Search Salesforce EIE] 9 $ .’. @

Business Managem.“ Home  Chatter  Accounts ~  Jobs ~  JobOffers v  JobSchedule Invoices v Payments v  Morew Vi
Sync
# S011915 Edit Delete Change Owner
RELATED DETAILS ACTIVITY
V2 Syncs(0) New
. Y Filters: All time - All activities - All types 'Y
Refresh Expand All
Notes & Attachments (4) Upload Files

Next Steps

. Request 01.txt
(28 16/08/2018 - Attachment
. Response 01.txt
(8 16/08/2018 - Attachment
. Request 02.txt
(28 16/08/2018 - Attachment

. Response 02.txt
(4 16/08/2018 - Attachment
—

No next steps. To get things moving, add a task or set up a
meeting.

Past Activities

No past activity. Past meetings and tasks marked as done
show up here.

View All
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How to control the scope of syncing

You can independently configure the following sync behavior on each financial record
type
» Direction of sync - to the financial system or from the financial system

» Sync mode - manual or automatic

The financial record types that can be so modified are
» Accounts

» Invoices

» Payments

» Credit Notes

» Credit Allocations

See “How to configure financial syncing” on the facing page.

"1

Switching off every check box in the Financial Integration section of the Con-
figuration record will prevent all synchronization with external financial sys-
tems.
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How to configure financial syncing

The Sync configuration for the Master Franchise controls the frequency and scope of
records that are synced for the Master Franchise and all franchisees.

To configure automatic syncing

1. From the Master Franchise Profile Account’s Configuration Set, locate the Financial
Integration section.

‘?(‘) Al v Q,  Search Salesforce ') $ .!. @
::E Operations Manag___ Home  Chatter ~ Accounts v  Contacts \  Contracts v  Managementlogs » *CN-00001 v X Morew v
E CN-00001 Edit  Delete = Clone

v Financial Integration

Sync Frequency @ Credit Notes From FS Automatically €
15 minutes v
Accounts From FS Automatically @ Credit Notes To FS Automatically €@

V) V]

Accounts To FS Automatically @ Credit Notes To FS Manually @

v v

Invoices From FS Automatically @ Credit Allocation From FS Automatically @
4 4

Invoices To FS Automatically €@ Credit Allocation From FS Manually @
V) s

Invoices To FS Manually @ Credit Allocation To FS Automatically €
v v

Payments From FS Automatically €
V)

Payments From FS Manually @

v

Payments To FS Automatically @

)

Retention Period Of Success Sync @
60

Retention Period Of Failure Sync @
120

2. Ensure that each of the financial records you know need to be synced actually are
being synced.

3. Determine whether one-way or two-way syncing is required and set the fields in keep-
ing with the desired policy.

4. Ensure the Sync Frequency is set at an appropriate level of granularity. This will con-
trol the frequency with which syncs from Xero to Salesforce occur.

ﬂ Consult the on-screen field notes for a definition of each setting shown in the
above image.

Q_' Check your site implementation notes to understand how your system has
' been configured.
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How to find the most recent sync

]

This topic assumes you have connected your Xero account. See “How to con-

nect to Xero” on page 115.

Synchronization occurs automatically based on a schedule configured by your fran-
chisor. Syncs can also be manually initiated by system administrators. You can check
the most recent sync history from your Account.

To check the most recent sync period

1. From your Account, select the Related tab.

All v Q,  Search Accounts and more...

2

::E Operations Manag... Home  Chatter ~ Accounts »»  Contacts v  Contracts v/

Account

11 VIC Master &

Type Phone Website

Account Owner

Account Site

Details Related

Account Name Account Owner

VIC Master {3 VIC Finance Manager
Master Franchise @ Email ©

Australia Master

Status €@ Phone

Active

Status Reason @ Fax

Inactive Reason @ Timezone @

Australia|Melbourne

10N I ¥ W(a)

Management Logs \  Invoices v Payments Expenses v Morev ¢

<+ Follow Edit

Industry

Connection Status View Mapping

FCSVIC: Connected

Activity Chatter

Email

Create new...

2. Scroll down to the Syncs section, then press View All.

‘?‘9 Al v Q_  Search Salesforce 2 $ a @
EEE Operations Manag_,_ Home  Chatter ~ Accounts v  Contacts \v  Contracts v  Managementlogs \/ Invoices v Morew v
i) VIC Master & + Follow Edit
Syncs (6+) New
SYNC NAME SYNC STATUS ERROR MESSAGE FROM DATE
$054753 Succeeded v
2054751 Succeeded 10/10/2018 2:46.. v
5054748 Failed v
Failed 10/10/2018 2:46... v
Succeeded v
5054741 Succeeded 10/10/20182331.. v
View Al k——

130
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3. Click on the Sync Name column to order newest to oldest.

‘b Al v Q. Search Salesforce B 9 $ .‘. @
33 Operations Manag,“ Home  Chatter  Accounts »  Contacts »  Contracts v  Managementlogs ~ Invoices v Morew X4
Accounts > VIC Master ' New
Syncs
50+ items - Sorted by Sync Narge - minutes ago &~ c

SYNC NAME ¢ SYNC STATUS v ERROR MESSAGE v FROM DATE ’ v TO DATE v
1 5054753 Succeeded v
2 S054751 Succeeded 10/10/2018 2:46 PM 10/10/2018 3:16 PM v
3 S054748 Failed v
4 S054746 Failed 10/10/2018 2:46 PM 10/10/2018 3:01 PM v
5 5054743 Succeeded v
6 S054741 Succeeded 10/10/2018 2:31 PM 10/10/2018 2:46 PM v

The most recent set of syncs is given by the latest Sync records.

4. Check the From Date and the To Date in the most recent automated sync to determ-
ine when the most recent sync occurred.
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How to prevent historical syncing

When you are syncing a new Franchise Profile Account or Master Franchise Profile
Account with a Xero account that has extensive history, you will often need to prevent the
system from attempting to sync the entire history.

ﬂ Attempts to sync a long-lived Xero account with a newly created Franchise
Profile Account will usually result in syncing errors. You need to limit the sync
to the period in which the Franchise Profile Account has records relating to the
Xero account.

To prevent historical syncing

1. From the Franchise Profile Account, find the Syncs section and press New (button is
on the Related tab).

(& Mlv  Q  Search Accounts and more.. 24 4 @
23t Operations Manag... Home Chatter Accounts v Contacts \» Contracts v Managementlogs v Invoices \, Payments v, Expenses v Jobs v More v P
Account )
Ba FCS - Claymore & + Follow Edit Create New Job
Syncs (6+) \ New

SYNC NAME
5094254
5094256
5094260
5094263
5094266
5094267

2. From the New Syncs dialog choose Request.
New Sync

0 Request

Response

----nllllll’z:!!i'.IIHEHll
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3. Setthe Sync Status to Succeeded.

Information

Sync Name

Request Sent Time

Date

]
Response Received Time
Date

]

Error Message

Parent Sync

Search Syncs...

Type

--None--

System Information

Currency

AUD - Australian Dollar

Time

Time

New Sync: Request

Franchise

E FCS - Claymore

Invoice

Search Invoices...

Sync Status

Succeeded

Number Of Records

From Date

Date Time

3

To Date

Date Time

(3

Owner
Loryn Jenkins

Cancel Save & New
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4. Setthe Typeto Automatic.

Information

Sync Name

Request Sent Time

Date

Response Received Time

Date

Error Message

Parent Sync

Search Syncs...

Time

Time

New Sync: Request

Type

Automatic

System Information

Currency

AUD - Australian Dollar

134

Franchise

E FCS - Claymore

Invoice

Search Invoices...

Sync Status

Succeeded

Number Of Records

From Date

Date Time

3

To Date

Date Time

(3

Owner
Loryn Jenkins

Cancel Save & New
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Information

Sync Name

Request Sent Time

Date Time

Response Received Time

Date Time

Error Message

Parent Sync

Search Syncs...

Type

Automatic

System Information

Currency

AUD - Australian Dollar

New Sync: Request

Franchise

E FCS - Claymore

Invoice

Search Invoices...

Sync Status

Succeeded

Number Of Records

From Date

Q Date

Set To Date to a relatively recent date (e.g. yesterday or today), then press Save.

Time

3
©

To Date
v Date

19/08/2019

Time

& | 12:00PM ®

Owner
Loryn Jenkins

Cancel Save & Ne

This will prevent automatic syncing from attempting to sync prior to the specific To

Date.

If you need to sync historical records from a defined range prior to the spe-
cified To Date, create a manual sync for the desired period (See “How to
manually sync specific records” on the next page).

CHAPTER 11 | How to prevent historical syncing 1 35



How to manually sync specific records

From time to time it may be necessary to attempt to sync specific records. You can do
this by initiating a manual sync that synchronizes specific invoices or invoices from a par-
ticular date and time range. When a manual sync is specified based on a date and time
range, all financial records whose create or update timestamps fall into the specified dur-
ation are synced.

To sync specific date and time ranges for a particular account

1. From the Syncs section on an account’s Related tab, press New.
J@ Ay Q Search Accounts and more... 2 A @

::E Operations Manag_._ Home  Chatter ~ Accounts »  Contacts \»  Contracts v  Managementlogs » Invoices v  Payments \v  Expenses v Jobs v  Morew rd

FCS Ringwood & + Follow  Edit

Syncs (6+) S New

SYNC NAME SYNC STATUS ERROR MESSAGE FROM DATE
5032483 Succeeded v
5032480 Succeeded 4/09/2018 2:13 PM v
5032474 Succeeded v
5032470 Succeeded 4/09/2018 1:58 PM v
5032464 Succeeded v

5032460 Succeeded 4/09/2018 1:43 PM v

View All

The New Sync dialog box appears.

2. From the New Sync dialog box, select Request then press Next.

New Sync

Select a record type @ Request

Response

Cancel

The New Sync: Request dialog box appears.
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3. From the New Sync: Request dialog box, enter:

a. the Type as Manual
b. either the Invoice or the Date Range to be manually synced.

New Sync: Request

Information

Sync Name Franchise
FCS Ringwood X
Request Sent Time Invoice
Date Time
INV-00001 X
& ©
Response Received Time Sync Status
Date Time In Progress v
& O]
Error Message Number Of Records
C)
Parent Sync From Date
Search Syncs... Q Date Time
& o
Type To Date
Manual v Date Time
@ o
System Information
Currency Owner
Loryn Jenkins
Australian Dollar v
Cancel Save & New

4. When you have completed the selections, press Save.

5. The manual sync occurs in the background.
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How to ready franchisee account names for
Xero sync

When an invoice from a franchise invoice run is synced to Xero, the invoice is linked to a
“customer account.” By default, the account name is given the value of the Franchise
Profile Account’s (FPAS) Account Name field.

If the Xero account name differs from the Salesforce FPA Account Name field,
the sync process will update the Xero account name to make it match.

Sometimes, the name of the FPA Account Name is not a suitable name for the Xero

account name. When this is the case, you can control the name of the Xero account
through using

» Financial System Name Type
» Trading Name and

» Legal Entity Name fields.

How to use the Legal Entity Name field
» Use this to record the legal entity that operates this franchisee.

» The Legal Entity Name field is a simple text entry field. You can open if for edit and
enter whatever name you need. Press Save to commit the change.

How to use the Trading Name field
» Use this to record the trading name under which this franchise is operated.

» The Trading Name field is a simple text entry field. You can open if for edit and enter
whatever name you need. Press Save to commit the change.
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How to use the Financial System Name Type field

» The Financial System Name Type field provides a drop-down list allowing you to select
the style of name to be used for the Xero account name.

» —-None--
» Record Name
» Legal Name T/as Record Name

» Legal Name T/as Trading Name

ﬂ Record Name will set the Financial System Name field from the FPA
Account Name field.

Legal Name T/as Record Name uses the Legal Entity Name followed
by “T/as” then the Account Name.

Legal Name T/as Trading Name uses the Legal Entity Name followed
by “T/as” then the Trading Name.

» When you made a selection and saved it, the name that will be pushed to the Xero
account is shown in the Financial System Name field.

A Any changes you might make to a Franchise Profile Account name in Xero
will not be reflected back into Salesforce.

When you begin syncing to a Xero account, the sync process controls the
Xero customer account name field. This means that any changes you want
made to a Xero account name must be done from Salesforce.
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Understanding audits

Audits are a useful management tool to ensure repeatable processes and quality out-
comes are achieved.

Audits are typically used to
» Collect evidence at defined stages in a job

» Document business improvement initiatives

Audits allow you to ask a standard set of questions and a range of type of answers
» Binary answers: Yes or No | Pass or Fail | True or False

» Scaled answers (0-n)
» Worded responses selected from a defined set

» Not applicable (N/A)

Evidence for your answers can be attached, including field notes and images or pho-
tographs taken directly from your phone’s camera. Follow-up actions can be set directly
from the audit. When the audit is complete, the system can optionally calculate a score.

How audits appear to end users

When a user is completing an audit, there are a series of questions that are asked in a
regular order.

» Questions can be grouped by tabs.
Q. Search Salesforce 9 $ -.‘ @

Management Logs ~  Invoices v * ~ X  Morew K4

"_‘@ Al v

::E Operations Manag._, Home  Chatter ~ Accounts s,  Contacts »»  Contracts

Audit Number Type Organiser Franchise .
’ 3 Cancel Submit
Audit-0037 Testing Brendan Green FCS Ringwood

1. Core Values 2. Growth

People

1. Are the Core Values displayed and visible to team members and clients at all times?

YES NO

A, Upload Files  Or drop files Y= Add Action 8 Add Note
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» Each tab can show multiple pages of questions. Progress is shown on a progress bar.

"(‘) Al v Q,  Search Salesforce 9 $ _!. @
SEE Operations Manag... Home  Chatter  Accounts »,  Contacts v  Contracts v  Managementlogs ~/ Invoices v * s~ X Morew
Audit Number Type Organiser Franchise Cancel Submit
Audit-0037 Testing Brendan Green FCS Ringwood
l 1. Core Values 2. Growth !
° o
Performan nagement
7. Are Performance Management tools imp and utilised?
YES NO
A, Upload Files  Or drop files Y= Add Action £ Add Note
» One or more questions can display on each page.
Al v Q. Search Salesforce 9 $ .!. @
Operations Manag,., Home  Chatter ~ Accounts »  Contacts \»  Contracts »»  Managementlogs v  Invoices v v X Morew

Audit Number Type Organiser Franchise B
Cancel Submit
Audit-0037 Testing Brendan Green FCS Ringwood
l 1. Core Values 2. Growth
|
Human Resources
4. Is there an emergency contact on file for all employees?
YES NO
&, Upload Files  Or drop files Y= Add Action £ AddNote
5. 1Is there a procedure in place for internal complaints including bullying and harassment claims?
YES NO
A, Upload Files  Or drop files Y= Add Action £ AddNote
6. Are the current minimum wages and approved allowances on file and updated as required?
YES NO
A, Upload Files  Or drop files Y= Add Action £ AddNote
Next

Previous
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» The user can provide evidence for answers by recording notes or uploading files,

images and photographs.

Al v Q. Search Salesforce

Operations Manag_._ Home  Chatter ~ Accounts v  Contacts \  Contracts v  ManagementLlogs

@2 aa@®

Invoices v v X  Morew P4

Audit Number Type Organiser Franchise
Audit-0037 Testing Brendan Green FCS Ringwood

Cancel Submit

! 1. Core Values 2. Growth

o

Human Resources

4. Is there an emergency contact on file for all employees?

YES NO
I 2, Upload Files O drop files I Y= Add Action
5. 1Is there a procedure in place for internal complaints including bullying and harassment claims?
YES NO
&, Upload Files  Ordrop files "E Add Action E/ Add Note
6. Are the current minimum wages and approved allowances on file and updated as required?
YES NO
A, Upload Files  Or drop files Y= Add Action £ AddNote
Previous Next
» Actions arising from the observation can be created.
‘?‘9 Al v Q. Search Salesforce 9 ¢ ‘_.
Operations Manag... Home  Chatter ~ Accounts ,  Contacts v Contracts v  Managementlogs v Invoices v * ~ X Morew P
Q:Ziitt-,:)‘:)r;‘;er Z::ing :::z::Green Iir:;ri:;wood cancel submit
1. Core Values 2. Growth
0]
Human Resources
4. Is there an emergency contact on file for all employees?
YES NO
2, Upload Files O drop files £ AddNote
5. 1Is there a procedure in place for internal complaints including bullying and harassment claims?
YES NO
A, Upload Files  Or drop files Y= Add Action £ AddNote
6. Are the current minimum wages and approved allowances on file and updated as required?
YES NO
&, Upload Files  Or drop files Y= Add Action £ AddNote
Next

Previous
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» When complete, the user submits the audit.

Al v Q. Search Salesforce
Operations Manag,.‘ Home  Chatter ~ Accounts v  Contacts \v  Contracts v  Managementlogs
Audit Number Type Organiser Franchise
Audit-0037 Testing Brendan Green FCS Ringwood

Invoices

IR ¥ ()

v X

l 1. Core Values 2. Growth
|

] o

Technology

10. What technology solutions are in place? And what are the strengths and weaknesses of each system?
YES NO

&, Upload Files  Or drop files "E Add Action

11. Are all technology systems integrated and working as an end to end system?
YES NO

&, Upload Files  Or drop files "E Add Action

Previous
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How to work with the audit resource file

Questions for all audits are prepared in a single static resource and then imported into
Salesforce. The following table explains how to work with the contents of the Audit
Resource.csvfile.

Q__ If you use a spreadsheet to edit the Audit Resource.csv file, remember to
' export the changes back into CSV format before import into Salesforce.

Data in the audit resource file

Type

Display_
Order__c

Description___
C

Guidance _
Notes ¢

Possible
Findings_ ¢

Pass_ Find-
ing_ ¢

Category__c

146

Determines which audit type the current ques-
tion belongs to. To use a new audit type, speak
with your system administrator.

Numeric value describing the display order of
each question within a section.

The question displayed to the user. Can be
formatted as plain text or using HTML.

Description of the evaluation. Can be format-
ted as plain text or using HTML.

A pipe-delimited string describing the set of
possible answers. Each sub-string is displayed
on its own button. See below for the syntax for
this column.

Optional criteria to determine whether this find-
ing is a pass or fail. Questions pass by default.

Determines the name of the tab on which the
question is displayed. All questions belonging
to a category are displayed on the same tab.
Tabs appear in alphabetical order.

General

1

All employees pos-
sess current health
and safety cer-
tificates?

<p><b>Check:</b>
</p> <ul> <li>Current
health and safety cert
is filed for each
employee.</li> </ul>

N/A|No|Yes

(0/e)

People
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Determines the name of the section for each
qguestion. All questions belonging to a section

Section__c . . Health & Safety
are displayed on the same page. Sections are
presented in alphabetical order.

Maximum Optional column used for scoring. Specifies

- the maximum score that can be attributed to 10
Score__c . : "
this question. Must be a positive number.
Optional column used for scoring. Determines
Scoring Dir- whether the question starts from a zero-value
ection g_c and adds scores based on your answers, or DOWN
— whether it starts from the Maximum_Score and
subtracts scores based on the answer.

Weighting__ ¢ _Numer_lc _value against which the finding score 5
is multiplied.

Show_Notes_ Determines whether notes are displayed by TRUE

( default.

O To control the order of the tabs, begin the Category name with a number.

—

ﬂ Content within the Category__c and Section__ ¢ columns cannot contain com-
mas. If you need to include a separator, use a dash instead of a comma.

ﬂ If you add a new Type to the spreadsheet, you will need to configure a new
audit type (See “How to configure a new audit type” on page 157) before
updating the audit resource file into Salesforce.

Syntax for Possible Findings column

Acceptable syntax for the Possible Findings column is as follows.

{N/A |} Fail | Pass System recognizes three types of Bin-
ary Response, each of which can sup-

AN G port an optional Not Applicable (N/A or

{NA|}No|Yes NA is equally acceptable).

Binary
responses
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Sliders provides a way to select a
scaled, numeric response. The slider
will produce a slider control whose
increments are defined by the value
after the colon and whose range is
defined by the Maximum_Score.

With the first slider, the slider range is

Scaled Slider:% from 0 to 1.0 incrementing by 0.01.

responses  Sjider:1 The slider value is multiplied by Max-
imum_Score to obtain the slider’s
score.

In second example, when Maximum_
Score is 10, then the slider will contain
ten increments (0, 1,2.. 9, 10), the
increment being defined by the num-
ber following the colon.

With numeric scales, the labels rep-
Numeric  {NAI}12(34|5/6/7I8]9]10 resentvalues.
responses INJAIS[413]2]1 In all cases, Maximum_Score must be
given as the value of the greatest num-

ber.

Arbitrary named responses generate a
button set with each response

{N/Al}Low=1|Below Aver- described on the button label.

age=2|Average=3|Above Aver-
age=4|Excellent=5

Custom

responses When scoring is used, the number on

the right-hand-side represents the
score.

O In all examples, an NA response removes the question from score calculation.

Score calculations

Here are some examples as to how the score calculations work on individual questions.
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N/A | False | True 10 UP
N/A[1]2]3]4|5 5 UP
N/A|Low- 5 UP

w=1|Average=3|Excellent=5

CHAPTER 12 | How to work with the audit resource file

True will
score 10
False will
score 0
N/A
excludes
question
from scoring
1 will score
1

2 will score
2

3 will score
3

4 will score
4

5 will score
5

N/A
excludes
question

from scoring

Low will
score 1

Average will
score 3

Excellent
will score 5

N/A
excludes
question
from scoring

Score Dir-
ection has
no effect on
binary
responses.

Score will
always be
the value of
the label.
Maximum
Score will
generally
be set to
being equal
to the
greatest
label value.

Score will
always be
the value of
the label.
Maximum
Score will
generally
be set to
being equal
to the
greatest
label value.
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Slider:% 100 upP
Slider:2 10 UuP
Text

The score
will be the
selected
value.

Slider pos-
itions 0, 2,
4,6,8,10
will be gen-
erated. The
score will
consist of
the selected
value.

Finding will
consist of
an open text
field.

Slider incre-
ments by
0.01, which
is multiplied
by the Max-
imum_
Score to
obtain the
score
value.

Slider value
(the num-
ber fol-
lowing the
colon) sets
the incre-
ment. Max-
imum_
Score sets
the range.

Text find-
ings are not
scored.

9 When all calculations are finished, system reports on the score relative to the
~  maximum possible score. Not applicable questions are not included in the

maximum possible score.
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How data in each audit resource column is displayed
The next two images show how the example above maps to the screen.

New Audit: General

Information

Audit Name Status
New v
Management Log Audit Start Date
Search Management Logs... Q Date Time
@ (C]
Type Audit Closed Date
[ --None-- v ] Date Time
] o
v --None--
General H
Joo
IN-00102 X

System Information

Currency Owner

AUD - Australian Dollar v Loryn Jenkins

Cancel Save & New

‘?m Al v @, Search Salesforce ’) -!-

EEE Operations Manag... Home  Chatter Accounts »v Jobs », JobOffers » JobSchedule Invoices v * ~ X Morev &
Audit Number Type Organiser Franchise Cancel Submit
Audit-0018 General ]

° O
4. All employees possess current health and safety certiﬁcates?*— m

| Yes No N/A

A, Upload Files  Or drop files Y= Add Action

Previous Next
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How to add or change audit instruments

Questions for all audits are prepared in a single static resource and then imported into
Salesforce.

To obtain the current audit resource file

1. From Setup, search for Static Resources.

O, Search Setup 9 $ ._l @

Home Object Manager v
) 8 ¢ Setup [y

Q_ Static *"
$ Service Setup

v Custom Code

Developer Console

Static Resources

Didn't find what you're looking for?
Try using Global Search.

< mySalesforce Go Mobile Visit AppExchange >
Use mySalesforce to create your own Prepare the mobile app for your Extend Salesforce with the #1
branded mobile app. users. business app marketplace.

Learn More '

Take the Trailhead Module ' Get Started Get Started

2. Click on the current Audit Resource.

‘ Q. Search Setup 9 ¢ '.‘ @

:EE Setup Home  Object Manager v

Q, Static SETUP
Static Resources

v Custom Code

I Static Resources - = =

Static Resources
Didn't find what you're looking for?

Try using Global Search. Use static resources to upload content that you want to reference in a Visualforce page, including .zip and jar files, images, stylesheets, JavaScrig

View: | audit Resource ¢ Edit | Create New View

A/BICI DI EIFIGIHIIIJIKILIMIN OIPlQ
o

[New|
Action Name Namespace Prefix Description MIME Type Size Created By Alias Created |
Edit | Del Audit_Resource text/csv 830 Franch1 5/10/201

Static
resource
, SiteSamples FCS_OPS for sites. application/zip 42,080 |User 14/03/20
sample
pages

Lightning
design
1, SLDS FCS_BASE system application/zip 3,826,275 tpham 25/10/20
version
231
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3. Click onthe View filelink.

. O, Search Setup 9 $ ._l @

ooo

ees Setup Home  Object Manager v

SETUP
Static Resources

Q, Static

v Custom Code

Static Resources il - i Y/ o z ARY)2N - Z Y 2N

Static Resource

Didn't find what you're looking for? Aud It_RESOU rce

Try using Global Search.
Static Resource Detail Delete

Name  Audit_Resource

Help for this Page @

Namespace Prefix
Description

MIME Type text/csv

Cache Control  Private
Size 830 bytes
View file

Created By  Shikher Chowdhary, 5/10/2018 10:57 AM
Last Modified By  Loryn Jenkins, 18/10/2018 3:18 PM

it Where is this used?

4. The Audit Resource.csv file will download to your computer. To make any
changes, you will need to edit this file.

If the file happens to download as Audit Resource, Audit Resource.xls
or Audit Resource.xlsx, make sure you change the file name to Audit
Resource.csv before you open it.

To edit the audit resource file

» See “How to work with the audit resource file” on page 146.

If you add a new Type to the spreadsheet, you will need to configure a new
audit type (See “How to configure a new audit type” on page 157) before
updating the audit resource file into Salesforce.
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To update the audit resource file

1. From Setup, search for Static Resources.

. O, Search Setup 9 $ .Q. @

EEE Setup Home  Object Manager v ¢ - 7

a Staﬁc*— n SETUP ‘

v Custom Code

$ Service Setup

Developer Console

Static Resources

Didn't find what you're looking for?
Try using Global Search.

A T
< mySalesforce Go Mobile Visit AppExchange >
Use mySalesforce to create your own Prepare the mobile app for your Extend Salesforce with the #1
branded mobile app. users. business app marketplace.

Learn More [

Take the Trailhead Module ' Get Started Get Started

2. Click onthe Audit Resource link.

. @, Search Setup ') $ -’- @

Setup Home  Object Manager v

Q Static SETUP

Static Resources

v Custom Code

Static Resources

Static Resources

Didn't find what you're looking for?

Try using Global Search. Use static resources to upload content that you want to inaVi page, i ing .zip and jar files, images, stylesheets, JavaScrip

View:  Audit_Resource Edit | Create New View

ABICIDE[F G HIIJIKILIM N OIP|Q
£
New
Action Name Namespace Prefix Description MIME Type Size Created By Alias Created |
Edit | Del Audit_Resource text/csv 830 Franch1 5/10/201
Static
resource
i SiteSamples FCS_OPS for sites application/zip 42,080 User 14/03/20
sample
pages
Lightning
design
i SLDS FCS_BASE system application/zip 3,826,275 tpham 25/10/20
version
23.1
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3. Ensure Cache Control is setto Private.

2ct Manager v

SETUP
Static Resources

static Resource

Audit_Resource

Static Resource Detail Edit  Delete  Where s this used?

MIME Type  application/vnd ms-excel
Size 93,540 bytes
View file
Created By  FCS Support, 12/06/2019 3:30 PM
LastModified By ~ ECS Support, 11/07/2019 11:07 AM

Edit| Delete|  Whereis this used?

4. Now click on the Edit link for the Audit Resource.

. @, Search Setup ’) $ -’- @

Setup Home  Object Manager v

Q, Static SETUP
ﬂ Static Resources
v Custom Code

Static Resources

Static Resources

Didn't find what you're looking for?
Try using Global Search.

View:  Audit_Resource Edit | Create New View

Use static resources to upload content that you want to reference in a Visualforce page, including .zip and jar files, images, stylesheets, JavaScrig

A/B/CDEF GHII'JIKILMNOPQ

‘New
Action Name Namespace Prefix Description MIME Type Size Created By Alias Created [
Edit | Del Audit_Resource text/csv 830 Franch1 5/10/201
Static
resource
, SiteSamples FCS_OPS for sites application/zip 42,080 User 14/03/20
sample
pages
Lightning
design
“, SLDS FCS_BASE system application/zip 3,826,275 tpham 25/10/20
version
23.1
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9. Select the Choose File button. Select the modified CSV file from your computer. Then
choose Save.

. O, Search Setup 9 $ -!. @

voo .
B Setup Home  Object Manager Vv

SETUP
Static Resources

Q_ Static

v Custom Code

Static Resources AN
SAMiij R.esolae Help for this Page @
Didn't find what you're looking for? u It— esource
Try using Global Search.
Static Resource Edit Cancel
Static Resource Information ‘ 1 = Required Information

Name | Audit_Resource

Description ‘
4

Ells) Choose File | no file selected

Cache Control I Private

The Audit Resource.csv file will upload to Salesforce.

You should then see the changes you have made to the Audit Resource.csvfile
reflected in the available audit types, questions, answers, tabs and sections.
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How to configure a new audit type

When you import an audit plan into Salesforce, new and changed questions for existing
audit types will automatically be available the next time you create a new audit. However,
importing an audit plan is not sufficient for new audit types to appear in the Audit dialog’s
Type field. To make new audit types appear, you need to add a new audit type.

To add a new audit type

1. Go to Setup, and search for Object Manager.
2. From Object Manager, select the Audi t record.
(&m Q. Search Setup B ? $ ; @

::E Setup Home  Object Manager v

= SHU? Q. Quick Find Schema Builder Create w
b Object Manager

50+ Items, Sorted by Label

AttenV FCS_OPS__Attendee__c 17/06/2019 v v v
Audit FCS_OPS__Audit__c 17/06/2019 v v v
Audit Item FCS_OPS__Audit_Item__c 17/06/2019 v v v

3. Select Fields & Relationships.

FRANCHISE
@ & seucnsenp De2ee®

::E Setup Home  Object Manager v

- SETUP > OBJECT MANAGER
< .
e Audit

I Details Details Edit  Delete
Fields & Relationships
Description
Page Layouts
Lightning Record Pages APIName Enable Reports
FCS_OPS__Audit__c v
Buttons, Links, and Actions Custom Track Activities
v v
Compact Layouts
Singular Label Track Field History
Field Sets Audit v
o Plural Label Deployment Status
Object Limits Audits Deployed
Record Types Help Settings

Standard salesforce.com Help Window
Related Lookup Filters

CHAPTER 12 | How to configure a new audit type 1 57



4. Now choose the Field Label named Type.
Q. Search Setup Iz] 9 ¢ ‘_‘ @

Setup Home  Object Manager

SETUP > OBJECT MANAGER
R3 5
a Audit

Details Fields & REIationShiPs Q. Quick Find New Field Dependencies Set History Tracking
11 Items, Sorted by Field Label

I Fields & Relationships

FIELD LABEL ~  FIELD NAME DATA TYPE CONTROLLING FIELD INDEXED

Page Layouts
ge Layou Audit Closed Date FCS_OPS__Audit_Closed_Date__c Date/Time v

Lightning Record Pages

Audit Name Name Auto Number v v
Buttons, Links, and Actions
Compact Layouts Audit Start Date FCS_OPS__Audit_Start_Date__c Date/Time v
Field Sets Created By CreatedByld Lookup(User)
Object Limits Currency CurrencylsoCode Picklist v
Record Types

Last Modified By LastModifiedByld Lookup(User)
Related Lookup Filters

Management Log FCS_OPS__Management_Log__c Lookup(Management Log) v v
Search Layouts

Owner Ownerld Lookup(User,Group)
Search Layouts for Salesforce
Classic Record Type RecordTypeld Record Type
Triggers

188 Status FCS_OPS__Status__c Pickiist v

Validation Rules

Type FCS_OPS__Type__c Picklist v
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CLOUD
SOLUTIONS

@, Search Setup

Setup Home

Object Manager v

9. Inthe Values pane, add a new type by pressing the New button.

N@2za®

SETUP > OBJECT MANAGER

SN Audit

Details

Fields & Relationships
Page Layouts

Lightning Record Pages
Buttons, Links, and Actions
Compact Layouts

Field Sets

Object Limits

Record Types

Related Lookup Filters
Search Layouts

Search Layouts for Salesforce
Classic

Triggers

Validation Rules

Field Information

Field Label  Type

Field Name  Type
FCS_OPS
FCS_OPS__Type__c

Namespace Prefix

API Name

Description

Help Text

Data Owner

Field Usage

Data Sensitivity Level
Compliance Categorization

Created By  Integration User, 12/06/2018 7:57 PM

Object Name  Audit

Data Type  Picklist

Modified By

Kerryn Miler, 19/09/2018 12:01 PM

Package Information

Installed Package  FranchiseOps Available in Versions  1.94 - Current
General Options
Required
Default Value | ;
Picklist Options
Restrict picklist to the values /'
defined in the value set
Controlling Field  [New]
Field Dependencies [ New | Field Dependencies Help 7
No dependencies defined.
Validation Rules [New | Validation Rules Help 7
No validation rules defined.
Values Chart Colors v | Values Help ' ?
Action Values API Name Default ~ Chart Colors Modified By
Edit | Del | Deactivate General General Assigned dynamically Integration User, 12/06/2018 7:57 PM
Edit | Del | Deactivate Growth Visit Growth Visit Assigned dynamically Integration User, 3/07/2018 11:28 AM
Edit | Del | Deactivate Annual Annual Assigned dynamically Kerryn Miler, 15/11/2018 12:33 PM

Edit | Del | Deactivate Drug & Alcohol Compliance

Drug & Alcohol Compliance

Assigned dynamically

Kerryn Miler, 24/09/2019 3:23 PM

Inactive Values

No Inactive Values values defined.
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6. Press New to add one or more values. Enter each value onto a new line. Ensure you
check each and every Record Type on which you want this Type to appear. Press

Save.

FRANCHISE
m SRR
SOLUTIONS

Q. Search Setup B ') $ .!. @

ooe -

ses  Setup Home  Object Manager v
- SETUP > OBJECT MANAGER
S Audit

Details

I Fields & Relationships
Page Layouts
Lightning Record Pages
Buttons, Links, and Actions
Compact Layouts
Field Sets
Object Limits
Record Types
Related Lookup Filters
Search Layouts

Search Layouts for Salesforce
Classic

Triggers

Validation Rules

Add Picklist Values Help for this Page @
Type
Add one or more picklist values below. Each value should be on its own line and it is used for both a value's label and APl name.

If a value matches an inactive value's API name, that value is tivated with its previous label.

If a value matches an inactive value's label but not the AP| |a new value is created.

Work Health and Safety

/’ 4

To add the, \e picklist values for a particular Record Type, check the appropriate low.
pe Name / Description

General

[ save | |cancel|

The new value is added to the list of types available from the General record.

Now importing a spreadsheet containing questions having this Type value will
cause the Type to appear within the Audit object’s Type field.
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How to work with attachments that are not
iImages

Attachments that are images can be viewed by clicking the images link. Clicking the

image link allows you to view the image. You have the option to delete the image should
you choose to do so.

‘?‘9 Al v Q. Search Salesforce ') ¢ ‘_.

Operations Manag... Home  Chatter  Accounts v  Contacts »»  Contracts \v  Managementlogs » Invoices v * ~ X Morew e
Audit Number Type Organiser Franchise Cancel Submit
Audit-0029 Testing Brendan Green FCS Ringwood

! 1. Core Values 2. Growth

o

Human Resources

4. Is there an emergency contact on file for all employees?

NO

&, Upload Files 2 images ”E Add Action E/ Add Note

5. Is there a procedure in place for internal complaints including bullying and harassment claims?

YES NO

&, Upload Files Or drop files "E Add Action g/ Add Note

6. Are the current minimum wages and approved allowances on file and updated as required?
= NO

&, Upload Files Or drop files "E Add Action g/ Add Note

Previous Next

Attachments that are not images are managed via attachments to the audit questions.
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Operations Manag... Home

Audit

Audit-0029
Related Details
Audit Name
Audit-0029

Management Log

Type
Testing

Job

Currency
AUD - Australian Dollar

Created By
#4 Brendan Green, 19/10/2018 3:36 PM

2. Select an Audit Item

Operations Manag... Home

Audit

Audit-0029

Related Details

. Audit Items (6+)

AUDIT ITEM NAME DISPLAY ORDER

AIN-0201 1
AIN-0202 2
AIN-0203

AIN-0207 4
AIN-0209 5
AIN-0208 6

162

To locate non-image attachments

Al v @, Search Salesforce

Chatter  Accounts v

Status
Completed

Audit Start Date

Contacts v/

15/10/2018 3:38 PM
Audit Closed Date
16/10/2018 2:43 PM

Last Modified By

& Loryn Jer

Owner

#3 Brendan Green

All v Q,  Search Salesforce

Chatter ~ Accounts v

DESCRIPTION

Are the Core Values dis...
Do all team members ...

Are staff recognised an...
Is there an emergency ...
Is there a procedure in...

Are the current minim...

View All

Contacts v

FINDING

YES

YES

YES

YES

YES

YES

1. From the Audit record, selected Related.

Contracts v Management Logs ~  Invoices

Start Audit Submit for Approval Edit

Activity

Filters: All time - All activities - All types Y
Refresh Expand All
Next Steps

No next steps. To get things moving, add a task or set up a
meeting.

Past Activities

No past activity. Past meetings and tasks marked as done
show up here.

ins, 19/11/2018 6:19 AM

2252 @

4

Contracts v ManagementLogs v  Invoices v * ~ X  Morew

Start Audit Submit for Approval Edit

Activity
New Filters: All time - All activities - All types 'Y
Refresh Expand All
v Next Steps
v No next steps. To get things moving, add a task or set up a
v meeting.
v Past Activities
v
No past activity. Past meetings and tasks marked as done
v show up here.
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3. Now select the Audit Item’s Related tab.

Al v Q. Search Salesforce

Home  Chatter  Accounts v  Contacts v  Contracts v

Operations Manag...

Audit Item

el AIN-0207

Related Details

Audit Item Name Currency

AIN-0207 AUD - Australian Dollar

Audit Finding

Audit-0029 YES

Display Order Description

4 Is there an emergency contact on file for all
employees?

Category Notes

2. Growth

Section

Human Resources

Created By Last Modified By

4.

Al v Search Salesforce

Q

Home  Chatter  Accounts »  Contacts »  Contracts

Operations Manag...

Audit Item

| AIN-0207

Related Details

Notes & Attachments (2)

Employee-Emergency-Contact-Form-Signed
19/11/2018 - 224KB - png

Employee-Emergency-Contact-Form
19/11/2018 - 32KB - pdf

View All

Upload Files

@2 e @®

Management Logs v Invoices v ~ X  Morew Kd

Edit Delete Clone

Activity
Filters: All time - All activities - All types Y

Refresh Expand All
Next Steps

No next steps. To get things moving, add a task or set up a
meeting.
Past Activities

No past activity. Past meetings and tasks marked as done
show up here.

@2 e @®

Management Logs v Invoices v v X  Morew K4

Edit Delete Clone

Activity

Filters: All time - All activities - All types Y

Refresh Expand All
Next Steps

No next steps. To get things moving, add a task or set up a
meeting.

Past Activities

9. You can now view all the files attached to the question.

Al v Q. Search Salesforce

Home  Chatter ~ Accounts v  Contacts v Contracts v

Operations Manag...

Neraa@®

>

Management Logs v Invoices v * v X  Morew K4

Audit Items > AIN-0207
Notes & Attachments

2 items - Sorted by Last Modified - Updated a few seconds ago

TITLE Vv OWNER v

1 a Employee-Emergency-Contact-Form-Signed Loryn Jenkins

2 Employee-Emergency-Contact-Form Loryn Jenkins
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Upload Files
B~ C
LAST MODIFIED ¢ AR STZE] v |
19/11/2018 6:12 AM 224KB v
19/11/2018 6:09 AM 32KB v
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To edit any of the attachments

1. Select from the attachment’s Edit menu.
Al v Q,  Search Salesforce B ') m ._‘ @

Operations Manag... Home  Chatter  Accounts Contacts v  Contracts v Management Logs ~  Invoices v * v X  Morev K4

Audit Items > AIN-0207

Notes & Attachments Upload Files

av C

2 items - Sorted by Last Modified - Updated 2 minutes ago

TITLE Vv  OWNER Vv LAST MODIFIED ¢ Vv SIZE
1 Employee-Emergency-Contact-Form-Signed Loryn Jenkins 19/11/2018 6:12 AM
2 Employee-Emergency-Contact-Form Loryn Jenkins 19/11/2018 6:09 AM
Download
Share
Public Link

View File Details

Upload New Version
Edit File Details

Delete
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How to configure an organization wide email
address

Notifications of Job Offers via email requires an organization wide email address to be
configured. When Two Way Email is setup during implementation, this address will have
already been configured. If you are configuring a new Configuration Set, you may need
to set the Organization Wide Email address in that Configuration Set.

To configure the Org Wide Email Address

1. Go to the Salesforce Setup and search for Organization-Wide Addresses.

) o searcnseu Neas?2ea®
332 Setup  Hom bject Manager v/
o ox ( '
Organization-Wide Addresses
v Email
Organization-Wide Addresses
* Development Organization-Wide Email Addresses
| |
Org Shape | An organization-wide email address associates a single email address to a user profile. Each user in the profile can send email using this address. Users will share the same display name and email address.
" N User Selectabls ization-Wide Email Add Add
Didn't find what you're looking for? =
Try using Global Search.
Actions Display Name Email Address Allowed Profiles Status. Created Date
et Dol [dob Orers —J ieb AlProfies Veified  11/1012019

The Organization-Wide Email Address identifier is displayed in the Display Name
field.

2. Now find the Configuration Set field within the relevant Master Franchise Profile
Account, and click through to the Configuration Set.

S\
‘?(‘) Q_ Search Accounts and more.. *|v ? $ a @
':E Operations Manag... Home  Chatter ~ Accounts v  Contacts v  Contracts v Management Logs v  Invoices v  Payments v More v Kd
FCSNSW & + Follow  Edit

v Other Information

Survey Frequency (Days) Referrer
0
Insurance End Date Source

Initial Contact Date Configuration Sef
CN-00001
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3. From the Configuration Set, locate the Job Allocation Setup section, and enter the
email address into the Org Wide Email Address field.

v

Job Allocation Settings

Geo-coding Minimunn Level

Job Type Eligibility @
Off

|Org Wide Email Address Name @
Job Offers

Eligibility Criteria Logic @

Distance Calculation @
Straight Line

Distance Units @
Kilometres

Job Offer Processing @
Sequential

Job Allocation Queue Name @
Default Job Queue

Job Offer Email Template @
Default_Job_Offer_Template

Force Allocation Email Template @
Force_Allocate_Email_Template

Duplicate Job Timeframe @

Duplicate Job Criteria

Customer Matching Criteria @
(FirstName = [FCS_OPS_BETA__First_Name__c] && LastName = [FCS_OPS_BETA__Last_Name__c])

Enabled Messaging Direction @

Both

Retention Period Of Job Potential

90

Accepted Or Declined Job Offer Template @
Accepted_Or_Declined_Job_Offer_Template
Expired Or Timeout Job Offer Template @
Expired_Or_Timeout_Job_Offer_Template
Timeout Per Offer

1

Timeout Per Job

2

No Timeout In Owned Area @

v

One Offer At ATime @

v

Offer Owned Area 24/7 @

v

Offer Inside Contact Hours Only @

v

Queue In Territory Offers @

v
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How to set up an email signature block

Setting up a signature block is something almost everyone does when they first set up
their personal settings within Salesforce.

System administrators need to upload the signature block images and distribute the res-
ulting URLs to each user. Then each user sets up their own signature block URLs.

To obtain a signature block URL

1. Obtain a signature block image for a user.

2. Within Salesforce, switch into Classic.

m'{'f‘?“}} Alv O Search Salesforce
it Business Manage... Home Chatter Accounts ~ Jobs v JobOffers » JobSchedule Invoices  Payments v,  CustomerFeedback v Contacts v, Material Pricelists v Files v  Ref ) :
Loryn Jenkins L
mysalesforce.com
Quarterly Performance A5 0 02/03/2018 121057 PM | G Assistant
ccccc AUD 80,000  oPeN (>70%) AUD 80,000 GOAL - #

1606 chiseeown al
£ s
s your
1200 auat
t-dev-ed mysalesforce.co
80x
© support@weedingwomen.com
weedingwomenorg mysalesforce.com
40K
lore Usernames
o DISPLAY DI
jan 2018-03.01
uGoal mCl

Today's Events

Switch to Salesforce Classic @
Add Username

3. Find the documents tab, either in the menu or by pressing the + icon.
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4. Now scroll down and select Documents.

€ chatter

5 Configurations:

[ consumption scheduies
[ 74 contact Point Type Gonsent
"2/ Contacts

© content

=

#® Customer Feedback

& DB Companies

(53 Dashboards

Contracts.

4" patacom

|74 pata Use Logal Basis

[ osta use Pupose

E?; Doccen Admin

E?, Doccen Component Groups
E?, Doccen components
E?, Doccen Forms

E?, DocGen Packages

E?, DocGen Queve

=/ Documents

¥ Docusign Admin
¥ Docusign Demo.

If this is the first signature you have uploaded, create a new folder for
all email signatures called Signatures.

- B G
T e T o reopa._ Aoy e+

me more! | Page @
RRRRRRR B

s -

-

e

@ Rocycle Bir

Complete the Signaturesfolder details, then press Save.

=

Home Accounts Contacts Contracts Management Logs _Involces Payments Expenses Jobs Job Offers Tortories.

——
= New Document Folder

Folder Edit
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Switch to the Signaturesfolder.

‘?@ Search,

Search

{3 Switch to Lightning Experience  Loryn Jenkins +

Home Accounts Contacts Contracts ManagementLogs Invoices Payments Expenses Jobs Job Offers Territories Yy Files Reports Dashboards Groups People Activity Templates +  ~
[ createvew.. ] Documents Prinable View | el fo tis Page @
=/ My Personal Documents
TS - oo New Foder
BASE images.
- ATBICIDEIF G H 1K LIMINOPIQRSITUVIWX Y Z Oter Al
Now Document

[ St — frosin = oo -~ or
# Emait Tests No rocords to ey
5 Alexirons
& Eali Tostonce o, ABICIDIEIFIGHIIIK LIMINIOIPIQRISITIUVIW X Y/Z Oer ‘AN
& Loryn Jenkins
# Emai: Email sig s,
~ Emai:
# Emai:
4 Kemyn Mier
T Recycle Bin

From the Signaturesfolder, press New Document.

Search.

L))

Search

Home Accounts Contacts Contracts ManagementLogs Invoices Payments Expenses Jobs Job Offers

Territories

 SwitchtoLightning Experience  Loryn Jenkins = Setup  Help

Reports Dashboards Groups People  Activity Templates  +  +

Documents
= Signatures
Folder Edit] Create New Folder

. Unresoived tems

Printable View | Help for this Page @

T Recycle Bin

A1B1CD EIF 16 H 114K /LMINIOIPIQ IR SITIU VW X ¥z Oner AN
.—4@

I ... et rosin p— - rar

(| Kerryns Email Sig No records to display.

-y

& Alexirons

AIBICIDEIFIG HIIIJKLMINIOPQRSTUV WX Y Z Oner Al

Complete the details. Make sure you check Externally Available Image.

Search

i

Home Accounts Contacts Contracts ManagementLogs Invoices Payments Expenses Jobs Job Offers Customer Feedback

Territories

Territory Locations.

£ Switch o Lightning Experience  Loryn Jonkins = Setup

Training Courses  Files. Groups People  Activity Templates  +  ~

Reports  Dashboards

=/ Upload New Document

Helpfor s Page @
. Unresolved tloms
1. Enter detalls 1 = Rogued inomation

C— et [sarae e

Documant Unique Name | karryns. Eml .
p— a | kerons Emailsig
5 Indicate Document s intermal
T Extormally Avallabo Imago
./ Kemyn Mier Sgnature Folder |y Personal Documents
& Lonn Jenkins Descrption
 Emait Email g tesl.
- Emait. 2
~ Kepwords
5 Kemyn Mier

5 2. Select the File
©Ertor the path o th fl o lck rowso 0 fnd te o
Filoto pload | Choose fe No fle chosen

T Recycle Bin o

PAINURL o referenco.

3. Click the "Save" button

save

cancel
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8. Upload the file using Choose file, then press Save.

Home Accounts Contacts Contracts ManagementLogs Invoices Payments Expenses Jobs Job Offers Customer Feedback Territories Territory Locations Training Courses  Files Reports Dashboards Groups People Activity Templates  +

——
=/ Upload New Document

1. Enter details

2. Select the File

©Enter the path of the file or clck browse to find the file.
Fileto upload | Choose file KerrynMilerSig png
or

PatURL to reference.

3. Click the "Save" buttor
save

cancel an

Cancel

1 =Roquired Information

9. The document appears, displaying the email signature. Using your right mouse button,

select Copy Image Address.

Search

Home Accounts Contacts Contracts ManagementLogs Invoices Payments Expenses Jobs Job Offers

Territories

Files Reports Dashboards Groups People Activity Templates  +  ~

nnnnnnnnnnnnn

Kerryn Miler
Support & Training Agent

[l +61421788574

kerryn.miler@franchisecloudsolutions.com

@

FRANCHISE
al D

mmmmmm

Help for this Page @

nnnnnnnn

10. Wrap the copied URL into an HTML image tag. Replace your 1inkin <img src-
c="your 1ink"/>with the copied image address. Distribute the URL wrapped in the

img tag to the appropriate user.
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How to edit email template headers and foot-
ers

Most likely you will have created branded headers and footers for use with all email tem-
plates.

To review the branded email headers and footers

1. Open the App Launcher.

@, 5 Al v | Q SearchSalesforce ® 2 A @
$i1 Business Manage Home er  Accounts v Contacts v Jobs v JobOffers v JobCalendar Inwoices Payments v CustomerFeedback v MaterialPriceLsts \ Reports v Dashboards v ‘More v ’
Today’s Tasks Assistant
" iy Nothing due today. Be a go-getter, and check back soon.
Looks like you'e free and clear the rest of the day. Nothing needs your attention right now. Check back later.
View A
Recent Records Key Deals
E John Smith
B e
B =
October-09-2019-1
>

2. Inthe App Launcher Search box, enter enhanced letterheads and select the
Enhanced Letterheads link.

Applauncher | ennancedletterheads \o]

v All Apps
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3. You may see an empty Enhanced Letterheads list. To see any of the letterheads, cre-
ate a New list view.

Alw Q. Search Enhanced Letterheads and more 22 @

2 Business Manage... Home Chatter Accounts v Contacts v Jobs v JobOffers v JobCalendar Invoices » Payments v CustomerFeedback v Material Price Lists ~  * RecentlyViewed | Enhan.. v X More v ’
E Enhanced Letterheads 1

Recently Viewed
0items - Updated 2 minutes ago @ Search this st & c

Name v Description v Created By v Last Modified Date LIST VIEW CONTROLS <

/ -

4. Name the list view and press Save.

New List View

*List Name_ 1
All ]

Who sees this list view?

® OnlyIcan see this list view ’

Al users can see this list view @

Share list view with groups of users @

Cancel

5. Now select the Standard Letterhead.

@& A QL Searcn Enhanced Leterneads ang more.. 22 @
i1 Business Manage... Home Chatter Accounts v Contacts » Jobs » JobOffers v/ JobCalendar Invoices \ Payments \ CustomerFeedback v  Material Price Lists » *RecentlyViewed|Enhan.. ~ X More ¥ ’
E Enhanced Letterheads

Alv #
e etterheads - Q Search this ist... s ¢ ey

Name 1 v Created By v Last Modified Date v Description v
1 FCSStandard Letterhead lenk 23/01/2020 218 PM
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6. You will be able to edit the Standard Letterhead.

m; Al v Q Search Enhanced Letterheads and more.. 2 A @

31 Business Manage... Home Chatter Accounts  Contacts v, Jobs » JobOffers » JobCalendar Invoices v Payments »  Cus v ice Lists v ly Viewed | Enhan... ~ X More ¥ ’

Enhanced Letterhead
FCS Standard Letterhead

Description

Details

v Information

Name Description
FCS Standard Letterhead

v Letterhead Content

Header

FRANCHISE
SOLUTIONS
Footer
{{(Sender Email_Signature_c)
v System Information
Created By Last Modified By
“ Loryn Jenkins, 23/01/2020 2:18 PM “ Loryn Jenkins, 23/01/2020 2:18 PM
@a» Al v QL SearchEnhanced Letterheads and more. 20 @
31 Business Manage... Home Chatter Accounts v Contacts ~ Jobs v JobOffers ~ JobCalendar Invoices » Payments »  CustomerFeedback \  Material Pricelists » Reports v *RecentlyViewed|Enhan.. ~ X More ¥ ’
Enhanced Letterhead
FCS Standard Letterhead
Description
Details
+ Information
Name Description

FCS Standard Letterhead
v Letterhead Content

Header

O

FRANCHISE

SOLUTIONS
Footer
{(senderSignature_ci
v System Information
Created By Last Modified By
“ Loryn Jenkins, 23/01/2020 2:18 PM “ Loryn Jenkins, 25/03/2020 4:46 PM

There may be more than one Letterhead available within your imple-
mentation. If there is, review each letterhead to see which one(s) you might
like to use. You can add letterheads to any custom email template you
might choose to create. See “How to create a custom email template” on
the facing page.
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How to create a custom email template

Custom email templates allow you to produce professional email communications for
each standard customer touch-point. They often consist of

» customized header and footers
» boilerplate text

» variables that draw information from the

\/ Email templates that are frequently created by our clients include

» New customer initial contact

» Returning customer initial contact

” New Quote Job request

» New Do & Charge Job request

» Scheduled appointment notification

» Quote email

» Invoice email

» Invoice overdue

To create a custom email template

1. Open the App Launcher.
m‘fﬁﬁ Alv Q. Search Salesforce 2] 2 a @

$i1 Business Manage... Home Chatter Accounts v Contacts v Jobs v JobOffers v JobCalendar Invoices ~ Payments ~  CustomerFeedback v  Material Pricelists  Reports v Dashboards v *More v ’
Tod: ents Today's Tasks g Assistant

Looks like you'r free and clear the rest of the day. Nothing due today. Be 3 go-getter, and check back soon.

Nothing needs your attention right now. Check back later.

View Calendar View All

Recent Records Key Deals
RN ————
B s

B r<s-comen
.

JS—

sy

View All
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2. Inthe App Launchersearch box, enter email templatesand select the Email Tem-
plates link.

App Launcher email templates| \o]

~ All Apps 1
« Allltems ’

Email Templates

3. You may see an empty Email Templates list. Press New Email Template.

:

Al v Q Search Salesforce ? A4 @

Business Manage... Home Chatter Accounts v Contacts v Jobs v JobOffers \ JobCalendar Imoices » Payments v  CustomerFeedback v Material Pricelists v Reports v *EmailTemplates v X More ¥ .

Email Templates
New Email Template
All Templates ___A P
0+ items - Refresh this list to view the latest data &~ C
Email Template Name v Description v Folder Vv Last Modified By ID v Last Modified Date v

After you create an email template, it appears here.
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4. Insert an email template name that will help you identify it.

New Email Template

Information

*Email Template Name Related Entity Type
My Quote Email Template -- None -- v
Description Folder

Private Email Templates

Message Content

Subject Enhanced Letterhead
Search Enhanced Letterheads... Q
HTML Value
[@ Source Font ~ Size ~ B I U A~ =2 = E =E = -

Additional Information

Created By Last Modified By

Cancel Save
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9. If you are going to use merge fields, you must base the email template off a particular
entity type.

New Email Template

Information

*Email Template Name Related Entity Type
My Quote Email Template - None -- v
,,,,,, R
Description Catalog Profile
Check-In
Contact
Message Content
Course
Subject
Customer Feedback
DocuSign Recipient Status
HTML Value
_ DocusSign Status
Source Font v Size + B I U A- = 2
Instructor
Invoice
Job
Job Offer
{1
Additional Information
Created By Last Modified By

Cancel Save
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6. Enter an email subject line.

New Email Template

Information

*Email Template Name Related Entity Type
My Quote Email Template Job v
Description Folder

\ Private Email Templates

Message Content

Subject Enhanced Letterhead
I FCS Invoice - {{{FCS_OPS__Job__c.Name}}} I Search Enhanced Letterheads... Q
HTML Value
[ Source Font ~ Size + B I U A~ 2 2 E E E e M-
4}
Additional Information
Created By Last Modified By

Cancel Save
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7. Select an appropriate letterhead.

New Email Template

Information

*Email Template Name Related Entity Type
My Quote Email Template Job v
Description Folder

[ Private Email Templates

Message Content
Subject Enhanced Letterhead Pl
FCS Invoice - {{{FCS_OPS__Job__c.Name}}} [ Bearch Enhanced Letterheads... / Q ]
HTML Value E FCS Standard Letterhead
Source Font v Size + B I U A~ H

Additional Information

Created By Last Modified By

Cancel Save

You can review the available letterheads. See “How to edit email template
headers and footers” on page 172.
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8. Enter boilerplate text into the HTML. Value field.

New Email Template

Information

*Email Template Name Related Entity Type
My Quote Email Template Job v
Description Folder

Private Email Templates

Message Content

Subject Enhanced Letterhead

FCS Invoice - {{{FCS_OPS__Job__c.Name}}} E FCS Standard Letterhead X
HTML Value

Source Font ~ Size + B I U | A~ = = [

Dear,

Please find attached your quote for job .
Feel free to contact me if you have any queries or need further information about the work.

Thank you,|

Additional Information

Created By Last Modified By

Cancel Save
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9. Toinsert variables into the email template body, press the Insert Merge Field button
(i.e. the brace button {}).

New Email Template

Information

*Email Template Name Related Entity Type
My Quote Email Template Job v
Description Folder

Private Email Templates

Message Content

Subject Enhanced Letterhead
FCS Invoice - {{{FCS_OPS__Job__c.Name}}} E FCS Standard Letterhead x
HTML Value
Source Font v Size + B I U A~ = &= -
Dear,

Please find attached your quote for job .
Feel free to contact me if you have any queries or need further information about the work.

Thank you,

18]

Additional Information

Created By Last Modified By

Cancel
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10. Select the Object Reference. Sometimes you might reference yourself (Sender) or
your organization (Organization).

Insert Merge Field

Select Merge Field

Search Recipient merge fields... Q

Organization

® # Contacts Contact
Job

Accepts Reference Calls Contact
Assistant's Name Contact
Asst. Phone Contact
Birthdate Contact
Business Fax Contact
Business Phone Contact
Contact Description Contact
Contact ID Contact
Created By ID Contact
Created Date Contact

Data.com Key Contact

cancel
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11. Now search for and then select the appropriate Merge Field. Press Insert when com-
plete.

Insert Merge Field

Recipient Select Merge Field ‘
Sender name / ’
Organization

(®) First Name

Job

Franchise Name
Job Name

Last Name

Cancel
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12. Enter as many merge fields as are appropriate to your template. Press Save when the
template is complete.

New Email Template

Information

*Email Template Name Related Entity Type
My Quote Email Template Job v
Description Folder

Private Email Templates

Message Content

Subject Enhanced Letterhead

FCS Invoice - {{{FCS_OPS__Job__c.Name}}} E FCS Standard Letterhead x
HTML Value

Source Font ~ 16 - B I U | A~ = &= -

Please find attached your quote for job {{{FCS_OPS__Job__c.Name}}}.|
Feel free to contact me if you have any queries or need further information about the work.

Thank you,

Additional Information

Created By Last Modified By

Cancel

ﬂ Remember to test your template before sending it to the first customer.

To insert a merge field into a subject line, press the Insert Merge Field button
(i.e. the brace button { } ) attached to the HTML Value field. Once the variable
is inserted into the HTML Value field, you can copy and paste it into the Sub-
ject line.
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How to create a Quote email template

When you are using the Nextdoc for document generation, you need to use an email tem-
plate for any Quotes you send to customers. You can use the standard Quote email tem-
plate or you can create your own custom Quote email template.

To create a custom quote email template
1. Follow the instructions in “How to create a custom email template” on page 175.

2. Ensure you base the Entity Type on Job.
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How to create an Invoice email template

When you are using the Nextdoc for document generation, you need to use an email tem-
plate for any Invoices you send to customers. You can use the standard Invoice email
template or you can create your own custom Invoice email template.

To create a custom invoice email template

1. Follow the instructions in “How to create a custom email template” on page 175.

2. Ensure you base the Entity Type on Invoice.
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How to configure Classic Email Templates

Operations Management ships with a range of default email templates. These have been
configured to customer specification during implementation.

Email templates can be edited in the Setup category of Classic Email Templates.

\/ The example below demonstrates how to access the Job Management Tem-
plates. Email templates for other categories can be edited in the same way.

To locate templates for editing

1. Goto Setup, and enter for Classic Email Templates. Click the resulting link.

. Q_ Search Setup 2 Gx A @

23 Setup Home  Object Manager v/

Q dlassic k— n SETUP

v Email
Classic Email Templates
Unfiled Public Classic Email Templates Holp for i Pago @
Didn't find what re looking for?
Try using Global Sea @ Classic Email Template Availability [ Expand ]
’ Folder  unfiled Public Classic Email Templates. Create New Folder
A'B CDEFGHIJKLMNOPAQRSTUV W X Y Z Other Al
| New Template |
Action Email Template Name Template Type Available For Use Description Author  Last Modified Date
Edit|Del  Communities: Changed Password Email  Text v Notification of new password SECS 810612018
Edit|Del  Communities: Forgot Password Email Toxt 7 ‘V;l)uﬁﬁcatiun of new password when a user's password is reset (because they forgot (cos  g06/2018
Edit | Del il Text v Notification that user has been added to a community. SECS 810612018
. . Email a user receives when they try to reset their password, but have been locked
Communities: User Lockout Email nr
Edit| Del Text v out because of too many failed login attempts. autoproc 11/06/2018
Edit| Del ~ Contact: Follow Up (SAMPLE) Text v Follow up on meeting SFCS  5/06/2018

2. From the Folder list, select Job Management Templates.

. Q_ Search Setup 9 $ ‘ @

::S Setup Home  Object Manager v

Q_ classic SETUP
Classic Email Templates
v Email
Classic Email Templates

Job Management Templates Helpor i Page @

Didn't find what you're looking for?

Try using Global Search. o Classic Email Template Availability [Expand ]
Folder job Management Templates B Edit! Create New Folder

ABICDIEIFIGIHIIIJ/KILIMINOP QRISITIUIV WX Y Z|Other Al

| New Template |
Action Email Template Name * Template Type Available For Use Description Author Last Modified Date
Edit| Del - Accepted Or Declined Job Offer Template HTML v SFCS 8/06/2018
Edit | Del - Default Job Offer Template HTML v sFCS 10/09/2018
Edit | Del - Expired Or Timeout Job Offer Template HTML v SFCS 8/06/2018
Edit | Del * Job Confirmation Template HTML v sFCS 8/06/2018
Edit| Del # Quote Follow Up HTML v sFCS 8/06/2018
Edit| Del ** Quote Management Template HTML v sECS 8/06/2018

ABICDIEIFIGIHIIIJ/KILIMINIO P QRISITIUIVIWIX Y Z|Other Al

3. Edit any of the templates by clicking the Email Template Name link.
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To replace any of the templates

1. From the email template editing screen, configure the HTML and/or Plain Text ver-

sions as you see fit.

2. From the Email Template Detail, select and copy the Template Unique Name.

HTML Email Template

Accepted Or Declined Job Offer Template (Managed)

Preview your email template below.

Help for this Page @

[il This Email Template is managed, meaning that you may only edit certain attributes. Display More Information

Email Template Detail

[Edit Ploperiies] [Edit HTML Vnrsion] [Edil Text Version] Delete ‘ Clone

Folder  Job Management Templates
Email Template Name  Accepted Or Declined Job Offer Template
Namespace Prefix ~ FCS_OPS
Installed Package  FranchiseOps
Letterhead  Default Company Letterhead
Email Layout  Free Form Letter
Encoding  General US & Western Europe (ISO-8859-1, ISO-LATIN-1)
Author  support FCS [Change]
Description

Created By  support FCS, 8/06/2018 10:57 AM

Available For Use v

Last Used Date  10/09/2018 4:14 PM
Times Used 4

Modified By  support FCS, 8/06/2018 10:57 AM

Edit Properties | | Edit HTML Version | Edit Text Version | [ clone

3. Now go to the relevant Configuration record and paste the template’s Template
Unique Name into the appropriate job offer template field.

v Job Allocation Setup

Distance Calculation @

Straight Line

Distance Units @

Kilometres

Job Offer Processing @

Sequential

Job Allocation Queue Name @
Default Job Queue

Org Wide Email Address Name @
job_offers@7-16hjoq96zy262qeqdutrzs3yetsO41luwulll4e7yjOr6jgnrbo.7f-
7eutyua0.ap5.apex.salesforce.com
Job Offer Email Template @
Default_Job_Offer_Template

Accepted Or Declined Job Offer Template @
Accepted_Or_Declined_Job_Offer_Template

Expired Or Timeout Job Offer Template @
Expired_Or_Timeout_Job_Offer_Template

Job Type Eligibility @
Off
Eligibility Criteria Logic @

Duplicate Job Timeframe @

Duplicate Job Criteria

Timeout Per Offer
20
Timeout Per Job

120

No Timeout In Owned Area @

One Offer AtATime @
v

Offer Owned Area 24/7 @

Offer Inside Contact Hours Only @
v

Queue In Territory Offers @
v

FCS_OPS__Last_Name__c && FCS_OPS__Suburb__c || FCS_OPS__Email__c || FCS_OPS__Mobile__c
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How to convert a Classic Email Template to

Lightning

Franchisees who have been using the Nintex document generation system may have
Classic Email Templates that have been developed for Quote and Invoice delivery.
Nextdoc uses Lightning Email Templates. To make use of your existing email templates,

convert them to Lightning Email Templates so they can be used by Nextdoc.

ﬂ We do not expect you to create new Classic Email Templates.

plates by working through the four linked topics in Step 1.

” |f you do have Classic Email Templates, convert them to Lightning Tem-
plates by following the instructions below.

To convert a Classic Email Template to Lightning

1. Review the steps for creating a Lightning Email Template. See
» “How to edit email template headers and footers” on page 172

“‘How to create a custom email template” on page 175

“How to create a Quote email template” on page 186

“‘How to create an Invoice email template” on page 187

2. From the Setup menu, press Setup.

Home Chatter Accounts v Contacts v Jobs v JobOffers v JobCalendar Invoices » Payments » CustomerFeedback Material PriceLists - Reports v/ Dasiio‘ o » =

Today's Tasks = Assistant

ke vou' Nothing due today. Be a go-getter, and check back soon.
Lookslike you'refree and clear the restof the day. Nothing needs your attention right now. Check back later.

oneran 09162553 60T 11000

IN00457

View Al

” |f you need to create new email templates, focus on creating Lightning Tem-

uv] @ st § ity > + @
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3. Using Quick Find, enter Classic Templates and select the Classic Template link.

hub e-connect

Q. search setup

@

@2

Q dassic EoE

Classic Templates

Unfiled Public Classic Email Templates

Didnit find what you're looking for?

Try using Global Search. @ Classic Email Template Availability

Folder [ Unfiled Puble Classic Emai Templates.

Help for this Page @

[Expand]

A'BICIDIE FIGHIIJ K LIMINIOPIQAIS T UIVIW X YIZ Oher ‘All

Email Template Name +

4. From Folder, select My Personal Email Templates.

Setup Home  Object Manager

Now Tomplate

Template Type  Avallable For Use  Description

Author  Last Modifed Date
Eime 261112018
Eie 261112018
Eie 261112018
autopro 261112018

autopro 261112018
autoprog  11/02/2019
Eie 261112018
Eime 40212019
Eie 261112018
Eie 261112018

Text v Notifcation of new password

Text v

Text v Notifcatin that user has been added to  community.
Text v Email that users receive with ther verifiation code.

Text v Email

Text v

Text v Follow up on mesting

Toxt v Internal notffcation o lead owner when new lead is assigned.
Text v Autoresponse when new lead is submitted oniine.

Text v Internal notifcation o case owner when case is assigned.
Text v ¥

Text v Notifcation of ogin and password to new Self-Service user
Text v

Text v Auto-esponse when new case is submited oniine.

Text v Interal notiication when case i escalated.

Text v Standard templatefor responses to customer inquiies.

‘Show me fewer A records per st page

Erte 2612018
Ere 2612018
Ere 2612018
Ere 2612018
Ere 2612018
Ere  26m12018

A'BICIDIE FIG H IS KLMNOPGHRISTUNVWXYZ Onor Al

Q dassic seTup
Classic Templates
~ Email

Classic Templates

Unfiled Public Classic Email Templates

Didn't find what you're looking for?

Try using Global Search. @ Classic Email Template Availability

207/ Uniiled Publc Classic Email Tem:

Help for this Page @

(Espand)

A8 CIDIEFIGIHIJKLMNOPQGRSTUVWXY Z oner Al

nt T
Job Management Templates
LS Email Templates.

mmunies: Changed P Emai
mmunios: Forgot Password Email
mmunies: Now Membor Woicome Email
mmunies: One Time P: i
mmuni ] Emai
mmuni + Vorifcation Emai

‘Conlact: Follow Up (SAVPLE)
Loads: New assignmen! nlication (SAMPLE)
Leads: Wobto-Lead emai response (SAMPLE)
'SUPPORT: New assignment notfiation (SAMPLE)

Login

'SUPPORT. Sell-Service Rese Password (SAMPLE)

'SUPPORT: Gase Response with Solution (SAMPLE)

New Tomplate

Toplata Typs  Avallable For Usa _ Descripion Author  Last Modiied Dae
Toxt v Notfcaton of new password Eme  26m12018
Toxt v Eme  26m12018
Toxt v Notfcaton that user has boen addod to @ communty. Eme  26m12018
Toxt v Email thatusors roceive with ther verfcation code. auonroc 26112018
Toxt v auoproc 26112018
Toxt v auoproc 11022019
Toxt v Follow up on meaing Eme 262018
Toxt v Intarna notifcaton o lead owner whan now lad i assigned. Eme 422019
Toxt v Autoresponse when now lead is submited oline. Eme 2612018
Toxt v Intarma notifcaton o caso awner when case s assigned. Eme 2612018
Toxt v Eme 2612018
Toxt v Notcaton o ogin and password (o now Sel-Service usor Eme 2612018
Toxt v Eme 2612018
Toxt v Autoresponse when now case is submited oiine. Eme 2612018
Toxt v Interna notfcaton when case is escalated. Eme 26112018
Toxt v Standard template forresponses to customer inquires Eme 2612018

‘Show me fower A racords per st page

5. Access the template you are wanting to convert.

e

Setup Home  Object Manager v

Q. Search Setup

A'BICIDIEFIGIHIIJIKILMINGOP GRS TUVWXY Z omer Al

D@2 ea @

Q_ classic SETUP
Classic Templates
~ Email
Classic Templates

My Personal Email Templates

Didnit find what you're looking for?

Help for this Page @

Try using Global Search. @ Ciassic Email Template Availability [Expand]
Folder [ My persona Emall Templtes D
AIBIGIDIEIFIG HIIJ KILIMINOIPIQIRS TIUV WIXIY Z Oter (AN
New Tomplate
Action  Emal Template Name Templae Type Description Author Last Modifed Date
Edt el My Quote Template HTML ‘Quote templat for any type of clent trin03 230112020

A'BIGIDIEFIG H I K LIMNOIPIGIRISTUY WXIY Z Oher Al
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6. From the Email Template, copy the Subject line and the text from the email body.

7.

10.
11.

You can copy the email body from either the HTML Preview field or the Plain Text
Preview field. Either paste the values into a text editor OR open another tab for the
next stage of the process.

hub e-connect Q  search Setup *[ 264 @

HI Setup | Home  Objectvanager v

Q dassic seup
Classic Templates

v Email

Classic Templates
uuuuuuuuuu

Didn't find what you're looking for?

Try using Global Search. Preview your email template below.

Email Template Detail Edlt Properties | Ecit ITML Version | Edit Text ersion| Delete] | Glone

nnnnnn

Creatod By Training03 TRAINING, 23/01/2020 4:22 PM Modified By Training03 TRAINING, 23101/2020 4:22 PM

[Edit Properti | Edit HTML Version | Edit Text Version | elte| | Clons |

Email Template

‘Subject [lHire A Hubby Quote - (FCS_OPS_Job_c.Name) 1

Dear {IFCS_OPS__Job__c.FCS_OPS_First_Name__c},

Please find attached your quote for job {IFCS_OPS__Job_c.Name).

Feel free to contact me if you have any queries or need further information
about the work.

Now create a new Lightning Template following the instructions given in

» “How to create a custom email template” on page 175
» “How to create a Quote email template” on page 186

» “How to create an Invoice email template” on page 187

At the point of entering the Subject line and the Email body, paste in the Subject line or
the Email body from the Classic Email Template.

Replace the { ! at the beginning of each merge field with a triple curly brace {{ {
Replace the } at the end of each merge field with a triple curly close brace } } }

Save and test the template.

ﬁ It is possible that some of the merge fields may not yet be mapped to the cor-
rect object. Send a test email to yourself using the new template. If you can
see a broken merge field in your test email, return to the Lightning Email Tem-
plate, highlight the broken merge field, then use the Insert Merge Field button
to locate the correct merge field.

0 Follow the instructions in “How to create a custom email template” on
page 175 to learn how to insert merge fields.
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How to change job types

The standard job booking form begins with a list of job types your customers can request
of you. The job types are populated from Salesforce. You can add new job types or pre-
vent current job types from appearing.

To add a new job type

1.

From the app selector, search for Job Types and select the Job Types app.

2. Switch the List View to A11 and pin it.
3.
4

Press the New button.

. Complete the New Job Type dialog, including checking the Active checkbox then

pressing Save. The New Job Type is how visible on the Job Booking form.

To remove a job type from displaying in the Job Booking form

1.

From the app selector, search for Job Types and select the Job Types app.

2. Switch the List View to A11 and pin it.
3.
4

. From the Job Type Details page, uncheck the Active checkbox and press Save. The

Click on the chosen Job Type Number.

selected Job Type no longer displays within the Job Booking form.
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How to change how you heard of us

The standard job booking form contains a drop-down lists consisting of “ways the cus-
tomer heard about us”. This drop-down is populated from Sources records.

To add a Source to the how you heard of us list

1.

From the app selector, search for Sources and select the Sources app.

2. Switch the List View to A11 and pin it.
3.
4

Press the New button.

. Work through the New Source dialog box, ensuring it is named, Active. Press Save

when complete.

To switch off a Source

1.

From the app selector, search for Sources and select the Sources app.

2. Switch the List View to A11 and pin it.
3.
4

Select the Source Name.

. From the Source Details page, uncheck the Active checkbox. The Source no longer

appears on the Job Booking form.
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How to add or remove fields

Fields are hard-coded in the form. To add or remove fields, lodge an Admin as a Ser-
vicerequest through Service Desk.

Fields are hard-coded in the form. To add or remove fields, lodge an Admin as a Ser-
vicerequest through Service Desk.

1 96 Operations Management Administration Guide


https://franchisecloudsolutions.atlassian.net/servicedesk/customer/portal/1/
https://franchisecloudsolutions.atlassian.net/servicedesk/customer/portal/3/

How to embed on your website

Your Franchise Cloud Solutions consultant will provide you with a link to the Job Booking
form.

With the link in hand, embed the Job Booking form on your website using an iframe.
Instructions for embedding an iframe in a webpage can be found at the W3 Schools web-
site.
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How to change form colors

You can set the Job Booking form colors from a custom metadata setting.

To set the branding colors on the Job Booking form

—

. From Salesforce, click the Setup button and choose Setup.
2. Inthe Quick Find search box, enter “meta”. Select Custom Metadata Types.

3. From the list of All Custom Metadata Types, select Manage Records beside the
Brandinglabel.

4. Select Primary.
9. Press Edit and adjust the various colours.

6. Press Save when you are done.

1 98 Operations Management Administration Guide



CHAPTER
13

Configuring the Quote Landing
Page

About customer quote acceptance
Obtain the QuoteLanding CSS Example
Provide your brand logo
Configure the styles.css file

To provide a better brand experience
Prepare and update the QuoteLanding static file
Add the quote acceptance link to your quote email template

CHAPTER 13 | How to change form colors

199



About customer quote acceptance

In FranchiseOps, a quote email can contain a link that enables the customer to indicate
whether they accept or reject the quote.

» the link takes them to a QuoteLanding page

» a css stylesheet causes the QuoteLanding page to display using your brand logo, fonts

and colors

» the QuoteLanding page gives the customer the option to accept or reject the quote

” if the quote contains options, the QuoteLanding page will present the customer with

each option, enabling them to select which option they choose to accept

» acceptance or rejection of a quote (or option) is immediately updated on the Job
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Obtain the QuoteLanding CSS Example

Franchise Cloud Solutions provide a sample QuoteLanding CSS package. The package
is a zip file, which you can unzip after downloading to your computer.

When you unzip the example, it will create a folder named FCS containing two
files: logo.png and styles.css.

This format provides the an example of the static package you will create in
order to configure your own QuotelLanding package.
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https://drive.google.com/file/d/1wYEG4tssq6JqbAHdjz5QWrH9tlf9uLvJ/view?usp=sharing

Provide your brand logo

To create the package and provide your logo

1. Beside the sample FCS folder unzipped from your example, create a new folder
named after your brand name or acronym.

2. Into that folder store your company’s logo as a png file.

3. Name the image logo.png.
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Configure the styles.css file

As part of the example package, we provide a styles.css file that gives you the capability
of simple styling. Or, if you would prefer to involve your normal web agency, you can
develop a completely custom styles.css file in order to better reflect consistent branding.

Simple brand customization of the styles.css file

1. Copy the example styles.css into the brand folder you created earlier. See “Provide
your brand logo” on the previous page.

2. Openitin atext editor to reveal the contents. The following code snippet shows the
first 24 lines within the file. We’ve chosen to show this much of the file because this por-
tion of the file has been designed for easy customization.

Configurable lines in styles.css

1| /*<meta/>*/
2
3| @import url('https://fonts.googleapis.com/css?family=Nunito+Sans");
4
5| @font-face
6 {
7 font-family: 'Nunito Sans Light';
8 src: url(../Fonts/NunitoSans-Light.ttf);
91}
10
11 | @font-face
12| {
13 font-family: 'Nunito Sans Regular’;
14 src: url(../Fonts/NunitoSans-Regular.itf);
15| }
16
17 | :root
18| {
19 --BrandFont: 'Nunito Sans Regular', sans-serif;
20 --BrandColor: #073763;
21 --HeadingColor: #0a5394;
22 --TextColor: #666666;
23 --Textlnverse: #FFFFFF;
24 |}

3. If you wish to provide you brand font, you can change the @import and @font-face dir-
ectives to contain the font-family of your choice.
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4. Within the :root section, provide your company’s values for the following variables.
» BrandFont
» BrandColor
» HeadingColor
» TextColor
» Textlnverse

9. When you've replaced the variables with your brand values, save the file.

ﬂ Congratulations

This is all that’s needed for simple customization of the styles.css file.

Q To provide a better brand experience

You may choose to pass the css file to your web agency, together with the
URL for your QuoteLanding page. You can find the URL for your QuotelLand-
ing page described in “Add the quote acceptance link to your quote email tem-
plate” on page 208.
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Prepare and update the QuotelLanding
static file

By now you should have all the files you need to create the QuoteLanding static file.
» A folder named after you brand name or acronym
» Inside the folder, is an image file logo.png

» Beside it is a css file, styles.css

If this is what you’ve got, you’re ready to create and upload the QuoteLanding static file.

Update the default QuoteLanding static file

1. Inyour file system, move to a position “above” your brand folder. Select your brand
folder and, using your zip utility, zip it. Name the zip file QuoteLanding.zip.

2. Now, in Salesforce, go to Setup and search for Static Resources.

. O, Search Setup 9 $ -!. @

voo .
cee Setup Home Object Manager v $ . &

Q_ Static k n

v Custom Code

¢ Service Setup

Developer Console

Static Resources

Didn't find what you're looking for?
Try using Global Search.

< mySalesforce Go Mobile Visit AppExchange

Use mySalesforce to create your own Prepare the mobile app for your Extend Salesforce with the #1
branded mobile app. users. business app marketplace.

Learn More [

Take the Trailhead Module ' Get Started Get Started
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Click on the QuoteLandinglink.

s

) Q. searoh Setup P@aa2020®

Setup Home  Object Manager

B)

Q_ Quick Find =P

Static Resources
Setup Home

Service Setup Assistant

Multi-Factor Authentication Assistant Statlc Resources Help for this Page &

Release Updates Use static resources to upload content that you want to reference in a Visualforce page, including .zip and jar files, images, stylesheets, JavaScript, and other files.

Lightning Experience Transition
Assistant

Create New View
<Previous Page | Next Page>
New Salesforce Mobile App QuickStart ABICID EFIG HIIJKLIMINOP QRS TUNV WX Y Z Ot Al

Lightning Usage

optimi Action Name + Namespace Prefix Description MIME Type Size Created By Allas Created Date Last Modified Date Cache Control
ptimizer

Edit | Del ¥ assets xd application/zip 1,204 ECSSup 10/8/2022  10/812022, 4:37 pm Private
ADMINISTRATION Edit|Del  Audit Resource textiosv 11,224 OM 121812022 ;;‘“/“”2‘722‘ 329 private
> Users The templ ins pre-defined jcation/vnd.ms- .

4. Audit Resource Template FCS_OPS e ke 1,620 FCSSup 10/8/2022  10/812022, 4:37 pm Private
> Data Del @ break FCS_OPS image/git 924 sat 10/8/2022  10/8/2022, 4:37 pmPublic
> Email Del 2 clock FCS_OPS imagelpng 1,008 sat 10/8/2022  10/812022, 4:37 pm Public

4, CompanyLogo FCS_OPS imagefipeg 38,087 sat 10/8/2022  10/8/2022, 4:37 pm Public
PLATFORM TOOLS cationizi

4. fulCalendarScheduler FCS_OPS comproseed 640,471 sal 10/812022  24/812022, 3:10 pm Public
> Aeps Google Map Marker | d lication/x-zi

; oogle Map Marker Images an application/x-zip- ] )
5 Feature Settngs 4. GoogleMapMarkersFiles FCS_OPS e v 8,844 FCSSup 100812022 24/8/2022, 3:10 pm Public
» Shack +, Joint FCS_BASE :gr':":::‘:s:/;"“" 463,340 ECSSup 102022 2E/102022,416 gy
5 Einstein 4. Lightning_Security FCS_BASE application/zip 341,017 FCSSup A
5 Objects and Fields Del locked FCS_OPS image/png 1101 sat 100812022 10/8/2022, 4:37 pm Public
3 Event Edit| Del % mapping xd Assels for the Nextdoc Mapping Tool - application/zip 650,893 FCSSup 100812022 10/8/2022, 4:37 pm Private
vents

Del onsite FCS_OPS imagelpng 490 sat 10/8/2022  10/8/2022, 4:37 pm Public
> Procass Automation Edit| Del ¥ preview nxd application/zip 646,931 FCSSup 100812022 10/8/2022, 4:37 pm Private
> User Interface Edit|Del  progressbarstyle textiess 3,081 FCSSup 10/8/2022  10/8/2022, 4:37 pm Public
QuoteLandin application’zi 3234 FCSSy 10/8/2022  10/812022, 4:37 pm Public

> Custom Code Edit | Del ppli P R pr

4. siteAsset e1811ci542e74c6a79247ba07aadfa FCS_BASE Template detailimage image/png 18,007 FCSSup 10/8/2022  10/8/2022, 4:37 pm Public
> Development

Edit|Del  SiteSamples Static resource for sites sample applicationzip 42,080 FCSSup 100812022 10/8/2022, 4:37 pm Public
> Environments ° ]

4, SiteSamples FCS_OPS s:":'es"“’” for sites sample application/zip 42,080 FCSSup 100812022 24/8/2022, 3:10 pm Public
> User Engagement Ppage E—

. 4, slps FCS_BASE Lightning design system version i ationzip 3,826,252 FCSSup 10812002 20/10/2022.4:16 b
> Integrations 231
e . Edit | Del SixformStyle text/css 3,164 FCSSup 10/8/2022  10/8/2022, 4:37 pm Public
> Notification Builder

4. Supplierln FCS_OPS textloss 106 sat 100812022 10/8/2022, 4:37 pm Public
> Offline 4. SyncBoth FCS_OPS image/ipeg 1,950 FCSSup 100812022 10/8/2022, 4:37 pm Public
SETTINGS 4. SyncDown FCS_OPS imagefjpeg 1,867 FCSSup 10/8/2022  10/8/2022, 4:37 pm Public

4. Synchone FCS_OPS imagefipeg 1,935 FCSSup 100812022 10/8/2022, 4:37 pm Public

> Company Settings Show me fewer 4. / ¥ more records per list page

Now click on the Edit button.

Static Resource

QuoteLanding

Static Resource Detail —*ﬁ

Name  QuoteLanding

dit| | Delote| | Where is this used?

Namespace Prefix
Description
MIME Type  application/zip
Cache Control  Public
size 3234 bytes
View file
Created By  OPS Field Manager, 10/8/2022, 4:37 pm

Last Modified By  OPS Field Manager, 10/8/2022, 4:37 pm

Where is this used?
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9. Select the Choose File button. Select the QuoteLanding zip file from your computer.

Then choose Save.

. Q  search Setup

i35 Setup Home  Object Manager

N@er2020®

Q_ Quick Find S=rup
Static Resources
Setup Home

Service Setup Assistant

uuuuu

Multi-Factor Authentication Assistant Static Re .
QuoteLanding

Release Updates

Help for this Page @

Lightning Experience Transition Static Resource Edit Save| | Cancel
Assistant
Static Resource Information
New Salesforce Mobile App QuickStart ’
Neme  |Quotelanding ] P
Lightning Usage

Description ‘ /
Optimizer 4

il

[ Choose file | No file chosen
ADMINISTRATION Cache Control  |Public ]
> Users
Save| Cancal
> Data —

|‘;|y Congratulations

You've now updated your QuotelLanding static file in Salesforce.
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Add the quote acceptance link to your quote
email template

You will first need to define your QuotelLanding link, then include that link in your quote
acceptance email template.

To define your QuoteLanding link

1. The following snippet shows the format of the URL you will need to construct.

https://[your_site]/fcs_ops__updatequotejob?jobId={{{FCS_OPS__ Job__ c.Id}}}&brand=[YOUR_
BRAND]

2. Replace [your site] with the site name configured in Setup > Sites.

3. Replace [YOUR_BRAND] with the name of the brand folder included in your
QuoteLanding static file.

ﬂ You should now have a defined QuoteLanding link.

To add your QuoteLanding link to your email quote template.

1. Follow the procedure for creating a Quote email template. See “How to create a Quote
email template” on page 186

2. Within the email body, include a line with something like:

Click HERE to accept the quote.

3. Inthe HTML Value field, highlight the word HERE, and click the Link button.

Paste your QuoteLanding link into the Link URL field. Press Save.

4. Now Save the Email Template.

ﬂ Congratulations

If you've followed all the instructions in this chapter, you’re now ready to test
customer quote acceptance.
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Introducing Einstein Activity Capture

Salesforce’s Einstein Activity Capture (EAC) provides the ability to synchronize email,
contact and task information between Salesforce and

» GSuite (Gmail, Google Calendar)
» Office 365

» Microsoft Exchange

When synchronization is set up:

» emails received into an GSuite, Office 365 or Microsoft Exchange inbox can be auto-

matically associated with a customer Account or Contact

» events within a GSuite, Office 365 or Microsoft Exchange calendar replicated to the

user’s Salesforce Calendar

» events within the user’s Salesforce Calendar replicated to their GSuite, Office 365 or

Microsoft Exchange calendar.

» contacts added to an Account in Salesforce can be automatically added to GSuite,

Office 365 or Microsoft Exchange account

» contacts within Salesforce can be replicated to GSuite, Office 365 or Microsoft

Exchange accounts

These are some powerful capabilities, but there are considerations you need to bear in
mind. Before configuring these capabilities, ensure you understand:

» “Considerations for EAC Email Sync” on page 212

» “Considerations for EAC Event and Contact Sync” on page 215

4 Salesforce App Contact Sync

In addition to Einstein Activity Capture, it is possible to configure capture of
contacts on a phone with Salesforce. This may be useful for organizations
which issue company phones to ensure that all contacts made on the phones
are also stored within Salesforce.

This is done through through the Salesforce app, and requires

» configuring the Salesforce app to capture phone contacts in Setup

” installing the Salesforce app on the phone

» granting permission for the Salesforce app to access contacts on the phone
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It is not recommended to implement two forms of contact sync simultaneously,
as this is likely to result in duplication.
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Considerations for EAC Email Sync

This topic discusses the implications of syncing email from an GMail or Office 365 inbox
to Salesforce Accounts or Contacts using Salesforce’s Einstein Activity Capture (EAC).

How Salesforce EAC Email Sync works

When an individual who has been granted EAC Email Sync permissions and has agreed
to EAC Email Sync occurring, email from their email inbox is captured and transported to
a Salesforce Einstein server.

There the Einstein server examines the email to see if there is any Account or Contact
related to this email.

~/ How EAC matches emails with Accounts and Contacts

If a Personal Account has an email address, EAC will match any email to or
from this email address with the Account.

If there is no Account match, it will attempt to match against a Contact’s email
address. This is likely in the case of Business Accounts, which by default have
no personal email addresses.

There are other matching strategies, including matching against Opportunities
if you’re using Franchise Recruitment, but these are the most common.

When the Einstein server makes a match, it stores the email within the Einstein Activity
Capture storage.

Any email stored within Einstein Activity Capture will appear within the Activity Panel of
one or more Salesforce records. Despite being displayed in the record’s Activity Panel,
these emails are never actually stored in Salesforce. They are instead stored within Ein-
stein Activity Capture and are only displayed in Salesforce.

All emails stored within EAC are discarded after a period of time. As of the time of writing,
free EAC accounts retain email for six months and paid versions retain email for 18
months. Salesforce do not provide an option to retain emails indefinitely.

Considerations for using EAC with Franchise Recruitment

If you are using Franchise Recruitment independently of Operations Management or
Business Management, then you need to be mindful that:

» EAC will capture email against related Leads, Contacts, Opportunities and Accounts

» each individual has the choice of allowing captured emails to be seen in Salesforce
only by themselves or to be shared with everyone having access to the Salesforce
record

2 1 2 Operations Management Administration Guide



» free versions of EAC retain emails for around six months, so this is suitable for rel-
atively brief sales cycles but may not be suitable for extended cycles or repeated sales

If you’re also using Operations Management and Business Management, you also need
to be mindful of considerations for those applications.

Considerations using EAC with Operations Management

By design, the location intended for storing pertinent business correspondence are a
Management Log associated with a particular franchisee. Management Logs are a cus-
tom object introduced by Franchise Cloud Solutions.

By design, EAC matches emails only against standard Salesforce objects (e.g.
Accounts, Contacts, Opportunities). Salesforce’s EAC provides no means to configure
matching against custom objects (such as Management Logs or Audits).

A Further, if you have granted franchisees access to the system (whether that
be through Business Management, Partner Portal or Mobile licenses) they will
be able to view the Franchise Profile Account. If anyone in a head office team
are having confidential discussions with or about a franchisee, it is likely that
email will be captured and stored on the Franchise Profile Account, which the
franchisee has access to. This lack of privacy of confidential information is a
significant negative consideration for any Franchise Cloud Solutions customer
whose franchisees access Salesforce.

However, you can mitigate this by excluding emails that only involve email par-
ticipants within specified domains. See the Salesforce documentation for
Excluded Addresses.

Emails captured and stored by EAC are also transient. This works against one of the cru-
cial functions of Operations Management, which is to maintain a history of interactions
with franchisees across the course of their franchise agreement.

Emails captured and stored by Einstein Activity Capture cannot be reported on by stand-
ard Salesforce reports.

For these reasons, we consider it inadvisable to configure EAC for head office users
where any franchisee has login access. Those organizations who plan to never allow
franchisee access to Salesforce still need to be mindful of the email discard timeframes
and consider whether this makes EAC suitable or unsuitable for use.

For those organizations who decide EAC is unsuitable, we do have a recommended
alternative.
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ﬂ Recommendation for Operations Management users

We recommend an alternative way of storing Office 365 or Gmail emails in
Salesforce. Salesforce offer an extension, available for

» Outlook in Office 365, and

»  Gmail when used with the Chrome browser

which provides manual control as to which emails are stored in Salesforce.

This recommendation has practical advantages of

» allowing users to choose which emails are captured

» storing the email directly within Salesforce and thus not subject to being dis-

carded

” being able to report on email stored within Salesforce

” allowing users to file emails against the records of their choice, including

and especially within Management Logs

For more information about the Salesforce extension, see topics on the Sales-
force extension within the Operations Management User Guide’'s Customer
Communications chapter.

Considerations using EAC for Business Management

While Franchise Cloud Solutions recommend franchisees deploy the Salesforce exten-
sion to Office 365 or the Chrome Salesforce extension for GSuite, some organizations
may still prefer to deploy EAC for users on an EAC Business Management license. If this
is the case, the following considerations need to be borne in mind:

» EAC will capture against related Contacts and Accounts, but will not relate an email to
aJob

» EAC will store emails only against records that the user has access to, so there is no
problem if unrelated franchisees happen to have clients with similar or identical inform-
ation

» EAC-captured emails are transient, and will automatically disappear after six months
(free version) or 18 months (paid version)

» Franchisees can productively share their emails with everyone; if they choose to share
only with themselves or without groups, it may be possible that head office employees
won’t have visibility into those emails

If you're also using EAC for Recruitment or Operations Management, you also need to
be mindful of considerations for those applications.
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Considerations for EAC Event and Contact
Sync

EAC Event Sync is useful for ensuring Salesforce calendar entries also appear on your
desktop and mobile phone calendars.

Contact Sync is useful for ensuring incoming calls from clients are identified and
answered professionally when answering from a mobile phone.

Unlike EAC Email Sync, Event and Contact syncing creates standard Salesforce
records.

A If contact sync is set up bi-directionally:

» ensure the sync from Salesforce to the mobile is not going to exceed reas-

onable volumes

» ensure that the organization has the right to record contacts from the user’s

mobile phone (e.g. the phone is owned by the company).

It is good practice to ensure Event sync doesn’t copy data too far in the past.
Going too far in the past will create needless replication of data.

|‘;|y Recommendation

EAC Event and Contact sync can be quite useful even in organizations that
choose not to implement EAC Email Sync. In this case, ensure the con-
figuration has the Email Sync switched off while having the Event and Contact
Sync settings switched on.

CHAPTER 13 | Considerations for EAC Event and Contact Sync 2 1 5



How to configure users for EAC Sync

Users who wish to sync via EAC require appropriate permissions.

To setup users for EAC
» Within Setup > Users, ensure each user has:
1. Permission Set Assignments to include Standard Einstein Activity Capture.

2. Permission Set License Assignments to include Standard Einstein Activity
Capture User.

"1

Now proceed to configure EAC Sync, See “How to configure EAC Sync” on
the facing page.

To add users to an existing EAC Sync configuration
» Within Setup > Users, ensure each user has:
1. Permission Set Assignments to include Standard Einstein Activity Capture.

2. Permission Set License Assignments to include Standard Einstein Activity
Capture User.

» Within Einstein Activity Capture Settings (Setup > Einstein Activity Capture > Set-
tings), edit the Configuration.

1. In the General Settings tab, in the section named User and Profile Assignments,
ensure the user is Selected.

2. Press Save.

|‘j What to expect following configuration

An hour or so after configuration of users for EAC Sync, configured users will
be shown a banner at the top of their Salesforce page inviting them to switch

on Einstein Activity Capture. Each user must accept this invitation in order for
EAC Sync to be switched on for them.

Check status of a user’'s EAC Sync

To check whether or not a particular user has enable EAC Sync, check to see
whether you can find their user on the Setup > ... > Einstein Activity Capture
> User Status page.
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How to configure EAC Sync

Starter configuration instructions are provided here. For in-depth documentation refer to
Salesforce’s own documentation.

|‘j Before you begin

Ensure you have completed “How to configure users for EAC Sync” on the pre-
vious page prior to starting this procedure.

To configure Einstein Activity Capture for the first time

1.

In Setup, search for “activity” and select the Einstein — Einstein Sales — Einstein
Activity Capture — Settings link.

To initiate a connection, select the Add Contact and Event Sync button.

Choose whether you’re using Google G Suite, Microsoft Office 365, or Microsoft
Exchange.

. Choose whether you’re going to use User-Level Auth (which is what is assumed

throughout this manual) or Service Account (you’ll need to consult Salesforce doc-
umentation if you select this option).

Name the configuration.
ﬂ Operations Management and Business Management Con-
figurations

For deployment on Franchise Operations, we recommend creating sep-
arate configurations for head office users and for franchisee users.

Determine whether this configuration will sync any combination of Email, Events, or
Contacts.

A Considerations

Please take into account “Considerations for EAC Email Sync” on page 212
and “Considerations for EAC Event and Contact Sync” on page 215.
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7. Complete the wizard. Shift the intended EAC users from Available to Selected, then
finish the wizard.

ﬂ For more information

Refer to the Salesforce Einstein Activity Capture documentation.
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How to add a job source

Job Sources fill the job creation form’s “How did you hear of us?” drop down list. Adding
or disabling Job Source items determines which items are presented to the general pub-
lic.

To add a job source

1. Select the Salesforce App Launcher.

o M Q semcnssesoce BN ER-FNG)

i1 Operations Manag..  Home Chatter Accounts v Contacts v Contracts v  Managementlogs v Invoices \ Payments v Expenses v Jobs / JobOffers \/ CustomerFeedback v Temitories v Teritorylocations v Morev

Asof Today 25230PM | G
CLosED AUD O ™ OPeN (:70%) AUD O GOAL - #'

5006

pr
® Closed  ® Goal  m Closed + Open (>70%)

Today's Events Today's Tasks =
Looks like you're free and clear the rest of the day. Nothing due today. Be a go-getter, and check back soon.
View Calendar View All
Recent Records Key Deals - Recent Opportunities -
FCS Ringwood No deals yet. Select another filter or check back later.
B ringnooa rranchis

ooiss

2. Using the search box, search for Sources, and select the Sources app.

& [leQSemnlecsfwm ] pee *‘e

5 opr— e BB oo e e e e e e e O S Dy A

[N /pp Launcher [ sources o) Visit AppExchange
Quarterly
coso AL Al Apps ' ‘
v

oo Sources

220 Operations Management Administration Guide



3. From the Sources list, press New.

N M| Q Search Sources and more. @22 e @®
i3 Operations Manag... ~ Home Chatter Accounts +  Contacts v Contracts ~  Managementlogs ~ Imvoices » Payments v Expenses v/ Jobs \ JobOffers v/  CustomerFeedback v  *RecentlyViewed | Sources ~+ X Morew ’
Sources
New  Im hange Owner
=i —* = port  Change Owner
. Q Search this st - E- C S €Y
SOURCE NAME 1 v souRCE v active v counTRY v sTate v Tvee v
Bus Advertising Marketing 2 Australia Job v
| 2 Facebook Marketing v Australia Job v
s Google Search Marketing 2 Australia Job v
| Word of Mouth Customer Relationship. 2 Australia Job v

4. The New Source dialog box appears. Complete the dialog box (making sure you
check Active) and press Save.

New Source
Information
*Source Name Owner
Saw Vehicle Loryn Jenkins
Source @ Country @
Web v Australia v
View all dependencies
Type © State @
Job v --None-- v
View all dependencies
Active ©
System Information
Currency
AUD - Australian Dollar v

Cancel Save & New

5. The Job Source is now added.

To remove a job source

1. Uncheck the Active checkbox, then Save the record.

This will make the item no longer visible to the general public and retain it for reporting
purposes.

Type must be setto Joband Active setto True for the Source Name to
appear on the Create Job form.

Sources can be added for specific Countries or States.
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ﬁglrj]:ge The name of the source item. Can be seen by the general public.

Type Determines whether this item is connected to the Create Job form.

Source Tracks the job source origin by medium.

Active Determines whether this item is visible.

Country If Country is sglect_egl, appears in the_ “‘How Qid you hear of us?” list only if
the customer identifies that they are in the given Country.

State If State is selected, appears in the “How did you hear of us?” list only if the

customer identifies that they are in the given Country and State.
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How to create a Salesforce queue

In Salesforce, records must be owned by either a User or a Queue. When a record is cre-
ated by a process outside of Salesforce, or needs to be worked on by any of a group of

people, it makes sense for that record to be owned by a queue.

To create a queue

1. From Setup, select Users then Queues.

2. From the Queues page, press New.

. Q  Search Setup 2 $ a @

Setup Home  Object Manager v

Q_ queues SETUP
Queues
v Users
Queues
Queues Help o s Page @
Didn't find what you're looking for? Queues allow groups of users to manage a shared workload more effectively. A queue is a location where records can be routed to await processing by a group member. The records remain
Try using Global Search. in the queue until a user accepts them for processing or they are transferred to another queue. You can specify the set of objects that are supported by each queue, as well as the set of

users that are allowed to retrieve records from the queue.

View: i Edit| Create New View
\ABCDEFGHIJKLMNOPQRSTUVWXVZO(hstII
| New |

Action  Label * Queue Name Queue Email Supported Objects Modified By Last Modified Date
Edit | Del Customer Feedback Queue Customer_Feedback_Queue Customer Feedback  Sys Admin FCS  25/09/2017 11:55 AM
Edit | Del Employment Candidate Queue ~ Employment_Candidate_Queue Lead User, Integration ~ 13/11/2017 8:14 AM
Edit | Del Franchise Sales Queue Franchise_Sales_Queue Lead User, Integration  13/11/2017 8:14 AM
Edit | Del Master Job Queue Master_Job_Queue shane@franchisecloudsolutions.com Job Sys Admin FCS  13/06/2018 6:18 PM
Edit | Del Master NSW Master_Job_Queue_NSW Job Jenkins, Loryn  29/05/2018 1:10 PM
Edit | Del Master Job Queue SA Master_Job_Queue_SA Job Sys Admin FCS  13/06/2018 6:14 PM
Edit | Del SMS Fallback Queue SMS_Fallback_Queue Journey Participant Jenkins, Loryn 21/06/2018 2:28 PM
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3. Complete the queue details, then press Save.

. Q_  Search Setup 9 $ ; @

':E Setup Home  Object Manager v
Q queues SETUP
Queues
Vv Users
Queues
New Queue Help for this Page @

Didn't find what you're looking for?
Try using Global Search. Queue Edit Save | |Cancel

Queue Name and Email Address 1 = Required Information

Enter the name of the queue and the email address to use when sending notifications (for example, when a case has been put in the queue). The email address can be for an individual or  distribution
list. When an object is assigned to a queue, only the queue members will be notified.

Label | Master Job Queue NSW

QueueName | \aster_Job_Queue NSW

Queue Email o @franchisecloudsolutic

Send Email to Members

Supported Objects
Select the objects you want to assign to this queue. Individual records for those objects can then be owned by this queue.

Available Objects |setected objects

Document Request Job
Error Log
Event Description

Expense
Goal Add

Invoice J
Job Eligibility Criteria

Job Offer (J
Job Offer Ranking Criteria Remove
Job Type

Journey

Journey Participant

Knowledge Article Version

Lead

Queue Members

To add members to this queue, select a type of member, then choose the group, role, or user from the "Available Members" and move them to the "Selected Members." If the sharing model for all objects
in the Queue is Public Read/Wite/Transfer, you do not need to assign users to the queue, as all users already have access to the records for those objects.

Search: | Users for: [ Find |

Available Members Selected Members

User: Loryn Jenkins User: OPS Administrator

User: Port Adelaide Franchise Owner User: OPS Compliance Manager

User: REC Administrator User: OPS Field Manager

User: REC Marketing Manager agq | User: OPS Finance Manager

User: REC Sales Manager User: OPS Head Office Manager

User: SMS Management Site Guest User » | User: OPS Operations Manager

User: Shane Ross (| User: OPS SA Operations Manager

User: Shikher Chowdhary
User: Simon Walker
User: Thomas Pham
User: Warren Jones

Remove

save | | Cancel|

a. Enterthe public name of this queue in the Label field. The value in Label will be
visible as the name of the List View attached to this queue.

b. Optionally enter a Queue Email.

c. Optionally select Send Email to Members. Members are specified in the Queue
Members section of the form.

d. Selectthe Object types that will be stored in this queue. This will determine the
record types that are placed in this queue.

e. Select the users who will comprise the Queue Members.

Press Save.
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How to create a training course

Each training course record represents the running of a specific training event on a given
range of days. An administrator is required to create each training course.

Once a course is created, users can register attendees.

To create a training event:
1. From the Salesforce menu, choose Training Courses.

2. To create the new course, press New.

/)
Q_  Search Training Courses and more... [EIE] ? $ a \\Q)
sss  Franchise Recruitm... Home  Chatter Leads v  Accounts v  Contacts v  Opportunities \v  Contracts v  Training Courses v  More v K4
Training Courses \ New
Recently Viewed v
1item - Updated a minute ago AR AN RIS
TRAINING COURS... v TYPE v START DATE v END DATE v STATUS v NUMBER OF REG... v TRAINER v
1 FCS Operations Bu... External 3/04/2018 6/04/2018 Confirmed 3 v

3. Complete the details and press Save.

New Training Course

Information

Owner

*Training Course Name
REC Administrator

New Franchisee Induction

*Type Trainer

Induction v [Z) Paul Schumann X
*Status Assessor

Planned v E Bill Smith X
* Start Date

13/04/2018 &
*End Date

26/03/2018 &

System Information

Currency

Australian Dollar v

Cancel Save & New

Field Notes

» Use Training Course Name as the primary user identifier.
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» Use Status to communicate the certainty of the training course occurring.
» Pplanneduntil the course details are confirmed.
» Confirmedwhen you know the course will go ahead.

» Closedwhen the event is completed.

» Set Type so that it appears on the appropriate reports and list views.

» Trainer and Assessor represent the people who are responsible for the running of

this course.

» Start Date and End Date represent the first and last dates of the running of this

instance of the course.

It is best practice to relate all contacts to a business account. If you need to
add contacts for external Trainers or Assessors, add them as contacts to
the business they work for, then add them as a contact in this dialog box.
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How to create an activity template

An activity template allows you to generate an activity list attached to an object of a given
type. An activity list contains a list of tasks, some of which are generated only when a
prior task is complete.

ﬂ Activity Lists can be attached to any object that:

»” is configured for activities (i.e. has an activity history)

» is not a User, Lead or Contact

To create an activity template

1. From the Salesforce menu, choose Activity Templates.

2. To create the template, press New.
Q. Search Activity Templates and more... [;F] r) ¢ ! @

"3 Franchise Recruitm... Home  Chatter Leads v Accounts v  Contacts v  Opportunities v  Contracts \  Activity Templates v  More w K4

Activity Templates 1 S New
Recently Viewed v
®&- E- C

2 items - Updated a few seconds ago

ACTIVITY TEMPLATE NAME v
1 Business Growth Template v

2 Franchisee Onboarding v
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3. Name and target the activity template, then press Save.

*Name

Franchisee On-boarding Process

Template Active

v

Activity Template

*Target Object

B Contract

Retention Period

10

Cancel Save

The Activity Template header displays.

Q_  Search Activity Templates and more... 9 ¢ ". @

==E Franchise Recruitm... Home  Chatter Leads v  Accounts v  Contacts v  Opportunities ~v  Contracts v  Activity Templates v More w Kd
Activity Template
Franchisee On-boarding Process Edit  Clone  Delete
DETAILS RELATED
Activity Template Name Owner

Franchisee On-boarding Process U REC Administrator

Target Object Retention Period @
Contract 10

Active No Of Tasks

4 0

Created By

Last Modified By

o REC Administrator, 26/03/2018 5:16 AM Q REC Administrator, 26/03/2018 5:16 AM

4. From the Related tab, create a New activity list.

5. From the Create Task dialog box, complete the task details and press Save.
Create Task

*Name

Active
New Franchisee Induction course v
Days To Due Prerequisite Task
5

*User Assignment Method * Description

Related User v Mandatory induction course for new franchisees

*Related User Relationship
Ownerld

Cancel
The task is added to the activity list.

6. Now add the remaining tasks you need for the template to be complete.

Field Notes (Activity Template)
» Enter a Name as the primary user identifier for the template.

» Target Object specifies the object type the activity list can be attached to.
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» Set Template Activeto trueto make the template available to the defined object
type. Setit falseit when you no longer want it to be available.

» Retention Period defines the number of days after the last task is complete for
which the Activity List instance will be retained.

Field Notes (Create Task)
» Enter a Name as the primary user identifier for the task.

» Days to Due sets the due date on the task as the specified number of days after the
task is generated. For dependent tasks, this is the number of days after the completion
of the task on which it was dependent.

» There are three User Assignment methods.

» Select Static Userif there is a single person in your organization who will perform
this task. You set the user in the dependent Assign To field.

» Select Related Userif you want Operations Management to select a user based on
a defined relationship. When this is selected, you need to enter the relationship to be
used into the Related User Relationship field. You can choose any relationship
defined on the target object that looks up a user.

»

0_ The most commonly used relationship is OwnerId.

» Select Search User when you want to dynamically assign the user who is to com-
plete the task based on role or position hierarchy within your organization.

» Set Activeto trueto generate the task at run-time. Set it falseit when you no
longer want the task to be generated.

» Select the name of a Pre-requisite Task if you want the task to be generated only
on completion of the prior task.

» Enter a user friendly Description to clarify the purpose of the task.

» Optionally enter a URL into the Documentation Link to identify which aspect of the
procedure or operations manual this step represents.
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v Related User Examples

The examples below are based on the Account object. It shows field ref-
erences on both the Account object and in related objects. To learn about field
references, See “How to identify a Field APl Name” on page 239.

Ownerld The account owner.

FCS_OPS__Field Man-
ager_c

FCS_OPS __Field _Man-
ager__r.Managerld

FCS BASE__ Master
Franchise__r.Ownerld

The account’s field manager.

The account’s field manager’s manager.

The account owner of the master franchise.

FCS_BASE__Master_  The manager of the master franchise’s account
Franchise__r.Own- owner. Requires the user object’'s Manager field
er.Managerld to be filled.

A Related User queries must return user ids

The target of a Related User relationship must result in a user id that identifies
a user (and not another type of ownership, such as a queue).

\/ Searched User Example

The example below is based on the Account object. It uses packaged and cus-

tom fields.
WHERE State = Account.FCS Searches for a user whose State
BASE__Master_Franchise matches the FPA’s Master Territory’s
r.FCS_OPS_State Custom_ c State, and has a Role Identifier (a cus-
AND Role_Ildentifier__c LIKE tom field) containing the string “State
'%State Manager%' Manager”.
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How to create job satisfaction survey ques-
tions

To enter a job satisfaction survey question

1. From the Salesforce menu, select Survey Questions.

*

'r0) Q  Search Salesforce 1 v r
ESE Operations Manag. . Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices wMom v K4
. Expenses
Today's Events Today’s Tasks =v Assistant
Jobs
Job Offers
Customer Feedback
Reports
Looks like you're free and clear the rest of the day. Nothing due today-go grab a coffee while you've got some . . Dashboards
free time. Nothing needs your attentior <later.
View Calendar Calendar
View All
Tasks
Recent Records Notes
Key Deals
Fes ﬁovndi Beach To see your opportunity-related data, contact your Survey Questions

Salesforce admin.

Error Logs
Simon Walker

lob Planning

2. From Survey Questions, press New.

‘?@ Q_  Search Survey Questions and more... '* v\‘ ? ﬁ} a
EEE Operations Manag___ Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v  Survey Questions v  More w K4
Survey Questions ‘ New
Recently Viewed v
0items - Updated 2 minutes ago - |- C S
QUESTION NUMBER v ACTIVE v QUESTION v QUESTION TYPE v ANSWERS v

You haven't viewed any survey questions recently.
Try switching list views.

The New Survey Question dialog box appears.
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3. Select the Question Type.

New Survey Question
Information
Question Number Owner
OPS Administrator
*Question Ty/ Display Order
-None-- v
Active
+ --None-- ’

Text Area
Picklist
Radio Button

Multi-Select

Australian Dollar v

Cancel Save & New

Each question type will present answers to the question in a different
format.
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4. Write the Question. Enter each Answer as a comma-separated string. Complete the
remainder of the question details, then press Save.

New Survey Question

Information

Question Number Owner
OPS Administrator

*Question Type Display Order
Radio Button v 1
*Question Active
How would you rate your overall satisfaction with our ¢
Answers @
1,2,3,4,5

System Information

Currency

Australian Dollar v

Cancel Save & New

The completed Survey Question record displays.

‘?G‘ Q  Search Survey Questions and more... 9 $ a @

EEE Operations Manag__, Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v  Survey Questions v  More w K4

Survey Question

QN-00025 Edit Delete Clone v

DETAILS RELATED
Question Number Owner
QN-00025 OPS Administrator
Question Type Display Order
Radio Button 1
Question Active
How would you rate your overall satisfaction with our service? v
Answers @
1,2,3,4,5
L

When a job satisfaction survey is sent, all Active questions are included
within the survey.
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How to generate a Tyro API| Key

Tyro is an optional payment processor bundled with Franchise Cloud Solutions. Access-
ing it requires

» opening a Tyro account

» setting up customized pages to initiate the payment gateway (talk to us about doing
so0), and

» generating the API key

This topic assumes the franchisee has made an application to open a Tyro account. It
describes what you need to do to generate a franchisee Tyro API key.

To generate a Tyro API Key

1. The franchisee has received email informing them of MPGS account access. The
email will contain the following information.

v’ ” TyroeCommerce Portal (MPGS Merchant Administrator): https:/-
tyro.gateway.mastercard.com/ma/

» Merchant ID: TYRO_CAID (eg. TYRO_55900)
Operator ID: Administrator

Password: <password123>

A The password will expire in 24 hours.
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2. Using three pieces of information in step 1, you log into the account.

tyro

Tyro eCommerce

Merchant ID
Operator ID
Password
LOG IN

Forgot Password

c’ You will be prompted to reset the password.

3. Navigate to the operators page by clicking Admin in the top menu, then clicking on
Operators.

. Better
business
’ banking ’
Home Search~ Batches ~ Admin~ Transaction El v Logout
. N Operators
Admin - Operator List

Change Password

Create an Operator Device Payments

Create a New Merchant Administration Operator
Edit an Operator

Operator ID Operator Name Description
Administrator

m
o
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4. Create a new Operator. Click on Create a New Merchant Administration Operator.
Complete all required fields.

Better
business
banking
Home Search~ Batches~ Admin~ Transaction Filtering v Logout

Admin - Operator Details

Operator Details

Merchant = ECOM_TESTING
Operator ID - Operator1

Operator Name - Operator1

Description
password " © S son
Confirm Password | *wsseees °®
Email Address @®
Locale English (Australia) v
TimeZone  Australia/Sydney v

9. Assign the user rights. Ensure you assign May Configure Integration Settings. Once
assgined, select Submit.

General
View Report Pages
Download Order Search Results

Download Transaction and Payment Authentication Search Results

0O 0O O O

Allow Software Download

Allow Merchant Admin Documentation Download @

May Perform Risk Assessment Review

May Bypass Risk Management

0O 0O O

May Configure Transaction Filtering

I May Configure Integration Settings

<]

May Configure Email and Webhook Notifications

May Maintain Tokens

0O 0O O

May View Dashboard

—
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6. Using the newly created Operator user ID, log in to the Merchant Administrator
Portal.

tyro

Tyro eCommerce

Merchant ID
Operator ID
Password
LOGIN

Forgot Password

7. Navigate to Integration Settings. Using the top menu access Admin, then Integration
Settings.

r business
banking ’
Home Searchv Batches v m Logout
R R Change Password
Admin - Integration S

Integration Settings

o Modify your Integration sel Device Payments

8. Access Integration Authentication. Click the Edit button on the right-hand side of the
Integration Authentication section.

tyro s

Home Search~ Batchesv  Admin~ Logout.

Admin - Integration Settings

o Modify your Integration settings below

Integration Authentication

P Your MSO has ] you to use based

Password 1 Not Enabled

Password 2 Not Enabled
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New. When complete, click Submit.

tyro =

banking

9. Generate an API Key by checking the box next to Password 1, then clicking Generate

Home Search~ Batches v Admin~

Logout
Admin - Integration Authentication Passwords
P Modify your Integration Authentication Passwords below

Password 1

leea691e13560bf320ac7Tbb345bd36f
Enable Access Via

Password: | Generate New

Generated On: 10/10/22 4:53 PM by
Operator1

Password 2

]

Enable Integration Access Via

Password: Generate New

Cancel

10. Copy and store the API Key ready for sending to the franchisee.

tyro =

Home Search~ Batches v Admin~

Admin - Integration Settings

Logout
o Modify your Integration settings below
Integration Authentication
Edit
o Your MSO has configured you to use password based authentication.

Password 1 | leea691e13560bf320ac7bb345bd36f7

Password 2 Not Enabled

11. From the Payer Authentication drop down, select Authentication API. When com-
plete, click Submit.

Hosted Checkout

Use this section to configure your Hosted Checkout Integration.

This configuration option only applies if you are initiating the Hosted Checkout interaction using the WS API CREATE_CHECKOUT_SESSION request with
version 54-62. Use this option to migrate from Hosted Checkout using the Legacy 3DS1

payer authentication. See this page for details.

to using the

APL for

Payer Authentication Authentication API
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How to identify a Field AP| Name

The Field APl Name is a unique name that identifies a field.

To determine Field APl Names for custom fields

1. Go to Setup, and search for Object Manager.

2. From Object Manager, select the Label of one of the records.

Q_ Search Setup

o222 @®

i3t Setup  Home

Object Manager v/

SETUP
@ Object Manager
49+ Items, Sorted by Label

Account
Account
Account Brand

Account Contact Relationship

Action Item

Action Item

Activity

Activity List

LABEL -

Q, Quick Find Schema Builder Create v
API NAME DESCRIPTION LAST MODIFIED DEPLOYED CUSTOM
Account
Account
AccountBrand
AccountContactRelation
Action_Item__c 30/01/2018 v v v
FCS_OPS__Action_Item__c 12/06/2018 v v v
Activity
FCS_BASE__Activity_List__c 22/11/2017 v v v

3. From the Object Manager menu, select Fields and Relationships.

4. The Field APl Name is listed in the Field Name column.

|

Q_  Search Setup

268 @®

EEE Setup Home  Object Manager v
SETUP > OBJECT MANAGER
@ Contact

Details

I Fields & Relationships
Page Layouts
Lightning Record Pages
Buttons, Links, and Actions
Compact Layouts
Object Limits
Record Types
Related Lookup Filters
Search Layouts
Triggers
Validation Rules

Hierarchy Columns

Fields & Relationships

Q, Quick Find New Field Dependencies Set History Tracking
50 Items, Sorted by Field Label
FIELD LABEL » N FIELD NAME DATA TYPE CONTROLLING FIELD INDEXED
# Contacts FCS_BASE__Contacts_F__c Formula (Number) v
Accepts Reference Calls FCS_OPS__Accepts_Reference_Calls__c Checkbox v
Account Name Accountld Lookup(Account) v
Assistant AssistantName Text(40)
Asst. Phone AssistantPhone Phone
Birthdate Birthdate Date
Children Additional Info FCS_REC__Children_Additional_Info__c Text(255) v
Contact Currency CurrencyIsoCode Picklist v
Contact Owner Ownerld Lookup(User)
Contact Record Type RecordTypeld Record Type
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How to identify record ids

Some configuration tasks require the use of Salesforce record IDs. Record IDs uniquely
identify a data record.

To obtain a record ID

1. Use the downloadable application Salesforce Data Loader. See “How to import, export
and update data in Salesforce” on the facing page.

2. Export the record type that contains the record whose ID you are seeking to identify.

3. Open the exported dataset and locate the target record. The record ID is in the field
named ‘Id’.
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How to import, export and update data in
Salesforce

Salesforce provides the ability to import, export and update data using a downloadable
Java-based application named Data Loader. Data Loader is used within Franchise Cloud

Solutions applications to
» load data during system setup
» obtain record ids for configuration purposes

» migrate customers from one franchise to another

To download Data Loader from Salesforce

1. From Setup, search for Data Loader.
2. Click the Data Loader page.

3. Follow the on-screen prompts.

To learn how to use Data Loader
» Refer to Salesforce documentation on Data Loader.

CHAPTER 13 | How to import, export and update data in Salesforce 24 1


https://help.salesforce.com/articleView?id=data_loader.htm&type=5

How to map addresses to Google Maps

Salesforce integrates with Google Maps by exchanging street address information. For
implementations in countries outside Australia, it is necessary to set up a mapping
between Salesforce and the local addressing format expected by Google Maps.

SETUP
Custom Settings

AddressMapping Edit

\/ This is an example of an address map for the United Kingdom.

Provide values for the fields you created. This data is cached with the application.

Edit AddressMapping

AddressMapping Information
Mame
Country
Postal Code
StateiGow Area
Street Name
Street Number
Suburb/Town

UnitHouse Number

To configure an address map

Go to Setup.

> wnh =

242

[save| [save & New| [Cancel|

i=a [
i 2||&
© I
3
g. =
2 3
3
g
g
5
o
E}
o
i

nited Kingdom

country
ostal_code

administrative_area_level 2

ostal_town || locality

Search for custom settings.
Beside the AddressMapping item, press Manage.
Edit an existing AddressMapping or create a New one.
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How to migrate customer data to a new fran-
chise profile account

When a previously operated franchise is being transitioned to a new franchisee, you may
be asked to migrate the customers, or a subset of the customers, to the new Franchise

Profile Account.

To migrate customer data

1. Use the Salesforce Data Loader application to achieve the following steps. See “How
to import, export and update data in Salesforce” on page 241.

2. You will need to export
» Individual accounts attached to the franchise
» Business accounts attached to the franchise
» Contacts attached to the business accounts
3. You will need to remap the id values to match the new Franchise Profile Account.

4. You will then need to import the modified data in order for it to be visible from the new
franchisee’s Franchise Profile Account.
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account



How to work with accounting sequences

A franchisee may ask you to change the quote, invoice or credit note numbers being gen-
erated from their account. They may want to:

» start at a particular quote or invoice number
» change the quote, invoice or credit note prefix

» change the number of leading zeroes or padding fields in the quote or invoice
sequence

» ensure that multiple franchise profile accounts share the same accounting sequence

All of this is controlled through use of an accounting sequence.

\/ Multiple Franchise Profile Accounts syncing with Xero

When multiple franchise profile accounts are being synced to a single Xero
account, you will want to ensure the invoice and credit note sequences are dis-
tinct within Xero. You will generally need to set the starting numbers and
ensure the accounting sequence is shared between all franchise profile
accounts that sync to the Xero account.

\/ Setting organization-wide custom formats

Operations Management uses INV-000NN, QN-000NN, and CN-OOONN by
default. If you'd like your invoices to use a different convention, you can set an
org-wide default.
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To locate a franchise profile account’s accounting sequence

1. From the Setup menu select Setup.

FRANCHISE
‘ CLOUD Al v Q  Search Accounts and more... 1
SOLUTIONS

Home  Chatter  Accounts s/  Contacts v Contracts v Maaem

Setup for current app
Account
]

FCS - Ringwood = + Follow Ec

$ Service Setup

2w Job

Billing Address Status Status Reason
N Developer Console
8 Byron Street Active
Ringwood VIC 3134
Australia Edit Page
Edit Object
Details Related Connection ... [INELELLE w
Training 03 - Birchip : Connected

Account Name Account Owner

FCS - Ringwood @ John Smith

Master Franchise Email Activity Chatter

F - VIC john.smith@fcstrading.com.au

Status Phone Log a Call New Event More

Active 0431661077

Status Reason Fax

Recap your call... Add

)= 2 ()

A
o uQ $ Setup E’l' <

ANCHISE
= 2ea®
CLOUD Q  search Setup E] D % A
Home Object Manager 1
Custom Settin
[ Q gs| (ETUP Create v
Home ’
v Custom Code

Custom Settings /

"‘F :
-

Didn't find what you're looking for?
Try using Global Search.

Get Started with Einstein Bots Mobile Publisher Real-time Collaborative Docs

Launch an Al-powered bot to automate
your digital connections.

Use the Mobile Publisher to create your
own branded mobile app.

Transform productivity with collaborative
docs, spreadsheets, and slides inside
Salesforce.

Get Started

Learn More Get Started '
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3. Inthe Custom Settings list, locate the Accounting Sequence label and select itsMan-
age link.

(& Q Search Setup B 9 @ .‘. @

Setup Home  Object Manager

Q_ Custom Settings SETUP

Custom Settings
v Custom Code

Custom Settings USE LUSLUII SEWINYS W UISale aiiu 1ialiage LuSWII uata gt uis Uigaiizauull, Pruliis, aiiu Usel IGVeIs. LUSIUI SELUNYS Udla 15 SWISU 111 UIS appiivauuli Laulic.
This means you can access it efficiently, without the cost of repeated queries. Custom settings data can be used by formula fields, Visualforce, Apex, and the
Web Services API.
Didn't find what you're looking for? e
. t
Try using Global Search. eteheben.i]
View: Create New View
/ A/B/C/ D EF/G HI/J/KILMNOPQRIS T UV WX/ Y Z Oter Al
New
Action abel + Visibility Settings Type Namespace Prefix Description Record Size Number of Records Total Size
Manage +, ASLL&Q Public ~ List FCS_OPS 348 34 11832
Contains Google API address
Manage + AddressMapping Public  List FCS_BASE component mapping for job 710 0 0
addresses
M 4, DocumentTemplate e Hrarchy  FCS_OPS 1,080 1 1030
lanage Setting y >_! B
Manage + Setting Public  List FCS_OPS 450 3 1350
1L Points Public  Hierarchy ilms. Impact LMS Points 190 1 190
- Impact LMS Fonts ~ Public  List ilms. Impact LMS Fonts 1,120 0 0
-, Impact LMS Points ~ Public  List ilms. Impact LMS Points 118 0 0
Impact LMS Settings - Icon Folder,
++ Impact LMS Settings Public  List ilms Image Folder, Editor Groupld ... and 355 8 2840
soon.
" : . All Froala Editor Custom Styles will
- Impact LMS Styles  Public  List ilms. go into this. 355 0 0
Manage + LMS Settings Public  Hierarchy redwing Settings used by the LMS Core app 3,972 1 3972
Del | Manage % Nextdoc Connection Public  Hierarchy  nxd S R e e e APls 610 1 610
Nintex DocGen " "
Manage +; Settings Public  Hierarchy Loop 1,435 1 1435
Manage + Reminder Setting Public  List FCS_BASE The settings related to reminders. 7M1 0 0
Manage “, Report Public  Hierarchy FCS_OPS Holds the salesforce Id of the report 168 0 0
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4. You have found the list of accounting sequences.

Home Object Manager

Q_ search Setup

3+ I

o a®

Cross-Reference (¢

Insert a Cross-Ref

Q, Custom Settings a

v Custom Code

Custom Settings

SETUP

Custom Settings

Custom Setting

Didn't find what you're looking for?
Try using Global Search.

Accounting Sequence

country's name and dialing code.

Help for this Page &)

If the custom setting is a list, click New to add a new set of data. For example, if your application had a setting for country codes, each set might include the

If the custom setting is a hierarchy, you can add data for the user, profile, or organization level. For example, you may want different values to display depending

on whether a specific user is running the app, a specific profile, or just a general user.

View: [All Sequences /] Edit | Create New View

A/B/C'DEF GHIJKLMNOPQRSTIUV WX Y Z Oter Al

Action

Edit | Del
Edit | Del
Edit | Del
Edit | Del
Edit | Del
Edit | Del
Edit | Del
Edit | Del
Edit | Del
Edit | Del
Edit | Del
Edit | Del
Edit | Del
Edit | Del
Edit | Del
Edit | Del
Edit | Del
Edit | Del

Name *
0017F00000EELLbQAN
17F( EelLR(
0017FO0000EybZ5QAJ
0017F00000EYW8aQAF
0017FO0000EyW8bQAF
0017F00000EYW8LQAV
0017F00000EyWU2QAN
0017F00000EyWVBQA3
0017F00000EYYFIQA3
0017F00000EYYhTQAV
0017F00000EYYWJQAN
17F00000hvGd4QAE
0017F00000iuAZUQAE
17F00000iUBSSQA2
0017F00000iUnVyQAI
17F00000LEONSQAH
17F XOH
0017F XOVQQAK

Profile Name

FCS WA

The Alternative Board - NSW
Tile Rescue Balmain
FCsvIC

FCs QLD

FCS NSW

FCS - Bondi

FCS Maroubra

FCS Kingsford

FCS Bondi Beach

FCS Coogee

Tile Rescue Lilydale
FCS SA

Franchise Adelaide CBD
FCS - Montrose

Territory - Kingsgrove

K FCS Mandurah

FCs

New

Created Date Next Quote Number Next Invoice Number Next Credit Note Number

19/07/2018
5/10/2017
18/04/2018
5/07/2018
5/07/2018
6/10/2017
5/10/2017
2/05/2018
2/05/2018
29/11/2017
2/05/2018
13/05/2018
5/07/2018
24/05/2018
4/11/2020
29/11/2017
23/07/2018
23/07/2018

1
1
4
1
1
2
4
1
3

18

NNMN W A NN

Last Modified Date
25/07/2018
19/09/2018
5/06/2018
10/11/2021
18/06/2019
8/08/2018
20/06/2018
2/05/2018
3/05/2018
5/08/2019
2/05/2018
16/11/2020
19/11/2019
25/05/2018
23/07/2021
29/11/2017
23/07/2018
23/07/2018

If you can only see the sequence Name and not the Profile Name, you will
want to press the Create New View link, name the view and then add Pro-
file Name to Selected Fields.

9. Using the Profile Name, identify the franchise’s accounting sequence. To edit the
account sequence, press the Edit link.
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To set a starting number for a quote, invoice or credit note sequence

» Edit the quote, invoice or credit note next numbers, then press Save.

Accounting Sequence Edit Helpor s Page @

Provide values for the fields you created. This data is cached with the application.

g::&f:;:""t'"g save| [Save & New| | Cancel
ing I =Required Information
Name | [FCS Ringwood 0
Number Padding
Gt vt ot
Padding
Ivoice Prefix  [INy- |
Next Credit Note [
Number
Number 23
Number
—
Profile Name  (FCS - Ringwood
Padding

To format a quote, invoice or credit note sequence

» Edit the quote, invoice or credit note prefix and padding fields, then press Save.

Accounting Sequence Edit Helpor s Page @

Provide values for the fields you created. This data is cached with the application.

Edit Accounting ]
Sequence Save| |Save & New | Cancel
A 1 = Required Information
Name | [FCS Ringwood B

Credit Note 1 ’

Number Padding
Credit Note Prefix R-
Invoice Number
dding

Invoice Prefix NV-

Next Credit Note
Number

Next Invoice
Number

Next Quote
Number

Profile Name FCS - Ringwood

Quote Number
Padding

Quote Prefix N

AL
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To share an accounting sequence between multiple franchise profile accounts

1. From the accounting sequence, copy the unique accounting sequence Name.

Accounting Sequence Edit Helpfor tis Page @

Provide values for the fields you created. This data is cached with the application.

Edit A ti
(] (s e ()

I = Required Information

Name | |[FCS Ringwood i

Number Padding
STl
oy 8]
Padding
Invoice Prefix INV-
Number
Number 43

Number

Profile Name FCS - Ringwood

Padding

2. Now paste that unique code into the Accounting Sequence Name field of each addi-
tional Franchise Profile Account that needs to use the accounting sequence, then
press Save.

FRANCHISE
Al ? @
(& SCO\EUQ LOJN[Q v Q. Search Accounts and more. ? o A

EEE Operations Manage.,, Home  Chatter ~ Accounts »  Contacts v  Contracts \»  ManagementlLogs v More ¥ K4
B el Foll Edit Sharil Create New Job
=Y FCS - Ringwood North = + Follow i aring reate New Jo
- SHEE & [T EE TR 1 > E Meetin... 1:47 PM|23/11/2018 | ¥
~
Payment Terms Accounting Sequence Name S % Unopened
Kerryn Miler sent an email to ...
On Completion v FCS Ringwood
Default Tax Rate > E Inv... & 12:01PM|23/11/2018 | ¥

¥ Unopened

10.00% R
OPS Finance Manager sentan ema...
Default Markup %
> E Field A... 11:21 AM|16/11/2018 ¥
25.0%
’ N Unopened

Defaut Hourly Rate Kerryn Miler sent an email to ..

45.00 .

No more past activities to load.
cancel M
=

Every Franchise Profile Account (FPA) that syncs to a common Xero
account should share the same accounting sequence. Ensure you make
each subsequent FPA share the accounting sequence of the first FPA.
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To set an organization-wide standard for quotes, invoices or credit notes

» Create an accounting sequence named Org Default, then press Save.

Accounting Sequence Edit Help for this Page @

Provide values for the fields you created. This data is cached with the application.

Edit Accounting Sequence [E Save & New

Accounting Sequence Information 1 =Required Information

Name | Org Default )
o C—
Padding
s o
il —
Padding

Invoice Prefix INV-

Number
Sl |
S

i |
R |
e

When each new franchise profile account is added, your new accounting sequence
named Org Default will be cloned, together with any of the starting numbers, prefixes
and padding settings you have specified.
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How to upgrade Franchise OPS

Recruitment, Business Management, Operations Management and SMS are apps
delivered by Franchise Cloud Solutions that run on Salesforce. These apps are delivered
to your Salesforce org by way of bundles that Salesforce call “packages”. These apps
are delivered using the following packages:

» FranchiseBase
» Recruitment

» FranchiseOps
» SMS

To check which version of the package is currently installed

1. As system administrator, choose Setup.

@‘E\W:;Ql‘) Al v Q Search Salesforce “@ a @
B e

31 Business Manage... Home Chatter Accounts ~ Contacts » Jobs ~ JobOffers » JobCalendar Invoices \/ Payments v,  CustomerFeedback ~  Material Price Lists . Reports v/  Dashbo.

Setup. (<

Today's Events Today's Tasks = Assistant
B senicesewp
. Nothing due today. Be a go-getter, and check back soon.
Looks like you're free and clear the rest of the day. Nothing needs your attention right now. Check back later.
View Calendar View All
Recent Records Key Deals
To see your ), contact your

B John Smith yourope ”

E FCS - Claymore
E FCS - Bexley

October-09-2019-16:25:53-AEDT-+1100,jpg

oois?

View Al

2. Using the search box, search for installed packages.
@

i3t Setup

: i q
U
—
installed|
A ' Create v,

v Apps
 Packaging
Installed Packages

v Feature Settings

 tais o

+ Analytics < > N S >

p—— N@as2aa®

Auto-Installed Apps

Get Started with Einstein Bots Mobile Publisher Real-time Collaborative Docs

Didn't find what you're looking for?
Try using Global Search. Launch an Al-powered bot to automate your digital channels. Use the Mobile Publisher to create your own branded mobile app. Transform pr 3
inside Salesforce.
Get Started Learn More ¢! GetStarted ¢!
Most Recently Used
items
NAME TYPE 0BJECT
Audit_Resource Static Resource
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3. Now click the Installed Packages link. Salesforce will provide you a listing of all pack-
ages installed. You can check the versions for each of the above packages.

"1

If the installed package is a lower version than the current release, you may
wish to upgrade the version.

To upgrade an earlier package to a later version

ﬂ You will need to be given a package link. If you have a package link and are a
system administrator, you may be able to upgrade an earlier package to a
more recent package. Note that some versions of Recruitment or
FranchiseOps require an updated version of FranchiseBase.

1. A package link is delivered to you as a partial URL. To initiate the upgrade, you will
need to prepare the URL for an upgrade.

v/ Prepare the URL for an upgrade

When you first log into Salesforce, note your organization’s URL. It will be
something like this:

https://nfctrial01-dev-ed.lightning.force.com/lightning/page/home

From this, you will want to isolate just the Base URL:
https://nfctrial01-dev-ed.lightning.force.com

With the Base URL in mind, your partial URL will look something like this:
/packaging/installPackage.apexp?p0=04t7F0000054p2J

What you need to do is to put together the Base URL with the partial URL:

https://nfctrial01-dev-ed.-
lightning.force.com/packaging/installPackage.apexp?p0=04t7F0000054p4J

Once you have put them together, now you’re ready to begin the upgrade.

2. With the URL prepared as described in the above example, paste the URL into your
browser’s address bar then press Enter.
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3. When presented with the choice, choose Install for Specific Profiles.

. Upgrade FranchiseOps

By Franchise Cloud Solutions

o An earlier version is installed. It can be upgraded while preserving the existing data.
Installed: FranchiseOperations (1.204)  New Version: FranchiseOperations (1.226)

2t 222

Install for Admins Only Install for All Users
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Install_Package_for_specific_profiles.png

4. On choosing Install for Specific Profiles, you will be asked to provide a list of profiles
for upgrade. Provide No Access to all profiles other than the profiles shown below.

Ensure you choose the profiles shown in the image below.

Identity User

Minimum Access - Salesforce

OPS Administrator

OPS Compliance Manager

OPS Field Manager

OPS Finance Manager

OPS Franchise Employee

OPS Franchise Owner

OPS Head Office Manager

OPS Operations Manager

Overage Customer Portal Manager Custom

Overage Customer Portal Manager Standard

Overage High Volume Customer Portal User

Standard User

No Access

No Access

OPS Administrator

OPS Compliance Manager

OPS Field Manager

OPS Finance Manager

OPS Franchise Employee

OPS Franchise Owner

OPS Head Office Manager

OPS Operations Manager

No Access

No Access

No Access

No Access

With the correct profiles selected, press the Upgrade button.

6. If asked to Approve Third-Party Access for api .addressify.com.au, then approve
the access.

7. The system will take some time to install. Press the Done button. Salesforce will email
you when the upgrade is complete.
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Understanding reports

A report provides a summary of your records filtered by specific criteria at a point in time.
Reports provide a great way to remain aware of the overall performance of your busi-
ness.

Operations Management ships with a range of reports tailored to operations.

To discover available reports

1. From the Salesforce menu, choose More, then choose Reports.

=\
‘}“ Q_  Search Salesforce ‘ E] ') -vl @)
SEE Operations Manag... Home  Chatter Accounts v  Contacts v Contracts v  ManagementLogs Invoicem More v v
. Expenses
Today's Events Today’s Tasks v Assistant
Jobs
' Job Offers
Customer Feedback
Reports
Looks like you're free and clear the rest of the day. Nothing due today-go grab a coffee while you've got some + Dashboards
free time. Nothing needs your atten »ack later.
View Calendar Calendar
View All
Tasks
Recent Records Notes
Key Deals
m Payments by Month To see your opportunity-related data, contact your ErrorLogs

Salesforce admin. Invoice Runs

il FCS Coogee

lob Planning

The recent reports folder appears. If you have yet to use a report, this will be blank.

2. To see the different types of reports, go to the All Folders folder.

‘-‘(9 Q_  Search Reports and more... [EIE] ’) ‘!' @

::E Operations Manag... Home  Chatter ~Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Reports v  More v 4

Reports
Recent New Report
1item

REPORTS REPORT NAME DESCRIPTION FOLDER LAST MODIFIED BY
Recent ) .
Payments by Month Finance Reports Integration User v
Created by Me
Private Reports
Public Reports
All Reports
FOLDERS

Created by Me

Shared with Me

All Folders

FAVORITES

All Favorites

There you will see each of the different categories of report that come with Operations
Management.
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3. Select any one of the report folders.

Q_  Search Reports and more...

x- 3?7 2

Operations Manag... Home  Chatter  Accounts s  Contacts v  Contracts v  Managementlogs v Invoices v  Reports v  More w K4
Reports
All Folders New Report
4 items - Sorted by Folder Name
REPORTS FOLDERNAME 4 CREATED BY LAST MODIFIED BY CREATED ON
Recent _
M Compliance Reports Integration User Integration User 25/09/2017 10:03 AM v
Created by Me N
M Finance Reports Integration User Integration User 25/09/2017 10:03 AM v
Private Reports
M Franchise Operations Reports Integration User Integration User 25/09/2017 10:03 AM v
Public Reports
BB Franchisee Owner Reports Integration User Integration User 25/09/2017 10:03 AM v

All Reports
FOLDERS
Created by Me
Shared with Me
All Folders

FAVORITES

All Favorites

Now you can see the reports within that folder.

Q_  Search Reports and more...

Operations Manag._. Home  Chatter  Accounts v  Contacts v  Contracts v  ManagementlLogs \ Invoices v Reports v  More w Ka
Reports
All Folders > Finance Reports New Report

4 items - Sorted by Report Name

REPORTS
Recent
Created by Me
Private Reports
Public Reports
All Reports
FOLDERS
Created by Me
Shared with Me
All Folders
FAVORITES

All Favorites

REPORT NAME 1

Expenses by Franchise
Expenses by Week

HO Ops Monthly Sales FYTD

Payments by Month

DESCRIPTION

FOLDER

Finance Reports
Finance Reports
Finance Reports

Finance Reports
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LAST MODIFIED BY
Integration User
Integration User
Integration User

Integration User
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4. Open up some of the reports and look at them. You will begin to understand the range
of reports available to you. After you have browsed around for a while, the Recent
reports folder will contain all the reports you have opened and looked at recently.

"'ﬁ‘ Q_ Search Reports and more... ') ‘.. @
:.E Operations Manag,., Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v Reports v More v Kd
Reports
Recent New Report
4 items
REPORTS REPORT NAME DESCRIPTION FOLDER LAST MODIFIED BY
Recent
Payments by Month Finance Reports Integration User v
Created by Me
HO Ops Monthly Sales FYTD Finance Reports Integration User v
Private Reports
Expenses by Week Finance Reports Integration User v
Public Reports
Expenses by Franchise Finance Reports Integration User v
All Reports
FOLDERS

Created by Me
Shared with Me
All Folders

FAVORITES

All Favorites
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Standard reports

While you can always create your own reports, the reports that ship with Operations Man-
agement are summarized below.

Compliance reports

‘ ﬂ Ships with the Operations Management application.

Activated by
Month

Activated Con-
tracts by Type

Compliance -
14 Days from
Issue

Deactivated by
Month

Deactivation in
Progress

Deposit Due

Open Con-
tracts by
Franchise

Open Con-
tracts by Type

Signed Agree-
ments by Type

Upcoming
renewals -
Next 3 Months

Upcoming
renewals -
Next 6 Months

CHAPTER 14 | Standard reports

A summary of contracts organized by activation month, together with
key details that characterize contract status.

A summary of contracts organized by type, together with key details
that characterize contract status.

Listing all contract documents whose signing date is less than 14
days after documents issued vs those contracts whose signing date is
greater than 14 days after documents issued.

A summary of contracts organized by deactivation month, together
with key details that characterize contract status.

A summary of contracts with the status Deactivation in Progress,
together with key details that characterize contract status.

A list of franchise profile accounts owing money on the initial deposit.

An historical listing of contracts by franchisee, with a histogram of the
number of contracts issued to each franchisee.

A histogram showing contract start date, secondarily grouped by con-
tract type.

The current contracts whose Status is Signed.

Contracts due for renewal in the next three months.

Contracts due for renewal in the next six months.
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Finance reports

‘ ﬁ Ships with the Finance Management application.

Expenses by

Franchise Expense details grouped by period then by type.

Expenses by
Week

HO Ops Monthly
Sales FYTD

Expense details grouped by period then by type.

Head Office Invoices (for issue to franchisees) grouped by month.

Invoice Status

Enable periodic reconciliation with Xero.
Report

Payments by

Month Franchisee payments to Head Office grouped by month.

Franchise Operations Reports

‘ ﬁ Ships with the Operations Management application.

Job Request Con- Job requests categorized by Convertedand Unconverted
version Status.

Job Requests in Number of Job Offers by month in Ownedand Unowned Ter-
and out ritories.

Pending Quotes
& Work in Pro-
gress

Summary of Job Plans that are pending a decision from the cus-
tomer.

Quote Conversion Number and Value of Jobs that are Convertedvs. those that are
% Unconverted.

Franchise Owner Reports

ﬂ Ships with the Business Management application.
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Actual Hours v

Target Count of job offers by week.

Client Growth by

T New accounts listed by month.
ype

Gross Profit

Monthly Gross profit by month.

Gross Profit

Weekly Gross profit by week.

Invoice Status
Report

Job Offers Sum-
mary

Enable periodic reconciliation with external financial system.

Count of jobs in each status by created date.

Job Request Con-
version Last 90 Converted leads vs job count in the last ninety days.
Days

Job Size Invoiced Count and sum of actual hours aggregated by job value.
Job Size Profit Profit aggregated by job size.
Job Size Quoted  Count and sum of quoted hours aggregated by job value.

Job Source Sum-

Count of jobs by month.
mary

Job Source v Profit grouped by job source.

Profit

Job Status ALL _

OPEN Count of jobs by status.

Job Status Last . _

90 Days Jobs by status in the last ninety days.

Open Invoices by

Age Invoice numbers by account by age.

Open Invoices by

Invoice numbers by account name.
Customer Name

Planned v Actual

COGS Estimated cost of goods sold (COGS) value vs actual COGS value.

Planned v Actual

Estimated hours vs actual hours by month.
Hours
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Quote Conversion
- Last 90 Days

Quote Conversion

Job count and dollar value as a percentage of quotes issued in the
last 90 days.

Job count and dollar value as a percentage of quotes issued where

232/ %%%Slze - job size is less than $2,000.

Su%%%?;g Srsmn Job count and dollar value as a percentage of quotes issued where
$g 000 job size is greater than $2,000.

Head Office Reports

‘ ﬁ Ships with the Operations Management application.

Active Territories
by State

All Jobs by State &
Source

All Jobs Last
Week ESB

Ceasing
Franchisees

Job Offer Lead-
erboard by State
Last Week

Job Offers Last
Week ESB

Jobs Historical
Trends

Self Generated
Work Last Week

Territory Only by
Billing State

Zero Job Offers by
State

262

Owned Territories by State.

Listing of jobs, statuses, locations and owners by state and
source.

Listing of jobs, sources, statuses, locations and owners along the
Eastern Sea Board of Australia.

Franchisees whose contracts are in the process of being deac-
tivated.

Listing of Job Offers by Franchisee and State in the last seven
days.

Listing of Job Offers by State in the last seven days along the
Eastern Sea Board of Australia.

Job details grouped by Period and State.

Jobs that did not come from the website or call center in the last
seven days.

Territories listed by billing state.

Listing of franchises receiving no Job Offers within the last seven
days.
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SMS Management Reports

‘ ﬁ Ships with the SMS Management option.

Journey Actions
with Participant
Actions

Journeys with
Actions

Journeys with Par-
ticipants

Completed vs Queued Participant Actions by Journey Action

Journeys with at least one Journey Participant

Count of Journey Action Names by Type, ordered by Journey
Action Sequence.

DocuSign reports

‘ ﬂ DocusSign is available for custom implementations only.

Average Days to
Complete

Average Days to
Complete by Sender

Average Hours to
Complete

Average Hours to
Complete by Sender

Average Minutes to
Complete

Average Minutes to
Complete by Sender

Envelope Events this
Month

Envelope Events this
Quarter

Envelope Events
YTD

The average days to completion of all DocuSign Envelopes
sent.

The average Days to completion of all DocuSign Envelopes by
Sender

The average hours to completion of all DocuSign Envelopes
sent.

The average number of minutes to completion and envelope by
sender.

The average minute to complete all envelopes sent.

The average number of minutes to complete and envelope by
sender.

Total envelope events this month.

Total envelope events this quarter.

Total envelope events this year to date.
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Envelopes by

Sender this Month Total envelopes sent this month by sender.

Envelopes by

See e RS Total envelopes sent this quarter by sender.

Envelopes by

Sender YTD Total envelopes sent this year to date by sender.

In Progress Envel-

opes Envelopes sent and not voided, deleted or completed.

In Progress Envel-
opes Older than 72
Hours

All envelopes sent and not completed, deleted or voided 72 or
more hours ago.

SO eI e |y The percent of all envelopes sent that are complete by sender.

Sender
Top Closers Senders who have sent the most envelopes that are completed.
Top Senders Senders with the highest sent envelope counts.
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How to export a report

You can export the results of a report to Excel or a comma delimited format.

To export report results

1. From any report, press the Show more button then choose Export.

‘}l‘ Q_  Search Reports and more... EE] 'J .!. @
:Es Operations Manag... Home  Chatter ~ Accounts v  Contacts \  Contracts v  Managementlogs v Invoices v Reports v More w K4
m REPORT .

HO Ops Monthly Sales FYTD n Y ¢ & Ht v
Save As

Total Records
177 Save
\ Export

Sum of Amount
70k 80k 90k 100k 110k 120k

September 2017
October 2017
December 2017

January 2018

Invoice Date

I_-'II

February 2018
March 2018
April 2018

May 2018

The Export dialog box appears.
2. Choose between a Formatted Report and a Details Only report.

Export
Export View
Formatted Report Details Only

Export the report as it Export only the detail rows.

appears in Salesforce, Use this to do further
including the report header, calculations or for
groupings, and filter details. uploading to other systems.

Format
v

Excel Format .xIsx

A Formatted Report will appear similar to what you see on-screen and is useful for
printing or pasting into emails and reports. A Details Only report is preferable for per-

forming further calculations.
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If you choose Details Only, choose the format you need (Excel format .x1sor

Comma Delimited .csv)then press Export.

Export View

Formatted Report

Export the report as it
appears in Salesforce,
including the report header,
groupings, and filter details.

Format

Excel Format .xls v

Export

Details Only

Export only the detail rows.
Use this to do further
calculations or for
uploading to other systems.

N |

Encoding

1S0-8859-1 (General US & Western Europ#

You will find the exported data in your browser’s Downloads folder.
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How to print a report

To print a report

1. Export the report. See “How to export a report” on page 265.

2. Printitusing Excel.
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Product Documentation

Congratulations for starting along the pathway to accelerate your operations using
Franchise Cloud Solutions products. As we move through the implementation journey,
you’re likely to have questions and need support along the way.

The first port of call should always be our comprehensive video tutorials and user guides.

270 Operations Management Administration Guide


https://www.franchisecloudsolutions.com/help/

Knowledge Base

Franchise Cloud Solutions maintains a Knowledge Base covering
» Release Notes

» Tips & Tricks

» Configuration instructions

» Error messages

Customers can access the Knowledge Base at any time.
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Contacting Customer Support

Customers can access our customer support team between the hours of 8:30 am and
5:30 pm Monday through Friday. Your project manager will add key personnel to our Ser-
vice Desk to allow them to raise issues and request assistance.

0_ Customers can also reach our support team by sending email to

» service@franchisecloudsolutions.com

Raising Service Requests

When you log into the Service Desk, you're shown a list of the types of service requests
you can raise with us. We ask you to choose the most appropriate request type so that
we can help you most effectively.

Service Desk / Franchise Cloud Solutions

Franchise Cloud Solutions

Welcome to Franchise Cloud Solution’s Service Desk. Raise any request with us by choosing
an option below.

What can we help you with?

‘ Howdol...
Help using our products.

x Technical support
Help installing, configuring, or troubleshooting.

= Reportabug
?:'S Tell us the problems you're experiencing.

& . Suggest improvement
? See a place where we can do better? We're all ears.

e Suggest a new feature
Let us know your idea for a new feature.

- Licensing and billing questions
Choose this if you have questions about licensing or billing.

‘/) Other questions
Don't see what you're looking for? Select this option and we'll help you out.

From this menu, select the type of request you’re wanting to raise. Each type of service
request is explained below.

We provide comprehensive videos and user guides for all our
products. These materials cover all standard and basic procedures.
However, there will still be a range of things it doesn’t cover, such as
site-specific customizations and advanced uses. For these types of
requests, we encourage you to ask our support specialists how to do
something.

How do |...
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If you are the site administrator and need help configuring the
product, we encourage you to reach out to us for assistance with tech-
nical support.

Technical sup-
port...

If you see behavior that you believe contradicts the documentation or
Reporta bug.. performs in a manner against your expectations, feel free to report a
bug.

Suggest an When there is an existing piece of functionality that you believe could
improvement..  be improved, feel free to suggest it here.

When you would like to the system be extended to cover a new area
of functionality, we’re keen to receive your input. (We can’t always
promise that we implement every feature request promptly but we do
regularly review customer feature requests and prioritize them based
on business need.)

Suggest a new
feature...

Licensing and For questions related to licensing and billing, please complete this
billing questions type as our licensing specialists can deal with it.

For any questions not falling into one of the above-listed categories,

Otherquestions: ¢ ) £o0 to use this request type.

How to Suggest Improvements or Features

We’re always keen to better understand how you work and what your needs are. When
you request a new feature, we’re always keen to understand how you do business today.

We would like to know:

1. Your current business process. What do you do? What are you business rules?
2. How your team members achieve the task today.
3. How you reckon the task could best be achieved in our software.

O Most people only tell us #3.

We’re always more able to help you if you give us all three pieces of inform-
ation.

How to Report a Bug

Franchise Cloud Solutions implementations come with a suite of test cases to assist you
with UAT. Each UAT case provides a set of steps that you should be able to follow to
completion.

ﬂ If a test fails, then congratulations!, you have just found a bug!
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There may be several different reasons for bugs. It might be:
» abrowser bug

» a problem with our code

» an issue with test data or templates

» a documentation bug

» an issue with the test suite

» or, perhaps, something else entirely.

Whatever the case may be, reporting it well and in a timely fashion will help us resolve
the issue as soon as possible.

What is a useful bug report?

When you do find bugs that need fixing, we're keen to get them resolved as soon as pos-
sible. What really helps with this is getting all the information we need to identify the
issue.

Q__' Some of this depends on getting high quality information from you.
Here’s how you can help us help you!

Within our Help Desk, you can see all the service requests that your organization has
filed. We’d appreciate it if you’d check that your bug hasn’t already been raised.

When you log a bug, please remember to describe only a single bug in a service request.
Feel free to raise as many issues as you need!

Here are some tips on writing a good bug report.

How to write a good bug report

Write a Summary that outlines the bug as best you can describe it.

Within the Detail section, we need the following information

What happened? What concrete things did you observe?

Steps to replicate? List each page, field, data value and button pressed to replicate.
What you expected the system to do (if there was no error).

The error that you observed.

Your browser and operating system.

L o

Include a screen shot of the issue. Make sure the screen shot includes the entire win-
dow.
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Optionally, we would invite you to also characterize the Business Impact according to
this scale.

1. Who is affected (franchisees/who in head office)? What proportion of franchisees?

2. Visibility? Estimate of how many times per month (per franchisee/affected party) this
issue will be encountered.

3. Blocks? Does this block a process? What process is blocked?
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Example Bug Report (minimal)
Summary

Franchisee does not have permission to create a new job from a customer's Accounts

page.
Description

Cannot create new job from a customer's Account page.

To replicate:

1. Log into Business Management as a franchisee.

2. Go to the Accounts tab and select an account.

3. Click the Create New Job button.
EXPECT: A new job to be created.

ACTUAL: Error dialog "Create New Job" displays with the message "You can't perform

this action on this page."

Alv | Q. Search Accounts and more..

@2 ea®

232 Business Managem... Home Chatter Accounts v Jobs v JobOffers v  JobSchedule Invoices v Payments v ‘JobPlanning v X Morew ¢

Person Account
.3 Mrs. Janet Baker

Title Phone(2) v Email Account Owner
0 Ringwood Franchis... £

DETAILS RELATED
Account Name Account Owner
Mrs. Janet Baker Q Ringwood Franchisee
Title Franchise ©

FCS Ringwood East

Mobile Email
0404 080 300
Home Phone Phone

Birthdate

v Address Information

Billing Address

v Invoice Summary Information

Tax Exempt © Has Overdue Balance ©
Total Invoice Amount @ Overdue Balance
AUD 9,962.70

Amount Paid @ Debtors 0-15 days
AUD 150.00

Amount Outstanding @ Debtors 16-30 days
AUD9,612.70

Credit Balance @ Debtors 31-45 days
AUD 51.00

Balance Payable @ Debtors 46+ days
AUD 9,561.70

Accounts Receivable Notes @

Environment
Sandbox.

Google Chrome.
Desktop (Windows 10).

276

Create New Job

+ mbymm o

ACTIVITY CHATTER

Log a Call Email

Create new...

Filters: All time - All activities - All types 'Y
Refresh Expand All

'ps
teps. To get things moving, add a task or set up a meeting.
ivities

Cancel m activity. Past meetings and tasks marked as done show up
here.

i1 Activity Lists Add List

NAME NUMBER OF TASKS

COMPLETED TASKS
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Example Bug Report (technical details)

Summary

Accounts with Financial Integration throw component error on page load
Description

In a Franchise Account already connected to Xero (e.g. HAH Prod: Ringwood East), click-
ing onto the Account Details screen causes the Account Code Mapping Setup dialog to
appear. When it appears, it throws A Component Error exception.

Component error throws in both Chrome and Safari.
I'm logged into Golden UAT as system administrator.
To replicate

1. Go to the Accounts screen.

2. Choose the FCS Ringwood East account.
EXPECT: FCS Ringwood East account displays.

ACTUAL: FCS Ringwood East account displays, loads Account Code Mapping Setup
dialog, and immediately throws Component Error.

@ A Component Error has occurred!

Message

Uncaught threw an error in 'li ing:dualListbox’ [Cannot read property ‘filter' of
undefined]

Component Descriptor

markup://lightning:dualListbox

File Name Function

lightning/dualListbox js HoalidateSelection

Column

Error details
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Uncaught afterRender threw an error in 'lightning:duallistbox' [Cannot
read property 'filter' of undefined]

Message
markup://lightning:duallistbox
Component Descriptor

https://fcsopsgoldenut-dev-ed. -
lightning. force.com/components/lightning/duallistbox.js

Function
H.validateSelection
Stack Trace

H.validateSelection () @https://fcsopsgoldenut-dev-ed. -
lightning.force.com/components/lightning/duallistbox.js:2:17398

H.get validity () @https://fcsopsgoldenut-dev-ed. -
lightning.force.com/components/lightning/duallistbox.js:2:9567

Environment

Production

Google Chrome OR Safari (BUT NOT Firefox).
MacOS 10.13.
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Example Bug Report (medium complexity replication)
Headline

Events on job calendar are clickable only once per instantiation.
Description

You can only cause the Event dialog to appear on an event in the calendar ONCE per
instance. After you've used up your one click, you have to reload the calendar in order to
cause the Event dialog to re-appear.

To replicate:

1. Open calendar.

2. Click on an event. The Event dialog box appears.
3. Click the Cancel button.

4. Click again on the same event.

EXPECT: Event dialog to re-appear.

ACTUAL: Event object is not clickable (does not show clickable mouse pointer; clicking
on it elicits no response).

Further:

5. Click on another event. The Event dialog box appears. (So, it's only the event that was
clicked that has become unclickable; not all events on calendar.)

6. Click Cancel.

7. Click again on the same event.

EXPECT 1: Event dialog to re-appear.
EXPECT 2: Event object unclickable.
ACTUAL: Event object is not clickable.
Environment

Safari & Chrome

Mac OS 10.12

Business Impact

» Who affected: All franchisees, Users of Job Calendar.
» Visibility: 40 times per month per franchisee.
» Block: None.
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Granting Account Login Access

Sometimes, in working with you on a service request, our customer support team may
need access to your environment. Here is how to provide the access to our customer sup-
port team.

To provide our customer support team access to your system

1. Select your account Settings.

YR M a sensieoce 1__m.=.a.»(°)

i1 Business Manage... Home Chatter Accounts v Jobs \ JobOffers v/ JobSchedule Invoices \,  Payments \/  CustomerFeedback v Contacts \/  Material Price Lists v Files v  Rep Loryn Jenkins

nfctrial01-dev-ed. mysalesforce.com i
t

Quarterly Performance Settings  Log Ou

Asoro2/o3208 121057 ¢ Assistant

g
' | DrspLay DEN:
Nothing needs your
ompact
oPTIONS
Switch to Salesforce Classic @
/ Add Username

Closed  ® Goal W Closed + Open (>70%)

closep AUD 80,000 0peN (-70%) AUD 80,000  GoaL - ¢

Today's Events Today's Tasks =

Looks ke you're free and clear the rest of the day.

View Calendar View All

2. Select the Grant Account Login Access page. Then select an appropriate Access
Duration from the Franchise Cloud Solutions Support user.

i1 BusinessManage..  Home Chater Accowts v Jobs v lobOfers v obSchedule Imoices v Paymens v Customerfeedback v Contacts v MateralPricelsts v Fles v Reports v Dashboads v More ’

Q. Quick Find a Grant Account Login Access

Grant Account Login Access Halpfor s Page @

Change My Password

Connections
| cntaccountLoginaccess
Language & Time Zon
Login History
Personal Information
Security Central
> Display & Layout

> Email

> Chatter
> Calendar & Reminders
> Desktop Add-Ons

> Import
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3. Press Save. Our support team will be able to access the system during the period of
time you have granted.

@y v G Searchsolestorce Ppe? e @

i1 Business Manage... Home Chatter Accounts ~ Jobs v JobOffers / JobSchedule Invoices v  Payments CustomerFeedback v Contacts v/ MaterialPricelists  Files v Reports \v Dashboards v Morev. ’

Q Quick Find B Grant Account Login Access

My Personal Information

Advanced User Details

Grant Account Login Access Hap for tis Page @
Approver Settings
Authentication Settings for grantye
External Systems

(@ crmser s

My Usemame: loryn jenkins @nfetrialo1.demo

Change My Password

Connections

I Grant Account Login Access. L
o Access- B
DocuSign, Inc. Support - - -
" Francise Coud Soltons Suppor
rmation PR o Access- B
‘ /
> Display & Layout (et
> Email
> Chatter

> Calendar & Reminders
> Desktop Add-Ons

> Import

bl
ﬂ You can revoke access at any time.
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