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Introduction

Franchise Cloud Solutions Operations Management is designed especially for the fran-
chise industry. It provides an efficient 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.
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Where to start

Operations Management is an application especially designed for the franchise industry
running within the award-winning and market-leading Salesforce Platform.

If you are new to Salesforce, you may benefit from familiarizing yourself with Salesforce
basic skills. Refer to the Salesforce User Guide, Get Started with Salesforce.

salesforce

Get Started with Salesforce

Salesforce, Spring ‘21

\ 7/ B

3 @salesforcedocs
Last updated: February 17, 2021

For more Salesforce user guides, See Salesforce Downloadable User
Guides.
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How Salesforce organizes information

Salesforce organizes data into different types of records. Each type of record is stored
together.

All accounts are stored in the list of Accounts. All Invoices are stored in the list
of Invoices, etc.

The Salesforce menu provides you access to each different type of record.

“_"‘) Q_  Search Salesforce B 9 .!. @
EEE Operations Manag,,, Home  Chatter ~Accounts s~  Contacts v  Contracts v Management Logs v  Invoices v Payments More v X

Clicking on any of these menus shows you a list of records of this type.

There are likely more menus than can fit on your screen. You can find the rest
of the menus under the More link.

) Q_ Search Salesforce y 2 a 6\

+:  Operations Manag... Home  Chatter ~Accounts v Contacts v  Contracts v  Managementlogs v Invoices v  Payments ™" "More v e
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.
Calend
View Calendar
View All Tasks
Recent Records Notes.
Key Deals
P Error Logs.
Territory - Dee Why To see your opportunity-related data, contact your

Salesforce admin. Invoice Runs

E 00000234 Job Planning

CHAPTER 1 | Introduction



Overview

Operations Management allows you to setup and manage a network of franchise busi-
nesses. Operations Management has four areas of focus

» Franchise setup
» Job allocation exception handling
» Franchise operations review & improvement

» End of contract

Franchise setup

When your organization has licensed Franchise Recruitment, the core franchise records
are transferred into Operations Management when the sale closes. When you are oper-

ating with Operations Management alone, you will need to obtain the franchise contract

and manually enter the details into Operations Management.

Objects from
Franchise Recruitment Contract

System
Configure Administrator

FPA for Job configures
Allocation User

Accounts

Franchisee
On-boarding

Franchise Profile
Account

\

Y

Y

Contact

A

Objects
manually created

> Contract

\

Franchise Profile
Account

Contact

Once the core franchise records are in place, the Franchise Profile Account must be con-
figured for job allocation. When that is complete, the system administrator can then con-
figure a user account for the franchisee and additional user accounts for the franchise’s
employees. The system is then ready for the franchisee and employees to be on-
boarded and trained.
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Job allocation exception handling

There is an on-going need for operational overview of the Job allocation process in order
to handle exceptions. Someone must be responsible for handling

» unallocated jobs
» duplicate jobs

» aged jobs

Franchise operations review & improvement

Operations Management provides facilities for operational review and improvement of
franchise operations. Firstly, Operations Management provides Management Logs,
which allows the franchisor to document reviews, audits, actions and decisions to be cap-
tured into a log. Secondly, Operations Management contains capacity to capture cus-
tomer feedback through a random sampling of completed jobs. Both these facilities
provide information to franchisees on how they can operate their businesses more effect-
ively.

End of contract

Operations Management also provides support for managing franchisee transitions
when the contract term expires. It provides the ability to continue the franchise agree-
ment with further terms, to put in place a new contract, to cease trading and hand the ter-
ritory back to the master franchisor, or to sell the territory to another franchisee.

CHAPTER 1| Overview 7



How to login to Salesforce

For assistance with logging into Salesforce, see the Get Started with Salesforce online
help.
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How to browse information using List Views

When you open a Salesforce menu, you are unlikely to see all the information that Sales-
force is storing. The system might be quite unwieldy if it did show you all its information.
To help prevent information overload, what it does is show a subset of the information by
use of what Salesforce calls a “List View”.

Each List View shows a certain subset of information. Each Salesforce menu already has
multiple List Views, and you can create your own.

When you first open a menu, the first List View you see is likely to show you an empty list.
Salesforce is showing you things you have viewed recently. This is known as the
Recently Viewed List View.

‘}9 Q,  Search Job Offers and more... ” -,‘ @
X

::E Operations Manag,, Home  Chatter Accounts v  Contacts \v  Contracts v  Managementlogs v Invoices v  JobOffers v More w

Job Offers
2| Recently Viewed v

0items - Updated a few seconds ago &~ EY & f

JOB OFFER NUMBER v JoB v COMMENTS v FRANCHISE v FRANCHISEE v STATUS v

You haven't viewed any job offers recently.
Try switching list views.

If this is your first use and you have not yet viewed anything, you will see an empty list.

To see some data

1. Click on Recently Viewed.

‘q-‘a Q, Search Job Offers and more... 9 ... 1@
::E Operations Manag,“ Home  Chatter ~ Accounts s  Contacts v  Contracts v  Managementlogs v Invoices v  JobOffers v More w K4
M Job Offers K
& Recently Viewed ¥
Oitems #- #E- ¢
Accepted Job Offers
All Job Offers ANCHISE v FRANCHISEE v STATUS v
Declined Job Offers
Job Offers Today
Pending Job Offers ffers recently.

ws.
Queued Job Offers

v Recently Viewed

“‘Recently Viewed” is the name of a list that shows items you have viewed recently.
Now that you have clicked on it, you can see the names of other lists.

CHAPTER 1 | How to browse information using List Views 9



2. Click on any list containing the word “All.”

Q_  Search Job Offers and more... [* v] ?2 A @
Operations Manag_._ Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  JobOffers v More v K4

Job Offers
4 Recently Viewed v
[oRd

Oitems 4
Accepted Job Offers
All Job Offers ANCHISE v FRANCHISEE v STATUS v

Declined Job Offers

Job Offers Today
Pending Job Offers ffers recently.
ws.

Queued Job Offers

+ Recently Viewed

If there is data in your system, this list is likely to show it.

3. You can now see the data displayed by this list view.

P
‘..G. Q Search Job Offers and more... ') ._l @
525 Operations Manag___ Home  Chatter ~ Accounts v  Contacts v  Contracts v Management Logs v  Invoices wv Job Offers v More v Kd

& Job Offers
2 All Job Offers v

35 items - Sorted by Job Offer Number - Updated a few seconds ago o c¢ s [ 204
JOB OFFER NU... * v JOB v COMMENTS v FRANCHISE v FRANCHISEE v STATUS v CREATED DATE v
1 JON-00018 JN-00039 Tile Rescue Balm... Timed Out 6/10/2017 11:3... v
2 JON-00022 JN-00047 FCS Greenwich Declined 6/10/2017 1:54 ... v
3 JON-00027 JN-00067 FCS Bondi Timed Out 6/10/2017 8:00 ... v
4 JON-00058 JN-00090 FCS Bondi Timed Out 18/10/2017 5:3... v
5 JON-00090 JN-00123 FCS Bondi Timed Out 3/11/2017 3:33 ... v
6 JON-00094 JN-00124 FCS Bondi Accepted 3/11/20176:36 ... v
7 JON-00099 JN-00126 FCS Bondi Timed Out 3/11/20177:12.... v
8 JON-00102 JN-00127 FCS Bondi Timed Out 3/11/2017 7:58 ... v
9 JON-00111 JN-00142 FCS Bondi Accepted 12/02/2018 12:... v
10 JON-00116 JN-00148 FCS Bondi Beach Accepted 19/02/2018 1:2... v

4. Now re-open the list view and notice the different types of views.

E Job Offers
4 All Job Offers v

35item: LIST VIEWS

Accepted Job Offers
1 + All Job Offers 1
2 Declined Job Offers
3 Job Offers Today
4 "
Pending Job Offers
5
Queued Job Offers
6
7 Recently Viewed

Each list potentially contains a different subset of records. Salesforce uses list views to
make the amount of data you can see manageable.
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5. Now click away to a different tab.

"G’ Q. Search Job Offers and more... ? a @

EEE Operations Manag,“ Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  JobOffers v More w K4

§ Job Offers

=2 All Job Offers

35 items « Sorted by Job Offer Number + Updated a few seconds ago B E- ¢ £ €Y

JOB OFFER NU... T v JOB v COMMENTS v FRANCHISE v FRANCHISEE v STATUS v CREATED DATE v

1 JON-00018 JN-00039 Tile Rescue Balm... Timed Out 6/10/2017 11:3... v
2 JON-00022 JN-00047 FCS Greenwich Declined 6/10/2017 1:54 ... v
3 JON-00027 JN-00067 FCS Bondi Timed Out 6/10/2017 8:00 ... v
4 JON-00058 JN-00090 FCS Bondi Timed Out 18/10/2017 5:3... v
5 JON-00090 JN-00123 FCS Bondi Timed Out 3/11/2017 3:33 ... v
6 JON-00094 JN-00124 FCS Bondi Accepted 3/11/2017 6:36 ... v
7 JON-00099 JN-00126 FCS Bondi Timed Out 3/11/20177:12 ... v
8 JON-00102 JN-00127 FCS Bondi Timed Out 3/11/2017 7:58 ... v
9 JON-00111 JN-00142 FCS Bondi Accepted 12/02/2018 12:... v
10 JON-00116 JN-00148 FCS Bondi Beach Accepted 19/02/2018 1:2... v

You will see the list of recently viewed Accounts, which will be empty if you have not

yet viewed any.
6. Now come back to the original tab.

‘?‘9 Q_ Search Job Offers and more... ') ‘.- @

eoe

B Operations Manag,_ Home  Chatter ~ Accounts v  Contacts v  Contracts v Management Logs v  Invoices v  JobOffers v  More w Kd

& Job Offers
4 Recently Viewed v

0items - Updated a few seconds ago &~ EH- C &

JOB OFFER NUMBER v JOB v COMMENTS v FRANCHISE v FRANCHISEE v STATUS v

You haven't viewed any job offers recently.
Try switching list views.

If you see an empty list, it is because Salesforce is showing you the Recently Viewed

list.

ﬂ While this behavior might be surprising when you are just getting started, in
practice it is very useful. Most of the time, we want to work on records we
have recently viewed. Of course, if you had clicked on one of the records,
this list wouldn’t be empty. It would show the item you had clicked on.

O_ Take some time to go through each of the list views in the system. Get to
~  know the sort of available list views. Understanding what is available will
help you find the right information at the right time.

CHAPTER 1 | How to browse information using List Views
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Key list views

In addition to the standard Salesforce list views, Operations Management ships with its
own range of useful list views. Familiarizing yourself with these list views will help you
quickly become proficient in locating information. For most of the list views in the table,
you will see data relating to your own business entity and records related to any business
entity ultimately attached to yours (i.e. subsidiary master franchises or franchisees). A
summary of the standard list views appears in the table below.

Accounts

Contacts

12

Business
Accounts

Individual
Accounts

Franchise Pro-
file Accounts

Employment
Candidate
Accounts

Master
Franchise Pro-
file Accounts

All Business
Contacts

All Franchise
Contacts

The list of business customers.

The list of potential franchisees (related to your business
entity) and individual and household customers (owned
by franchisees).

The list of Franchise Profile Accounts. These are the entit-
ies operating the licensed franchise territories. Each
Franchise Profile Account belongs to a Master Franchise
Profile.

Any accounts representing potential employees.

The list of accounts representing Master Franchisor entit-
ies. Each Master Franchise Profile contains a list of
Franchise Profile Accounts and Territories belonging to it.

Records representing individuals that are attached to
business customers of your franchisees.

Records representing individuals that are attached to
Franchise Profile Accounts. These typically represent
franchisees, potential franchisees, their business asso-
ciates and employees.

Operations Management User Guide



Contracts

Customer
Feedback

Invoices

Jobs

CHAPTER 1 | How to browse information using List Views

All Activated
Contracts

All Draft Con-
tracts

Expiring Con-
tracts

Expiring Con-
tracts, Noti-
fications
Pending

Customer
Feedback
Queue

Head Office
Invoices - Not
Sent

Head Office
Invoices -
Sent

All Jobs

All Jobs with
Line ltems

Job Allocation
Queue

Contracts that are activated.
Contracts that are draft.

Contracts that are expiring in the next seven months.

Contracts that are expiring in the next seven months who
have been sent a notification.

Customer feedback that has been received and not yet
processed.

Generated invoices that have not yet been sent to fran-
chisees.

Generated invoices that have been sent to franchisees.

The list of all jobs in the system.
The list of all jobs that have been quoted or invoiced.

If your implementation uses Job Allocation, jobs that can-
not be automatically assigned to a franchisee are placed
in the Job Allocation Queue. The name of this queue may
vary depending on your implementation. Check with your
system administrator to determine the name of your
organization’s Job Allocation Queue.
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The list of jobs currently offered to you. You can accept,

g?fg?;ng Job jecline or ignore these job offers. Ignored job offers
expire.
Job Offers The list of job offers offered today.
Today
Job Offers
Accepted Job The list of job offers that are accepted.
Offers
Declined Job The list of job offers that were declined.
Offers

All Job Offers The complete list of job offers.

1 4 Operations Management User Guide



How to customize a list view

Once you have become familiar with the list views that are already available, you might
want to configure your own list view to meet your particular need.

\/ Imagine you want to see the list of accounts that are belong to a specific ter-
ritory. You could create a list view to show Accounts for Territory.

To modify an existing list view

1. Select the list view you want to copy.

Q, Search Accounts and more...

A @2 e

Operations Manag_., Home  Chatter ~ Accounts \»  Contacts v  Contracts v  Managementlogs v  Invoices v  InvoiceRuns v  More v Kd
B chclo;\r;:‘::ounts v New
50+ items - Sorted by Account Name - Updated a few seconds ago - ¢ s €Y
ACCOUNT N.. T ACCOUNTRE.. ‘v BILLING SUBU.. v BILLING STATE v BILLING POST.. vv PHONE v EMAIL Vv ACCOUNT OW... v
1 Alexander Hamilton  Individual Bondi Beach 2026 0431661889 swalker v
2 Alistair Campbell Individual Vaucluse NSW 2030 0404040404 loryn.jenkins@fra... ~ swalker v
3 Bestway Marketing Business Sydney NSwW 2022 1300 760 102 sadmi v
4 Bondi Web Design Business North Bondi NSW 2026 (02) 9300 6003 info@bondiwebde... swalker v
5 Bower Healthcare Business Sydney NSW 2022 (02) 9221 8649 sadmi v
6 Business Backup C...  Business Sydney NSwW 2025 (02) 9387 7784 ofran v
7 David Jones Business Sydney NSwW 2022 sadmi v
8 FCS Artarmon Franchise Profile 0431 668 997 jill.kennedy@gmai...  ofina v
9 FCS Australia Master Franchise ... ooffi v
10 FCS Bondi Franchise Profile Bondi NSW 2026 socon v

Q, Search Accounts and more...

Operations Manag... Home  Chatter ~ Accounts

Contacts

Open the List View Control and choose Clone.
INN- I (o)

v  Contracts v Management Logs v  Invoices v  InvoiceRuns v  More v

E, Accounts
= All Accounts v

50+ items -+ Sorted by Account Name - Updated a minute ago

ACCOUNT N... T v

1 Alexander Hamilton
2 Alistair Campbell

3 Bestway Marketing
4 Bondi Web Design
5 Bower Healthcare

6 Business Backup C...
7 David Jones

8 FCS Artarmon
9 FCS Australia

10 FCS Bondi

ACCOUNT RE... v BILLING SUBU... vv BILLING STATE \ BILLING POST...

Individual Bondi Beach
Individual Vaucluse
Business Sydney
Business North Bondi
Business Sydney
Business Sydney
Business Sydney

Franchise Profile
Master Franchise ...

Franchise Profile Bondi

NSW
NSW
NSW
NSW
NSW

NSW

2026
2030
2022
2026
2022
2025
2022

2026

The Clone List View dialog box appears.

1\ New
Lol ¢ s €Y

« PHONE LIST VIEW CONTROLS ’CCOUNT oW... v

0431661889  New / Swalker v
0404040404 Clone swalker v

1300 760 102 sadmi v
(02) 9300 600: . swalker v
(02) 9221 864! sadmi v
(02) 9387 778: ofran v
sadmi v
0431 668 997 . ofina v
ooffi v
socon v

CHAPTER 1 | How to browse information using List Views
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3. Enter the new List Name and press Save.

*List Name

Accounts for Territory

Who sees this list view?

® OnlyIcan see this list view

Al users can see this list view @

Clone List View

e

Cancel

The newly named list view appears together with its filter pane.

Q. Search Accounts and more...

Choose the Add Filter link to add an extra filter condition.

@2 e @®

Operations Manag,,, Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  InvoiceRuns v  More v Kd
7 Accounts New
& Accounts for Territory v
50+ items - Sorted by Account Name - Updated a few seconds ago o c s ¢ ‘
ACCO.. TV ACCOU.. v BILLING.. v BILLING.. v BILLING.. v PHONE v EMAIL v ACCOU.. v Filters
9
1 Alexander H...  Individual Bondi Beach 2026  tronomonn
2 AlistairCam... Individual  Vaucluse NSW 2030 Field
Show me
3 Bestway Ma...  Business Sydney NSW 2022 # Contacts v All accounts
4 Bondi Web ...  Business North Bondi ~ NSW 2026
Operator Matchii Il of these filt
5 BowerHealt.. Business Sydney NSW 202 P atching all or these niters
equals v )
6 Business Ba...  Business Sydney NSW 2025 New Filter* X
7 David Jones Business Sydney NSwW 2022
Value
8 FCS Artarmon  Franchise P... Add Filter Remove All
9 FCS Australia ~ Master Fran...
Add Filter Logic
10 FCS Bondi Franchise P...  Bondi NSW 2026
11 FCSBondiB.. FranchiseP.. Bondi NSw 2026 Done

Operations Manag...

Home  Chatter

Q, Search Accounts and more...

Accounts v

Use the Field, Operator and Value fields to set the new condition, then press Done.

@2 e@®

Contacts v  Contracts v  Managementlogs \  Invoices v  InvoiceRuns v More v d

i

50+ items - Sorted by Account Name - Updated 2 minutes ago

10

11

16

Accounts

Accounts for Territory v

ACCO... v

Alexander H...
Alistair Cam...
Bestway Ma...
Bondi Web ...
Bower Healt...
Business Ba...
David Jones
FCS Artarmon
FCS Australia
FCS Bondi

FCS Bondi B...

ACCOU...
Individual
Individual
Business
Business
Business
Business

Business

Franchise P...
Master Fran...
Franchise P...

Franchise P...

Bondi Beach
Vaucluse
Sydney
North Bondi
Sydney
Sydney
Sydney

Bondi

Bondi

NSW
NSwW
NSwW
NSwW
NSW
NSwW

NSW
NSwW

Vv BILLING.. v BILLING.. v BILLING.. v PHONE v EMAIL v ACCOU.. v

2026
2030
2022
2026
2022
2025
2022

2026
2026

Cancel
Field 1
I Franchise v I Show me

All accounts
Operator ’ Matching all of these filters

—

I equals v I

New Filter* X
Value '

Add Filter Remove All

I FCS Bondi Beach I

Add Filter Logic

‘ ‘ done
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6. Now press Save.

Q,  Search Accounts and more...

822 @

Operations Manag“, Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  InvoiceRuns v More w K4

B Accounts New
&l Accounts for Territory v
50+ items - Sorted by Account Name - Updated 5 minutes ago & ¢ £ €
ACCO.. TV ACCOU.. v BILLING.. v BILLING.. vv BILLING.. v PHONE v EMAIL v ACCOU.. v ¢ .
ancel v
1 Alexander H...  Individual Bondi Beach 2026 0431661889 swalker v
2 Alistair Cam...  Individual Vaucluse NSwW 2030 0404040404 loryn.jenkin...  swalker v
Show me
3 Bestway Ma...  Business Sydney NSW 2022 1300760 1... sadmi v All accounts
4 Bondi Web...  Business North Bondi ~ NSW 2026 (02) 93006... info@bondi... swalker v
Matching all of these filters
5 Bower Healt... Business Sydney NSW 2022 (02)92218... sadmi v
6 Business Ba...  Business Sydney NSW 2025 (02) 9387 7... ofran v Franchise* X
equals FCS Bondi Beach
7 David Jones Business Sydney NSW 2022 sadmi v
8 FCS Artarmon  Franchise P... 04316689... jilLkennedy... ofina v Add Filter Remove All
9 FCS Australia Master Fran... ooffi ) R
Add Filter Logic
10 FCS Bondi Franchise P...  Bondi NSW 2026 socon v
Q, Search Accounts and more... [zlz] ') ._l

Operations Manag,.. Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  InvoiceRuns v  More v K4

[ Accounts New
& Accounts for Territory v
5 items - Sorted by Account Name - Filtered by Franchise - Updated a few seconds ago c £ €
ACCO.. T v ACCOU.. v BILLING.. v BILLING.. v BILLING.. v PHONE v EMAIL v ACCOU.. v Filters
! >
1 Alistair Cam...  Individual Vaucluse NSwW 2030 0404040404 loryn.jenkin...  swalker v
2 BondiWeb...  Business North Bondi NSwW 2026 (02) 93006... info@bondi... swalker v
Show me
3 James Brown  Individual BondiJunct... NSW 2026 0431889665 mike+test@... swalker v All accounts
4 Martin New...  Individual Bondi Beach 2026 0435778449 swalker v
. Matching all of these filters
5 Ronald Pham  Individual swalker v
Franchise X
equals FCS Bondi Beach
Add Filter Remove All

Add Filter Logic

Now you can see your newly modified list view.

Q  Search Accounts and more...

222 @

Operations Manag_,_ Home Chatter  Accounts v Contacts v Contracts v Management Logs v Invoices v Invoice Runs v More v Kd

B Accounts . New
Accounts for Territory v

5 items + Sorted by Account Name - Filtered by Franchise - Updated a few seconds ago o ¢ s € v
ACCOUNT N.. T ACCOUNTRE.. ‘v BILLING SUBU.. v BILLING STATE v BILLING POST.. v PHONE v EMAIL v ACCOUNT OW... v

1 Alistair Campbell Individual Vaucluse NSW 2030 0404040404 a.campbell@gmail... swalker v

2 Bondi Web Design Business North Bondi NSW 2026 (02) 9300 6003 info@bondiwebde... swalker v

3 James Brown Individual Bondi Junction NSwW 2026 0431889665 mike+test@franch...  swalker v

4 Martin Newberry Individual Bondi Beach 2026 0435778449 swalker v

5 Ronald Pham Individual swalker v

Making list views customized for your requirements will make your work
much more efficient and enjoyable.
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How to create your own list view

Creating your own list view can be a useful way to quickly access data.

In this example, we’re going to create a list view to show us contacts in our
State or Territory.

To create a new list view

1. Open the List View Control and choose New.

"@ Al v Q_  Search Contacts and more... ? a @
EEE Operations Manag,,, Home Chatter Accounts Contacts v Contracts v Management Logs v More v s

Contacts

Recently Viewed v ‘ \a New  Send List Email
3items - Updated a few seconds ago v Ev|C|
NAME v ACCOUNT.. v P.. v EMAIL v MOBIE v LUST WATE v
1 Harvey Dent FCS - Sans Souci demo@franchisecloudsolu... 04217885... New 18/06/2018 4:10P... v

2 Simon Walker  FCS Bondi Beach loryn.jenkins@franchiseclo... 04316610... 5/10/2017 5:28 PM v

3 John Smith FCS - Bathurst john.smith@franchiseclou...  04244635... 26/06/2018 1:30P... ¥

2. Enter the new List Name and press Save.

New List View

*List Name

NSW Contacts

Who sees this list view?
® Only I can see this list view

Al users can see this list view @

Cance'

The newly named list view appears together with its filter pane.
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3. Choose the Add Filter link to add an extra filter condition.

Al v Q,  Search Contacts and more... 9 .!. @
Operations Manag,,, Home  Chatter ~ Accounts \»  Contacts v  Contracts v  Managementlogs v Morew ¢
Contacts . .
New Send List Email
NSW Contacts v
20 items - Sorted by Name - Filtered by my contacts - Updated a few seconds ago R c s €
NAME 1 v ACCOUNT.. v PHONE v EMAIL v TL. v C. v .
Filters N
1 Andrew Johns FCS - Canterbury demo@franchi... ooffi v
2 Ben Smith FCS - Matraville demo@franchi... ooffi v
Filter by Owner
3 Extra Contact FCS - Montrose 04241631... ooffi v My contacts
4 Harvey Dent FCS - Sans Souci demo@franchi... ooffi v
. . ) Add Filter Remove All
5 J1 FCS Bondi lorynj@gmail.c... ooffi v

4. Usethe Field, Operator and Value fields to set the new condition, then press Done.

Al v Q. Search Contacts and more... 9 .’. @
Operations Manag,, Home  Chatter  Accounts .  Contacts v  Contracts v  Managementlogs v Morew Vi
Contacts . .
New Send List Email
NSW Contacts v
20 items - Sorted by Name - Filtered by my contacts - Updated 2 minutes ago i c £ €
NAME 1 v ACCOUNT.. v PHONE v EMAIL v TL. v C. v .
Filters >
1 Andrew Johns FCS - Canterburv 1mn@franrhi - ooffi v
2 Ben Smith FCS - Matraville ~ Field
I Mailing Stat I Filter by Owner

3 Extra Contact FCS - Montrose ailing State - v My contacts

4 Harvey Dent FCS - Sans Sout ’

5 n FCS Bondi Operator Matching all of these filters

6 Jack Andrews FCS - Coffs Har. I equals - M I New Filter* X

7 Jack Franchise ... FCS - Balmain ‘

Value
8 James Walker FCS - Balmain wi Add Filter Remove All
NS |
9 Jessica Simpson  FCS - Greenwic I
Add Filter Logic
10 John Smith FCS - Bathurst
Done
11 Karen Muller FCS - Narellan .
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5. Press Save.

Al v Q,  Search Contacts and more... 9 ‘.. @
Operations Manag... Home  Chatter ~ Accounts v  Contacts »»  Contracts v  Managementlogs v Morew 4
Contacts
New Send List Email
NSW Contacts v
20 items - Sorted by Name - Filtered by my contacts + Updated 4 minutes ago Lol c £ €
NAME 1 v ACCOUNT.. v PHONE v EMAIL v TL. v C. v
Cancel v
1 Andrew Johns FCS - Canterbury demo@franchi... ooffi v
2 Ben Smith FCS - Matraville demo@franchi... ooffi v
Filter by Owner
3 Extra Contact FCS - Montrose 04241631... ooffi v My contacts
4 Harvey Dent FCS - Sans Souci demo@franchi... ooffi v
Matching all of these filters
5 J1 FCS Bondi lorynj@gmail.c... ooffi v
6 Jack Andrews FCS - Coffs Har... demo@franchi... ooffi v Mailing State* X
equals NSW
7 Jack Franchise ...  FCS - Balmain jack@fcs.com.au ooffi v
8 James Walker FCS - Balmain 04111234... ooffi v Add Filter Remove All
9 Jessica Simpson  FCS - Greenwich mike@franchis... ooffi v

Add Filter Logic

6. Press the arrow to remove the Filters pane.
Al v Q,  Search Contacts and more... 9 .!. @

Operations Manag,,, Home  Chatter  Accounts v  Contacts v  Contracts Management Logs v  Morew v

Contacts
NSW Contacts v

New Send List Email

16 items - Sorted by Name - Filtered by my contacts - Mailing State - Updated a few seconds ago &

NAME 1t v ACCOUNT .. v PHONE v EMAIL v TL. v C. v .
Filters >
FCS - Canterbury ooffi

1 Andrew Johns demo@franchi... v
2 Ben Smith FCS - Matraville demo@franchi... ooffi v
Filter by Owner
3 Harvey Dent FCS - Sans Souci demo@franchi... ooffi v My contacts
4 J1 FCS Bondi lorynj@gmail.c... ooffi v
Matching all of these filters
5 Jack Andrews FCS - Coffs Har... demo@franchi... ooffi v s
6 Jack Franchise ...  FCS - Balmain jack@fcs.com.au ooffi v Mailing State X
. equals NSW
7 James Walker FCS - Balmain 04111234... ooffi v
8 Jessica Simpson  FCS - Greenwich mike@franchis... ooffi v Add Filter Remove All
7. Now you can see your newly modified list view.
Al v Q_  Search Contacts and more... ') .!. @
Operations Manag___ Home Chatter ~ Accounts Contacts v Contracts v Management Logs More v V4
Contacts . .
New Send List Email
NSW Contacts v
16 items - Sorted by Name - Filtered by my contacts - Mailing State - Updated 2 minutes ago & ¢ s €)Y
NAME v ACCOUNT NAME v PHONE v EMAIL v TITLE v CON.. v
1 Andrew Johns FCS - Canterbury demo@franchisecloudsolutions.com ooffi v
2 Ben Smith FCS - Matraville demo@franchisecloudsolutions.com ooffi v
3 Harvey Dent FCS - Sans Souci demo@franchisecloudsolutions.com ooffi v
4 J1 FCS Bondi lorynj@gmail.com ooffi v
5 Jack Andrews FCS - Coffs Harbour demo@franchisecloudsolutions.com ooffi v

20 Operations Management User Guide



How to add columns to a list view

You can add columns to any custom list view.

To add columns to a custom list view

1. From Recently Viewed, select a custom list.

Q_ Search Accounts and more... [EE] 9 ; ‘\/Q\:]

Operations Manag_._ Home  Chatter ~ Accounts v  Contacts v  Contracts v Management Logs v  Invoices v  InvoiceRuns v  More v K4
Accounts (— 1
. New
i Recently Viewed

15 item: [

’ N BURB v BILLING STATE voA NT OWNER AL... v

RECENT LIST VIEWS Getlad S seoy o

1 ) Jse NSW swalker v
Accounts for Territory

2 ofina v
All Accounts
3 ofina v
Business Accounts
4 ofina v
5 Franchise Profile Accounts ‘ord NSW ocomp v
6 Franchise Sales Accounts ofina v
7 Individual Accounts i Nsw stev v
8 NSW swalker v
My Accounts
9 Jbra Nsw bsmit v
v Recently Viewed
10 Sydney Nsw ooper v
11 ALL OTHER LISTS NSW socon v
12 Employment Candidate Accounts y NsSw ooffi v
3 Master Franchise Profile Accounts sadmi v
14 ooper
New Last Week P =

2. Open the List View Control and choose Select Fields to Display.

N\
‘}o Q,_  Search Accounts and more... *|v ? a \Q\
EEE Operations Manag__, Home  Chatter  Accounts »  Contacts v  Contracts v  Managementlogs v Invoices v InvoiceRuns v More v K4

Accounts
B

. New
Accounts for Territory v ‘ \
5 items - Sorted by Account Name - Filtered by Franchise - Updated a few seconds ago o ¢ s ¢ Y

ACCOUNTN.. TV ACCOUNTRE.. v BILLING SUBU.. v BILLING STATE v BILLING POST.. v PHONE LIST VIEW CONTROLS ,  ACCOUNT OW... v
1 Alistair Campbell Individual Vaucluse NSW 2030 0404040404 New . swalker ’ v
2 Bondi Web Design Business North Bondi NSwW 2026 (02) 9300 600: Clone . swalker v
3 James Brown Individual Bondi Junction NSW 2026 0431889665  poname v
4 Martin Newberry Individual Bondi Beach 2026 0435778449 v
5 Ronald Pham Individual v

Edit List Filters

Select Fields to Display

Delete

CHAPTER 1 | How to browse information using List Views



3. From Available Fields, select the fields you want to make visible.

4. Now remove any fields you want not to display.

22

Select Fields to Display

Available Fields

’Visible Fields

Field Manager
\ First Name
Franchise
Gross Profit Actual
Gross Profit Target
Has Overdue Balance
Home Phone
Hourly Cost
Inactive Reason
Industry
Initial Contact Date

Account Name
Account Record Type
Billing Suburb

> Billing State

Billing Postcode
Phone

Email

Account Owner Alias

Select Fields to Display

Available Fields

Visible Fields

Field Manager

First Name

Gross Profit Actual
Gross Profit Target
Has Overdue Balance
Home Phone
Hourly Cost
Inactive Reason
Industry

Initial Contact Date
Insurance End Date

Account Name
Account Record Type
Billing Suburb

Billing State

Billing Postcode
Phone

Email

Account Owner Alias
Franchise
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5. Sort the fields into the order you want to see.

Select Fields to Display

Available Fields Visible Fields

FAC Nomination Account Name

FAC Since Account Record Type

Fax

Field Manager > |Phone ~
First Name Email

Gross Profit Actual Account OwneWRAlias

Gross Profit Target < h
Has Overdue Balance

Home Phone '

Hourly Cost

Inactive Reason

6. When you have selected all the fields you want to see, press Save.

Select Fields to Display

Available Fields Visible Fields

FAC Nomination Account Name

FAC Since Account Record Type

Fax Franchise

Field Manager > |Phone N
First Name Email

Gross Profit Actual Account Owner Alias

Gross Profit Target < h
Has Overdue Balance

Home Phone ‘

Hourly Cost

Inactive Reason

Cance
‘}“ Q  Search Accounts and more... *|v ? A @
Eis Operations Manag_,_ Home Chatter Accounts v Contacts v Contracts v Management Logs v Invoices v Invoice Runs v More v Ka
Accounts New
&1 Accounts for Territory v
5 items - Sorted by Account Name - Filtered by Franchise - Updated a few seconds ago w- E- C £ €Y
ACCOUNT NAME 1 v ACCOUNT RECORD T.. v FRANCHISE v PHONE v EMAIL v ACCOUNT OWNER AL... v
1 Alistair Campbell Individual FCS Bondi Beach 0404040404 a.campbell@gmail.com.ux  swalker v
2 Bondi Web Design Business FCS Bondi Beach (02) 9300 6003 info@bondiwebdesign.com  swalker v
3 James Brown Individual FCS Bondi Beach 0431889665 mike+test@franchiseclou...  swalker v
4 Martin Newberry Individual FCS Bondi Beach 0435778449 swalker v
5 Ronald Pham Individual FCS Bondi Beach swalker v
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How to share list views

You can share your list views with your colleagues.

To share a list view

1. Select a custom list view that you want to share with others.

2. Open the List View Control and choose Sharing Settings.

*
) Al v Q. Search Contacts and more... ? A @
::E Operations Manag_“ Home  Chatter  Accounts »  Contacts \ Contracts \v Managementlogs v Invoices »» Payments »» Morev ¢

Contacts 1 . .

q N List Email

All Franchise Contacts v \ il R it
Q. Search this list... & Ev C £ €Y

1 item - Sorted by Name - Filtered by all contacts - Contact Record Type - Updated a few seconds ago

NAME \ ACCOUNT NAME v PHONE v EMAIL LIST VIEW CONTROLS \,  cONTACTO.. v

1 Ringwood Franchisee FCS Ringwood 0404 303 808 New W] ’ v

Clone
Rename /
Sharing Settings

Edit List Filters
Select Fields to Display

Delete

The Sharing Settings dialog box appears.
3. Select A1l users can see this list viewand press Save.

Sharing Settings

Who sees this list view? 1
Only I can see this list view / ’
® Al users can see this list view @

Share list view with groups of users @

Cancel

You have now shared a list view with everyone.

"]

The shared list view can now be edited by anyone with the Manage Public
List Views permission.
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Contract Statuses
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How to adjust a contract fee

How to vary a contract

How to renew a contract

How to cease a contract

How to generate contract documents
How to issue contract documents

How to sign issued contract documents

How to activate a contract



Understanding contracts

Contracts provide a traceable record of the overall contractual life cycle. Maintaining this
history is a key step towards demonstrating compliance with jurisdictional codes of con-
duct.

Contracts also record current and historical fees. They are stored so that they are
machine-readable, and are used for invoice calculation. Machine-readable fee records
make invoicing a highly efficient and reliable way of generating invoices that are guar-
anteed to conform to the contract.

How you use contracts will vary depending on whether you have licensed Franchise
Cloud SolutionsFranchise Recruitment product.

” |If you have licensed Franchise Recruitment, franchise contracts will be created, gen-
erated and possibly signed electronically. These contracts are migrated to Operations
Management.

» If you have licensed Operations Management alone, your contracting process will
largely happen outside of Operations Management. You will then need to enter inform-
ation into Operations Management to reflect contract history and current status. When
entering data, begin by creating a new contract. Once the franchisee has signed the
contract, you will then want to create a Customer Franchise Profile to reflect the entity
that fulfills the contract. See “How to create a contract” on page 32.

Contract Statuses

Contract statuses provide a convenient way to keep track of the status of each contract.
By managing contracts through each status, Operations Management helps you focus
on efficiently growing your business.

You can see the status of each contract by looking at the contract status indicator.

Documents Issued Signed Activated v Mark Status as Complete

Two more statuses become available after signing.

Activated Deactivation in Pr... Deactivated v Mark Status as Complete

Here is a summary of each contract status.

Draft The initial state of a newly-created contract.
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The contract has been issued to the prospective franchisee for con-
sideration. Key fields are now tracked. Changing any key field will set
the status back to Draft.

Documents
Issued

When the Customer Signed Date and the Customer Signed By
Signed fields are completed, the system automatically advances to the Signed
Stage. This indicates that the customer has signed the documents.

The contract is activated. Fees are being calculated and jobs can be

Activated allocated once the franchise begins to trade.

Deactivation = The contract has a planned cessation date in the future and is still cur-
in progress rently active.

Deactivated The contract has ceased.

Draft

When a contract is first created it is placed in the Draft status. The Draft status is where
all the relevant details of the contract are entered and edited. The Draft status is com-
plete when it matches the contract you have (or will) provide to the franchisee for con-
sideration.

Documents issued

Documents issued status represents the period when the contract is issued to the fran-
chisee for review and signing. Documents will be generated and sent to the franchisee
for consideration during this status.
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To place the contract in Documents Issued status

» Press Mark Status as Complete

‘?‘n Q, Search Salesforce 9 ; @
::5 Operations Manag___ Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  Payments v More v K4
Contract
00000229 + Follow Create Franchise Profile Activate Edit Clone Delete
Account Name Status Contract Start Date Contract End Date Contract Term (months)
FCS Wahroonga Draft 1/06/2018 31/05/2019 12
Documents Issued Signed Activated v Mark Status as Complete
DETAILS RELATED ACTIVITY CHATTER
Contract Owner Contract Number
3 OPs Finance Manager 00000229
S LogaCall New Event New Task More
Status Contract Version Number
Draft
Account Name Unexpired Contract Months Create new... Add
FCS Wahroonga 12
Type Of Agreement Territory
Initial Territory - Wahroonga Activity Timeline Yy ¢ Expand All
Contract Start Date Master Franchise Profile
1/06/2018 FCS NSW Next Steps
Contract Term (months) Commencement Date @
12 17/06/2018 No next steps. To get things moving, add a task or set up a
meeting.
Contract End Date Number Of Further Terms
31/05/2019 5 (Five) Past Activity
Further Term Duration (months)
12 No past activity. Past meetings and tasks marked as done

chawiiin harn

The contract is placed in Documents Issued status. The current date is recorded as
the Documents Issued Date.

"l

Now that a contract is issued, any changes to key fields will set the contract
status back to Draft. The expectation is that you will re-issue the contract to
the franchisee for consideration.

Signed

Contract signed records the date at which the contract is signed by the franchisee.
Ensure that this date matches the signature details on the executed contract.

el

In compliance with the Australian Competition & Consumer Commission
Franchising Code of Conduct, there must be fourteen days between the Docu-
ments Issued Date and the Customer Signed Date.
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To mark a contract as signed

1. From the Contract, scroll down to the Contract Execution section and press Edit.

=
‘?“) Q_ Search Salesforce [i'z] ? a @
2ee Operations Manag.,. Home  Chatter  Accounts v  Contacts v Contracts v  Managementlogs v Invoices v  Payments v  More w Kd
E 00000229 + Follow Create Franchise Profile Activate Edit Clone Delete
31/05/2019 5 (Five)

Further Term Duration (months)

12
v Initial Purchase Information

Initial Fee Personal Release Signed

Deposit Amount Deposit Date

Balance Amount
$0.00

Balance Due Date

v Compliance Information
Legal Entity Name @

Business Number

Trading Name Company Number

Operating Structure @

v Contract Execution

Customer Signed Date

Customer Signed By

m Past Activity
No past activity. Past meetings and tasks marked as done

show up here.

v

Activity Lists Add List

NAME NUMBER OF TASKS COMPLETED TASKS

2. Enter the Customer Signed Date and Customer Signed By fields.

"G’ Q_  Search Salesforce 9 ; @
Operations Manag,,, Home  Chatter Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  Payments v More v Ka
E 00000229 + Follow Create Franchise Profile Activate Edit Clone Delete
v Cunpnunce tunnaaon ’
Legal Entity Name @ Business Number
Trading Name Company Number
Operating Structure @
v Contract Execution
Customer Signed Date 9
I 31/05/2018 &
Customer Signed By 9

l E Hal Gregory

v Address Information

Cancel
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3. The Stage automatically advances to Signed.

‘?(‘) Q,  Search Salesforce 9 _!. @
EEE Operations Manag... Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Payments v More v K4
Contract
00000229 + Follow Create Variation Create Renewal Cease Contract
Account Name Status Contract Start Date Contract End Date Contract Term (months)
FCS Wahroonga Signed 1/06/2018 31/05/2019 12

DETAILS

Contract Owner

9 OPS Finance Manager

Status

Signed

Account Name
FCS Wahroonga
Type Of Agreement
Initial

Contract Start Date
1/06/2018

Contract Term (months)

12

Contract End Date
31/05/2019

Unexpired Contract

12

4

€]

Activated

Activated

RELATED

Contract Number

00000229

Contract Version Number

Territory

Territory - Wahroonga
Master Franchise Profile
FCSNSW

Purchase History @
PH-000034

Previous Contract

Number Of Further Terms
5 (Five)

Months
12

Further Term Duration (months)

Deactivation in Pr... Deactivated
ACTIVITY CHATTER
LogaCall NewEvent New Task More
Create new... Add
Activity Timeline Y ¢ ExpandAll
Next Steps

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

Past Activity

No past activity. Past meetings and tasks marked as done

Once the contract is signed, it is time to create the Franchise Profile
Account (How to create a franchise profile account).

The Franchise Profile Account must be created before the planned Activ-
ation date otherwise the system will produce an error during Activation.

Now that a contract is signed, any changes to key fields requires the cre-
ation of a variation. Creating variations helps you keep a history of changes

to the contract over time.

Signed contracts will automatically activate when the commencement date is reached.
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To manually activate a contract

» Press Mark Status as Complete

Q, Search Contracts and more...

022

Operations Manag... Home Chatter Accounts v Contacts »  Contracts v  Managementlogs v Invoices v Payments v More v

Contract

00000229 + Follow Create Variation Create Renewal Cease Contract
Account Name Status Contract Start Date Contract End Date Contract Term (months)

Signed 1/06/2018 31/05/2019 12
Activated Deactivation in Pr... Deactivated v Mark Status as Complete
DETAILS RELATED ACTIVITY CHATTER
Contract Owner Contract Number
Q OPS Finance Manager 00000229
LogaCall NewEvent New Task More

Status Contract Version Number
Signed
Account Name Territory Create new... Add
FCS Wahroonga Territory - Wahroonga
Type Of Agreement Master Franchise Profile
Initial FCS NSW Activity Timeline Y G ExpandAll
Contract Start Date Purchase History @
1/06/2018 PH-000034 Next Steps
Contract Term (months) Previous Contract
12 No next steps. To get things moving, add a task or set up a
Contract End Date Number Of Further Terms meeting.
31/05/2019 5 (Five) Past Activity
Unexpired Contract Months Further Term Duration (months)
12 12

No past activity. Past meetings and tasks marked as done

The contract is now activated.

Q, Search Contracts and more...

[ I W)

Operations Manag.._ Home  Chatter Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  Payments v More v

Contract

00000229 + Follow Create Variation Create Renewal Cease Contract
Account Name Status Contract Start Date Contract End Date Contract Term (months)
FCS Wahroonga Activated 1/06/2018 31/05/2019 12

Activated Deactivation in Pr... Deactivated v Mark Status as Complete

DETAILS RELATED ACTIVITY CHATTER
Contract Owner Contract Number
Q OPS Finance Manager 00000229

LogaCall NewEvent New Task More

Status Contract Version Number
Activated
Account Name Territory Create new... Add
FCS Wahroonga Territory - Wahroonga
Type Of Agreement Master Franchise Profile
Initial FCS NSW Activity Timeline Y G ExpandAll
Contract Start Date Purchase History @
1/06/2018 PH-000034 Next Steps
Contract Term (months) Previous Contract
12 No next steps. To get things moving, add a task or set up a
Contract End Date Number Of Further Terms meeting.
31/05/2019 5 (Five) Past Activity
Unexpired Contract Months Further Term Duration (months)
12 12

No past activity. Past meetings and tasks marked as done
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How to create a contract

When you are bringing new franchisees on-board, you begin to reflect this activity in
Operations Management by creating a new contract.

To create a contract

1. From the Salesforce menu, select Contracts.

=
‘}“ Q_  Search Salesforce E] 9 ‘.. ‘Q)
EEE Operations Manag, . Home  Chatter  Accounts v  Contacts Contracts v  ManagementLogs v  Invoices v  Expenses v  More v Kd
Today's Events ‘ Today’s Tasks =v Assistant

i . Nothing due today-go grab a coffee while you've got some
Lookslike you're free and clear the rest of the day. free time. Nothing needs your attention right now. Check back later.
View Calendar
View All
Recent Records
Key Deals

E 00000229 To see your opportunity-related data, contact your

Salesforce admin.

E 00000219

The Recently Viewed list view displays. This list may be empty.

2. Press the New button.

=\
‘?(‘) Q. Search Contracts and more... [* v ? A ‘\Q/‘
EEE Operations Manag,,, Home Chatter  Accounts v  Contacts v  Contracts v Management Logs v Invoices v Expenses v More v Kd

Contracts ) New
Recently Viewed v

5 items - Updated a minute ago B E- ¢ f
CONTRACT NU... v ACCOUNT NA.. v STATUS v CONTRACT ST.. v CONTRACT EN... v TYPE OF AGRE... v TERRITORY v CONTRACT O.. v
1 00000229 FCS Wahroonga Activated 1/06/2018 31/05/2019 Initial Territory - Wahroo...  ofina v
2 00000219 Sean O'connell Deactivationin Pr...  1/05/2018 30/04/2020 Renewal Territory (D) - Bondi  ocomp v
3 00000218 Shane Ross Documents Issued ~ 27/04/2018 26/04/2023 Initial Territory (D) - Bon...  ocomp v
4 00000112 Sean O'connell Deactivated 13/08/2017 12/02/2018 Initial Territory (D) - Bondi  ocomp v
5 00000131 Jannis Bott Signed 18/10/2017 17/04/2018 Initial Territory - Kogarah ocomp v

The New Contract dialog box appears.

3. Selectthe Franchise Agreement option and press Next.

New Contract

Sem. Franchise Agreement

Franchise Agreement - Variation

Cance
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4. Enter a Contract Name and select the proposed Territory.

New Contract: Franchise Agreement

Contract Information

Contract Owner
OPS Compliance Manager

Contract Name

Mandy Martin - FCS Manly

*Status

Draft v

* Account Name

Search Accounts... Q

*Type Of Agreement @

--None-- v

* Contract Start Date

Commencement Date €

* Contract Term (months)

Contract Number

Contract Version Number €

Territory @

Territory - Manly X
Master Franchise Profile @

Search Accounts... Q

* Number Of Further Terms €

--None-- v

Further Term Duration (months) @

5. Torepresent a brand new Contract, leave the Status at Drarft.
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6. You will need to associate the contract with an Account. For a new franchisee, you will
need to create an account for the person or entity who will be purchasing the franchise.

New Contract: Franchise Agreement

Contract Information

Contract Owner

OPS Compliance Manager

Contract Name

Mandy Martin - FCS Manly

*Status

Draft

* Account Name

[ Search Accounts...

"'

|

0808

+

FCS Ringwood
VIC Master
Dianna Ross
SA Master

NSW Master

New Account /

The New Account dialog appears.

Contract Number

Contract Version Number @

Territory @

Territory - Manly X
Master Franchise Profile @

Search Accounts... Q

*Number Of Further Terms @

-None-- v

Further Term Duration (months) €@

7. For afranchisee sale, generally choose an Individual account, then press Next.

Select a record type

L
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Franchise Profile
Represents a Franchise

Individual

Master Franchise Profile
Represents a Master Franchise
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8. Enter the individual’s name and contact details, then press Save.

Account Information

New Account: Individual

* Account Name
Salutation

Ms.
First Name

Mandy

*Last Name

Martin

Title

Mobile

0439 669 128

Home Phone

Birthdate

&t

Next Review Due Date

@t

Account Owner
OPS Compliance Manager

Franchise

Search Accounts...

Email

Phone

Cancel

The New Contract dialog box is re-displayed.

CHAPTER 2 | How to create a contract

Save & Ne

35



9. Now enter the remainder of the mandatory fields and any other information you may

have to hand.

Contract Information

Contract Owner
OPS Compliance Manager
Contract Name

Mandy Martin - FCS Manly
*Status

Draft

* Account Name

New Contract: Franchise Agreement

Contract Number

Contract Version Number

Territory

Territory - Manly

Mandy Martin b FCS NSW
*Type Of Agreement Commencement Date @

Initial v 1/06/2018 &
* Contract Start Date *Number Of Further Terms

31/05/2018 & 2 (Two) v

* Contract Term (months)

12

Master Franchise Profile

Further Term Duration (months)

24

Cancel Save & New

10. If you have the information to hand, you can enter as much or as little of the sub-
sequent sections.

» |nitial Purchase Information
» Compliance Information
» Contract Execution

» Address Information
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11. When complete, press Save.

The new Contract is displayed.

‘,‘l‘ Q. Search Contracts and more... *|v ? A \Q/
Operaﬂons Manag_,, Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  Expenses v  More v K4
Contract
00000230 Create Franchise Profile Activate Edit Clone Delete

Account Name Status Contract Start Date Contract End Date Contract Term (months)
Mandy Martin Draft 31/05/2018 30/05/2019 12
Documents Issued Signed Activated v Mark Status as Complete

DETAILS RELATED

Contract Owner

#$ OPS Compliance Manager
Contract Name

Mandy Martin - FCS Manly

Status
Draft

Account Name
Mandy Martin
Type Of Agreement
Initial

Contract Start Date
31/05/2018

Contract Term (months)

12

Contract End Date
30/05/2019

CHAPTER 2 | How to create a

Contract Number

00000230

Contract Version Number

Unexpired Contract Months
12

Territory
Territory - Manly

Master Franchise Profile

Commencement Date @

1/06/2018

Number Of Further Terms
2 (Two)

Further Term Duration (months)
24

contract

ACTIVITY CHATTER

LogaCall NewEvent New Task More

Create new... m

Activity Timeline Y ¢ ExpandAll

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

Past Activity

No past activity. Past meetings and tasks marked as done

. [INN
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Contract fees

Understanding contract fees

In Operations Management, contracts contain fee records. Fee records are used to doc-
ument financial aspects of the contractual agreement with a franchisee. They are also
used to calculate fees for inclusion on periodic invoices. Generating invoices using con-
tract fees saves labor, increases accuracy and allows Operations Management to main-
tain records of all invoiced fees for compliance purposes.

Each fee record specifies two types of information
» Fee period— the start date, end date and cycle at which the fee is charged

» Fee calculation — how a fee is calculated each time it is invoiced

W Fee
B Fee-000024 Edit Delete Clone Fee
DETAILS
Fee Number Contract ©
Fee-000024 00000108
Summary @ Cycle ©
System Royalty Monthly
Type © Reason For Change ©
Management Fee
I
Start Date @ Last Invoiced @
1/08/2018 28/08/2018
End Date ©
Description @
Royalty for franchisor brandmark, systems and knowledge of production.

v Fee Calculation

Calculation Type @

Royalty
AmountInc Tax @ Royalty Source @
Quantity @ Royalty Rate @
3.00%
Fee periods

Fee periods define how often a fee is collected within the given duration. The duration is
defined by the start and end dates, and the frequency is defined by the selected cycle.
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Start and End Dates

The period over which fees are charged begin at the date specified by Start Date. Set-
ting an End Date is optional. When there is no End Date, the fee will be charged in every
successive cycle until the contract is deactivated. When you do set End Date, this fee
will not be charged after the specified date.

W Fee
Fee-000024 Edit Delete Clone Fee
DETAILS
Fee Number Contract @
Fee-000024 0
Summary @
System Royalty Monthly
Type © Reason For Change @
Management Fee
Start Date @ Last Invoiced @
1/08/2018 28/08/2018
End Date ©
Description @

Royalty for franchisor brandmark, systems and knowledge of production.

v Fee Calculation

Calculation Type @

Royalty

AmountIncTax @ Royalty Source @
Invoice

Quantity @ Royalty Rate @

3.00%

Q_' When you perform annual fee adjustments for CPI increases, it is useful to set
the expiring fee’s End Date and to create a new fee record to represent the
adjusted fee value. That way you maintain a record of the value of all fees that
have been charged under that contract.
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Cycles

Each fee has a specified cycle.

Fee
Fee-000024

DETAILS

Fee Number
Fee-000024

Summary @
System Royalty

Type ©
Management Fee

Start Date @
1/08/2018

End Date ©

Description @

Edit Delete Clone Fee

Contract @
00000108

Cycle @
Monthly

Reason For Change @

Last Invoiced €@
28/08/2018

Royalty for franchisor brandmark, systems and knowledge of production.

v Fee Calculation

Calculation Type @
Royalty
AmountIncTax @

Quantity @

Available cycles are
» Daily
» Weekly

Royalty Source @
Invoice

Royalty Rate @
3.00%

» Fortnightly (every second week)

» Monthly
» Quarterly

» Annually

Using different cycles for different fees allows you the flexibility of charging fees at dif-

ferent frequencies.

\/ For example, a contract may use a fixed annual fee, a monthly fee based on
invoices, and a weekly fee based on POS receipts.

Fee types

Some franchisors issue multiple monthly invoices.

For example, they may issue management fees on the first of the month and
POS-based royalties on the fifteenth day of the month.
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To enable multiple invoices to be issued using the same cycle, Operations Management
allows you distinguish fees of one type from another.

Fee

E Fee-000024 Edit Delete Clone Fee
DETAILS

Fee Number Contract @
Fee-000024 00000108
Summary @ Cycle ©

System Royalty Monthly

Type © Reason For Change @
Management Fee

Start Date @ Last Invoiced €@
1/08/2018 28/08/2018

End Date @

Description @

Royalty for franchisor brandmark, systems and knowledge of production.

v Fee Calculation

Calculation Type @

Royalty

AmountIncTax © Royalty Source @
Invoice

Quantity @ Royalty Rate @
3.00%

When you are constructing an Invoice Run, you can choose to select specific types of
fees into the run. Typical examples of fee types are management fees, software sub-
scriptions, advertising and communications levies.

Q__' The fee type will often also appear on the generated invoice beside the fee
' name in order to help franchisees understand what the fee is for.

Fee calculations

Fee calculations describe the way in which fees are calculated every invoice cycle. There
are two types of fee calculations

» Fixed fees — fees that levy specific dollar amounts

» Royalties — fees that are levied in proportion to invoice or POS values

Fixed fees

Fixed fees represent concrete dollar amounts. When you complete a fixed fee, you need
to specify that the Calculation Type is Fixed, the value of the Amount Inc Tax, and
the Quantity.
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Fee
E Fee-000023

DETAILS

Fee Number
Fee-000023

Summary @
Management Fees

Type ©
Management Fee

Start Date @
1/08/2018

End Date ©

Description @

v Fee Calculation

Calculation Type @
Fixed

AmountIncTax @
AUD 1,002.00

Quantity @
1

Edit Delete

Contract @
00000108

Cycle ©
Monthly
Reason For Change @

Last Invoiced @
28/08/2018

Royalty Source @

Royalty Rate @

Clone Fee

Quantity allows you to treat the Amount Inc Tax as if it represents a package.

Royalty fees

\/ For example, you might offer your franchisees “advertising packages,” where
the franchisee may select additional packages. Where a franchisee selects
two package units, you can enter the Quantityas 2in order to double the
amount charged for this particular fee.

ﬂ The per unit Amount Inc Tax, Quantity and calculated sub-total usually all
display on the franchisee invoice, depending on the configuration of your
invoice template.

Royalty fees represent fees that vary in proportion to a measure of business activity.
Available measures include

» Invoice — the value of invoices issued in the given period

» POS —the value of POS transactions in the given period

ﬂ POS data is imported into Operations Management from a POS data provider.

When you complete a royalty fee, you need to specify that the Calculation Type is Roy-
alty,the Royalty Source is either Invoiceor POS, and the Rate is set to a per-

centage value.
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W Fee
=] Fee-000024

DETAILS

Fee Number
Fee-000024

Summary @
System Royalty

Type @
Management Fee

Start Date @
1/08/2018

EndDate @

Description @

Edit Delete

Contract @
00000108

Cycle ©
Monthly

Reason For Change @

Last Invoiced @
28/08/2018

Clone Fee

Royalty for franchisor brandmark, systems and knowledge of production.

v Fee Calculation

Calculation Type @
Royalty

AmountIncTax @

Quantity @

Royalty Source @
Invoice

Royalty Rate @
3.00%
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How to view all fees on a contract

Here is the best way to see all the fees on a contract.

To view all fees on a contract

1. From the Contract, select the Related tab.
Q00000225 (*[+) 24 @

Operations Manag_._ Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  InvoiceRuns v  More v ke
Contract
00000225 + Follow Create Variation Create Renewal Cease Contract
Account Name Status Contract Start Date Contract End Date Contract Term (months)
FCS Maroubra Activated 1/05/2018 30/04/2020 24

DETAILS RELATEDK ACTIVITY CHATTER

Contract Owner Contract Number
Q OPS Finance Manager 00000225
2. Nance Vianage! LogaCall NewEvent NewTask e
Status Contract Version Number
Activated
Account Name Territory Create new... Add
FCS Maroubra Territory (D) - Maroubra
Type Of Agreement Master Franchise Profile
Initial FCS NSw Activity Timeline Y & ExpandAl
Contract Start Date Purchase History @
1/05/2018 PH-000031 Next Steps
Contract Term (months) Previous Contract
24 No next steps. To get things moving, add a task or set up a
Contract End Date Number Of Further Terms meeting.
30/04/2020 3 (Three) Past Activity
Unexpired Contract Months Further Term Duration (months)
24 24

No past activity. Past meetings and tasks marked as done
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2. From the Fees section, press View All.

Q, Search Salesforce

Home  Chatter  Accounts v  Contacts v  Contracts v

Operations Manag...

Management Logs v

@2 2@

Invoices v  InvoiceRuns v More w Kd

Contract
00000225 + Follow
Account Name Status Contract Start Date Contract End Date Contract Term (months)
Activated 1/05/2018 30/04/2020 24
DETAILS RELATED
2] Fees(6+) New
FEE NUMBER TYPE CALCULATION TYPE AMOUNT INC TAX
Fee-000167 Subscription Fixed $1.00 v
Fee-000166 Subscription Fixed $10.00 v
Fee-000164 Management Fee Royalty v
Fee-000163 Management Fee Fixed $1,000.00 v
Fee-000162 Communications Levy Fixed $45.00 v
Fee-000161 Advertising Levy Fixed $199.00 v

View All K‘

The Fees list appears with a summary of fee details.

Q, Search Salesforce

Create Variation Create Renewal Cease Contract

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

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

Past Activity

No past activity. Past meetings and tasks marked as done

D@22 @®

Operations Manag... Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  InvoiceRuns v  More v K4
Contracts > 00000225 New
Fees
7 items - Sorted by Fee Number - Updated a few seconds ago &~ c

FEE NUMBER ¢ v TYPE Vv CALCULATION TY.. v AMOUNTINC TAX ‘v ROYALTY RATE v START DATE v END DATE v
1 Fee-000167 Subscription Fixed $1.00 1/01/2018 v
2 Fee-000166 Subscription Fixed $10.00 1/01/2018 v
3 Fee-000164 Management Fee Royalty 3.00% 1/05/2018 v
4 Fee-000163 Management Fee Fixed $1,000.00 1/05/2018 31/05/2018 v
5 Fee-000162 Communications Levy  Fixed $45.00 1/05/2018 v
6 Fee-000161 Advertising Levy Fixed $199.00 1/05/2018 v
7 Fee-000160 Software Subscription Fixed $90.00 1/05/2018 v
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How to add a contract fee

Contract fees are typically added:

» during contract negotiation

» at the conclusion of contract negotiation

» during the operation of the contract as allowed for within the contract terms

Q_' While the system does not monitor changes in the contract fee schedule, any
changes after signing not already provided for by the terms of the contract
requires signing a variation to the contract. The system does not monitor or
flag the need for variations based on fee changes. Contract variations can be
issued.

To add a new fee

1. View all fees on a contract. See “How to view all fees on a contract” on page 44.

2. From the Fees list, press New.

‘?‘9 Q_  Search Salesforce E] ? a @

)
::s Operations Manag_,, Home  Chatter  Accounts v Contacts v  Contracts v  Managementlogs v Invoices v InvoiceRuns v  More v Kd

Contracts > 00000225 New
Fees

7 items - Sorted by Fee Number + Updated 12 minutes ago &y

FEE NUMBER ¢ v TYPE Vv CALCULATION TY.. v AMOUNTINC TAX ‘v ROYALTY RATE v START DATE v END DATE v
1 Fee-000167 Subscription Fixed $1.00 1/01/2018 v
2 Fee-000166 Subscription Fixed $10.00 1/01/2018 v
3 Fee-000164 Management Fee Royalty 3.00% 1/05/2018 v
4 Fee-000163 Management Fee Fixed $1,000.00 1/05/2018 v
5 Fee-000162 Communications Levy  Fixed $45.00 1/05/2018 v
6 Fee-000161 Advertising Levy Fixed $199.00 1/05/2018 v
7 Fee-000160 Software Subscription  Fixed $90.00 1/05/2018 v
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3. Inthe New Fee dialog box, configure the fee information.

New Fee
Information
Fee Number * Contract
[£] 00000225 X
*Summary *Cycle
Software Subscription Monthly v
*Type Reason For Change
Software Subscription v Launch of new Business Management software.
%
* Start Date Last Invoiced
1/01/2018 & &
End Date
@
Description
World's best CRM software for franchise businesses.
%

Fee Calculation

*Calculation Type

-None-- v
Amount Inc Tax Royalty Source
-None-- N/
Quantity Royalty Rate

System Information

Currency

Australian Dollar v

Cancel Save & New

‘ m Cycle and Type can affect which invoice run includes this fee.

4. Complete the Fee Calculation.
» For a fixed fee, How to configure a fixed fee.
» For a royalty, How to configure a royalty.

5. When complete, press Save.

How to configure a fixed fee

Fixed fees enable you to charge a specified amount per contract cycle.
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To configure a fixed fee

1. Fromthe Calculation Type field, select Fixed.

48

Information

Fee Number

* Summary

Software Subscription
*Type

Software Subscription

* Start Date
1/01/2018

End Date

Description

World's best CRM software for franchise businesses.

Fee Calculation

* Calculation Type

New Fee
* Contract
|5 00000225 X
*Cycle
Monthly v

3

Fixed

Amount Inc Tax

Quantity

System Information

Currency

Australian Dollar

Reason For Change

Launch of new Business Management software.

N

Last Invoiced
e
::: ]
%
Royalty Source
[ --None-- v

Royalty Rate

Cancel Save & New
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2. Enter the value and quantity of the item.

Information

Fee Number

*Summary

Software Subscription

*Type

Software Subscription

* Start Date
1/01/2018

End Date

Description

World's best CRM software for franchise businesses.

Fee Calculation

*Calculation Type

New Fee

* Contract

[£] 00000225

*Cycle

Monthly

Reason For Change

Launch of new Business Management software.

Last Invoiced

Fixed
Amount Inc Tax Royalty Source

90.00 [ N .
Quantity Royalty Rate

|2

System Information

Currency

Australian Dollar

How to configure a royalty

Cancel Save & New

Royalties allow you to charge a percentage of revenue. You can calculate a royalty
based on invoices or on data imported from POS records.
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To configure a royalty

1. Fromthe Calculation Type field, select Royalty.

50

Information

Fee Number

*Summary

Management Fee

*Type

Management Fee

* Start Date
1/01/2018

End Date

Description

Fee Calculation

*Calculation Type

New Fee

* Contract

[Z] 00000225 X

*Cycle
Monthly v

Reason For Change

Last Invoiced

t
[:[3

[:]3

I Royalty

'I

Amount Inc Tax

Quantity

System Information

Currency

Australian Dollar

Royalty Source

--None-- v

Royalty Rate

Cancel Save & New
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2. From Royalty Source, choose which revenue record will be used to calculate the

fee.

Information

Fee Number

*Summary

Management Fee
*Type

Management Fee

* Start Date

1/01/2018

End Date

Description

Fee Calculation

*Calculation Type
Royalty

Amount Inc Tax

Quantity
System Information

Currency

Australian Dollar
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New Fee

* Contract
[£] 00000225 X
*Cycle
Monthly v

Reason For Change

%

Last Invoiced

a e
[::: [:::
a
[:::]
4
v
Royalty Source
--None-- v
+ -None--
Invoice
POS

Cancel Save & New
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3. In Royalty Rate, enter the percentage value, then press Save.

New Fee
Information
Fee Number *Contract
[£) 00000225 X
* Summary *Cycle
Management Fee Monthly v
*Type Reason For Change
Management Fee v
%
* Start Date Last Invoiced
1/01/2018 & &
End Date
&
Description
%
Fee Calculation
* Calculation Type
Royalty v
Amount Inc Tax Royalty Source
Invoice v
Quantity Royalty Rate
|| 3.00% |
System Information
Currency
Australian Dollar v

Cancel Save & New
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How to adjust a contract fee

There are times when you need to change a contract fee.
‘ \/ Annual CPI adjustments routinely require you to change fixed fees.

When you change a contract fee, you need to expire the current fee and then add a new
fee. This is necessary to enable any further trailing fees at the current rate to be charged
before switching to the new rate. It also maintains a record as to the fees historically
charged on a contract.

To expire a contract fee

1. View all fees on a contract. See “How to view all fees on a contract” on page 44.

2. From the Fees list, locate the fee and select the Edit button.

‘}9 Q_  Search Salesforce B ’) _!. @
'5 Operations Manag... Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  InvoiceRuns v More v K4
Contracts > 00000225 New
Fees
7 items - Sorted by Fee Number - Updated an hour ago & ¢

FEE NUMBER 4 v  TYPE v CALCULATION TY.. v AMOUNTINCTAX ‘v ROYALTY RATE v START DATE v END DATE v

Fee-000167 Subscription Fixed $1.00 1/01/2018 v
Fee-000166 Subscription Fixed $10.00 1/01/2018 1 v
Fee-000164 Management Fee Royalty 3.00% 1/05/2018 v
Fee-000163 Management Fee Fixed $1,000.00 1/05/2018 v

N o 0 s W N e

Fee-000162 Communications Levy  Fixed $45.00 1/05/2018 Edit
Fee-000161 Advertising Levy Fixed $199.00 1/05/2018 ’ /

Fee-000160 Software Subscription Fixed $90.00 1/05/2018

The Edit Fee dialog box opens.
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3. From the Edit Fee dialog box, Enter an End Date, then press Save.

Fee Number
Fee-000163

*Summary
Management Fee
*Type

Management Fee

Edit Fee-000163

Contract

00000225
*Cycle
Monthly

Reason For Change

N

* Start Date Last Invoiced
1/05/2018 @ 15/05/2018 &
End Date
31/05/2018| & I 1
Description
%
Fee Calculation
*Calculation Type
Fixed v
Amount Inc Tax Royalty Source
1,000.00 --None-- e
Quantity Royalty Rate
1
System Information
Created By Last Modified By
OPS Finance Manager, 3/05/2018 10:36 AM OPS Finance Manager, 8/05/2018 2:24 PM
Currency
Australian Dollar v
Cancel Save & New
o P
«Q Q_ Search Salesforce B ? A @
Operations Manag,_. Home Chatter  Accounts Contacts v Contracts v Management Logs v Invoices v Invoice Runs v More w v
Contracts > 00000225 New
Fees
7 items - Sorted by Fee Number - Updated an hour ago ®- C
FEE NUMBER 4 v TYPE Vv CALCULATION TY.. v AMOUNTINC TAX Vv ROYALTY RATE v START DATE v END DATE v
1 Fee-000167 Subscription Fixed $1.00 1/01/2018 v
2 Fee-000166 Subscription Fixed $10.00 1/01/2018 v
3 Fee-000164 Management Fee Royalty 3.00% 1/05/2018 v
4 Fee-000163 Management Fee Fixed $1,000.00 1/05/2018 31/05/2018 v
5 Fee-000162 Communications Levy  Fixed $45.00 1/05/2018 v
6 Fee-000161 Advertising Levy Fixed $199.00 1/05/2018 v
7 Fee-000160 Software Subscription Fixed $90.00 1/05/2018 v

ﬂ This is the last date at which this fee will be charged.

54

Operations Management User Guide



4. Now that you have ended the previous fee, add a new fee to the contract. This new fee
will serve as the “adjusted fee.” See “How to add a contract fee” on page 46.
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How to vary a contract

Once the contract has been signed, making changes to any of the key fields requires a
contract variation. The contract variation is required in order to enable you to track any

changes to the contract over time.

Changes to any of the following fields require a contract variation:

»

»

»

»

»

»

»

»

»

»

»

»

»

»

»

»

»

Account Id

Billing Address
Commencement Date
Company Number
Contract Record Type
Contract Term

Deposit Amount

Full Contract Number
Further Term Duration
Initial Fee

Legal Entity Name
Master Franchise Profile
Number Of Further Terms
Operating Structure
Start Date

Territory

Trading Name
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To vary a contract

1. From the Contract, press Create Variation.

Q. Search Contracts and more...

8282 @

Operations Manag._. Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Payments v More v K4
Contract
00000228 + Follow Create Variation Create Renewal Cease Contract
Account Name Status Contract Start Date Contract End Date Contract Term (months)
FCS Artarmon Activated 1/06/2018 31/05/2020 24
Deactivation in Pr... Deactivated v Mark Status as Complete
DETAILS RELATED ACTIVITY CHATTER
Contract Owner Contract Number
o OPS Finance Manager 00000228

LogaCall NewEvent New Task More
Contract Name Contract Version Number

FCS Artarmon - Territory - Artarmon

Status Territory Create new... Add
Activated Territory - Artarmon
Account Name Master Franchise Profile
FCS Artarmon FCS NSw Activity Timeline Y ¢ Expand All
Type Of Agreement Purchase History @
Initial PH-000033 Next Steps
Contract Start Date Previous Contract
1/06/2018 No next steps. To get things moving, add a task or set up a
Contract Term (months) Number Of Further Terms meeting.
24 2(Two) Past Activity
Contract End Date Further Term Duration (months)
31/05/2020 12 No past activity. Past meetings and tasks marked as done
Unexpired Contract Months show up here.
24 v
v Initial Purchase Information
Initial Fee Personal Release Signed
$50,000.00 v PRI

- Activity Lists Add List
Deposit Amount Deposit Date
$5,000.00 1/05/2018 NAME  NUMBER OF TASKS COMPLETED TASKS
Balance Amount Balance Due Date
$45,000.00 30/06/2018

The Create A Contract Variation dialog box appears.
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2. Enterthe Contract Variationreason and Effective Date, then press Save.
Create A Contract Variation

*Contract Variation * Effective Date

| other < | | s/05/2018 ﬂ

*Reason for the Variation

I Modification in Initial Fee. I

) Save

The new contract version displays. Itis given a new Contract Number and Contract
Version Number. The contract itself is set to Draft so that it can be re-issued, signed
and activated.

‘}9 Q_  Search Salesforce ’) -!- @

)
Operations Manag_._ Home  Chatter ~ Accounts v  Contacts \v  Contracts v  Managementlogs v Invoices v  Expenses v More v K4

see
ceo
Contract
00000231 + Follow Cease Contract Activate Create Variation
J
Account Name Status Contract Start Date Contract End Date Contract Term (months)

Draft 1/06/2018 31/05/2020 24

Documents Issued Signed Activated v Mark Status as Complete

DETAILS RELATED

Contract Owner

Contract Number

ACTIVITY CHATTER

Q OPS Compliance Manager 00000231

T2 xomplance Vanage LogaCall | NewEvent  NewTask More
Contract Name Contract Version Number
FCS Artarmon - Territory - Artarmon Contract087-v01
Status Territory Create new... Add
Draft Territory - Artarmon
Account Name Master Franchise Profile
FCS Artarmon FCS Nsw Activity Timeline Y ¢ Expand All
Type Of Agreement Purchase History @
Variation PH-000033 Next Steps
Contract Start Date fPrevious Contract
1/06/2018 §00000228 No next steps. To get things moving, add a task or set up a
Contract Term (months) Number Of Further Terms meeting.
24 2 (Two)

Contract End Date
31/05/2020

Unexpired Contract Months
24

Further Term Duration (months)

12

Past Activity

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

v
v Variation Details
Effective Date Contract Variation
15/05/2018 Other Activity Lists Add List

v Initial Purchase Information

Reason for the Variation
Modification in Initial Fee.

Initial Fee Personal Release Signed
$50,000.00 v
Deposit Amount Deposit Date
$5,000.00 1/05/2018
Balance Amount Balance Due Date
$45,000.00 30/06/2018

]

issuing of the documents.
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You can now make the necessary changes to the contract preceding the
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To activate the contract variation

1. When the contract is in Draft status, make any necessary changes to the contract.

2. |Issue the document by pressing Mark Status as Complete.
The contract is in Documents Issued status.

3. Now press the Activate button.

This version of the contract is now Activatedand the previous contract version is
Deactivated
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How to renew a contract

Renewing a contract replicates the current contract (with new dates and decremented fur-

ther terms) into a new contract. When you activate the renewal contract, the existing con-
tract is deactivated.

To renew the contract

1. From the Contract, press Create Renewal.

‘,‘9 Q,  Search Contracts and more... ’) __l @
555 Operations Manag... Accounts v Contacts v  Contracts v  Managementlogs v  Invoices v  Payments v More v K4
Contract
00000131 + Follow Create Variation Create Renewal Cease Contract
Account Name Status Contract End Date Contract Term (months)
Jannis Bott Activated 17/04/2018 6

DETAILS RELATED

Contract Owner

3 OPS Compliance Manager
Status

Activated

Account Name

Jannis Bott

Type Of Agreement
Initial

Contract Start Date
18/10/2017
Contract Term (months)
6
Contract End Date
17/04/2018

Unexpired Contract Months

6

The Create a renewal contract dialog box displays.

60

Contract Number
00000131

Contract Version Number

Territory
Territory - Kogarah
Master Franchise Profile
FCS NSW

Purchase History @
Previous Contract

Number Of Further Terms
3 (Three)

Further Term Duration (months)

3

Deactivated v Mark Status as Complete

ACTIVITY CHATTER

LogaCall NewEvent New Task More

Create new... Add
Activity Timeline Yy ¢ Expand All
Next Steps

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

Past Activity

No past activity. Past meetings and tasks marked as done
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2. Press OK.

The renewal contract is displayed.

Operations Manag... Home  Chatter

Q, Search Contracts and more...

022

Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Payments v More v Kd

Account Name Status Contract Start Date Contract End Date Contract Term (months)
Jannis Bott Draft 18/04/2018 17/07/2018 3
DETAILS RELATED

Contract Owner Contract Number

OPS Finance Manager 00000232

Contract Version Number

Account Name Territory
Jannis Bott Territory - Kogarah
Type Of Agreement Master Franchise Profile
Renewal FCS NSw
Contract Start Date Purchase History @
18/04/2018
Contract Term (months) Previous Contract
3 00000131
Contract End Date Number Of Further Terms
17/07/2018 2 (Two)
Unexpired Contract Months Further Term Duration (months)
3 3

ﬁ Note the changes made to this contract.

CHAPTER 2 | How to renew a contract

+ Follow Activate Edit Clone Delete

Activated v Mark Status as Complete

ACTIVITY CHATTER
LogaCall  New Event New Task More
Create new... Add
Activity Timeline Yy ¢ Expand All
Next Steps

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

Past Activity

No past activity. Past meetings and tasks marked as done
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To activate the renewal contract

1. Press the Activate button.
The Confirm Activation dialog box appears.
2. Press OK.

‘.-(i) Q. Search Contracts and more...

:::  Operations Manag... Home  Chatter ~ Accounts v

10N I W(a)

Contacts v Contracts v  Managementlogs v  Invoices v  Payments v  More v K4
Contract
00000232 + Follow Create Variation Create Renewal Cease Contract
Account Name Status Contract Start Date Contract End Date Contract Term (months)
Jannis Bott Activated 18/04/2018 17/07/2018 3
DETAILS RELATED ACTIVITY CHATTER
Contract Owner Contract Number
0 OPS Finance Manager 00000232
- . . LogaCall NewEvent New Task More
Status Contract Version Number
Activated
Account Name Territory Create new... Add
Jannis Bott Territory - Kogarah
Type Of Agreement Master Franchise Profile
Renewal FCS NSW Activity Timeline Yy ¢ Expand All
Contract Start Date Purchase History @
18/04/2018 Next Steps
Contract Term (months) Previous Contract
3 00000131 No next steps. To get things moving, add a task or set up a
Contract End Date Number Of Further Terms meeting.
17/07/2018 2 (Two) Past Activity
Unexpired Contract Months Further Term Duration (months)
3 3 No past activity. Past meetings and tasks marked as done
S

Deactivated.
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How to cease a contract

To cease a contract

1. From Contract, press Cease Contract.

Q, Search Salesforce

@2 e @®

Operations Manag“, Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  Payments v  More v K4
Contract
00000119 Create Variation Create Renewal Cease Contract
Account Name Status Contract Start Date Contract End Date Contract Term (months)
Peter Stevens Activated 5/10/2017 4/10/2020 36

DETAILS RELATED
Contract Owner Contract Number
Q REC Sales Manager 00000119
Status Contract Version Number
Activated
Account Name Territory
Peter Stevens Territory (D) - Coogee
Type Of Agreement Master Franchise Profile
Initial FCS NSw
Contract Start Date Purchase History @
5/10/2017 PH-000017
Contract Term (months) Previous Contract
36
Contract End Date Number Of Further Terms
4/10/2020 3 (Three)
Unexpired Contract Months Further Term Duration (months)
36 12

The Cease Contract dialog box appears.

CHAPTER 2 | How to cease a contract

Deactivated v Mark Status as Complete

ACTIVITY CHATTER

LogaCall NewEvent New Task More

Create new... Add
Activity Timeline Yy ¢ Expand All
Next Steps

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

Past Activity

> E Franchise... & 4:37PM|05/10/2017 ¥
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2. Enter Cessation Reason and Cessation Date.

Cease Contract

* Cessation Reason

I The Franchise Agreement Was Terminated By The Franchisee v I

* Cessation Date

| 13/05/2018 & |

W

The Contract is now Deactivated.

Q  Search Salesforce ? a @

Operations Manag,,‘ Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  Payments v More v Kd
Contract
00000226 + Follow

Account Name Status Contract Start Date Contract End Date Contract Term (months)

FCS Coogee Deactivated 1/05/2018 30/04/2020 24

DETAILS RELATED ACTIVITY CHATTER
Contract Owner Contract Number
#$ OPS Finance Manager 00000226

LogaCall New Event New Task More

Contract Version Number
Deactivated ||

Account Name Territory Create new... m
FCS Coogee Territory (D) - Coogee

Type Of Agreement Master Franchise Profile

Initial FCS NSW Activity Timeline Y G ExpandAll

Contract Start Date Purchase History @

1/05/2018 PH-000032 Next Steps

Contract Term (months) Previous Contract

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

Contract End Date Number Of Further Terms meeting.

30/04/2020 3 (Three) Past Activity

Unexpired Contract Months Further Term Duration (months)

24 24 No past activity. Past meetings and tasks marked as done
"]

The Contract Cessation function also places End Dates on Fees attached
to the Contract.
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How to generate contract documents

When you are satisfied that all relevant information has been entered on the Contract
record, you can start the document generation.

"1

During implementation a Franchise Cloud Solutions consultant will work with
you to develop a custom document package.

You may have more than one document package available. Ensure you know
which document package you need to use.

To start document generation

1. From the Contract, press Select Document Package.

Contract

00000207 + Follow Create Franchise Profile Activate Edit Email Contract
Account Name Status Contract Start Date Contract End Date Contract Term (months)
Bob Smith Draft 30/03/2018 29/03/2020 24

Documents Issued Signed Activated v Mark Status as Complete
DETAILS RELATED E Drawloop ’ Select Document Package

Contract Owner Contract Number

Q REC Sales Manager 00000207 ACTIVITY

Status Territory

Draft Territory - St Ives

Account l.\lame Unexpired Contract Months LogaCall NevIEent N Email
Bob Smith 24

Type Of Agreement Master Franchise Profile

Initial FCS NSW Create new... m
Contract Start Date Number Of Further Terms

30/03/2018 1(One)

Contract Term (months) Further Term Duration (months) Activity Timeline Yy ¢ Expand All
24 24

Contract End Date Commencement Date @ Next Steps

29/03/2020 2/04/2018

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

One or more Document Packages appear.

E Drawloop

v Document Package Q

B Contract Documents
B Email Contract

B Email Contract (DocuSign)
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2. Select the Document Package you need to generate.

E Drawloop

v Document Package Q

I 5 Contract Documents
‘
B Email Contract

u Email Contract (DocuSign)

> Contact

> Document Selection

> Delivery Option

Once you have clicked on the document package, the Contact pane opens revealing a
list of contacts.

3. Select the Contact matching the person appearing in the Account Name field.

Contract
00000207 + Follow Create Franchise Profile Activate Edit Email Contract
Account Name Status Contract Start Date Contract End Date Contract Term (months)
Bob Smith Draft 30/03/2018 29/03/2020 24
Documents Issued Signed Activated v Mark Status as Complete
DETAILS RELATED 2] prawioop
Contract Owner Contract Number > Document Package
3 REC Sales Manager 00000207
Status Contract Version Number
Signed v Contact Q
Account Name Territory
Bob Smith Territory - St Ives E None
Type Of Agreement Master Franchise Profile
Initial FCS NSwW
Contract Start Date Purchase History @ E E"" ir"“": .
30/03/2018 _PH'000027 .smith@handyway.com.au
Contract Term (months) Number Of Further Terms .
2% 1(One) E Marlene Smith

Contract End Date
29/03/2020

66

Further Term Duration (months)
24

Unexpired Contract Months

24

Commencement Date @

2/04/2018

> Document Selection

> Delivery Option

REQUIRED
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4. Select each document you need to generate, then press Next.
2 prawloop

> Document Package
> Contact

v Document Selection Q

Franchise Agreement
Optional Document

Professional Advice Report
Optional Document

Document Receipt
Optional Document

Schedule 1 - All Current Franchisees
Optional Document

Schedule 2 - Ceased Franchisees
Optional Document

Schedule 3 - Pre Owned Territory ...

Optional Document

> Delivery Option

9. Select the Download delivery option, then press Run Document Package.

E Drawloop
> Document Package
> Contact

> Document Selection
v Delivery Option 1 Q

Download
This is the test file

Run Document Package

The document package shows a progress bar as it generates the documents.

B Drawloop

» Document Package
» Cortact
> Document Selection

> Delivery Option

acquiring data

‘ ﬂ You may have the choice of Download and Email delivery options.
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6. When the document generation is complete, select each document you wish to down-
load.

E Drawloop

Document Package Complete

L 00000207 - March 13, 2018 - Franchise
9 Agreement.docx

00000207 - March 13, 2018 - Professional
9 Advice Report.docx

Start Modify Re-run Document

Over Run Package

0 You can select each document in rapid succession. Each will begin to down-

~  load as soon as it is ready.

7. When the documents have downloaded, you can find them in your web browser’s
default Downloads folder.

ﬂ If you need to edit the contract documents manually, you can make the
changes to the downloaded documents and then upload the final contract
documents to the Contract record using the standard Salesforce file upload

functionality on the Related tab.
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How to issue contract documents

Contract documents can be issued via email or manually.

To issue documents via email

1. From the Contract, press Email Contract.

Contract

00000207 + Follow Create Franchise Profile Activate Edit Email Contract
Account Name Status Contract Start Date Contract End Date Contract Term (months)
Bob Smith Draft 30/03/2018 29/03/2020 24

Documents Issued Signed Activated v Mark Status as Complete

DETAILS RELATED & orawloop
Contract Owner Contract Number
1§ REC Sales Manager 00000207 Document Package Complete
Status Territory
Draft Territory - St Ives 00000207 - March 13, 2018 - Franchise
L9 Agreement.docx
Account Name Unexpired Contract Months €
Bob Smith 24

00000207 - March 13, 2018 - Professional
Type Of Agreement Master Franchise Profile B Advice Report.docx
Initial FCS NSw
Contract Start Date Number Of Further Terms
30/03/2018 1(One) Start Modify Re-run Document
Contract Term (months) Further Term Duration (months) Over Run Package
24 24
Contract End Date Commencement Date @
29/03/2020 2/04/2018 ACTIVITY

An email details page appears.

2. Select the recipient Contact, the Optional Documents and the relevant Attach-
ments, then press Run.

CONTRACT
E 00000207

« BACK TO CONTRACT
On this page you can selec ntact (if applicable), select a Document Package to run, and choose how you want to deliver the Document Package.
1. Specify the contact or the Document Package:
| Bob smith 4

2§ Select Optional Documents to Includdy i Attachments:
Franchising Code of Conduct 00000207 - March 9, 2018 - Franchise Agreement.docx (Contract)
Information Statement 00000207 - March 9, 2018 - Professional Advice Report.docx (Contract)

00000207 - March 9, 2018 - Schedule 1 - All Current Franchisees.docx (Contract)
00000207 - March 9, 2018 - Schedule 2 - Ceased Franchisees.docx (Contract)
00000207 - March 9, 2018 - Document Receipt.docx (Contract)

00000207 - March 9, 2018 - Schedule 3 - Pre Owned Territory Letter.docx (Contract)

d for the Document Package:

3. Choose a delivery
© Email

The system mail merges the documents, converts them to PDF, and then presents
you with a Send an Email page.

"l

Attachments can include documents you have edited outside the system

and uploaded to Salesforce via the Contract Related tab’s Notes and
Attachments field.
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3. Review all the relevant fields, edit the standard email body as needed and review the
attachments. When you are ready, press Send.

TASK
Send an Email
From
*Franchise Cloud Solutions” <hello@franchisecloudsolutions.com> g
To
Contact 4 BobSmith Q
Related To
Contract 4 00000207 Q
Additional To
4
cc
%
BCC
%
Subject
Franchise Agreement Documents
Body
o1 us=al===
FRANCHISE
‘ SOLUTIONS
Dear Bob,
Please find the attached franchise sales agreement documents for your
review and signature.
Please feel free to reach out if you have any queries.
Thank you,
E. Cancel
Attachments
Action File Size
Del File - Franchising Code of Conduct.pdf 781KB
Del File - Information Statement For Prospective Franchisees.pdf 56 KB
Del File - 00000207 - March 9, 2018 - Franchise Agreement.pdf 80KB
Del File - 00000207 - March 9, 2018 - Professional Advice Report.pdf 160 KB
Del File - 00000207 - March 9, 2018 - Schedule 1 - All Current Franchisees.pdf 266 KB
Del File - 00000207 - March 9, 2018 - Schedule 2 - Ceased Franchisees pdf 180 KB
Del File - 00000207 - March 9, 2018 - Document Receipt.pdf 154 KB
Del File - 00000207 - March 9, 2018 - Schedule 3 - Pre Owned Territory Letter.pdf 86 KB
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4. The system automatically advances to the Documents Issued status and sets the
Documents Issued date.

Contract
00000207 + Follow Create Franchise Profile Activate Edit Email Contract

Account Name Status Contract Start Date Contract End Date Contract Term (months)

Bob Smith Documents Issued 30/03/2018 29/03/2020 24
1

Documents Issued Signed Activated v Mark Status as Complete
)
DETAILS RELATED 2] prawioop Select Document Package

Contract Owner Contract Number

9 REC Sales Manager 00000207 ACTIVITY

Status Territory

Documents Issued Territory - St Ives

Account Name Unexpired Contract Months LogaCall = NewEvent New Task Email

Bob Smith 24

Type Of Agreement Master Franchise Profile

Initial FCS NSwW Create new... Add

Contract Start Date Number Of Further Terms

30/03/2018 1(One)

Contract Term (months) Further Term Duration (months) Activity Timeline Y ¢ Expand Al

24 24

Contract End Date Commencement Date @ Next Steps

29/03/2020 2/04/2018

No next steps. To get thines movine. add a task or set up a
L

If any key fields are edited after the documents are issued, the contract is
reset to draft and the Documents Issued Date is cleared.

To issue documents manually

1. Download the documents (See “How to generate contract documents” on page 65)
then issue them outside the system.

2. Advance the contract to the Documents Issuedstage. Select Documents Issued
then press Mark as Current Stage.

Contract
00000208 + Follow Create Franchise Profile Activate Edit Email Contract ‘
Account Name Status Contract Start Date Contract End Date Contract Term (months) '

Megan Ames Draft 1
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How to sign issued contract documents

Document signing is performed outside the system, and the Contract record is updated
to reflect progress.

"1

In compliance with the Australian Competition & Consumer Commission
Franchising Code of Conduct, there must be fourteen days between the Docu-
ments Issued Date and the Customer Signed Date.

To sign the contract documents

1. Sign the documents outside the system.
2. In the Contract Details tab’s Contract Execution section, enter the Customer Signed
Date and Customer Signed By fields.
v Contract Execution
rorarers o ° P 1
e ]

3. Press Mark Status as Complete. The Contract advances to the Signed status.

Contract
00000207 + Follow Create Franchise Profile Edit Clone Delete

Account Name Status Contract Start Date Contract End Date Contract Term (months)
Bob Smith Signed 30/03/2018 29/03/2020 24

Activated Deactivation in Pro... Deactivated v Mark Status as Complete
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How to activate a contract

When the contract has been signed and has become effective, Operations Management
will automatically move the Contract into the Activated status.

Contract

00000207 + Follow Create Franchise Profile Edit Clone Delete
Account Name Status Contract Start Date Contract End Date Contract Term (months)
Bob Smith Activated 30/03/2018 29/03/2020 24

Activated Deactivation in Pro... Deactivated v Mark Status as Complete

ﬂ Once the Contract is Activatedthe territory’s Status is set to Owned.
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Understanding franchise profile accounts

Franchise Profile Accounts represents the franchise operating entity. Settings on the
Franchise Profile Account are used to control:

» Job Allocation
» Contact details
» Trading hours

» Defaults used on quotes and invoices

Beyond the franchise settings, the Franchise Profile Account ties together:
» the franchise owner

” the contract

” the territory

» the mastery territory to which this territory belongs

How Franchise Profile Accounts are created will depend on what software options your
business has licensed and how you are currently using Operations Management.

» If you have licensed Franchise Cloud Solutions Franchise Recruitment, Franchise Pro-

file Accounts will be created using Franchise Recruitment and migrated to Operations
Management.

» If you have licensed Operations Management alone and you are entering Franchise

Profile Accounts for new franchisees, you will want to create a Contract and then gen-
erate the Franchise Profile Account. See “To create a Franchise Profile Account” on
the next page.

A Visibility of the franchise profile account

The Franchise Profile Account (together with Jobs, Accounts, Contacts, Ter-
ritories and Territory Locations) is shared between the franchisor and the fran-
chisee. Any information stored on, or attached to, the Franchise Profile
Account is visible to the franchisee.

When franchisors wish to record private information relating to a franchisee, a
Management Log must be used. See “Understanding management logs” on
page 176.
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Franchise setup

Franchise Profile Accounts contain a wide range of information. Some of this information
is known during the sale of a franchise. Other elements may only be known shortly

before the franchisee begins trading.

When you first create the Franchise Profile Account,
information. You can add details over time.

you may wish to enter only basic

How to create a franchise profile account

The best way to create a Franchise Profile Account is by generating one from a Contract.
When the Contract is set up, the Franchise Profile Account can then be generated from

the information already contained in the Contract.

To create a Franchise Profile Account

1.

From the Contract, press the Create Franchise Profile button.

=N
‘?‘D Q,  Search Contracts and more... 9 _!. @
:EE Operations Manag,,, Home  Chatter ~ Accounts s  Contacts v  Contracts v  Managementlogs v  Invoices v  Payments v  More ¥ Kd
Contract
00000234 + Follow Create Franchise Profile Activate Edit Clone Delete
Account Name Status Contract Start Date Contract End Date Contract Term (months)
Greg Landy Draft 1/06/2018 31/05/2019 12
Documents Issued Signed Activated v Mark Status as Complete
DETAILS RELATED ACTIVITY CHATTER
Contract Owner Contract Number
@ OPS Finance Manager 00000234
mm—— LogaCall NewEvent New Task More
Status Contract Version Number
Draft
Account Name Unexpired Contract Months Create new... Add
Greg Landy 12
Type Of Agreement Territory
Initial Territory - Dee Why Activity Timeline Y ¢ Expand All
Contract Start Date Master Franchise Profile
1/06/2018 FCS NSW Next Steps
Contract Term (months) Commencement Date @
12 1/07/2018 No next steps. To get things moving, add a task or set up a
meeting.
Contract End Date Number Of Further Terms
31/05/2019 2 (Two) Past Activity

Further Term Duration (months)

2%

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

The Create Franchise Profile dialog box appears.
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2. Press OK.

The new Franchise Profile Account appears. Information from the Contract has been

copied across. You can edit it further to complete the information.

"(20 Q  Search Salesforce

D@2 @®

Ess Operations Manag,,, Home  Chatter ~ Accounts v Contacts v  Contracts v  Managementlogs v Invoices v Payments v More v K4

Account

Ha Territory - Dee Why &

Billing Address Status
Inactive

DETAILS RELATED
Account Name
Territory - Dee Why
Parent Account
Status
Inactive
Status Reason
Inactive Reason

Field Manager

Timezone

Status Reason

Account Owner

9 OPS Finance Manager
Email

Phone

Fax

Cell Member Role

Primary Cell Group

Secondary Cell Group

+ Follow Edit

ACTIVITY CHATTER

LogaCall NewEvent New Task More

Create new... Add
Activity Timeline Y ¢ Expand All
Next Steps

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

Past Activity
Next Review Due Date
No past activity. Past meetings and tasks marked as done

Next Review Date show up here.

v

ﬂ Note that you are the account owner and will remain the account owner
until the franchisee obtains access to Business Management. When the
franchisee obtains access to Business Management their user account will
become the owner of this record.
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How to add a territory

You need to link the Franchise Profile Account to a territory. This is performed from the
Territory record.

Ask your system administrator to add the Franchise Profile Account and Account Owner
to the Territory record. When that is done, the Territory will appear in the Franchise Pro-
file Account’s Related tab.

[ 3

«Q Q_  Search Accounts and more... 9 a @
':E Operations Manag.__ Home Chatter  Accounts \  Contacts v Contracts v Management Logs v Invoices v Payments v More v X4
Account
2 FCS Artarmon & + Follow Edit ‘
Billing Address Status Status Reason
Inactive
DETAILS RELATED

ACTIVITY CHATTER

We found no potential duplicates of this account.

LogacCall NewEvent New Task More
No duplicate rules are activated. Activate duplicate rules to identify potential duplicate records.

Create new... Add
Related Contacts (1) New Contact  Add Relationship
Activity Timeline Y ¢ Expand All
E Hal Gregory v
AccountN...  FCS Artarmon Next Steps
Title:
Email: No next steps. To get things moving, add a task or set up a
meeting.
View All .o
Past Activity
E Contracts (Franchise Profile) (0) New No past activity. Past meetings and tasks marked as done
show up here.
v
Territories (1) New
TERRITORY NAME STATUS TERRITORY OWNER ACTIVE
I Territory - Artarmon Unowned Hal Gregory V) v I =] Activity Lists Add List

NAME NUMBER OF TASKS COMPLETED TASKS
View All
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How to add a contact

When there are franchise contacts outside the franchisee, you will need to add them to
the Franchise Profile Account.

\/ Examples of other contacts include employees or contractors of the fran-
chisee.

To add a contact to the Franchise Profile Account

1. From the Account, select the Related tab.

‘}9 Q,  Search Accounts and more... @ 9 ‘_. @
555 Operations Manag... Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Payments v More v K4

Account

5] FCS Artarmon & + Follow Edit

Billing Address Status Status Reason
Inactive
DETAILS RELATED / ACTIVITY CHATTER
Account Name Account Owner
FCS Artarmon Q OPS Finance Manager
or2.nnance vanager LogaCall | NewEvent NewTask More
Parent Account Email
jil.kennedy@gmail.com
Status Phone Create new... Add
Inactive 0431 668 997
Status Reason Fax
Activity Timeline Y ¢ Expand All
Inactive Reason Cell Member Role
Contract Negotiation Next Steps
Field Manager Primary Cell Group
No next steps. To get things moving, add a task or set up a
meeting.
Timezone Secondary Cell Group
Australia/Sydney GMT+1000 Past Activity
Next Review Due Date
No past activity. Past meetings and tasks marked as done
Next Review Date show up here.

v
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2. From Related Contacts, press New Contact.

e

Q,  Search Accounts and more...

233 Operations Manag... Home  Chatter ~Accounts v/
B

Contacts v  Contracts v  Managementlogs v  Invoices

@2 ea@®

v  Payments v  More w K4

Account

i) FCS Artarmon &

Billing Address Status Status Reason
Inactive
DETAILS RELATED

We found no potential duplicates of this account.

No duplicate rules are activated. Activate duplicate rules to identify potential duplicate records.

Related Contacts (0) \ New Contact

[Z] contracts (Franchise Profile) (0)
Territories (0)
E Management Logs (0)

Invoices (0)

The New Contact dialog box appears.

New Contact

Select a record type

Franchise Contact
Contact type for franchise contacts

@ Contact
Contact type for general contacts

+ Follow Edit

ACTIVITY CHATTER

LogaCall NewEvent New Task More

Create new... m

Add Relationship

Activity Timeline Y ¢ ExpandAll

New Next Steps
No next steps. To get things moving, add a task or set up a
meeting.
New
Past Activity
New No past activity. Past meetings and tasks marked as done
show up here.
v

New

Choose Franchise Contact if the contact will be employed by the franchise. Other-

wise choose the general Contact type. Press Next.

The New Contact detail entry dialog box appears.
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4. Complete the details and press Save.

Contact Information

New Contact: Contact

*Name Contact Owner
Salutation OPS Finance Manager

Mr. v
First Name

Hal
*Last Name

Gregory
Account Name Phone

| FCS Artarmon X 0431668 997
Title Home Phone

02 8809 7642

Reports To Mobile

Search Contacts... Q 0431 668 997
Department Fax
Birthdate Email

&

Address Information
Mailing Address Other Address
Mailing Street Other Street

96 Burns Road

7

Mailing Suburb Mailing State Other Suburb

Wahroonga NSW
Mailing Postcode Mailing Country Other Postcode

2076 Australia

Marketing Information

Preferred Communication Channel

Email

Unsubscribe

SMS Unsubscribe @
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Other State

Other Country

Save & New
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The new contact is now added to the account.

P
‘,‘9 Q_  Search Accounts and more... 9 ; @
EE- Operations Manag. . Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Payments v  More v K4
Account
i) FCS Artarmon & + Follow Edit
Billing Address Status Status Reason
Inactive

DETAILS RELATED ACTIVITY CHATTER

We found no potential duplicates of this account.

LogaCall NewEvent  New Task More
No duplicate rules are activated. Activate duplicate rules to identify potential duplicate records.
Create new... Add
Related Contacts (1) New Contact ~ Add Relationship
Activity Timeline Y ¢  ExpandAll

E Hal Gregory v

Account N...  FCS Artarmon Next Steps

Title:

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

meeting.
View All

Contracts (Franchise Profile) (0)

Territories (0)

Past Activity

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

ﬂ Ensure the Related Contact representing the franchisee is set to the Role of

Franchise Owner.

To specify the contact’s role

1. From Related Contacts, open Show more and select View Relationship.

*

r) Al v Q. Search Salesforce ') a @
555 Operations Manag_,_ Home Chatter ~ Accounts Contacts v Contracts v Management Logs v Invoices v Payments Morew s
Territory - St Ives & + Follow Edit Create New Job
-1} Related Contacts (2] New Contact Add Relationshi
( ) \ P Filters: All time « All activities - All types Y’
] Bobsmith v [E] Marlene smith ’ Refresh Expand Al
Account N... Territory - St Ives ory - St Ives
Title: View Relationship Next Steps
Email: b.smith@handyway.com.au

View All

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

The Account Contact Relationship page displays.
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Click Edit, select the Franchise Owner Role then press Save.

Al v Q_  Search Salesforce ? a @

Operations Manag... Home  Chatter  Accounts v  Contacts

Contracts v Management Logs v  Invoices v  Payments Morew K4

,_l Account Contact Relationship
Bob Smith

Edit Relationship

RELATED DETAILS

v Account Contact Relationship Information

Account
Territory - St Ives

Roles

Technical Buyer
Other

Franchisee Owner
Franchisee Employee

Contact
Bob Smith
v System Information

Created By

Last Modified By
REC Sales Manager, 14/03/2018 10:57 AM

REC Sales Manager, 14/03/2018 10:57 AM

Cancel
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Franchise commencement

Prior to the franchisee gaining access to Business Management, you will want to ensure
that all necessary information is entered onto their Franchise Profile Account.

Completing franchise information

Much of the information within a Franchise Profile Account can be seen by the fran-
chisee. Much is editable by them, but not all. Here is a guide as to what is visible, and
what the franchisee may edit.

Legend

» Visible to franchisee

» Visible and editable -

Account Information

Next Review Due Date
a—
| 5
Next Review Date
Date Time

| 5 ©

Business Information
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Address Information

Invoice Summary Information

Has Overdue Balance

O
Total Invoice Amount €@ Overdue Balance
Amount Paid @ Debtors 0-15 days
Amount Outstanding @ Debtors 16-30 days
Credit Balance @ Debtors 31-45 days
Debtors 46+ days

Accounts Receivable Notes

Quote & Invoice Information

Payment Method Information
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Job Allocation Information

No Timeout

Off System

Location Information

State

[

Job Offer Information

Max Travel Distance

[

[

Daily Offer Target Weekly Offer Target
Current # Daily Offers Current # Weekly Offers
Last Job Offer Date
Last Job Date
Financial Information
Break Even Point Target Gross Profit Target
Profit Allowance Target Gross Profit Actual
Last Month GP
Resale Target
Other Information
Referrer
[ Search Contacts... Q ]
Source
[ --None-- v ]
System Information
* Master Franchise Account Record Type

Search Accounts...

Franchise Profile
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How to configure a franchise for job allocation

Configure the Franchise Profile Account with appropriate settings, based on your licens-
ing options and the size and nature of the territory. See “How to configure a franchise pro-
file for job allocation” on page 103.

How to add a company asset

Company owned assets can be registered against the Master Franchise Profile Account.

To add an asset to the register

1. From the Franchise Profile Account, select Related.

& Alv O Search Accounts and more... 2 Gt A @

::E Operations Manag,_, Home  Chatter ~ Accounts »  Contacts v  Contracts v  ManagementlLogs ~  Invoices \v  Payments »v  Morew K4

Account
1] VIC Master & + Follow Edit

I Type Phone Website Account Owner Account Site Industry

/ # VIC Finance Manager £

FCSVIC: Connected

Account Name Account Owner

VIC Master 3 VIC Finance Manager

Master Franchise €@ Email © Activity Chatter
Australia Master

Status €@ Phone

Active Email

Status Reason @ Fax

Create new... m
Inactive Reason @ Timezone ©

Australia|Melbourne

2. Onthe Related tab, locate the Assets Register and press New.

‘,‘q‘ All v Q_  Search Accounts and more... ', $ .!. @

"5 Operations Manag... Home  Chatter ~ Accounts v  Contacts v  Contracts \v  Managementlogs v  Invoices »v  Payments v  Morewv K4

Account

51 VIC Master & + Follow Edit

Type Phone Website Account Owner Account Site Industry
#3 VIC Finance Manager £

FCSVIC: Connected

We found no potential duplicates of this account.

No duplicate rules are activated. Activate duplicate rules to identify potential duplicate records. ACtiVity Chatter
Email
@ Assets (1) New
ASSET NAME SERTAL NUMBER INSTALL DATE QUANTITY Create new... Add
2012 Fiat Scudo Van 8392732827282 23/01/2018 1.00 v

Filters: All time - All activities - All types Y

View All Refresh Expand All

The New Asset Register dialog box appears.
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3. Complete the details for the new asset then press Save.

90

Information

*Asset Name

Jim's Mobile Phone

Asset Number

Make Model @

iPhone 7

Serial Number

C39SK9Z3BFYE

Purchase Date

20/12/2017

Warranty Expiry
19/12/2018

Purchased From

Apple Store Doncaster

Asset Details €

35921907 678239 0

Purchase Price

749

Reminder Date €

1/12/2019

Status

Owned
*Account

FCS Ringwood

New Asset Register

Currency

AUD - Australian Dollar

Cancel

Save & New
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4. The new asset is now added to the register.

‘}l‘ Al v @, Search Accounts and more... 9 ¢ ._‘ @

::E Operations Manag... Home  Chatter  Accounts s  Contacts v  Contracts v  Managementlogs »  Invoices v  Payments v/ Morew K4
Account

.| VIC Master & + Follow Edit

Type Phone Website Account Owner Account Site Industry

#3 VIC Finance Manager £

FCSVIC: Connected

We found no potential duplicates of this account.

No duplicate rules are activated. Activate duplicate rules to identify potential duplicate records. Activity Chatter
Email

@ Assets (2) New

ASSET NAME SERIAL NUMBER INSTALL DATE QUANTITY Create new... —

| Jim's Mobile Phone C395K9Z3BFYE 20/12/2018 1.00 S |
N Filters: All time - All activities - All types Y
2012 Fiat Scudo Van 8392732827282 23/01/2018 1.00
Refresh Expand All
View All

Next Steps

If you insert a reminder date for an asset, you will receive an email on the
reminder date notifying you to take action.

How to add an insurance policy

Insurance policies can be added to a list of policies held against the Master Franchise
Profile Account.

To add an insurance policy

1. From the Master Franchise Profile Account, select Related.

2. Onthe Related tab, locate Insurance Policies and press New.
The New Insurance Policy dialog box appears.
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3. Complete the details for the new policy then press Save.

New Insurance Policy

Information

*Insurance Policy Name Currency

Workers Compensation AUD - Australian Dollar v

Insurer Type ©

CGU Public Liability v
Status Compulsory

Active v
* Account Expiration Date €

E FCS Ringwood X 15/05/2019 =]

Cancel Save & New

4. The new policy is now added to the list.

Your will be sent an email 30 days prior to the expiry of each insurance
policy reminding you to renew the policy.

Pre-commencement checklist

Before a new franchisee begins trading, you will want to check that everything is set up
correctly.
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To check the setup for a new franchisee

1. The Franchise Profile Account Statusis Active.

Q, Search Accounts and more...

10N I W(a)

Operations Manag,“ Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Payments v More v Kd
Account
‘i) FCSArtarmon & + Follow Edit
Billing Address Status Status Reason
Active
DETAILS RELATED ACTIVITY CHATTER
Account Name Account Owner
FCS Artarmon 0 OPS Finance Manager
E R LogaCall  New Event New Task More
Parent Account Email
jill.kennedy@gmail.com
Status Phone Create new... Add
Active 0431 668 997
Status Reason Fax
Activity Timeline Y G ExpandAll

Inactive Reason

Field Manager

Timezone

Australia/Sydney GMT+1000

Next Review Due Date

Next Review Date

figured.

Operations Manag...

Home

Chatter ~ Accounts v

Cell Member Role

Primary Cell Group

Secondary Cell Group

Q, Search Accounts and more...

Contacts v Contracts v  Management Logs v

Next Steps

Past Activity

Invoices v

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

meeting.

No past activity. Past meetings and tasks marked as done

show up here.

The Franchise Profile Account has its Job Allocation Information correctly con-

@2 2@

Payments v  More w K4

FCS Artarmon &

v Job Allocation Information

No Timeout
Unavailable
Off System

Notification Preference
2-Way SMS & Email

Notification SMS
0431 668 997

v Job Offer Information

Daily Offer Target
3

Current # Daily Offers

Daily Offer Variance
3.00

Daily Offer Variance Flag
v

Days Since Last Job Offer

+ Follow Edit

Max Travel Distance

10

Unavailable From
Unavailable To
Unavailable Redirect
Territory Only

Territory Only Start Date

Territory Only End Date

Weekly Offer Target
12

Current # Weekly Offers
Weekly Offer Variance
12.00

Last Job Offer Date

Last Job Date
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3. The contract’'s Document Issued Date is at least two weeks before the Customer

Signed Date.

-

‘}‘\ Q_  Search Salesforce @3 ? $ a @)
Operations Manag,“ Home  Chatter Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  Payments v More v Kd

B 00000228 + Follow Create Franchise Profile Activate Edit Email Contract Clone v

v Initial Purchase Information
Initial Fee
$50,000.00

Deposit Amount
$5,000.00

Balance Amount
$45,000.00

v Compliance Information

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

Personal Release Signed
v

Deposit Date
1/05/2018

Balance Due Date

30/06/2018 Activity Lists Add List

NAME  NUMBER OF TASKS COMPLETED TASKS
Legal Entity Name @ Business Number
Trading Name Company Number
Operating Structure @
v Contract Execution
Documents Issued Date €@ Customer Signed Date
1/05/2018 18/05/2018
Customer Signed By
Hal Gregory
y .
4. The Contract’'s Commencement Date is correctly set.
Q. Search Salstorce @2 e @®
Operations Manag,“ Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  Payments v More v s
Contract
00000228 + Follow Create Franchise Profile Activate Edit Email Contract Clone v
Account Name Status Contract Start Date Contract End Date Contract Term (months)
FCS Artarmon Documents Issued 1/06/2018 31/05/2020 24
Signed Activated v Mark Status as Complete
DETAILS RELATED ACTIVITY CHATTER
Contract Owner Contract Number
0 OPS Finance Manager 00000228
E LogaCall NewEvent New Task More
Status Territory
Documents Issued Territory - Artarmon
Account Name Unexpired Contract Months Create new... m
FCS Artarmon 24
Type Of Agreement Master Franchise Profile
Initial FCS NSwW Activity Timeline Yy ¢ Expand All

Contract Start Date
1/06/2018

Contract Term (months)
24

Number Of Further Terms

2 (Two) Next Steps

Further Term Duration (months)

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

Contract End Date
31/05/2020

meeting.
Commencement Date @

1/07/2018

Past Activity
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5. The Contract has been Activated.

Operations Manag... Home  Chatter

Q_  Search Salesforce

@2 e @®

Accounts v Contacts v  Contracts v  Managementlogs v  Invoices v  Payments v  More v Kd
Contract
00000228 + Follow Create Variation Create Renewal Cease Contract
‘ Account Name Status Contract Start Date Contract End Date Contract Term (months)
FCS Artarmon Activated 1/06/2018 31/05/2020 24
Activated Deactivation in Pr... Deactivated v Mark Status as Complete
DETAILS RELATED ACTIVITY CHATTER
Contract Owner Contract Number
Q OPS Finance Manager 00000228
LogaCall NewEvent New Task More
Status Contract Version Number
Activated
Account Name Territory Create new... Add
FCS Artarmon Territory - Artarmon
Type Of Agreement Master Franchise Profile
Initial Y FCS NSW Activity Timeline Y ¢ Expand All
Contract Start Date Purchase History @
1/06/2018 PH-000033 Next Steps
Contract Term (months) Previous Contract
24 No next steps. To get things moving, add a task or set up a
meeting.
Contract End Date Number Of Further Terms
31/05/2020 2 (Two) Past Activity
Unexpired Contract Months Further Term Duration (months)
24 12

No past activity. Past meetings and tasks marked as done

Fees have been correctly entered onto the Contract, and they have a Start Date that

matches the Contract Commencement Date.

Q

"‘D Q, Search Salesforce E] 9 @ ! @
SEE Operations Manag___ Home Chatter  Accounts Contacts v Contracts v Management Logs v Invoices v Payments More w X
Contracts > 00000228 New

Fees

3items - Sorted by Fee Number - Updated a few seconds ago ®- c '

FEE NUMBER v TYPE Vv CALCULATION TY.. v AMOUNT INC TAX v ROYALTY RATE v START DATE Vv END DATE v

1 Fee-000182 Management Fee Royalty 3.00% 1/07/2018 v

2 Fee-000181 Software Subscription Fixed $90.00 1/07/2018 v

3 Fee-000180 Management Fee Fixed $1,000.00 1/07/2018 v
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How to find contract fees for a franchise

To view all fees on a contract

1. From Accounts, select the Franchise Profile Accounts list view.

Q_ Search Accounts and more... [* v] ? A @
Operations Manag_ . Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  InvoiceRuns v  More w K
Accounts 1
. Ni
[l Recently Viewed v ‘ e
9items [ c s
NG SUBURB Vv BILLING STATE v ACCOUNT OWNER AL... v
RECENT LIST VIEWS
1 i NSwW swalker v
All Accounts
2 ford NSwW ocomp v
Franchise Profile Accounts
3 ee NSwW stev v
4 + Recently Viewed ; NSW ofran -
5 ALL OTHER LISTS ubra NSW bsmit v
6 Business Accounts y NSW ooffi M
7 . sadmi v
Employment Candidate Accounts
8 ooper v
Franchise Sales Accounts
9 3y NSwW sadmi v
- pre
‘?(9 Q,_  Search Accounts and more... ‘* v] ? a [@:
EEE Operatfons Manag___ Home Chatter ~ Accounts v  Contacts v Contracts v Management Logs v Invoices v Invoice Runs v More w ke
B Accounts New
&l Franchise Profile Accounts v
27 items - Sorted by Status - Filtered by Account Record Type - Updated a few seconds ago o ¢ s €Y
ACCOUNT NAME v STATUS 1 Vv BILLING STR.. v BILLING SU... v BILLING STA.. v BILLING PO.. v MASTER FRA.. v PHONE v EM
1 FCS Bondi /ctive 210 BondiR... Bondi NSwW 2026 FCS NSW
2 FCS Maroubra Active Level 1, Suite... Maroubra NSW 2035 FCS NSw 0412111111
3 FCS Kingsford Active 502-508 Anz... Kingsford NSW 2032 FCS NSwW
4 FCS Coogee Active 101 Brook St Coogee NSW 2034 FCS NSW 444333219
5 FCS Bondi Beach Active 11 Beach Road Bondi NSW 2026 FCS NSw 0411123456
6 Tile Rescue Balmain Active 59 Grove Str... Birchgrove NSwW 2041 FCS NSW 0424163136
7 FCS Greenwich Active 10 Geroge St... Greenwich NSw 2065 FCS NSW 0400000000
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3. From the Account, select the Related tab.

=\
Q_ Search Accounts and more... *|v ?2 A \Q/\

Operations Manag, . Home  Chatter ~ Accounts \»  Contacts v  Contracts v  ManagementlLogs \ Invoices v  InvoiceRuns v More w v
Account
. FCS Maroubra & + Follow Edit
Billing Address Status Status Reason
Level 1, Suite 4/166 Rd Active
Maroubra NSW 2035
Australia
DETAILS RELATED ACTIVITY CHATTER
Account Name Account Owner
FCS Maroubra Q Bill Smith
. LogaCall NewEvent New Task More

Parent Account Email
Status Phone Create new... Add
Active 0412111111
Status Reason Fax

Activity Timeline Yy ¢ Expand All
Inactive Reason Cell Member Role

Next Steps
Field Manager Primary Cell Group
@ OPS Field Manager No next steps. To get things moving, add a task or set up a

o o meeting.

Timezone Secondary Cell Group

Past Activity

Next Review Due Date

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

4. Locate the Contracts section, and select the contract whose Status is Activated.

Q_ Search Accounts and more... * ':‘ ’) a @/

Operations Manag_., Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v InvoiceRuns v  More v k4

Account

2] FCS Maroubra & + Follow Edit

Billing Address Status Status Reason
Level 1, Suite 4/166 Rd Active

Maroubra NSW 2035

Australia

DETAILS RELATED ACTIVITY CHATTER

We found no potential duplicates of this account.

LogaCall NewEvent New Task More
No duplicate rules are activated. Activate duplicate rules to identify potential duplicate records.

Create new... Add
Related Contacts (1) New Contact Add Relationship
Activity Timeline Y & ExpandAll
v
FCS Maroubra Next Steps
Title:
Email: bill@smith.com No next steps. To get things moving, add a task or set up a
meeting.
View All P
e Past Activity
E Contracts (Franchise Profile) (1) New No past activity. Past meetings and tasks marked as done
show up here.
v
00000225 v
Account Na...  FCS Maroubra
Status: Activated
Contract Sta... 1/05/2018
View All Activity Lists Add List
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9. Note the contract’s current details. When ready, select the Related tab.

Operations Manag...

Q,  Search Salesforce

Home  Chatter  Accounts v  Contacts v  Contracts v

Management Logs v

@22 @®

Invoices v  InvoiceRuns v  More w Ka

Contract

00000225
Account Name Status
FCS Maroubra Activated

R k—"

DETAILS

+ Follow

Contract End Date
30/04/2020

Contract Start Date
1/05/2018

Contract Term (months)
24

Activated Deactivation in Pr..

Create Variation Create Renewal Cease Contract

- Deactivated

v Mark Status as Complete

ACTIVITY CHATTER

Contract Owner
0 OPS Finance Manager

Status
Activated

Account Name
Ma

Type Of Agreement
Initial

Contract Start Date
1/05/2018

Contract Term (months)

24

Contract End Date
30/04/2020

Unexpired Contract Months
24

v Initial Purchase Information

Initial Fee
$50,000.00
Deposit Amount
$5,000.00
Balance Amount
$45,000.00

Contract Number

00000225

Contract Version Number

Territory
Territory (
Master Franchise Profile
FCS NSW

Purchase History @

I_'w_‘ 00

Previous Contract

Number Of Further Terms

3 (Three)

Further Term Duration (months)
24

Personal Release Signed
&

Deposit Date
1/04/2018

Balance Due Date
30/04/2018

LogaCall  New Event New Task More

Create new... Add

Activity Timeline Y

[ Expand All

Next Steps

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

Past Activity

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

Add List

Activity Lists

NAME  NUMBER OF TASKS COMPLETED TASKS
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6. From the Fees section, press View All.

Q, Search Salesforce

Chatter ~ Accounts v  Contacts v  Contracts v

@22 @®

Management Logs v  Invoices v  InvoiceRuns v  More v K4

o)

233 Operations Manag... Home
Contract
00000225

Account Name
FCS Maroubra

DETAILS

2] Fees(6+)
FEE NUMBER
Fee 000167
Fee-000166
Fee-000164
Fee-000163
Fee-000162

Fee-000161

Status Contr:
Activated 1/05

RELATED

TYPE

Subscription
Subscription
Management Fee
Management Fee
Communications Levy

Advertising Levy

act Start Date Contract End Date
/2018 30/04/2020 24

CALCULATION TYPE AMOUNT INC TAX
Fixed $1.00

Fixed $10.00

Royalty

Fixed $1,000.00

Fixed $45.00

Fixed $199.00

View All K"

Contract Term (months)

Deactivation in Pr...

Create Variation Create Renewal Cease Contract

Deactivated v Mark Status as Complete
ACTIVITY CHATTER

LogaCall NewEvent New Task More

Create new... Add
Activity Timeline Yy ¢ Expand All
Next Steps

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

Past Activity

No past activity. Past meetings and tasks marked as done

The Fees list shows all past and present fees associated with the Contract.

CHAPTER 3 | Franchise commencement

99



Franchise cessation

How to discontinue a franchise

To cause a franchise to cease to trade, you need to deactivate the Contract and then set
the Franchise Profile Account to a Status of Inactive.

To discontinue a franchise

1. From the Franchise Profile Account’s Related tab, select the currently Activated
Contract.

‘?@ Q. Search Accounts and more... ') ; @,

':E Operations Manag,,, Home  Chatter ~ Accounts » Contacts v  Contracts v  Managementlogs ~ Invoices v  Payments v More w K4

Account

FCS Coogee & + Follow Edit

Billing Address Status Status Reason
101 Brook St Active

Coogee NSW 2034

Australia

DETAILS RELATED k— 1 ACTIVITY CHATTER

We found no potential duplicates of this account.

LogaCall NewEvent New Task More

Create new... m

No duplicate rules are activated. Activate duplicate rules to identify potential duplicate records.

Related Contacts (1) New Contact  Add Relationship
Activity Timeline Yy ¢ Expand All

E Peter Stevens v

Account N...  FCS Coogee Next Steps

Title:

Email: peter.stevens@franchisecloudsol... No next steps. To get things moving, add a task or set up a

meeting.
View Al Past Activity
E Contracts (Franchise Profile) (1) New No past activity. Past meetings and tasks marked as done
show up here.

v
00000225( -
Account Na...  FCS Coogee

Status: Activated
Contract Sta... 1/05/2018

View Al y=| Activity Lists Add List

The Contract appears.

2. Cease the contract. See “How to cease a contract” on page 63.
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3. Now go back to the Account.

Q,  Search Salesforce

1NN I W(o)

Operations Manag._. Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  Payments v  More v K4
Contract
00000226 + Follow
Account Name Status Contract Start Date Contract End Date Contract Term (months)
1/05/2018 30/04/2020 24

DETAILS RELATED

Contract Owner

0 OPS Finance Manager
Status

Deactivated

Account Name

FCS Coogee

Type Of Agreement
Initial

Contract Start Date
1/05/2018

Contract Term (months)
24

Contract End Date
30/04/2020

Unexpired Contract Months
24

Contract Number
00000226

Contract Version Number

Territory
Territory (D) - Coogee

Master Franchise Profile

Purchase History @
PH-000032

Previous Contract

Number Of Further Terms
3 (Three)

Further Term Duration (months)

24

Mark Status as Complete

ACTIVITY CHATTER

LogaCall NewEvent NewTask  More

Create new... m
Activity Timeline Yy ¢ Expand All
Next Steps

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

Past Activity

No past activity. Past meetings and tasks marked as done

4. From the Account, mark the Status as Inactive.

Operations Manag... Home  Chatter

Q. Search Salesforce

Accounts v Contacts v

B2 e @®

Management Logs v  Invoices v  Payments v  More v K4

Account
FCS Coogee &

Billing Address Status Status Reason
101 Brook St Inactive
Coogee NSW 2034
Australia
DETAILS RELATED
Account Name
FCS Coogee 1

Parent Account

Status
Inactive a

Status Reason

Inactive Reason

Field Manager

Timezone

Next Review Due Date

Next Review Date

Account Owner

3 Peter Stevens
Email

Phone
444333219

Fax

Cell Member Role

Primary Cell Group

Secondary Cell Group

+ Follow Edit

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

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

Past Activity

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

You have now ceased the contract and inactivated the franchise. The franchise has

been discontinued.
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How to transfer franchise ownership

To transfer ownership of a franchise

1.

Create the new Contract and Franchise Profile Account. See “Franchise setup” on
page 78.

Insert the Cessation Date for the current franchisee’s Contract. See “Franchise ces-
sation” on page 100.

Ensure the Commencement Date for the new franchisee’s Contract is set one busi-
ness day after the current franchisee’s Cessation Date.

On the day of the transfer, ask your system administrator to transfer the Territory from
the current Franchise Profile Account to the new franchisee’s Franchise Profile
Account.

el

When you transfer franchise ownership, you may also need to transfer the cus-
tomer base. To do this, See How to transfer customer accounts.
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How to configure a franchise profile for job

allocation

The job allocation process interacts heavily with the structure of accounts, territories and
territory locations. Franchise-level settings strongly influence how jobs are allocated.
Read these topics in conjunction with:

» “Understanding Job Allocation” on page 119

» “Managing Job Allocation” on page 143

Mandatory settings

For jobs to be allocated

1. The Franchise Profile Account must have a Status of Active.

- Py
‘?(‘) Q,_  Search Accounts and more... (% v] 24 @
::S Operations Manag... Home Accounts v Contacts v  Contracts \  Managementlogs v Invoices v *CN-00001 v X More v K
Account
.2 FCSBondiBeach & + Follow Edit  Create New Job
Billing Address Status Status Reason
11 Beach Road Active
Bondi NSW 2026
Australia
DETAILS RELATED

Account Name
FCS Bondi Beach

Account Owner
@ Simon Walker

Parent Account Email
loryn.jenkins@franchisecloudsolutions.com

Status Phone

Active 0411123456

Status Reason
Inactive Reason

Field Manager
@ OPS Field Manager

Timezone
Australia/Sydney GMT+1000

Next Review Due Date

Next Review Date
23/03/2018 12:00 PM

Fax

Cell Member Role

Primary Cell Group

Secondary Cell Group

ACTIVITY CHATTER

LogaCall NewEvent New Task More

Create new... Add
Activity Timeline Y G  ExpandAll
Next Steps

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

Past Activity

> E Invoice - INV-0... & 7:44AM|18/05 v
OPS Finance Manager sent an email to
Simon Walker
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2. The Franchise Profile Account must have a valid Timezone.

Operations Manag...

Q. Search Accounts and more...

Home  Chatter

i@ e @®

Accounts v Contacts v  Contracts v Management Logs v  Invoices v *CN-00001 s~ X More v K4
Account
‘il FCS BondiBeach & + Follow Edit  Create New Job
Billing Address Status Status Reason
11 Beach Road Active
Bondi NSW 2026
Australia
DETAILS RELATED ACTIVITY CHATTER
Account Name Account Owner
FCS Bondi Beach 0 Simon Walker
LogaCall NewEvent New Task More
Parent Account Email
loryn.jenkins@franchisecloudsolutions.com

Status Phone Create new... Add
Active 0411123456
Status Reason Fax

Activity Timeline Y ¢ Expand All
Inactive Reason Cell Member Role

Next Steps

Field Manager

Primary Cell Group

OPS Field Manager
Timezone
Australia/Sydney GMT+1000

I Secondary Cell Group

Next Review Due Date

Next Review Date
23/03/2018 12:00 PM

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

Past Activity

> E Invoice - INV-0... & 744AM|[18/05 v

OPS Finance Manager sent an email to
Simon Walker

3. The Franchise Profile Account must be related to at least one Territory.

p=
‘?(‘) Q_ Search Accounts and more... ? $ a @
e Operations Manag.._ Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Payments v *More v Kd
FCS Bondi Beach & + Follow Edit  Create New Job
ﬂ |
PR v
Territories (1) New
TERRITORY NAME STATUS TERRITORY OWNER ACTIVE
| eritory ©-ondi.. Ownea Simon Walker v v |
Activity Lists Add List
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The Territory must be Active.

‘,‘D Q. Search Salesforce 9 m .!. @‘
::5 Operations Manag_,, Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Payments v  *More w Kd
Territory
W Territory (D) - Bondi Beach Edit  Delete  Clone
Status Franchise Owner Active Master Territory
Owned FCS Bondi Beach Q OPS Head Office Manager £ v Master Territory - NSW
DETAILS RELATED

Territory Name
Territory (D) - Bondi Beach

Franchise

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
% Australia/Sydney GMT+1000

The Territory must have one or more Territory Locations.
‘}o Q, Search Salesforce 9 ¢ !. @

':E Operations Manag,‘, Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Payments v *More w K4
Territory
W Territory (D) - Bondi Beach Edit  Delete  Clone v
Status Franchise Owner Active Master Territory
Owned FCS Bondi Beach g OPS Head Office Manager £ v Master Territory - NSW
DETAILS RELATED
Territory Locations (2) New
TERRITORY LOCATION NAME SUBURB POSTCODE STATE
2026-BONDI BEACH BONDI BEACH 2026 NSW v
2026-NORTH BONDI NORTH BONDI 2026 NSwW v

View All

Travel distance origin must be set. See “Travel distance origin” below.
Max travel distance must be set. See “Maximum travel distance” on the next page.

Business hours need to be set. See “Business hours” on page 107.

Travel distance origin

The travel distance origin provides the geographic center of the area being served by the
franchise. The travel distance origin might reference franchisee’s work address.
However, it may be better to have it reference the street address closest to the geo-
graphic center of the territory.
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To set the travel distance origin

1. From the Location Information section, enter the exact street address (Street,
Suburb, State, Postcode) of the location used for the travel distance origin.

‘b Al v Q. bondi beach @3 2 $ a @
EEE Operations Manag‘,, Home  Chatter  Accounts v  Contacts v  Contracts v Management Logs v  Invoices v  Payments Morew v
FCS Bondi Beach & + Follow Edit Create New Job

v Location Information

Street Travel Distance Origin

|| 29sir Thomas Mitchell R |
Longitude

Suburb Geo-code Accuracy

Bondi Beach I

State
I NSW I

Postcode
|| 2026 |

Cancel Save

2. Press Save.

The travel distance origin is calculated automatically. When you next open the
Account, you will see the calculated Latitude and Longitude recorded in Travel
Distance Origin.

) Al Q bondibeach 204 @
::E Operations Manag... Home  Chatter ~Accounts v Contacts v  Contracts v  Managementlogs  Invoices v Payments »v Morew i
FCS Bondi Beach & + Follow Edit Create New Job

v Location Information

Street Travel Distance Origin

29 Sir Thomas Mitchell Rd -33.8921444 ,151.2710367
Suburb Geo-code Accuracy

Bondi Beach ROOFTOP

State

NSW

Postcode

2026

Maximum travel distance

The Max Travel Distance fromthe Travel Distance Origin defines the jobs for
which this franchise will be considered for job potential.
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To set the maximum travel distance

1. Enter the number of kilometers the franchisee is willing to travel, then press Save.

‘?‘(9 Q, Search Salesforce 9 $ .!. @
:'E Operations Manag‘,, Home  Chatter  Accounts s  Contacts v  Contracts v  Managementlogs v Invoices v Payments v *More v Kd
FCS Bondi Beach & + Follow Edit Create New Job

—

v Job Allocation Information

No Timeout Max Travel Distance
Le ]
Unavailable Unavailable From
&@
Off System Unavailable To
&
Notification Preference Unavailable Redirect
2-Way SMS & Email v Search Accounts... Q
Notification SMS Territory Only
0431661077
Notification Contact Territory Only Start Date
E Simon Walker X i
Territory Only End Date
31/05/2018 &

Cancel

Business hours

When the Master Franchise Profile Account’s Job Allocation Configuration is set to make
Offers Inside Contact Hours Only, then Franchise Profile Accounts require contact
hours to be set.

"1

Failing to set contact hours will result in fewer job offers being made to the fran-
chise.
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To configure business contact hours

1. From the Franchise Profile Account, select the Related tab.

‘._‘(9 Al v @, Search Accounts and more... @3 9 .g, @
E:: Operations Manag_._ Home  Chatter  Accounts » Jobs v JobOffers »»  JobSchedule Invoices »» Payments v Morew K4
Account
FCS Ringwood & + Follow Edit
Type Phone Website Account Owner Account Site Industry
0404 303 808 # Ringwood Fra

Details Related

Connection Status Connect to XSO

FCS Ringwood : Connected

Sync Status Account Owner

: (2]

Account Name Email ©

FCS Ringwood loryn. jenkins@franchisecloudsolutions.com Activity Chatter

Master Franchise @ Phone

Y 0404 303 808 Log a Call Email

Status @ Fax

Active

Status Reason @ Cell Member Role Create new... Add

Inactive Reason & Primary Cell Group Filters: All time - Al activities - All types Y

Field Manager @ Secondary Cell Group Refresh Expand All
Next Steps

Timezone @ P

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

2. Scroll down to the Business Hours section, and create New records for your daily busi-
ness hours.

Al v O Search Accounts and more... @3 ?2 A @

EEE Operations Manag_" Home  Chatter ~ Accounts s Jobs v JobOffers v  JobSchedule Invoices »» Payments v Morew Pa
FCS Ringwood & + Follow Edit
Business Hours (5) New
BUSINESS HOURS ... DAY START TIME END TIME
BH-000074 Monday 06:00 AM 09:30 PM v
Tuesday 06:00 AM 09:30 PM v
Wednesday 06:00 AM 09:30 PM v
Thursday 06:00 AM 09:30 PM v
Friday 06:00 AM 09:30 PM v
View All

When a New record is created, the New Business Hours dialog box displays.
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3. Leave the record type as Contact Hours and press Next.

New Business Hours

Select a record type
(® Contact Hours

Working Hours

Cancel

The New Business Hours: Contact Hours dialog box displays.

@ Only ever set Contact Hours. The job allocation system does not recog-
- nize Working Hours.

4. Complete the details for the new Contact Hours, then press Next.

New Business Hours: Contact Hours

Information

Business Hours Number *Day ©
Saturday v I

*Account € *Start Time
FCS Ringwood x ‘ I 09:30 AM -1

*End Time
04:30 PM i |

System Information

Currency Record Type
AUD - Australian Dollar v Contact Hours

Save & New

9. Your Business Hours are now updated.

‘,"9 All v O, Search Accounts and more... @3 ') ._. @
.:E Operations Manag,.. Home  Chatter  Accounts ~ Jobs s~ JobOffers »  JobSchedule Invoices Payments v  Morew v
FCS Ringwood & + Follow  Edit
Business Hours (6) New
BUSINESS HOURS ... DAY START TIME END TIME
BH-000074 Monday 06:00 AM 09:30 PM v
Tuesday 06:00 AM 09:30 PM v
Wednesday 06:00 AM 09:30 PM v
Thursday 06:00 AM 09:30 PM v
Friday 06:00 AM 09:30 PM v
Saturday 09:30 AM 04:30 PM v
View All
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Daily and weekly offer targets

Daily and weekly offer targets represent the ideal number of job offers to be provided to
this franchise through franchisor-originated job requests. In the default implementation,

when daily and weekly offer targets are set the system attempts to distribute the target
number of job offers to each franchise.

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

To set the daily and weekly offer targets

1. Enterthe Daily Offer Target.

e

Q, Search Salesforce

@2 e @®

"3 Operations Manag.._ Home  Chatter ~ Accounts v  Contacts v Payments v  *More v K4

Contracts v Managementlogs v  Invoices v

[ FrcsBondiBeach & + Follow Edit  Create New Job

v Job Offer Information

Daily Offer Target

‘Weekly Offer Target
L ]
Current # Daily Offers Current # Weekly Offers
52 52

Daily Offer Variance Weekly Offer Variance
-50.00

-46.00
Daily Offer Variance Flag Last Job Offer Date
17/05/2018
Days Since Last Job Offer Last Job Date
5 17/05/2018

Cancel

2. Enterthe Weekly Of fer Target, then press Save.

B

Q, Search Salesforce

IDN- I ¥ W)

::E Operations Manag... Home Chatter Accounts v  Contacts v Payments v *More v v

Contracts v ManagementLlogs v  Invoices v

FCS Bondi Beach & + Follow  Edit  Create New Job

v Job Offer Information

Daily Offer Target

Weekly Offer Target 9
2 L J
Current # Daily Offers Current # Weekly Offers
52 52

Daily Offer Variance Weekly Offer Variance

-50.00 -46.00

Daily Offer Variance Flag Last Job Offer Date
17/05/2018

Days Since Last Job Offer Last Job Date

5

17/05/2018
Cancel

Territory only job offers

Itis possible to limit a franchise to receiving job offers from the owned territory only. This

can be set as a regular provision of the contract or as a temporary measure to improve
the management of the franchise.
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‘ ﬂ If any dates have been set, franchisees cannot switch off Territory Only.

To restrict a franchise to territory-only offers

» Check the Territory Only check box.

FRANCHISE
‘ CLOUD Al v Q  Search Accounts and more...
SOLUTIONS
H
e

“E Operations Manag... Home  Chatter ~ Accounts »  Contacts v  Contracts v  Managementlogs v Invoices \»  Payments v  Expenses »v  Jobs v

Account
& FCS - Claymore &

v Job Allocation Information

No Timeout Max Travel Distance
o 10
Off System Unavailable
Notification Preference Unavailable From
2-Way SMS & Email
Notification SMS Unavailable To
0421788574
Notification Contact Unavailable Redirect
John Smith

Territory Only

4

Territory Only Start Date

Territory Only End Date

To restrict a franchise to territory-only offers from predetermined start and end dates

» Enterthe Territory Only Start Date and the Territory Only End Date

FRANCHISE
CLOUD Al v Q. Search Accounts and more...
SOLUTIONS

::E Operations Manag___ Home  Chatter ~ Accounts s,  Contacts »  Contracts v  Managementlogs /  Invoices v  Payments ,  Expenses »/  Jobs

Account

e FCS - Claymore &

v Job Allocation Information

No Timeout Max Travel Distance
o 10
Off System Unavailable
Notification Preference Unavailable From
2-Way SMS & Email
Notification SMS Unavailable To
0421788574
Notification Contact Unavailable Redirect
John Smith

Territory Only

Territory Only Start Date
11/09/2019
Territory Only End Date
4/10/2019

Temporary unavailability of franchisee

Whether it is holidays, temporary sickness or a huge project causing the franchisee to be
unavailable for new job offers, you can indicate franchisee unavailability to receive new
job offers. You can also redirect any job offers that would have been received to another
franchise. This can be useful where franchisees have agreed to cover each other during
planned vacation leave.
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To indicate that a franchise is unavailable to receive job offers

» Check the Unavailable check box.

FRANCHISE
(& SreR
SOLUTIONS

coe .
oo Operatlons Manag,,, Home  Chatter ~ Accounts v  Contacts v

Al v Q,  Search Accounts and more...

Contracts Management Logs Invoices v Payments Expenses v  Jobs v

Account
= FCS-Claymore &

v Job Allocation Information

No Timeout

Off System

Notification Preference
2-Way SMS & Email
Notification SMS
0421788574
Notification Contact
John Smith

Max Travel Distance

10

Unavailable

v

Unavailable From

Unavailable To

Unavailable Redirect

Territory Only

Territory Only Start Date
11/09/2019
Territory Only End Date
4/10/2019

To indicate that a franchise is unavailable to receive job offers from predetermined

start and end dates

» Enter the Unavailable Fromand the Unavailable To dates.

FRANCHISE
‘ SN
SOLUTIONS
s
:

':E Operations Managm Home  Chatter  Accounts v  Contacts

Contracts v/

Al v Q. Search Accounts and more...

ManagementLogs Invoices v/  Payments \v  Expenses \/  Jobs

Account

- Fcs- Claymore =

v Job Allocation Information

No Timeout

Off System

Notification Preference
2-Way SMS & Email
Notification SMS
0421788574
Notification Contact
John Smith

Max Travel Distance

10

Unavailable

Unavailable From
11/09/2019

Unavailable To
9/10/2019

Unavailable Redirect

Territory Only

Territory Only Start Date
11/09/2019
Territory Only End Date
4/10/2019

The Unavailable checkbox will be switched on once the Unavailable

Fromdate is reached. If the Unavailable Fromdate is set to today’s date,

it will be switched on overnight.
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To redirect job offers from an unavailable franchisee to another franchisee

” In conjunction with any of the unavailability options, check the Unavailable Redir-

ect check box

:.E Operations Manag... Home  Chatter Accounts v  Contacts

Contracts v

Al v Q. Search Accounts and more...

Management Logs v Expenses v Jobs v

B Account
= FCS-Claymore =

v Job Allocation Information

No Timeout

Off System

Notification Preference
2-Way SMS & Email
Notification SMS
0421788574
Notification Contact
John Smith
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Max Travel Distance
10

Unavailable
Unavailable From
11/09/2019
Unavailable To
9/10/2019

Unavailable Redirect

FCS - Campbelltown

Territory Only

Territory Only Start Date
11/09/2019
Territory Only End Date
4/10/2019
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Off system franchisees

While it is ideal that every franchisee use the system, there are cases where it is prudent
to allow some franchisees not to use Business Management. These franchisees still

need an active Franchise Profile Account, an active contract with the requisite contract
fees. They will still be configured for Job Allocation. The only difference is that they will
not log in and use Business Management for management of their jobs, invoices and pay-
ments.

You should not allow off system franchisees where their contract fees contain
royalties based on invoice value.

You may allow contract fees containing fixed fees and royalties based on POS
data.

An off system franchisee will still receive emails or SMSs to notify them of job offers.
When they accept the job offer, they will receive an email containing a summary of the
job details. They can use the email summary to contact the customer and win the job.

To mark a franchisee as being off system

» Check the Off Systemcheck box.
"49 Al v Q. bondibeach 2 A @

3t Operations Manag... Home Chatter Accounts ~ Contacts »» Contracts » Managementlogs v Invoices \» Payments » Expenses v Jobs v Morew pl

[ FcsBondiBeach & + Follow  Edit  Create New Job

v Job Allocation Information

No Timeout Max Travel Distance

10

Unavailable Unavailable From

I Off System I Unavailable To
v

Notification Preference Unavailable Redirect
2-Way SMS & Email

Notification SMS Territory Only
0431661077
Territory Only Start Date

Territory Only End Date
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Job notifications

Franchisees can view job offers in Business Management. They can also view them

within the Salesforce mobile app. By default, franchisees can be notified of job offers by
email.

If you have licensed the Franchise Cloud Solutions SMS Management option, you can
choose to notify franchisees by

» email
» SMS
» SMS and email

SMS is an optional feature offered by Franchise Cloud Solutions. Check with
your system administrator to see if your organization has licensed
SMS Management.

To configure email and SMS notifications

1. Within the Franchise Profile Account, scroll down to Job Allocation Information.

‘..‘(9 Al v @, Search Accounts and more... EIE] 9 $ _’, @
::E Operations Manag_,_ Home  Chatter ~ Accounts »  Contacts \»  Contracts v  ManagementlLogs » Invoices v  Payments v  Morew P
FCS Ringwood & + Follow  Edit

v Payment Method Information

Cash © Bank Account Name @

Cheque @ Bank Account BSB €

Credit Card €@ Bank Account Number €

Direct Deposit € Paypal @

Eftpos €@ Paypal Email €
v Job Allocation Information

No Timeout Max Travel Distance

O 10

Unavailable Unavailable From

Off System Unavailable To
Notification Preference Unavailable Redirect
Email

Notification Contact Territory Only
Ringwood Franchisee

Notification SMS Territory Only Start Date
0404 808 949

Territory Only End Date

Notification Preference controls whether the job offer is sent by email, SMS or
both.
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2. Select the appropriate option from Notification Preference.
"G‘ Al v Q_  Search Accounts and more... 9 $ .!. @

: :3 Operations Manag... Home  Chatter  Accounts Contacts »,  Contracts »»  Managementlogs  Invoices », Payments v Morev &'
FCS Ringwood & + Follow  Edit
v Job Allocation Information
No Timeout Max Travel Distance
10
Unavailable Unavailable From
&
Off System Unavailable To
&
Notification Preference Unavailable Redirect
Email v Search Accounts... Q
-None-- Territory Only
1-Way SMS
2-Way SMS
& Territory Only Start Date
v Email e
mail =
1-Way SMS & Email Territory Only End Date
2-Way SMS & Email &

If SMS options are not available you may not be licensed for SMS Man-
agement.

3. If your organization has licensed SMS Management, enter the appropriate mobile
phone number into Notification SMS.

Now we need to set the correct notification email.
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4. Select the desired Notification Contact then press Save.

Al v Q. Search Accounts and more...
::E 0perations Manag,,, Home  Chatter  Accounts v  Contacts

Contracts v

@2 e @®

Management Logs v  Invoices »v  Payments Morew K4

FCS Ringwood &

v Job Allocation Information

No Timeout Max Travel Distance
10
Unavailable Unavailable From
Off System Unavailable To
Notification Preference 9 Unavailable Redirect
2-Way SMS & Email h Search Accounts...

‘ Territory Only

Q "Ringwood" in Contacts
Ringwood Franchisee
FCS Ringwood

<+ New Contact

Notification Conta

Territory Only Start Date

Territory Only End Date

at

+ Follow Edit

5. Click the Notification Contact link and check that the Contact Email is correct.

Al v Q,_  Search Salesforce

::: Operations Manag... Home Chatter Accounts »  Contacts

Contact

Title Account Name Phone (2) v Email

Details Related

Contact Owner Phone

#3 Brendan Green 0404 303 808
Name Home Phone

Mr. Ringwood Franchisee

Mr. Ringwo.,. & + Follow Edit Change Record Type Delete

0404 303 808 hello@ringwood.fcs.com

Contracts

Contact Owner

2]

View Contact Hierarchy Clone Change Owner Enable Customer User

AI@? e @®

ManagementLogs ~  Invoices \v  Payments v Morev ¢

an Gre... £

Activity Chatter

Email

Write an email...

Filters: All time - All activities - All types Y

Refresh Expand All

Next Steps

Account Name Mobile

FCS Ringwood 0404 808 949
Title Other Phone
Department Fax

Birthdate Email

hello@ringwood.fcs.com

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

Reports To Assistant

Past Activities
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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

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

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
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duplicates that match the rule set. Manual review of these duplicates is highly recom-
mended.

\/ A typical example of a rule set is
» If Last Name and Suburb match, OR
» If Email matches, OR
» If 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.

v/ 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
exclusiveness vs. service.
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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” on page 143.

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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Job Potentials (6+)

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

JPN-00797 FCS - Narellan Vale Potential is on Territory Only v
JPN-00799 FCS Maroubra Potential Franchisee is not active v
JPN-00794 FCS - Bexley v v
JPN-00793 FCS - Kingsgrove 0 v
JPN-00796 FCS - Sans Souci O v
JPN-00798 FCS - Campsie O v

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.

ﬂ 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” on
page 143.

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).

Job Job Offer(s)
Update Job address
Geolocation
Not matched l
ot marche Territory Matching
Is duplicate ‘
[r—— Duplicate Matching
—> Job Potential Generation
OR |
—>  Job Potential Ranking
Job Offer Sequencing ‘E— Job Offer Created
Job Offer Queued
No/
Offer timeout Job Offer Pending
Franchisee
L Restart Job Allocation REZEED
Status: Yes
Assigned
Owner: Job Potentials exhausted /
Job Allocation Queue Offer Timeout & Job Timeout
Status:
> Unassigned // On Hold
Status:

Unassigned

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

Geolocation

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

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.

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.

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.

"1

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.

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:
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» 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 Origin and 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.

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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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.

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.

» 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.
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» A1l excludes a Job Potential unless the Franchise Profile Account includes all the Job
Types listed on the Job Request.

‘?‘9 Al v O, Search Salesforce @3 9 ¢ .!. @
::E Operations Manag,,. Home  Chatter  Accounts s  Contacts v  Contracts Management Logs v *CN-00001 ~ X Morew v
E CN-00001 Edit ~ Delete  Clone

v Job Allocation Settings

Job Type Eligibility € Timeout Per Offer

Off v 15

-None-- Timeout Per Job

120
Any Customer Matching Criteria @)

All

Dynamic eligibility criteria
Dynamic eligibility criteria are specified through system configuration. Dynamic eligibility

allows for new criteria to be configured.

Ranking

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

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

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).
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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.

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.

» 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 Time Out 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.

Job offers
When a job is offered to a franchisee, the system creates a Job Offer record.

The Job record (where the outcomes of allocation processing has been recorded to this
point) and the Job Offer record are two different types of records. There are often mul-
tiple Job Offers issued for each Job record.

Understanding the behavior of the Job Allocation System (JAS) during an allocation pro-
cess now requires attending to both the Job record and any Job Offer records that have
been issued.

Queued

Some job offers are placed in a Status of Queued. While the Job Offer is Queued, it has

not been sent to the franchisee.

A Job Offer may be Queuedfor one of two reasons:

1. The Job is in a Territory owned by the franchisee and there is an existing Job Offer
that is Pending. (This can only happen when the One Offer At A Time and Queue In

Territory Of fers options are selected within the Master Franchise Configuration
Set.)
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The Job is in a Territory owned by the franchisee and the Job Offer was created out-
side of Franchise’s Business Hours. (This can only happen when the Offer Inside

Contact Hours Onlyand Queue In Territory Offers options are selected within
the Master Franchise Configuration Set.)

Q_' You can tell at a glance which of the two reasons a Job Offer is queued. If the

Scheduled Of fer Time field is populated, the Job Offer is queued because it
is outside Business Hours. If the field is blank instead, it is queued due to an
already-pending offer.)

Pending

A Job Offer whose Status is Pending will typically be notified to the franchisee. The fran-
chisee may receive the notification and respond via one of the following channels:

»

»

»

»

Salesforce web interface. The franchisee can see Job Offers within the Business Man-
agement app within Salesforce. When a Job Offer is Pending, the franchisee may
accept Job Offers within Salesforce.

Salesforce mobile interface. The franchisee can see Job Offers within the Salesforce
mobile interface. When a Job Offer is Pending, the franchisee may accept Job Offers
within Salesforce mobile.

Email. The franchisee may be configured to receive emails notifying them of new job
offers. The franchisee can accept or reject job offers by responding to the email.

SMS. The franchisee may be configured to receive SMS notifying them of new job
offers. The franchisee can accept or reject job offers by replying to the SMS using the
code within the SMS.

|‘j Configuring Job Offer Notifications

To configure Email or SMS Notifications, See “How to configure a franchise
profile for job allocation” on page 103.

|‘j SMS an optional component

SMS is an optional component that may be licensed for your implementation.
Check with your system administrator to determine whether or not SMS has
been licensed for your implementation.

Accepted or Rejected

When the Status is Accepted, the Job is allocated to the first franchisee to Acceptit.
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Q_' Sometimes franchisees accept a Job Offer after the Offer Time Out. In this
' case, the Status on the Job Offer won’t be accepted: it will be Expired.

When the Status is Rejected, the job will be offered to the next-highest ranked fran-
chise (in Sequential processing), or, if there are no other Job Potentials, the Job will be
placed in the Job Of fer Queue by becoming the Job’s Owner.

Expired

When the current time reaches the Of fer Time Out value without a response from the
franchisee, the Job Offer is set to a Status of Expired. Job Offers that are Expired
can no longer be accepted or rejected by the franchisee.

Q_' If Job Time Out is blank, it is because the No Timeout in Owned Area option
is set in the Master Franchise Configuration Set.

ﬂ When an Offer Time Out is evaluated, if the current time has reached or
exceeded the Job Time Out, no further franchisees will be offered the job,
even if there are more Job Potentials listed on the Job.

If there is no Offer Time Out (e.g. the No Timeout In Owned Area option is
selected in the Master Franchise Configuration Set) the Job Time Out value is
not evaluated.

Using job offers in Salesforce

When a franchisee logs into Salesforce, they can review any Job Offers that have been
extended to them. When they are viewing a Job Offer with a Status of Pending, they
can Acceptor Rejectit.

A franchisee may choose to log into Salesforce, choose the Job Offers tab,
and then view the Job Offers Today list view. The franchisee will then see all
Job Offers that have been offered today.

Using job offers in Salesforce Mobile

When a franchisee logs into Salesforce’s mobile app, they can review any Job Offers
that have been extended to them. When they are viewing a Job Offer with a Status of
Pending, they can Acceptor Rejectit.

A franchisee may choose to log into Salesforce mobile, tap the Menu and
select the Job Offers item. They can then view the All Job Offers Today list.
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Receiving job offers by email notification

An Email Notification is sent to a franchisee if their Franchise Profile Account is con-
figured to allow Email Notifications to be sent.

ﬂ An Email Notification is not the Job Offer. An Email Notification is an optional
service that alerts a franchisee that a Job Offer is pending, and can receive an
Accept or Reject response if the response is given within period before the
Job Offer’s Of fer Time Out is reached.

Receiving job offers by SMS notification

el

SMS is an optional feature offered by Franchise Cloud Solutions. Check with
your system administrator to see if your organization has licensed
SMS Management.

An SMS Notification is sent to a franchisee if their Franchise Profile Account is con-
figured to allow SMS Notifications to be sent.

ﬂ An SMS Notification is not the Job Offer. An SMS Noatification is an optional
service that alerts a franchisee that a Job Offer is pending, and can receive an
Accept or Reject response if the response is given within period before the
Job Offer’s Of fer Time Out is reached.
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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.

Assigned Contact Planning Work Invoice 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

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.

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.
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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

AEEIEER customer has occurred.

Contact All customer contacts (including attempted contacts) and necessary
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 Work is ready to be scheduled, has commenced, is in progress or is
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

138

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.

Operations Management User Guide



Contact
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Attempted

Successful

Site Visit
Pending

Site Visit
Completed

On Hold

Manual

Manual

Auto

Manual

Manual

Franchisee has attempted
contact (called, sent text or
email) without yet making con-
tact.

Franchisee has made contact
with the customer.

Franchisee has scheduled a
site visit. Good practice is to
ensure the site visit is recor-
ded within the Job Calendar.

Franchisee has visited the
site.

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.)
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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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Pending

Scheduled
Work

In Progress

Completed

On Hold
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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 T
invoice.

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 L not being followed up.

Q » All Sub Statuses having Auto transitions can also be placed in that Sub
Status manually.

” Youcan 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.

1 42 Operations Management User Guide



m Managing Job Allocation

CHAPT

Job allocation management ... ... 144
Exception monitoring ... 144
Howtotakeaction ... 144

How to check for unassignedjobs ............................................. 145

How to check for duplicate jobs ... 147

How to check for unallocated jobs .............................................. 149

What to do when the job address is not recognized ....................... 151

How to restartjob allocation ... 154

Howtoforceallocateajob ... 158

How to manually allocate ajob ... 161

How to manuallycloseajob ... 165

Troubleshooting job allocation ... 166
AlloCcation ProCESS ... ... 166
Status: Unassigned ... 167
A franchisee is not receiving joboffers ..................................... 170
No franchisees are receiving job offersviaSMS ... 171
SMS was received butnoemail ... . 171
Emailwasreceived butnoSMS ... ... 171

A job is allocated but no offer was received by the franchisee ... 172
A job was allocated to the wrong franchisee .............................. 172



Job allocation management

The Job Allocation System allocates most jobs to franchisees with no head office inter-
vention. A small number of jobs will still require manual intervention in order to allocate
them. At least one person at head office will need to dedicate part of their day to mon-
itoring the job allocation process to deal with the jobs requiring manual intervention.

Exception monitoring

Exception monitoring involves checking for jobs that have either not entered Job Alloc-
ation, or those that have passed through Job Allocation without being allocated. You can
check for each condition by regularly checking three reports:

» Jobs that have not entered job allocation remain unassigned. They can be found using
an Aged Jobs report. For details, See “How to check for unassigned jobs” on the facing
page.

» Jobs that were deemed to be duplicates of another job are not automatically allocated.
To monitor for duplicates, See “How to check for duplicate jobs” on page 147.

» Jobs that have passed through job allocation without being allocated become owned
by the Job Allocation Queue. To monitor for these jobs, See “How to check for unal-
located jobs” on page 149.

Q_' The most common reasons for jobs needing manual intervention are:
” The job address is misspelled or otherwise incorrect in some way.

» The job address is correct, but Google cannot identify which of two
addresses is correct (e.g. 199 Burrendah B1vdvs 1/99 Burrendah B1vd).

» The job appears to be a duplicate of another recent job.
” No franchisee accepted the job offer within the job timeout.

In each of these cases, manual intervention is a normal business process (i.e.
itis not an error).

ﬂ Sometimes, misconfigured data can prevent job allocation. To help identify
when this occurs, See “Troubleshooting job allocation” on page 166.

How to take action

Once you've identified jobs that are unassigned, duplicate or owned by the job allocation
queue, you take action using the topics outlined in this chapter.
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How to check for unassigned jobs

The job allocation process handles the vast majority of jobs automatically. No matter how
good the configuration, there are always likely to be some jobs that require manual inter-
vention. You can check for jobs requiring manual intervention by consulting the list of
jobs still unassigned after a certain period of time.

You will need to identify the period after which you will choose to begin mon-
itoring and potentially intervening.

To check for unassigned jobs

1. From the Salesforce Jobs menu, look for a list view named Aged Jobs.

‘?{D Q_ Search Jobs and more... . ? A @

"E Operations Manag Home  Chatter ~ Accounts v  Contacts v  Contracts v  ManagementLogs v lnvolces’ Jobs v More v

Jobs *— ’ e
Recently Viewed v
6items  LIST VIEWS ‘ #&- #@- ¢

Aged Jobs

IANCHISE v STATUS v TERRITORY v

All Jobs Unassigned

1 v

2 All Jobs with Line Items Unassigned Territory - Adelaide v

3 Master Job Queue 5 Bondi Beach Assigned Territory (D) - Bondi B... v

4 Unassigned Territory - Hornsby v
+/ Recently Viewed

5 ——— . e Rescue Balmain Work Territory - Balmain v

6 JN-00155 Unassigned v

ﬂ Itis possible you don’t have an Aged Jobs list view.

2. If you find the Aged Jobs list view, select it. You will need to examine jobs in on this list
to see whether they are actually duplicates.

3. Ifyou do not find the Aged Jobs list view, you will need to create it.

To create the Aged Jobs list view

1. Follow the instructions for creating a custom list view. See “How to create your own list
view” on page 18.
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2. When choosing the filters for the list view, make them Show A11 Jobs where Created
Date not equal to LAST 1 DAYSand Status equals Unassigned.

‘}‘\ Q, Search Jobs and more... ') $ _!. @
"5 Operations Manag,“ Home  Chatter Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v Jobs v More v e
Jobs
O Ne
Aged Jobs v w
39 items « Sorted by Job Number - Filtered by Status, Created Date - Updated 38 minutes ago o ®Er O L€
JOBNU.. *v SUBURB v TERRITORY v TERRITOR.. v STATUS v SUBSTAT.. v SUB-STAT.. v Filters
_)
1 JN-00001 Sydney Unassigned v
2 JN-00003 Sydney Unassigned v
Show me
3 IN-00017 Sydney Unassigned v Alljobs
4 JN-00022 Randwick Territory (... Unowned Unassigned v
Matchii Il of these filte
5 IN-00023 randwick Unassigned v atching all ot these lters
[3 JN-00024 randwick Unassigned v Created Date X
not equal to LAST 1 DAYS
7 JN-00025 Randwick Unassigned v
8 JN-00026 Randwick Unassigned v
Status X
9 JN-00027 Randwick Unassigned v equals Unassigned
10 JN-00028 Randwick Unassigned v
Add Filter Remove All
11 JN-00031 Randwick Territory (... Unowned Unassigned v
12 JN-00036 Birchgrove Territory - ... Owned Unassigned v Add Filter Logic

3. Add columns that you find useful. See “How to add columns to a list view” on page 21.

4. Share this list view so that everyone in your organization can see it. See “How to share
list views” on page 24.

To deal with aged jobs

Aged jobs require manual intervention. You may need to check with the customer and/or
franchisee to determine whether the customer is still asking for the job or whether a fran-
chisee can be found to accept the job.

1. When you do find a franchisee willing to take the job, you will need to manually alloc-
ate the job to the franchisee. See “How to manually allocate a job” on page 161.

2. When you are unable to find a franchisee to take the job or if the customer is no longer
asking for the job to be done, you will need to close the job. See “How to manually
close a job” on page 165.
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How to check for duplicate jobs

From time to time customers raise duplicate jobs within the system. The Job Allocation
system checks for duplicate jobs. What counts as a duplicate job is configurable.

When a job fails a duplicate job check, the Job’s Substatus field is setto On Hold. Jobs
with the On Hold Substatus require a manual check to see whether the job is actually a
duplicate.

To check for duplicate jobs in the system

1. From the Salesforce Jobs menu, look for a list view named Jobs On Hold.

‘,@ Q. Search Jobs and more... 1

@22 ®

:Es Operations Manag... Home  Chatter Accounts v Contacts v Contracts v  Managementlogs v  Invoices.

g o
.
Jobs
N ) k— ’ N
N Recently Viewed v ew
6items  LIST VIEWS ' w- E- O L

Aged Jobs ANCHISE v STATUS v TERRITORY v
1 All Jobs Unassigned v
2 All Jobs with Line Items Unassigned Territory - Adelaide v
3 Master Job Queue K Bondi Beach Assigned Territory (D) - Bondi B... v
4 Unassigned Territory - Hornsby v
+/ Recently Viewed
5 P — % Rescue Balmain Work Territory - Balmain v
6 JN-00155 Unassigned v

ﬁ It is possible you don’t have a Jobs On Hold list view.

2. Ifyou find the Jobs On Hold list view, select it. You will need to examine jobs in on this
list to see whether they are duplicate jobs.

3. Ifyou do not find the Jobs On Hold list view, you will need to create it.

To create the Jobs On Hold list view

1. Follow the instructions for creating a custom list view. See “How to create your own list
view” on page 18.
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2. When choosing filters for the list view, make them Show A11 Jobswhere Substatus
equals On Hold.

(’(x" Q_ Search Jobs and more... ? ¢ a @
EEE Operations Manag,,, Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v Jobs v *More w K4
Jobs
= New
Jobs On Hold v
0items - Sorted by Job Number - Filtered by Sub Status - Updated a minute ago B E- C L€
JOB NUMBER 1 v .
~ Filters >

Show me
All jobs

Noitems to display, Matching all of these filters

Sub Status X
equals On Hold

Add Filter Remove All

Add Filter Logic

3. Add columns that you find useful. See “How to add columns to a list view” on page 21.

4. Share this list view so that everyone in your organization can see it. See “How to share
list views” on page 24.

To deal with jobs flagged as duplicate
1. Ifa job is a duplicate, you may need to manually close the job. See “How to manually
close a job” on page 165.

2. Ifajobis flagged as a duplicate because of spurious data (e.g. a regularly-used fake
email address), amend the data and then restart the allocation process. See “How to
restart job allocation” on page 154.

3. Ifyou find a job is not a duplicate, you will need to manually allocate the job. See “How
to manually allocate a job” on page 161.
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How to check for unallocated jobs

Jobs that cannot be allocated are assigned to your organization’s Job Allocation
Queue.

Each Master Franchise Profile Account has its own Job Allocation Queue.
This is configured within the Master Franchise Profile Account’s Con-
figuration record. Check with your system administrator if you are not sure of
your organization’s Job Allocation Queue Name.

v/ In the procedure below, the system administrator has confirmed that the Job
Allocation Queue Name is Master Job Queue.

To check for jobs assigned to the Job Allocation Queue

1. From the Salesforce Jobs menu, select the list view that matches your Master
Franchise Profile Account’s Job Allocation Queue Name.

‘?‘9 Q_  Search Jobs and more... + 9 $ ‘ @

"E Operations Manag Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices ’ Jobs * More v
Jobs k ' New
Recently Viewed v

Sitems LIST VIEWS & EH-

All Jobs ANCHISE v STATUS v TERRITORY v

All Jobs with Line Items_ S Bondi Closed
Master Job Queue 5 Bondi Beach Assigned Territory (D) - Bondi B...

+ Recently Viewed 5 Bondi Beach Closed

JN-0V203 Unassigned

<4 <4 4 4 <4

aor W N e

JN-00193 Smith - Tiling Steve Smith Tile Rescue Lilydale Invoice Territory - Lilydale

To deal with jobs assigned to the Job Allocation Queue

Jobs on this list require manual intervention. The interventions may consist of

”? Editing the job address. See “What to do when the job address is not recognized” on

page 151.

” Restarting job allocation. See “How to restart job allocation” on page 154.

” Force allocating the job. See “How to force allocate a job” on page 158.

” Manually allocating the job. See “How to manually allocate a job” on page 161.

” Manually closing the job. See “How to manually close a job” on page 165.
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Why jobs have been assigned to the Job Allocation Queue

Jobs owned by the Job Allocation Queue were not able to be allocated automatically.
They are placed in the Job Allocation Queue for manual review and intervention.
Reasons for being placed in this queue may include

” The job was offered to one or more franchisees, but no franchisee accepted the job
and the Job Timeout has been reached.

” The level of geocoding for the job address may not reach the minimum required levels

for job allocation.

” Addresses can be geocoded at different levels of accuracy. It is possible that the

given job address was not able to be geocoded to the level of accuracy required by
either the Franchise Profile Account’s Geo-code Accuracy or the Master Franchise
Profile Account’s Configuration record’s Geo-coding Minimum Level.

” One or more Franchise Profile Accounts may be misconfigured.

» The Franchise Profile Account may not be Active or its Contract not Activated.

” The Franchise Profile Account’s Business Hours may be missing or misconfigured.

” The Franchise Profile Account may be setto Territory only, when the Job
Address lies outside the owned territory.

” The Job Address may be outside the Max Travel Distance from the Travel
Distance Origin, or either field may not be set.

” The job address may not be inside any Territory associated with the Master Franchise
Profile Account.
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What to do when the job address is not
recognized

An incorrect job address may prevent the job from entering the job allocation process.
Typically an incorrect job address will be geocoded to a standard insufficient to meet
your organization’s configured minimum geolocation level.

v/ For example, when the geocoding minimum requirement is set to ROOFTOR,
then any job geocoded to a level of RANGE INTERPOLATEDWill be placed on
the organization’s configured Job Allocation Queue.

P Al'v O Search Jobs and more... 24 Aa

3 Operations Manag... Home Chatter Accounts » Contacts v Contracts »+ Managementlogs v Invoices v Jobs v Morew ’
~ I
JN-00102 + Follow Edit Delete Plan Job Schedule Job Invoice Job Credit Job Match Customer
Job Name Amount t Street Suburb
AUD 0.00 13 Lisgold Street Heathmont

Unassigned Assigned Contact Planning Work Invoice Closed

Details Related Job Allocation View Activity Chatter
Job Name @ Franchise @
Email

Job Number Owner
JN-00102 | Default Job Queue I Create new. Add
Customer @ Status @

Unassigned
Request Type Sub Status Filters: All time - All activities - All types Y

Refresh Expand All

Last Name © Postcode ©
Northwood 3135
Company © Country ©

Australia
Email @ State ©

vIC
Mobile @ Map Job @
0431661077 View Google Maj
Other Phone @ Geo-code Accuracy

RANGE_INTERPOLATED s
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To remedy an incorrect or imprecise address

1. Edit the address.
Al v Q. Search Jobs and more... @3 9 $ .!. @

Y
(2]
::5 Operations Manag... Home Chatter  Accounts Contacts v Contracts v Management Logs Invoices Jobs Morew _(‘
1 JN-00102 + Follow Edit Delete Plan Job Schedule Job Invoice Job Credit Job Match Customer
v Job Contact Information
Salutation @ Street @ o
--None-- v 9 Lisgoold Street
First Name @ *Suburb @
Jemima Heathmont
Last Name @ *Postcode €
Northwood 3135
Company @ *Country @
Australia v
View all dependencies
Cancel

2. On amending the address, the job will re-enter the job allocation process.

9 In relatively rare cases, the corrected job address may still not be recognized
~ by Google Maps. When that happens, do the following.
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To remedy an address not recognized by Google Maps

1.

FRANCHISE
m Sorcione
SOLUTIONS

i Operations Manag...

Save the change. The system will enter job allocation.

Edit the Job record again. Check Force Street Address and amend the street
address back to its correct form (e.g. 1/99 Burrendah B1vd).

a2 ®

Home  Chatter  Accounts »  Contacts v  Contracts Management Logs v Expenses \/  Invoices »v  Jobs More v

v Q Search.

Job
& IN-00102
v Job Contact Information

Salutation

-None--

First Name

Greg

Last Name

Stimpson

Company

Email

Mobile

Other Phone

CHAPTER 5 | What to do when the job address is not recognized

=+ Follow Match Customer

Force Street Address @
v

Street

1/99 Burrendah Blvd

*Suburb
Willeton

*Postcode

6155

* Country
Australia

View all dependencies

*State @
WA

View all dependencies

Map Job
View Google Map
This field is calculated upon save

Geo-code Accuracy

ROOFTOP

Cancel

Edit the address to a form recognized by Google (e.g. you might change 1,/99 Bur-
rendah Blvdto 99 Burrendah B1vd).

153



How to restart job allocation

There may be a need to restart job allocation. For example, when a job is assigned but
then needs to be re-allocated, it is possible to restart the job allocation process.

'/ Sometimes a franchisee may initially accept a job offer but then later decline
it. After making contact with the customer, the franchisee may discover they
are unqualified to deliver the required service. After they decline the job, you
may choose to restart the job allocation service in order to offer it to another

franchisee.

Decline

Status Comment ts

Declined v Job requires electrical license.

ﬂ On restarting the job allocation process:
” |f no job potentials have been created, the system creates job potentials.

” |f job potentials do exist, the system resumes the process by offering it to
the next-highest ranked job potential.
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To restart the job allocation service

1. From the Job, select the Job Allocation View.

Al v O, Search Jobs and more...

Operations Manag,,, Home  Chatter ~ Accounts v  Contacts v/

Contracts v

262 @®

s’

Management Logs v Invoices v Jobs v Morew

Job
& IN-00102

+ Follow Edit Delete Plan Job Schedule Job Invoice Job Credit Job Match Customer
Job Name Amount Street Suburb
AUD 0.00 9 Lisgoold St Heathmont
> Contact Planning Work Invoice Closed v Mark Status as Complete
"

Details Related Job Allocation View, Activity Chatter
Job Name @ Franchise @ )

FCS Ringwood Email
Job Number Owner
JN-00102 # Ringwood Fran Create new... Add
Customer @ Status @

Assigned

Filters: All time - All activities - All types Y
Request Type Sub Status
Refresh Expand All

Due Date @ Sub-Status Reason

Job Accepted Notification Sent If other reasons, please specify €

Next Steps

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

2. From the Job Allocation View, press Restart Job Allocation Service.

Alvy Q

Search Jobs and more...

Home  Chatter ~ Accounts »  Contacts

Operations Manag...

Contracts v

N@? e @®

K4

Management Logs v Invoices v/ Jobs v More v

Job
&4 JN-00102

<+ Follow Edit Delete Plan Job Schedule Job Invoice Job Credit Job Match Customer
Job Name Amount Street Suburb
AUD 0.00 9 Lisgoold St Heathmont
> Contact Planning Work Invoice Closed v Mark Status as Complete
Details Related Job Allocation View Activity Chatter
. 8 Restart Job Email
a Job Allocation Map Allocation
Service
it Add
Map Satellite 2rehards Warranwood 9 Job Contact Create new
’E 9 Mooroolbark Details
Jemima Filters: All time - All activities - All types Y
Name
Donvale Ringwood Ciovdon Northwood
a North Kilsyth Refresh Expand All
(3] m Company
® o Ring\%d (7} 9 Lisgoold Next Steps
Nunawading 9 Ringwood East St
B , t Address Heathmont No next steps. To get things moving, add a task or set up a
kburn aygwater i
Heathont North Kilsyth South VIC 3135 meeting.
{32 Australia e A e
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3. The job will now continue being allocated. To see the effect of this, refresh the page.
You should see that job allocation has progressed.

156

Al v Q. Search Jobs and more... @3 9 $ ‘_. @
Operations Manag... Home Chatter  Accounts Contacts Contracts v Management Logs Invoices Jobs Morew v
o] g 8 8 R
D Job
o4 JN-00102 + Follow Edit Delete Plan Job Schedule Job Invoice Job Credit Job Match Customer
Job Name Amount Street Suburb
AUD 0.00 9 Lisgoold St Heathmont
> Contact Planning Work Invoice Closed
Details Related Job Allocation View Activity Chatter
N Email
)  Job Allocation Map mal
Map Satellite 2rchards Warranwood (5] Job Contact Create new.. Add
; I I ~ \ Y= Mooroolbark Details
7 \ Jemima Filters: All time « All activities - All types Y
Donvale Croydon Name
- 2 i Kilsyth Northwood Refresh Expand All
Y @ : ~ Company
® w I 7] | M 9 Lisgoold Next Steps
Nunawading Ust i St
’ I 2/ Address Heathmont No next steps. To get things moving, add a task or set up a
kburn: il  Baydwater i
\ | \ North: Kilsyth South VIC 3135 meeting.
2 Il I ) Australia o
Vermont —— Past Activities
Forest Hill N i Bayswater Mobile 3156107
@ Wantima » 7 \ | 7
Vermont [ 3 i \ No past activity. Past meetings and tasks marked as done
od East South & Iy @ N Email show up here.
I ¢
P D goronia ThelBas™ Dot
[ 9 ° 9 | 4 , Contact O
Kol / ' I ’ with Oth:
9 Vs ‘ | -
“Wanlirrr:a\ \ I Tr
| South J 3
&EQQQ'GIey ! | Map data ©2018 Google Tefins of Use . Report amap error
Legend
, JoB , ACCEPTED , DECLINED Q EXPIRED/T!I’J JoB , OTHERS
LOCATION ouT POTENTIALS
=2 Job Offers
ACTION JOB OFFER NUMBER Vv FRANCHISEE NAME Vv STATUS v
JON-00083 FCS Ringwood Declined
JON-00084 FCS Ringwood East Accepted
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Franchisee name.

[} Job Allocation Map

Map  Satellite ?

To see the job offer detail, click on the pin to reveal the Job Offer Number and

.» Job Contact Details

Tammy Jenkins,

12 Wonga Rd
Ringwood VIC 3134
Australia

0431661077

Norty
Warrandyte
Jiewbankc 2 st -
Wonga Park JON00365  Jdstream
Wariandyte g FeS-Liydale L
SR
@ Address.
5 Templestowe Chirside Park
vgangre Lilydale B2 poui
i obile
%20 ° & Cioydon @
[ A 9 North fcoi] Email
x
ParkOn JON00363 94 Do Not Contact with
| FCS-Ringwood | @ == Mount Evely, Other Offers
Doneaster poncaster East b ey
x|
i @ Donvale Ringwoo Crovdon Lowoosss e
m Norin Kisytn| FOS-Mortrose |
Box Hill North o © Ringirbod 9 @ o +
D ocit Nunawading G Ringwood East sl
Bayswater
North

ol @ @

Legend

Heathmont

, JOB LOCATION

, ACCEPTED , DECLINED
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, OTHERS

157



How to force allocate a job

When the job allocation system is unable to allocate a job, it is placed on the Master
Franchise Profile’s Job Allocation Queue.

Q__' To find the Job Allocation Queue, See “How to check for unallocated jobs” on
page 149.

Sometimes a Job has been processed by the Job Allocation system and has not been
assigned to a franchisee. In this case, manual processing is required.

\/ For example, the Job Time Out has been reached without a franchisee accept-
ing the Job.

The Job Allocation View allows you to Force Allocate a Job to one of the potential fran-
chisees.

ﬂ You may only select between the franchisees that were initially considered
potentials for the Job. If you need to allocate the Job to a franchisee other than
one of the Job Potentials, then you need to assign the Job manually. See
“How to manually allocate a job” on page 161.
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To force allocate a Job to a franchisee

1. From the Job, select the Job Allocation View.

Alv  Q  Search Salesforce 2 A @
Operations Manag... Home Chatter ~Accounts »  Contacts », Contracts »» Managementlogs » Invoices »v Payments \ Expenses v Jobs v, JobOffers v Morev s’
vy Job
S4 JN-00109 + Follow Edit  Delete  PlanJob  ScheduleJob  InvoiceJob  Creditlob  Match Customer
Job Name Amount Street Suburb
AUD 0.00 15 Viviani Cres Heathmont
Details Related Job Allocation View ; Activity Chatter
Job Name @ Franchise @
Email
Job Number Owner
JN-00109 3 Franchise Cloud Solutions Site Guest User Create new...
Customer © Status ©
Unassigned
Request Type Substatus Filters: All time - Al activities - All types Y
Refresh Expand All

Press the selected Franchisee’s Force Allocate button.

CHAPTER 5 | How to force allocate a job

Ay Q  Search Salesforce 261 a @
Operations Manag... Home  Chatter Accounts », Contacts » Contracts » Managementlogs », Invoices \» Payments \v Expenses v Jobs v JobOffers v Morew
Job
JN-00109 + Follow  Edit  Delete = PlanJob  ScheduleJob | InvoiceJob  Creditob  Match Customer
Job Name Amount Street Suburb
AUD 0.00 15 Viviani Cres Heathmont
s e e wor s s
o
Details Related Job Allocation View Activity Chatter
a Job Allocation Ma § Restart Job Allocation Email
P Servic
-~
" Add
Map Satellite Park Orchards | Warranwood 9 . Job Contact Details
- I
=) Moosooleark Name Jill Cortes . -
o Filters: All time - All activities - All types Y
0 . Croydon Companyj
m Donvale Ringwood gy y @ 1 _— Refresh Expand Al
] North Kilsyth 15 Viviani Cres
ill North 9 Heathmont VIC
® o ng$d f 9 Mortrose Address 3135 Next Steps
ert Nunawading @ Ringwood East Kalore Australia . X i
Box Hill ,’ . No next steps. To get things moving, add a task or set up a meeting.
@ Blackburn Baydwater Mobile 0431661077
2] WSathiont North  Kilsyth South Mount Past Activities
(-] Dandenon Email
asjermont Do Not Contact » .
Forest Hill @ Vanima g Bayowater pani ' e o No past activity. Past meetings and tasks marked as done show up here.
7 Rang v
i St S @ National park Offers
Olind
® @ goronia TheBasin
° 0 ) By
D 1heclen © >
Mount 2 -
averley /antirna Tremont -
South “
Google: | gien waverev 2 g Term of se
Legend
, JOB LOCATION , ACCEPTED ' DECLINED Q EXPIRED/TIMED , JOB POTENTIALS , OTHERS
out
. Job Potentials
ACTION JOB POTENTIAL NUMBER v FRANCHISE NAME v EXCLUSION REASON v
§ Force Allocate JPN-00198 Bayswater VIC
§ Force Allocate JPN-00199 FCS Ringwood East
§ Force Allocate JPN-00200 FCS Ringwood




3. The Job is now assigned to the selected franchisee.

Allv  Q  Search Salesforce

2252 ®

More v K4

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

Management Logs Invoices Payments v  Expenses v Jobs \ JobOffers v/

Job
JN-00109

+ Follow Edit  Delete  PlanJob  ScheduleJob  InvoiceJob  CreditJob  Match Customer
Job Name Amount Street Suburb
| AUD 0.00 15 Viviani Cres Heathmont
, DT - pannn e Ere e ~ VSt scompet
Details Related Job Allocation View Activity Chatter
Job Name © Franchise © N
FCS Ringwood Email
Job Number Owner
IN-00109 3 Ringwood Franchisee Create new... Add
Customer © Status ©
Assigned
Filters: All time - Al activities - All types Y
Request Type Sub Status
Refresh Expand Al
Due Date © Sub-Status Reason

Next Steps
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How to manually allocate a job

When the job allocation system is unable to allocate a job, it is placed on the Master
Franchise Profile’s Job Allocation Queue.

To find the Job Allocation Queue, See “How to check for unallocated jobs” on
page 149.

Jobs owned by the Job Allocation Queue may need to be manually allocated if the inten-
ded franchisee is not listed as a Job Potential.

»,

If the franchisee is listed as a Job Potential, See “How to force allocate a job”
on page 158.

To manually allocate a job

1. From the Job, press the Edit button.
‘f@ All v Q,  Search Jobs and more... 9 $ -.‘ @

::S Operations Managm Home  Chatter  Accounts ~,  Contacts v  Contracts Management Logs v  Invoices v  Jobs v More v v

Job
» JN-00108 + Follow Edit Delete Plan Job Schedule Job Invoice Job Credit Job Match Customer
Job Name Amount Street Suburb

AUD 0.00 12 Lisgold Street Heathmont

Assigned Contact Planning Work Invoice Closed + Mark Status as Complete

Details Related Job Allocation View Activity Chatter
Job Name @ Franchise €
Email

4

Job Number Owner

JN-00108 Default Job Queue Create new. m
Customer @ Status @
Unassigned
Request Type Sub Status Filters: All time - All activities - All types 'Y
Refresh Expand All
Due Date € Sub-Status Reason
Next Steps
Job Accepted Notification Sent If other reasons, please specify €
No next steps. To get things moving, add a task or set up a
= meeting.
Territory Category
Past Activities
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2. Inthe Franchise field, search for the franchise you wish to assign the job to.
2648

Al v Q. Search Jobs and more...
Invoices v Jobs More v V4

Operations Manag... Home

Chatter ~ Accounts »  Contacts v  Contracts v  ManagementLogs

Schedule Job Invoice Job Credit Job Match Customer

Job
» JN-00108 + Follow Edit Delete Plan Job
i Job Name Amount Street Suburb |
AUD 0.00 12 Lisgold Street Heathmont
Assigned Contact Planning Work Invoice Closed + Mark Status as Complete
Details Related Job Allocation View Activity Chatter
JobName @ Franchise @), Email
Creat Add
Job Number Q  ‘"ring" in Accounts reate new
JN-00108
B FCS Ringwood
Customer @ Filters: All time - All activities - All types Y
Search Accounts... Q B FCS Ringwood East Refresh Expand All
-+ New Account Next Steps
Request Type L
--None-- v --None-- v No next steps. To get things moving, add a task or set up a
View all dependencies meeting.
Due Date @ Sub-Status Reason Past Activities
=] ~None-- v No past activity. Past meetings and tasks marked as done

View all dependencies show up here.

Job Accepted Notification Sent If other reasons, please specify )

Territory Category

Operations Management User Guide

162



3. Now change the Status to Assigned.
Al v Q_  Search Jobs and more... 9 ¢ ;

Operations Manag_" Home  Chatter  Accounts v  Contacts \»  Contracts v Management Logs Invoices v  Jobs More v vl

Job
» JN-00108 + Follow Edit Delete Plan Job Schedule Job Invoice Job Credit Job Match Customer
Job Name Amount Street Suburb {
AUD 0.00 12 Lisgold Street Heathmont

Assigned Contact Planning Work Invoice Closed v Mark Status as Complete

Details Related Job Allocation View Activity Chatter
JobName © Franchise @ ) Email
E FCS Ringwood X
Create new... Add
Job Number Owner
JN-00108 Default Job Queue 1
Filters: All time - All activities - All types Y

Customer @ Status @
Refresh Expand All
Search Accounts... Q Unassigned v
’ Next Steps
--None--
Request Type N T hi N dd "
+ Unassigned o n?xt steps. To get things moving, add a task or set up a
--None-- v meeting.
Assigned PR
& Past Activities
Due Date @ Contact
— No past activity. Past meetings and tasks marked as done
:::]

Planning ‘ show up here.
Work v

Invoice

Job Accepted Notification Sent

Cancel

4. Now switch the owner.
2604

Al v Q. Search Jobs and more...
Operations Manag... Home  Chatter  Accounts /  Contacts v  Contracts v  Managementlogs v Invoices v Jobs v  Morew K4
Job
JN-00108 + Follow Edit Delete Plan Job Schedule Job Invoice Job Credit Job Match Customer

> Contact Planning Work Invoice Closed + Mark Status as Complete

Details Related Job Allocation View Activity Chatter
Job Name @ Franchise @ .
FCS Ringwood Email
Job Number Owner
JN-00108 Default Job Queue Y Create new... Add
Customer @ Status ©
Assigned
Filters: All time - All activities - All types Y
Request Type Sub Status
Refresh Expand All
Due Date @ Sub-Status Reason
Next Steps
Job Accepted Notification Sent If other reasons, please specify €
No next steps. To get things moving, add a task or set up a
meeting.
Territory Category

Past Activities

The Change Owner dialog box displays.
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9. Select the responsible person associated with the Franchise, then press Change

Owner.

1

Change Owner

Q  'ring" in People

B Ringwood Franchisee

The job is now manually allocated.

3¢ Operations Manag...

Al v Q_  Search Jobs and more...

Home  Chatter  Accounts v  Contacts »»  Contracts v

Change Owner

B2 @®

Management Logs \/  Invoices v  Jobs v  Morew K4

Job
& JN-00108

+ Follow Edit Delete

Schedule Job Invoice Job Credit Job Match Customer

> Contact Planning Work Invoice Closed + Mark Status as Complete ‘
|
J
Details Related Job Allocation View Activity Chatter
Job Name @ Franchise @
FCS Ringwood Email
Job Number Owner
JN-00108 #3 Ringwood Franchisee Create new... Add
Customer € Status €@
Assigned
Filters: All time - All activities - All types Y
Request Type Sub Status
Refresh Expand All
Due Date @ Sub-Status Reason

Job Accepted Notification Sent

164

If other reasons, please specify €

Territory Category

Next Steps

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

Past Activities
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How to manually close a job

To manually close a job

1. Set the Franchise to be the Master Franchise.

Q Search Jobs and more

Ae2e@®
i3 Operations Manag... Home  Chatter ~Accounts v Contacts v Contracts v  Managementlogs v Invoices v  Payments v  More v K
7 Job
<) JN-00216 + Follow  Edit  Clone  PlanJob  QuoteJob  Schedulelob  Invoiceob  Credit Job
Job Name Amount Street Suburb
50.00 99 Grenfell Street Adelaide
Assigned Contact Planning Work Invoice Closed
DETAILS RELATED ACTIVITY CHATTER
Job Name Franchise )
[ Fesnsw - logaCall NewEvent NewTask  More
Job Number Owner
JIN-00216 Master Job Queue Create new... m
Customer Status
Search Accounts... Q Unassigned v Activity Timeline Y ¢ | Expandan
Request Type Sub Status
Next Steps
~None-- v ~None-- v
Due Date Sub-Status Reason No next steps. To get things moving, add a task or set up a
& ~None--

Job Accepted Notification Sent I other reasons, please specify

Territory Category

2. Setthe Statusto Closedthe Substatusto Not Proceeding, and select a Sub-

status Reason, then press Save.

Q. Search Jobs and more.

Operations Manag...

meeting.

Past Activity

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

x @2 2@
Home  Chatter Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Payments v More v Kd
7 Job
<3 JN-00216 + Follow  Edit  Clone  PlanJob  QuoteJob  ScheduleJob  InvoiceJob  CreditJob
Job Name Amount Street Suburb
50.00 99 Grenfell Street Adelaide
Unassigned
Assigned Contact e Closed ' Mark Status as Complety
Assigned
Contact
DETAILS RELATED ACTIVITY CHATTER
Planning
Job Name Work ‘
Invoice logaCall NewEvent NewTask  More
Job Number @]
IN-00216 osef
Create new.. Add
Customer Status o
Search Accounts. Q Closed ’ v
Activity Timeline Y &  ExpandAll
Request Type Sub Status 9
~None- v Not Proceeding ' M Next Steps
Due Date *Sub-Status Reason, o
X No next steps. To get things moving, add a task or set up a
& Duplicate Job v meeting.
Job Accepted Notification Sent If other reasons, Past ACtiVify
Cancel
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Troubleshooting job allocation

Troubleshooting can assist you in figuring out why a job has not been allocated when you
expect that it should have. The basic process for troubleshooting is to identify where in
the process the Job or Job Offer reached.

]

To understand the diagnostic procedures explained below, you need to have
understood the topics in the following chapters:

» “Understanding Job Allocation” on page 119

» “Managing Job Allocation” on page 143

Please ensure you read and understand these topics before attempting to fol-
low the procedure below.

It will also help to study successfully allocated Jobs and Job Offers to famil-
iarize yourself with the normal operation of the system.

Allocation process

The normal process for Job Allocation follows this pattern.

Job Job Offer(s)
Update Job address
Geolocation
Not matched ‘
ol marne Territory Matching
Is duplicate i
Duplicate Matching
—> Job Potential Generation
OR i)
—>  Job Potential Ranking
Job Offer Sequencing ‘T— Job Offer Created
Job Offer Queued
No/
Offer timeout Job Offer Pending
Franchisee
— Restart Job Allocation Reseense

Status: Yes I
Assigned

Owner Job Potentials exhausted /
Job Allocation Queue Offer Timeout & Job Timeout

Status:
i /I On Hold

Status:
Unassigned

You can use the following figure as a checklist to help you quickly diagnose what might
have gone wrong with this particular job allocation.
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Job

Unassigned Location is empty
Territory is empty

Geo-code accuracy not ROOFTOP
Territory Status is unexpectedly “unowned”
Job Potentials not generated

Substatus: On Hold Duplicate match
Owner: Job Allocation Queue Job Offer Timeout reached

One or more franchise exclusion reasons
Job Timeout reached

Assigned Job not offered to the expected franchise

Job Offer

Notification SMS received but not email
Email received but not SMS
No job offer exists

Status: Queued Scheduled Offer Time empty
Scheduled Offer Time not empty

Status: Pending No response from franchisee
Acceptance declined

Status: Unassigned

Any job whose Status is Unassignedwhen the Owner field is blank has not passed
through job allocation. There are a variety of reasons why a job may not have entered job

allocation. Work through the following headings to see whether any of these things may
be true.

]

A Substatus of In Allocation has recently been added to the Unassigned
Status. In Allocation means that the job is currently being processed by
the Job Allocation System.

Sub Status is On Hold

This is a duplicate match.

See

» “How to check for duplicate jobs” on page 147.

Job potentials are not generated

On the Job, turn to the Job Allocation View tab. Are there Job Offers or Job Potentials
listed beneath the Map. If there are none, the system was unable to match the job
address with a Territory.
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See
» “Location is empty” below

» “Territory is empty” below

Location is empty

On the Job’s Details tab, check the Territory & Territory Location section. If the Loca-
tionfield is empty, it means that the address was not able to be located.

” |s the job address blank?
» |s the job address misspelled?

» Can you locate the job address in Google Maps?

If yes

» See “What to do when the job address is not recognized” on page 151.

Territory is empty

On the Job’s Details tab, check the Job Territory & Territory Location section. If the Ter-
ritory field is empty, it means that the system was unable to match the suburb and post-
code against a predefined Territory Location belonging to an active Territory.

” |s the job address Suburb and Postcode entered correctly?

» |s there a Territory Location record with this exact combination of Suburb and Post-

code?

» |s the Territory Location owned by a Territory that is Active?

» Does the active Territory belong to the correct Master Franchise Profile account?

» Double-check for duplicate Territory records.

If yes

1. Edit the job address, or

2. From the Territory record, check whether there is a Territory Location containing this
combination of Suburb and Postcode. You may need to create a new one or correct
an existing one (if it has the wrong detail).

3. Are there duplicate Territory records? If so, you may need to make one inactive and
shift any Territory Locations to the correct Territory record.
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4. Does the Territory record belong to the wrong Master Franchise Profile? If so, you
may need to correct the Master Franchise Profile on the Territory.

Territory status is unexpectedly “unowned”

When you check the Territory Status, you see that it is owned; but when you check the
Job’s Territory Status field, it says unowned.

» |s there a duplicate Territory record?

If yes
» You will want to eliminate the duplication. To do this, you may need to:
» Make one of the Territories inactive (uncheck the Active checkbox).

» |f there are Territory Locations on the inactive Territory, consider whether they need
to be reassigned to the Active Territory.

Job offers outstanding

Check the most recent Job Offer to check its Status. On the Job, choose the Job Alloc-
ation View tab. Click the most recent Job Offer Number (i.e. the one at the bottom).

» |sthe Status Queued? If so, check the Scheduled Offer Time field.

» |s Scheduled Of fer Time empty? (The franchisee is the owner of the territory and
has an outstanding offer.)

» Does Scheduled Offer Time have a date and time? (The offer was made out of
hours. It will be issued at the specified time.)

» |sthe Status Pending? (Franchisee is yet to accept or reject the offer.)

» |sthe Status Timed Out? (Franchisee did not respond within the Of fer Time Out.)

Job owner is Job Allocation Queue

"1

The job allocation queue name is implementation-dependent. The name that
appears as owner might be “Job Allocation Queue” or “Default Allocation
Queue” or similar. Check with your system administrator if you are not sure.

Jobs that are owned by the Job Allocation Queue have passed through the Job Alloc-
ation process without being allocated. See why:

» On the Job’s Job Allocation View tab, check each Job Offer. Does each Status show
Declinedor Timed Out? (The job timed out.)
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» If there are remaining Job Potentials, does each show an Exclusion Reason? (Job
timed out and some of the job potentials were ineligible for the job.)

» |If there are Job Potentials that have no Exclusion Reason, click on the last Job
Offer's Job Of fer Number. Check the Offer Time Out field. Is the Job Time Out
later than the Of fer Time Out. (The offer timed out before it offered it to all potential

franchisees.)

If yes

1. If there are unoffered job potentials, restart the job allocation system, See “How to
restart job allocation” on page 154, or

2. Force allocate to a franchisee, See “How to force allocate a job” on page 158, or

3. Manually allocate the job, See “How to manually allocate a job” on page 161.

O_' To maintain quality of customer service, you may choose to call a franchisee
~  and warn them that a job offer is coming that you would like them to accept.
Doing this may prevent multiple cycles of declined or ignored jobs.

A franchisee is not receiving job offers

Is the franchisee being considered within the job potentials of recent job offers in or
around their territory? Take a look at some recent jobs.

» |f the franchisee appears on a Job Potential in Job Allocation View, is there an Exclu-
sion Reason? (The exclusion reason will tell you why the franchisee is not receiving

job offers.)

» Does the Job Allocation View show that the franchisee is being made an offer? (The
issue is related to configuration of job offer notifications.)

” |s the Franchise Profile Account’s Notification Preference set correctly?
» |saNotification SMS set?
» |sthere a Notification Contact?

» |sthe Notification Contact’s Email Address correct?
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» |f the franchisee is not appearing on any Job Potentials, check the setup of the
Franchise Profile Account, the Territory and the Territory Locations.

» Are there matching Territory Location records?
» |s the Territory Active?

» |s the Franchise Profile Account Active?

» Does the Franchise listed on the Territory match the franchisee’s Franchise Profile

Account? Check for duplicate Territory or Franchise Profile Account records.

Q_' For more information, See “How to configure a franchise profile for job alloc-
~ ation” on page 103.

No franchisees are receiving job offers via SMS
Check the status of your Twilio account. You may have an unpaid balance or a credit
card that has expired.

SMS was received but no email

Check the Franchise Profile Account’s Job Allocation Information section.
» Does Email appearin the Notification Preference field?

» |sthere a Notification Contact?

» Does the Notification Contact have a correct Email address?

If no

» Change the Notification Preference setting to include email and ensure the Noti-
fication Contact is set and has an Email address.

Email was received but no SMS
Check the Franchise Profile Account’s Job Allocation Information section.
» Does SMS appear in the Notification Preference field?

» |sthe a Notification SMS set?

If no

» Change the Notification Preference setting to include SMS and ensure the Noti-
fication SMSis correct.
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A job is allocated but no offer was received by the franchisee
Check the Job’s System Information section.

» Who created the job? (The job may have been created manually.)

A job was allocated to the wrong franchisee

If a job is allocated to an unexpected franchisee, there are several factors that may be
involved:

» Google may have matched the address to a different suburb
» A franchisee may be redirecting offers to a different franchisee

» Territories and Territory Locations may be misconfigured

Let’s work through the above issues in turn.

Incorrect address

Occasionally, Google may match a supplied address to quite a different location. You
can check that by comparing the Supplied Address field with the Geocoded Address.

If the address has any significant difference, you may choose to correct the address. See
“What to do when the job address is not recognized” on page 151.

v Job Contact Information

lutation @ Force Street Address @

‘‘‘‘‘‘
18 Bang Ban St

Suburb
Test3 KOORAWATHA
Company Postcode
2807
Country
Australia
Mobile State
NSW.
Geo-code Accuracy
GEOMETRIC_CENTER
Supplied Address @ . Geocoded Address o
18 Bang Ban St, KOORAWATHA Bang Bang Rd, Koorawatha NSW 2807, Australia
NSW 2807 Australia ((route) GEOMETRIC_CENTER)
Map Job @
View Google Map

More Information
TEST3 - Build it, lock it and repair it
Job Scheduled Date/Time

Redirection

Itis possible to transfer job offers to another franchisee. If this setting is configured, the

job may end up with another franchisee. See “Temporary unavailability of franchisee” on
page 111.
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Misconfigured Territory Locations

If a Territory Location contains the suburb and postcode used in the address and is
attached to the wrong Territory, this may cause the job to be allocated to an unintended
franchisee. If this is the case, correct it by editing the Territory field on the Territory
Location record.

O Can’t figure it out?

If you’ve worked through this troubleshooting topic and still can’t figure out
what is going on, feel free to open a support ticket with our Service Desk.
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Understanding management logs

Management Logs provide franchisors the ability to keep detailed records of actions and
notes regarding the performance of franchisees. Records entered under Management
Logs are not visible to franchisees. Management Logs are especially useful for demon-
strating compliance and supporting the franchisor in the case of disputes.

There are four types of management log records:
» Meeting

» Business Review

” Field Audit

» Induction

Meeting

Use meetings to record any phone or in-person meeting with the franchisee or the fran-
chisee’s employees or contractors. Facilities to set a meeting; send meeting reminders;
track invitees, attendees and apologies; and record meeting minutes are all built in.

CARPET COURT Al v Q  Search Management Logs and more. *x[7) 24 A @
b Operations Manag... Home Chatter Accounts v Contacts ~ Contracts v  CustomerFeedback v Tasks »» Managementlogs v/ Territories \»  TerritoryLocations v More ¥ s
Management Log )
LOG-00005 + Follow Edit Clone Delete
Record Type Type Organiser Start End Status
Meeting Store visit - general —— Greg Zeegers 2/12/2020, 12:00 pm 2/12/2020, 2:30 pm Pending
Details Related Activity Chatter
Log Number LOG-00005 Owner ~— Dean Llewellyn logaCall | NewEvent NewTask Email
Status @ Pending Type @ Store visit - general
Start © 2/12/2020, 12:00 pm Franchise @ Barry Evans Furniture & Floorcoverings Recap your call.. Add
End @ 2/12/2020, 2:30 pm Organiser @ —— Greg Zeegers Filtrs: All time - Allactvities - Al types
Cell Grou
0 Refresh + Expand Al * View All

\/ Reminder Details
v Upcoming & Overdue

Send Email Reminder @ | Send Email Reminder @ 1/12/2020, 12:00 pm
Date No next steps.

To get things moving, add a task or set up a meeting.

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

Number of Attendees @ O Number of Apologies @ O

 System Information Activity Lists Add List
Created By ~~ Dean Llewellyn, 27/11/2020, 1:07 pm Last Modified By -~ Dean Llewellyn, 27/11/2020, 1:07 pm NAME NUMBER OF TASKS COMPLETED TASKS

Currency AUD - Australian Dollar Record Type Meeting
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Q. Search Management Logs and more...

@2 a@®

Operations Mahag___ Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Payments v  More v Kd
Management Log
LOG-00026 + Follow Edit Delete
Record Type Type Organiser Start End Status
Meeting Ongoing Support Q OPS Operations Manager 22/05/2018 12:00 PM 23/05/2018 12:00 PM Completed
DETAILS RELATED ACTIVITY CHATTER
Log Number Owner
LOG-00026 g FCS System Administrator
T=2.2y3iem Administrato LogaCall ||NewlEvent' " NewTask More
Status Type
Completed Ongoing Support
Start Franchise Create new... Add
22/05/2018 12:00 PM FCS Bondi Beach
End Organiser
23/05/2018 12:00 PM 3 OPS Operations Manager Activity Timeline Y Expand All
Cell Group
Next Steps More Steps

v Reminder Details

Send Email Reminder
%

v Attendee Summary

Number of Attendees
1

v System Information

Created By

Q FCS System Administrator, 6/11/2017 1:30 PM

Currency
Australian Dollar

Induction

Send Email Reminder Date

21/05/2018 4:30 PM

Number of Apologies
1

Last Modified By
OPS Head Office Manager,
21/05/2018 4:28 PM
Record Type
Meeting

New Franchisee I...

11/11/2017 ¥

| OPS Field Manager has an upcoming Task

Issue Operations...

11/11/2017 v

| OPS Operations Manager has an upcoming Task

Past Activity

No past activity. Past meetings and tasks marked as done

show up here.

v
Activity Lists Add List
NAME NUMBER OF TASKS COMPLET

Inductions are particularly designed for training new contractors or employees of the fran-
chisee. As with meetings, the Induction record provides a way to set a meeting; send

meeting reminders; track invitees, attendees and apologies; and record meeting

minutes.

Q Search Salesforce (*[+) ? A
Operations Manag... Home  Chatter Accounts v  Contacts »v Contracts \  Managementlogs » Invoices v Payments v More w v
Management Log
LOG-00020 + Follow Edit  Clone  Delete
Record Type Organiser Field Manager Start End Status
Induction {3 OPS Field Manager {5 OPS Field Manager 1/06/2018 9:00 AM 1/06/2018 4:00 PM Confirmed
DETAILS RELATED ACTIVITY CHATTER
Log Number Owner
LOG-00020 3 OPS Operations Manager
logaCall NewEvent NewTask  More
Status Franchise
Confirmed FCS Bondi Beach
Start Organiser Create new... Add
1/06/2018 9:00 AM # OPS Field Manager
End Field Manager
1/06/2018 4:00 PM {3 OPS Field Manager Activity Timeline Y @  ExpandAl
v Reminder Details Next Steps More Steps
Send Email Reminder Send Email Reminder Date > & N 3 hi 1
@ 31/05/2018 12:00 PM = ew Franchisee .. 30/10/2017 v
| OPS Operations Manager has an upcoming Task
v Attendee Summal
v > Book commence...  30/10/2017 | v
Number of Attendees Number of Apologies | OPS Field Manager has an upcoming Task
1 o

v System Information

Created By
OPS Operations Manager,

25/10/2017 10:49 AM

Currency

Australian Dollar

Last Modified By
OPS Head Office Manager,

23/05/2018 10:28 AM

Record Type

Induction

Past Activity
No past activity. Past meetings and tasks marked as done

show up here.
v

L= Activity Lists Add List
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Field audit

Field audits allow a franchisor to send their Compliance Manager into the field to ensure
franchisees meet the operating standards required of them. The Field Audit record
provides a way to set a meeting; send meeting reminders; and record meeting minutes.

“@ Q_ Search Management Logs and more... [?F] ? A @
i3t Operations Manag... Home Chatter Accounts v Contacts v Contracts v  Managementlogs v Invoices v Payments v More v s

Management Log.
B [o&0054

+ Follow | Edit  Clone  Delete
DETAILS RELATED ACTIVITY CHATTER
Log Number Owner
LOG-00054 ¥ OPS Head Office Manager
logaCall NewEvent NewTask  More
Status Type
Pending Other
st Franchise Create ne. [ fa |
11/06/2018 10:00 AM FCS Bondi Beach
Organiser

12/06/2018 4:00 PM £ OPS Compliance Manager Activity Timeline Y < ExpandAl
v Reminder Details Next Steps

Send Email Reminder
v

v System Information

Created By

#59 OPS Head Office Manager,

23/05/2018 10:32 AM
Currency
Australian Dollar

178

Send Email Reminder Date

7/06/2018 12:00 PM

Last Modified By

OPS Head Office Manager,

23/05/2018 10:32 AM

Record Type
Field Audit

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

Past Activity
No past activity. Past meetings and tasks marked as done

show up here.
v

| Activity Lists Add List
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Business review

Business reviews are scheduled on a periodic basis. As with meetings, a Business
Review record provides a way to set a meeting; send meeting reminders; track invitees,
attendees and apologies; and record meeting minutes. You can plan for and schedule
the next Business Review Date.

<o Q  Search Salesforce ? A @

ESE Operations Manag___ Home  Chatter  Accounts v  Contacts v  Contracts v Management Logs v  Invoices v  Payments More v K4

Management Log

LOG-00051 + Follow Edit Clone Delete
Record Type Organiser Business Review Completed By Start End Status
Business Review # OPs Compliance Manager #5) OPs Compliance Manager 28/05/2018 12:00 PM 31/05/2018 12:00 PM Confirmed
DETAILS RELATED ACTIVITY CHATTER
Log Number Owner
LOG-00051 Q OPS Head Office Manager
LogaCall NewEvent New Task More
Status Franchise
Confirmed FCS Coogee
Start Business Review Completed By Create new... m
28/05/2018 12:00 PM # OPS Compliance Manager
End Next Business Review Date
31/05/2018 12:00 PM 1/11/2018 Activity Timeline Y ¢ Expand All
Organiser
# OPS Compliance Manager Next Steps
+ Reminder Details No next steps. To get things moving, add a task or set up a
meeting.
Send Email Reminder Send Email Reminder Date Past Activi
v 24/05/2018 12:00 PM ast Activity
v Attendee Summary No past activity. Past meetings and tasks marked as done
show up here.

Number of Attendees Number of Apologies v
2 0
v System Information

4 Activity Lists Add List
Created By Last Modified By

OPS Head Office Manager, Q OPS Head Office Manager, NAME  NUMBER OF TASKS COMPLETED TASKS
21/05/2018 3:14 PM 23/05/2018 10:23 AM
Currency Record Type
Australian Dollar Business Review
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How to create a management log entry

To create a management log entry

1. From the Salesforce Management Logs tab, press New.

‘}‘) Q. Search Man'nentLogsandmore,,, ‘* v:‘ ? A @

EEE Operations Manag,_, Home  Chatter  Accounts Contacsmanagementmp v Invoices v  Payments v  More v K4

Management Logs
Recently Viewed v

7 items + Updated a minute ago

LOG NUMBER v TYPE v START v STATUS v ORGANISER v
1 LOG-00050 Ongoing Support 1/07/2018 12:00 PM In Progress OPS Field Manager v
2 LOG-00049 2/05/2018 12:00 PM Pending OPS Field Manager v
3 LOG-00048 26/04/2018 12:00 PM Confirmed Shane Ross v
4 LOG-00026 Ongoing Support 1/11/2017 12:00 PM Completed OPS Operations Manager v
5 LOG-00047 Quarterly 19/04/2018 12:00 PM Pending OPS Field Manager v
6 LOG-00046 19/04/2018 12:00 PM Pending Shane Ross v
7 LOG-00045 10/04/2018 12:00 PM Pending Shane Ross v

The New Management Log dialog box appears.

2. Select one of the management log types, then press Next.

New Management Log

Select a record type Meeting
Used for Miscellaneous meetings.

®  Business Review
Used for Business Review meetings.

Field Audit

1 Used for Field visits.

Induction
Used for Inductions and Induction visits.

W
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3. Enter the New Management Log details, then press Save.

New Management Log: Business Review

Information

Log Number

*Status

Pending

*Start
Date Time

13/05/2018 & 12:00 PM

*End
Date Time

25/05/2018 & 12:00 PM

*Organiser
B OPS Compliance Manager
Reminder Details

Send Email Reminder

System Information

Currency

Australian Dollar

Owner
OPS Head Office Manager
Franchise
M FCS Coogee X
Business Review Completed By
B OPS Compliance Manager X
o
Next Business Review Date
1/11/2018 &
o
X
Send Email Reminder Date
Date Time
& o
Record Type
Business Review
v

The Management Log entry displays.

Q. Search Management Logs and more...

Cancel Save & New

k@2 ea@®

Operations Manag,,, Home  Chatter  Accounts »»  Contacts v  Contracts v  Managementlogs v Invoices v Payments v More v Kd

Management Log

LOG-00051 + Follow Edit Clone Delete
Record Type Organiser Business Review Completed By Start End Status
Business Review 0 OPS Compliance Manager @ OPS Compliance Manager 13/05/2018 12:00 PM 25/05/2018 12:00 PM Pending

DETAILS RELATED ACTIVITY CHATTER
Log Number Owner
LOG-00051 Q OPS Head Office Manager
LogaCall NewEvent New Task More

Status Franchise
Pending FCS Coogee
Start Business Review Completed By Create new... Add
13/05/2018 12:00 PM 9 OPS Compliance Manager
End Next Business Review Date
25/05/2018 12:00 PM 1/11/2018 Activity Timeline Y ¢ Expand All
Organiser
% OPS Compliance Manager Next Steps

v Reminder Details

Send Email Reminder

v Attendee Summary

Number of Attendees
]
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Send Email Reminder Date

Number of Apologies

(o]

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

Past Activity

No past activity. Past meetings and tasks marked as done
show up here.
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How to record attendees and apologies

In cases where disputes have arisen with franchisees, it is often the case that key fran-
chisee personnel have failed to attend critical inductions, trainings and meetings. You
can keep track of the people invited to meetings as well as those attended.

To record attendees and apologies

1. From any management log entry, click the Related tab.

p=
‘}‘\ Q_ Search Management Logs and more... *|v ?2 A \:@

::E Operations Manag__, Home Chatter ~ Accounts v Contacts v Contracts v Management Logs v Invoices v Payments v More v K4

Management Log

LOG-00026 + Follow Edit Clone Delete
Record Type Type Organiser Start End Status
Meeting Ongoing Support g OPS Operations Manager 1/11/2017 12:00 PM 2/11/2017 12:00 PM Completed
DETAILS RELATED k ACTIVITY CHATTER
Log Number Owner
LOG-00026 c FCS System Administrator
. 2yRiEmacmimsirator LogaCall | NewEvent NewTask More
Status Type
Completed Ongoing Support
Start Franchise Create new... Add
1/11/2017 12:00 PM FCS Bondi Beach
End Organiser
2/11/2017 12:00 PM 3 OPS Operations Manager Activity Timeline Y G ExpandAll
Cell Group
Next Steps More Steps
v Reminder Details > New Franchisee ... 11/11/2017 v
~ N ; . OPS Field Manager has an upcoming Task
Send Email Reminder Send Email Reminder Date - - -

> Issue Operations... 11/11/2017 v
OPS Operations Manager has an upcoming Task

v Attendee Summary

Number of Attendees Number of Apologies Past Activity
0 0
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From the Attendees section, press New.

p=
‘.'G‘ Q_  Search Management Logs and more... ') ‘. @
555 Operations Manag_._ Home Chatter Accounts v Contacts v Contracts v Management Logs v Invoices v Payments v More v 4
Management Log
LOG-00026 + Follow Edit  Clone Delete
Record Type Type Organiser Start End Status
Meeting Ongoing Support @ OPS Operations Manager 1/11/2017 12:00 PM 2/11/2017 12:00 PM Completed
DETAILS RELATED

E Attendees (0)

* New

Add Files

Files (0)

A, Upload Files

Or drop files

The New Attendee dialog box appears.
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ACTIVITY CHATTER

LogaCall NewEvent New Task

Create new...
Activity Timeline Yy ¢ Expand All
Next Steps More Steps

New Franchisee I... 11/11/2017 '~
| OPS Field Manager has an upcoming Task

Issue Operations... 11/11/2017 v

| OPS Operations Manager has an upcoming Task
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New Attendee

Information
Attendee Number *Management Log

&) LoG-00026

* Status * Contact

Apology E Simon Walker

Apology Reason

Too busy

System Information

Currency

Australian Dollar

Cancel

The Attendees section is updated.

Q

Save & New

Enter the New Attendee details, then press Save.

Save

N 2\
«Q Q_ Search Management Logs and more... *|v ?2 A @
:SE Operations Manag,,, Home Chatter ~ Accounts ~  Contacts v  Contracts v Management Logs v  Invoices v Payments v More v Kd
Management Log
LOG-00026 + Follow Edit  Clone Delete
Record Type Type Organiser Start End Status
Meeting Ongoing Support o OPS Operations Manager 1/11/2017 12:00 PM 2/11/2017 12:00 PM Completed
DETAILS RELATED ACTIVITY CHATTER
E Attendees (1) New
LogaCall  New Event New Task More
ATTENDEE: ATTENDEE ...  LAST NAME FIRST NAME STATUS
I ATT-000012 Walker Simon Apology v I Create new... Add
View All . .
Activity Timeline Y ¢ Expand All
Files (0) Add Files Next Steps More Steps
> - New Franchisee I...  11/11/2017 v

&, Upload Files

Or drop files

184

| OPS Field Manager has an upcoming Task

11/11/2017 v

Issue Operations...

| OPS__Qpergtjt_Jr]s M_avn::lger has an upcoming Task
Past Activity

No past activity. Past meetings and tasks marked as done
show up here.
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The Attendee Summary section of the Management Log Details page is also

updated.

(2]

Q. Search Management Logs and more...

CINN- I W(o)

s Operations Manag... Chatter ~ Accounts v  Contacts \  Contracts v  Managementlogs v Invoices v Payments v More v K4
Management Log
LOG-00026 + Follow Edit Clone Delete
Record Type Type Organiser Start End Status
Meeting Ongoing Support 1/11/2017 12:00 PM 2/11/2017 12:00 PM Completed
DETAILS RELATED ACTIVITY CHATTER
Log Number Owner
LOG-00026 Q FCS System Administrator
Logacall [INEHEvCRINCRIEe, More
Status Type
Completed Ongoing Support
Start Franchise Create new... Add
1/11/2017 12:00 PM FCS Bondi Beach
End Organiser
2/11/2017 12:00 PM Q OPS Operations Manager Activity Timeline Y ¢ Expand All
Cell Group
Next Steps More Steps

v Reminder Details

Send Email Reminder

v Attendee Summary

Send Email Reminder Date

Number of Attendees

0

Number of Apologies
1
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New Franchisee I..  11/11/2017 v

| OPS Field Manager has an upcoming Task

Issue Operations ... 11/11/2017 v

| OPS Operations Manager has an upcoming Task

Past Activity
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How to record meeting minutes

You can capture meeting minutes by creating meeting notes.

To capture and record meeting notes

From any management log entry, click the Related tab.

‘}‘) Q_ Search Management Logs and more... (%]~ ? A @]
535 Operations Manag__, Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Payments v  More v K4
Management Log
LOG-00026 + Follow Edit Clone Delete
Record Type Type Organiser Start End Status
Meeting Ongoing Support @ OPS Operations Manager 1/11/2017 12:00 PM 2/11/2017 12:00 PM Completed
DETAILS RELATED k ACTIVITY CHATTER
Log Number Owner
LOG-00026 @ FCS System Administrator
2yRiEm ACmIneTaer LogaCall NewEvent New Task Ve
Status Type
Completed Ongoing Support
Start Franchise Create new... Add
1/11/2017 12:00 PM FCS Bondi Beach
End Organiser
2/11/2017 12:00 PM @ OPS Operations Manager Activity Timeline Yy ¢ Expand All
Cell Group
Next Steps More Steps
v Reminder Details > New Franchisee L. 11/11/2017 v

Send Email Reminder

; . OPS Field Manager has an upcoming Task
Send Email Reminder Date e S

Issue Operations... 11/11/2017 | v

OPS Operations Manager has an upcoming Task
v Attendee Summary | or>Dperations Manager P g

Number of Attendees

Number of Apologies Past Activity
[¢] ]

1 86 Operations Management User Guide



2. From the Notes section, press New.

Q,  Search Salesforce

Operations Manag... Home  Chatter ~ Accounts v

Contacts v  Contracts v  Management Logs

10N+ I W(o)

Invoices v Payments v More v K4

Management Log

+ Follow Edit Clone Delete

LOG-00026
Record Type Type Organiser Start End Status
Meeting Ongoing Support 0 OPS Operations Manager 1/11/2017 12:00 PM 2/11/2017 12:00 PM Completed
DETAILS RELATED ACTIVITY CHATTER
[E] Attendees (2) New
LogaCall NewEvent New Task More
ATTENDEE: ATTENDEE ... ~ LAST NAME FIRST NAME STATUS
ATT-000012 Walker Simon Apology v Create new... m
A Walker James Attended v
Activity Timeline Yy ¢ Expand All
View All
Next Steps More Steps
Add Files > New Franchisee I..  11/11/2017 v

Files (0)

A, Upload Files

Or drop files

Notes (0) ‘New

CHAPTER 6 | How to record meeting minutes

I OPS Field Manager has an upcoming Task

Issue Operations... 11/11/2017 v

l OPS Operations Manager has an upcoming Task

Past Activity

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

Activity Lists Add List
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@2 e @®
K4

‘?ﬁ. Q, Search Salesforce
Operations Manag.._ Home  Chatter  Accounts v  Contacts v  Contracts Management Logs v  Invoices Payments v More v

Management Log

LOG-00026 + Follow Edit Clone Delete

Record Type Type Organiser Start End Status
DETAILS RELATED ACTIVITY CHATTER
[E] Attendees (2) New
LogaCall  New Event New Task More
ATTENDEE: ATTENDEE ... ~ LAST NAME FIRST NAME STATUS
A'I'I'000012 Walker Simon Apology v Create new... Add
ATT-000013 Walker James Attended v ) N »
S & Meeting minutes — X
View All Meeting minutes @ Visibility Set by Record
9 e B I U S = E 9 4 B
Files (0) Add 7
1. Confirmed extra advertising spend for up-coming quarter.
2
&, Upload Files
Or drop files
Notes (0) Related to 2] LOG-00026
Delete Share Add to Records
S—

You can still click around in the window retrieving and reviewing information

while the Notes editor is open.

3. When complete, press Done.
The meeting minutes are displayed in the Notes section.
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How to record supporting evidence

In addition to the four types of management log entries, attendee lists and meeting

minutes, it is sometimes necessary to record documents, forms or agreements. You can
record this information against any of the Management Log types by creating an attach-

ment to the record.

To record an attachment

1.

From the Management Log’s Related tab, locate the Files section.

‘?(‘) Q_  Search Management Logs and more... EEJ ') ._l @
::E Operaﬁons Manag___ Home  Chatter  Accounts v  Contacts v  Contracts v  ManagementLogs v Invoices v  Payments v More v 4
Management Log
LOG-00054 + Follow Edit Clone Delete
DETAILS RELATED k ACTIVITY CHATTER
a Attendees (0) New
LogaCall NewEvent New Task More
Files (0) Add Files Create new... Add
Activity Timeline Y ¢ Expand All
&, Upload Files Next Steps

Or drop files

Notes (0) New

CHAPTER 6 | How to record supporting evidence

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

Past Activity
No past activity. Past meetings and tasks marked as done

show up here.
v
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2. Drag a file from your computer and drop it in the Files section.

Q_ Search Management Logs and more... [E ') .l @
Operations Manag_,_ Home  Chatter ~ Accounts v  Contacts v  Contracts v  ManagementlLogs \ Invoices v  Payments v More v K4
Management Log
LOG-00054 + Follow Edit Clone Delete
DETAILS RELATED ACTIVITY CHATTER
E Attendees (0) New
LogaCall NewEvent New Task More
Files (0) Add Files Create new... Add
Activity Timeline Y & ExpandAll
I 2 I &, Upload Files Next Steps
Or drop fil
r drop files No next steps. To get things moving, add a task or set up a
meeting.
Past Activity
No past activity. Past meetings and tasks marked as done
Notes (0) New show up here.

v

The Upload Files dialog box appears.
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Operations Manag...

When uploading is complete, press Done.

Q_  Search Management Logs and more...

=
@2 e@®
Home  Chatter  Accounts v  Contacts v  Contracts v  ManagementlLogs v Invoices v Payments v More v K4
Management Log
LOG-00054 + Follow Edit Clone Delete
DETAILS RELATED ACTIVITY CHATTER
E Attendees (0) New
LogaCall NewEvent New Task More
Files (0) LERlEs Create new... Add
Activity Timeline Y| e Expand All
&, Upload Files Next Steps
Sidiopifics Nn navt ctans, To get things moving, add a task or set up a
Upload Files

Meeting Minutes 20180524.pdf
il 639KB

Notes (0)

meeting.

y

1 of 1 file uploaded

Q_  Search Management Logs and more...

Operations Manag...

o

ivity. Past meetings and tasks marked as done
show up here.

The file is now attached to the Management Log record.

=N
22 ®
Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Payments v  More v K4
Management Log
LOG-00054 + Follow Edit Clone Delete
DETAILS RELATED ACTIVITY CHATTER
E Attendees (0) New
LogaCall NewEvent New Task More
Files (1) Add Files Create new... Add
Meeting Minutes 20180524
11:15AM - 639KB - pdf Activity Timeline Yy ¢ Expand All
Next Steps
No next steps. To get things moving, add a task or set up a
meeting.
Past Activity
View All No past activity. Past meetings and tasks marked as done
show up here.
v
Notes (0) New
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How to view all management logs for a par-
ticular franchise

It is useful to be able to view all the management log entries for a particular franchise.
This allows you to review all meetings, business reviews, audits and inductions con-
ducted over a period of time.

To view all management logs for a particular franchise

1. In the Salesforce Management Logs tab, create a filter named Management Logs for
Franchise using the filter settings shown in the screen shot below.

=
“_‘a Q_  Search Management Logs and more... 9 ! ‘@)
:'E Operations Manag_,, Home  Chatter  Accounts v  Contacts v  Contracts v Management Logs v  Invoices v Payments More v Kd
E Management Logs New
Management Logs for Franchise v
4 items - Sorted by Log Number - Filtered by Franchise - Updated a minute ago @~ ®@- C ¢ ¢
LOG NUMB... * v FRANCHISE v RECORD TYPE v START v STATUS v NEXT BUSINE... v Filters
! ->
1 LOG-00002 FCS Bondi Beach Induction 9/10/7"" 7 -
2 LOG-00020 FCS Bondi Beach  Induction 30/20 Field
N Show me
" . Franchise v
3 LOG-00026 FCS Bondi Beach Meeting 1/11/ All management logs
4 LOG-00052 FCS Bondi Beach Business Review 13/05
Operator Matching all of these filters
equals v .
Franchise X
equals FCS Bondi Beach
Value
Add Filter Remove All
FCS Bondi Beach
Add Filter Logic
Done
5,

For step-by-step instructions for creating this filter, See “How to create your
own list view” on page 18.
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2. Add fields that you find useful.

Select Fields to Display

Available Fields Visible Fields

Business Review Completed E Log Number

Cell Group Franchise

Created By Record Type

Created By Alias > start ~
Created Date Status

Currency Next Business Review Date

End < v
Field Manager

Last Activity Date

Last Modified By

Last Modified By Alias

For step-by-step instructions for adding fields, See “How to add columns to
a list view” on page 21.

3. You will now be able to see all management logs for a particular franchise.

“.(‘) Q_  Search Management Logs and more... EEJ ') ._l @
::E Operaﬂons Manag___ Home  Chatter  Accounts v  Contacts v  Contracts v  ManagementLogs v Invoices v Payments v More v v
Management Logs New
Management Logs for Franchise v
4items - Sorted by Log Number - Filtered by Franchise - Updated 9 minutes ago & E- C L €Y
LOG NUMBER v FRANCHISE v RECORD TYPE v START v STATUS v NEXT BUSINESS REVIL... v
1 LOG-00002 FCS Bondi Beach Induction 9/10/2017 12:00 PM Completed v
2 LOG-00020 FCS Bondi Beach Induction 30/10/2017 12:00 PM Completed v
3 LOG-00026 FCS Bondi Beach Meeting 1/11/2017 12:00 PM Completed v
4 LOG-00052 FCS Bondi Beach Business Review 13/05/2018 12:00 PM In Progress 14/10/2018 v

If you use a filter like this frequently, you might want to create a specific fil-
ter for each franchise that you regularly review. With infrequent use, you
might just change the franchise name in the filter when you want to see a
new franchise.
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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

Operations Management User Guide
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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 ::;c;iir: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 £ Add Note
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

198

Operations Management User Guide



» 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

CHAPTER 7 | Understanding audits
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How to create an audit record

Audits can be attached to a range of records. It is often attached to a Job when producing
evidence of compliance at different stages in a job.

»

Creating an audit requires an Audits User permission. If you need to com-
plete audits and don’t have access to the Audits section shown in the pro-
cedure below, speak to your system administrator.

Creating an audit attached to a Management Log

To create a new audit record

1. From the Management Log, select the Related tab.

‘}9 Al v Q. Search Management Logs and more... ') .’. @
EE; Operations Manag_._ Home Chatter  Accounts Contacts v Contracts Management Logs * v X Morew P4
Management Log
LOG-00004 + Follow Edit Clone Delete {
Record Type Organiser Business Review Completed By Start End
Business Review 3 Brendan Gre... 15/10/2018 12:00 PM 15/10/2018 1:00 PM
Details Relatedk— Activity Chatter
Log Number Owner
LOG-00004 & Brendan Green Email
Status @ Franchise €@
Pending FCS Ringwood Create new... m
Start €@ Business Review Completed By €
15/10/2018 12:00 PM
Filters: All time - All activities + All
End © Next Business Review Date € fiters ime activities types Y
15/10/2018 1:00 PM Refresh Expand All
Organiser €
& Brendan Green Next Steps

200 Operations Management User Guide



2.

3.

From the Audits section, press New.

‘,‘(‘) Al v Q. Search Management Logs and more... ? A @

::; Operations Manag_.. Home  Chatter  Accounts »  Contacts \»  Contracts Managementlogs ~ * v~ X Morew v

Management Log

‘ LOG-00004 + Follow Edit  Clone Delete i
Record Type Organiser Business Review Completed By Start End
Business Review ) Brendan Gre... 15/10/2018 12:00 PM 15/10/2018 1:00 PM
Details Related Activity Chatter
Audits (0) ‘ New Email
E Attendees (0) New Create new... Add

The New Audit dialog box appears.

Select the Type, enter the Audit Start Date, and press New.

New Audit
Information
Audit Name Status
New v
Management Log ’ Audit Start Date
Date Time
£ Loc-00004
15/10/2018 @  1200PM ®
Type ‘ Audit Closed Date
Management Review v I Date Time
& [©]
Job
Search Jobs... Q
System Information
Currency Owner
AAUD - Australian Dollar v Brendan Green
Cancel Save & New
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4. The Audit record is now created. To open the audit, click on Audit Name.

‘?‘9 Al v Q. Search Management Logs and more... 9 .’. @

::E Operations Manag,,, Home  Chatter  Accounts ~,  Contacts \,  Contracts Managementlogs v * v X Morew v

Management Log

| LOG-00004 + Follow Edit Clone Delete |
| |
Record Type Organiser Business Review Completed By Start End
Business Review 3 Brendan Gre... 15/10/2018 12:00 PM 15/10/2018 1:00 PM

Details Related Activity Chatter

Audits (1) New Email
AUDIT NAME, AUDIT START DATE ~ AUDIT CLOSED D...  STATUS
Create new... m
Audit-0028 15/10/2018 12:0... New v

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

Refresh Expand All
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How to complete an audit on desktop

To complete an audit on a desktop

1. From the Audit page, press Start Audit.

< Al'v O Search Salesforce ?2 4 @
E:: Operations Manag_,_ Home  Chatter  Accounts »»  Contacts v  Contracts \v  Managementlogs v Invoices \»  Payments v Morew P

Audit
!‘ ’ Audit-0029 -__A Start Audit Submit for Approval Edit
Related Details Activity
Audit Name Status

Audit-0029 New Filters: All time - All activities - All types 'Y

Refresh Expand All

Management Log Audit Start Date

LOG-00004 15/10/2018 3:38 PM
) Next Steps
Type Audit Closed Date
Management Review No next steps. To get things moving, add a task or set up a
meeting.
Job Past Activities

No past activity. Past meetings and tasks marked as done

Currency Last Modified By h h
st show up here.
AUD - Australian Dollar 7 Brendan Green, 15/10/2018 2:30 PM P
v
Created By Owner

#5 Brendan Green, 15/10/2018 1:36 PM #3 Brendan Green

2. On any given page, answer each question.

Al v Q. Search Salesforce ? A
Operations Manag_,, Home  Chatter  Accounts v  Contacts »»  Contracts v  Managementlogs v * ~ X Morew v

Audit Number Type Organiser Franchise B
}4 N ) . Cancel Submit
| Audit-0029 Testing Brendan Green FCS Ringwood
1. Core Values 2. Growth
People
1. Are staff recognised and rewarded for practicing the core vales?
NO
&, Upload Files  Or drop files ”E Add Action g/ Add Note
2. Are the Core Values displayed and visible to team members and clients at all times?
NO
2, Upload Files  Or drop files "E Add Action g, Add Note
3. Do all team members practice core values via everyday activities?
NO
A, Upload Files  Or drop files Y= Add Action § Add Note
Next
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3. When you are finished with a page, press Next.
Al v Q. Search Salesforce ') ._‘ Q

Operations Manag... Home  Chatter  Accounts ~  Contacts v  Contracts v/ Managementlogs v * v X Morew P4

Audit Number Type Organiser Franchise .
3 3 . Cancel Submit
1 Audit-0029 Testing Brendan Green FCS Ringwood

1. Core Values 2. Growth

People
1. Are staff recognised and rewarded for practicing the core vales?
YES NO

A, Upload Files  Or drop files Y= Add Action & AddNote

2. 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 § Add Note

3. Do all team members practice core values via everyday activities?
YES NO

A, Upload Files  Or drop files Y= Add Action £ AddNote

Next
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4. Notice the progress to the next tab. Answer each question, then press Next.

‘f‘-‘, Al v O, Search Salesforce ’) -.‘

EEE Operations Ma nag... Home  Chatter  Accounts ~,  Contacts »»  Contracts Managementlogs ~ * v~ X Morew v
’ 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 a procedure in place for internal complaints including bullying and harassment claims?

NO
A, Upload Files  Or drop files Y= Add Action § AddNote
5. Is there an emergency contact on file for all employees?
T E— o
&, Upload Files  Ordrop files ”E Add Action g, Add Note
6. Are the current minimum wages and approved allowances on file and updated as required?
= 3 =
A, Upload Files  Or drop files Y= Add Action & AddNote

Previous \ Next

Remember to Add Notes, Upload Files or Add Actions to fully document
any evidence useful for the purposes of your audit.
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9. Notice the progress through the sections of the current audit tab.

‘?‘D Al v Q. Search Salesforce 9 -.‘ @

EEE Operations Manag_.. Home  Chatter  Accounts »  Contacts \  Contracts Managementlogs v * ~ X  Morew P4
Audit Number Type Organiser Franchise Cancel Submit
Audit-0029 Testing Brendan Green FCS Ringwood

1. Core Values 2. Growth

° (@)

Performance Management

7. Does the office further enhance the internal client experience? If so how?
YES NO

A, Upload Files  Or drop files Y= Add Action £ AddNote

8. Are Performance Management tools implemented and utilised?
YES NO

X, Upload Files  Or drop files "E Add Action g/ Add Note

9. Do all team members take pride in their appearance and make every effort to represent the brand to the highest level?
YES NO

A, Upload Files  Or drop files Y= Add Action & AddNote

Previous Next

6. Continue clicking Next until questions in all sections of all tabs are complete.

ﬂ The Next button is not displayed on the last page of the audit.
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7. When you have answered all questions and entered all notes, attachments and
actions, press Submit.

Al v Q_  Search Salesforce 9 -!-

Operations Manag,,, Home  Chatter  Accounts v  Contacts v  Contracts \»  Managementlogs v * v X Morew P4

Audit Number Type Organiser Franchise Cancel Submit

Audit-0029 Testing Brendan Green FCS Ringwood

1. Core Values 2. Growth

) ° o

Technology

10. Are all technology systems integrated and working as an end to end system?
YES NO

A, Upload Files  Or drop files ‘:’E Add Action g, Add Note

11. What technology solutions are in place? And what are the strengths and weaknesses of each system?
YES NO

A, Upload Files  Or drop files Y= Add Action £ AddNote

Previous

8. Consider whether you have answered all questions and entered all necessary attach-
ments or actions. When you are sure, press Submit.

Submit Audit

You are about to submit the audit. Please make sure you have answered all

questions and necessary attachments and/or actions.

9. The Auditis now completed.
‘}9 Al v @, Search Salesforce 9 A Q

EEE Operations Manag,_, Home  Chatter  Accounts ~,  Contacts »  Contracts Management Logs v  Invoices Payments More v K4

Audit
+ Audit-0029 Start Audit Submit for Approval Edit
Related Details Activity
Audit Name Status § ) o v
Audit-0029 Completed Filters: All time - All activities - All types
Management Log Audit Start Date Refresh Expand All
LOG-00004 15/10/2018 3:38 PM
) Next Steps
Type Audit Closed Date
Management Review 16/10/2018 2:43 PM No next steps. To get things moving, add a task or set up a
meeting.
Job Past Activities
Currency Last Modified By No past activity. Past meetings and tasks marked as done

show up here.

AUD - Australian Dollar #% Brendan Green, 16/10/2018 2:43 PM

B v
Created By Owner
% Brendan Green, 15/10/2018 3:36 PM &

&3 Brendan Green
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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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To locate non-image attachments

1. From the Audit record, selected Related.

222 Operations Manag... Home

Audit

4l 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.

Al v @, Search Salesforce

Chatter ~ Accounts v Contacts v  Contracts v

Status

Completed

Audit Start Date
15/10/2018 3:38 PM
Audit Closed Date
16/10/2018 2:43 PM

Last Modified By

Owner

#3 Brendan Green

. All v Q,  Search Salesforce

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

Chatter  Accounts ~  Contacts v  Contracts v

New

DESCRIPTION FINDING

Are the Core Values dis...  YES v
Do all team members ...  YES v
Are staff recognised an...  YES v
Is there an emergency ...  YES v
Is there a procedure in... ~ YES v
Are the current minim...  YES v

View All

Management Logs v

Management Logs v

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.

2252 @

4

Invoices v * v X  Morew

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.
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3. Now select the Audit Item’s Related tab.

4.

Al v Q. Search Salesforce

Operations Manag... Home  Chatter ~ Accounts Contacts v

Audit Item

el AIN-0207

Contracts v

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

Search Salesforce

we o

Operations Manag... Home Chatter Accounts »  Contacts

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

Contracts v

Upload Files

Management Logs v

Management Logs v

@2 e @®

Invoices v * v X  Morew 4

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.

In the Notes & Attachments section select the View All link.

@2 e @®

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

Operations Manag... Home  Chatter  Accounts

Audit Items > AIN-0207
Notes & Attachments

2 items - Sorted by Last Modified - Updated a few seconds ago
TITLE v OWNER
Loryn Jenkins

1 a Employee-Emergency-Contact-Form-Signed

Loryn Jenkins

2 . Employee-Emergency-Contact-Form
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Contracts v

Management Logs v

Neraa@®

Invoices v * v X Morew K4

Upload Files
B~ C
Vv 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 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.

ﬂ To obtain the Audit Resource.csvfile, talk to your system administrator.

9_ 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

Determines which audit type the current ques-
Type tion belongs to. To use a new audit type, speak General
with your system administrator.

Display_ Numeric value describing the display order of ,
Order__c each question within a section.
All employees pos-
Description__  The question displayed to the user. Can be sess current health
C formatted as plain text or using HTML. and safety cer-
tificates?
<p><b>Check:</b>
Guidance_ Description of the evaluation. Can be format- e S ST

health and safety cert
is filed for each
employee.</li> </ul>

Notes_ ¢ ted as plain text or using HTML.

A pipe-delimited string describing the set of

Possible_ possible answers. Each sub-string is displayed N/A | No | Yes
Findings_ ¢  onits own button. See below for the syntax for
this column.
Pass_Find- Optional criteria to determine whether this find- 8
ing_ ¢ 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.

Category__c 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 (How to configure new audit types) 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

CHAPTER 7 | How to work with the audit resource file 2 1 3


../../../../../../Content/C_OPS Finance/C_How to/N_Audit/How to configure new audit types.htm

Scaled
responses

Numeric
responses

Custom
responses

Slider:%
Slider:1

{NA|}1]2|3]4/5]6]|7]8]9]10
{N/A|}5]4|3|2|1

{N/A|}Low=1|Below Aver-
age=2|Average=3|Above Aver-
age=4|Excellent=5

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
from 0 to 1.0 incrementing by 0.01.
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-
resent values.

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
described on the button label.

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 7 | 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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Understanding expenses

Expenses enable you to include charges on franchisee invoices that are additional to
standard contract fees. You can include one off charges or have a charge be invoiced in
a series of installments.

When you enter an expense, the expense is converted into one or more expense lines.

» When you enter an expense with a single installment, it is converted into a single
expense line.

» When you enter an expense with multiple installments, it is converted into one expense
line per installment. The effective date of the installments are spread across sub-
sequent months.

Expense lines are invoiced in the first invoice run configured to charge expenses and
whose period includes the expense line’s Due Date.

Q_' Expenses can really lower the communications overhead between the man-
agement team and the finance team.

For example, if the management team agrees to run additional advertising in a
territory, they can enter the expense as a series of installments. These
expenses will automatically be picked up by the invoice run. It avoids having
to communicate special payment information to the finance team via email at
the beginning or the end of the installments.
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How to enter an expense

To create a new expense

1. Using the Salesforce menu, locate the Expenses tab.

=
‘?(‘) Q_ Search Salesforce ‘ ? A @
EEE Operations Manag___ Home  Chatter  Accounts v  Contacts v  Contracts v Management Logs v Invoices v Payments More w ke

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 rack later.

View Calendar Calendar
View All
Tasks

Recent Records Notes

Key Deals

m IRN-0005 To see your opportunity-related data, contact your Error Logs

Salesforce admin. Invoice Runs

E 00000219 .
ettt Iob Planning

Recently Viewed expenses are displayed.

2. Press New.

[
Q. Search Expenses and more... *|+] ? A \Q
Operations Manag,,, Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Expenses v  More w v

Expenses
Recently Viewed v

2items - Updated a few seconds ago

EXPENSE NUMBER v SUMMARY v TYPE v AMOUNT INC TAX v TAX EXEMPT v INVOICED TO DA... v FRANCHISE v
1 EXP-000043 New Mobile Phone Mobile Handset $859.00 $0.00 FCS Bondi Beach v
2 EXP-000042 Additional Local A... Advertising $355.00 $355.00 FCS Bondi Beach v

The New Expense dialog box appears.
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3. Enter the expense description into the Summary field. This will appear on the fran-
chisee invoice.

New Expense

Information

Expense Number Owner
OPS Finance Manager

*Summary * Franchise

Mobile handset Search Accounts... Q
*Type Supplier

—-None-- v Search Accounts... Q
* Date * Instalments

& 1

* Amount Inc Tax

Tax Exempt

System Information

Currency

Australian Dollar v

Cancel Save & New

4. Select the Franchise to which the expense will be invoiced.

New Expense

Information

Expense Number Owner
OPS Finance Manager 1

*Summary * Franchise

Mobile handset [ Coo| Q
Ty |

ype Q  "Coo"in Accounts

--None-- v

&, FCS Coogee
&l 444333219

* Date

4+  New Account

* Amount Inc Tax

Tax Exempt

System Information

Currency

Australian Dollar v

Cancel Save & New
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5. Select the expense Type.

New Expense

Information

Expense Number Owner
OPS Finance Manager
*Summary * Franchise
Mobile handset FCS Coogee x
*Type Supplier
Mobile Handset v Search Accounts... Q

* Instalments

1

--None--
Advertising

Business Cards

Mobile Bill Charges
+ Mobile Handset
«
1 Vehicle Signage

Other

Australian vornar e

Cancel Save & New

6. Enterthe Date the expense was incurred.

7. Choose the number of installments in which this expense will be paid.

‘ ﬂ Installments are payable on subsequent months.
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8. Enter the Amount Inc Tax, then press Save.

Information
Expense Number

* Summary

Mobile handset

*Type
Mobile Handset

* Date
4/05/2018

* Amount Inc T:
850.00
Tax Exempt

System Information

Currency

Australian Dollar

New Expense

Owner
OPS Finance Manager

* Franchise
FCS Coogee X
Supplier
v Search Accounts... Q
* Instalments
& 2
v

Cancel Save & New

Operations Management displays the newly created Expense record.

Home

Operations Manag...

Chatter

Q_  Search Expenses and more...

@2 e ®

Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  Expenses v More v K4
Expense
El‘i Mobile handset Edit Delete Clone v
Type Amount Inc Tax Date Franchise Instalments
Mobile Handset $850.00 4/05/2018 FCS Coogee 2
DETAILS RELATED
Expense Number Owner
EXP-000044 9 OPS Finance Manager
Summary Franchise
Mobile handset FCS Coogee
Type Supplier
Mobile Handset
Date Invoiced To Date
4/05/2018 $0.00
Amount Inc Tax Expense Item Total Amount Inc Tax
$850.00 $850.00
Tax Exempt Instalments
2
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To see when an expense will become payable

1. From the Expense, select the Related tab.

Q_  Search Expenses and more...

10N I (o)

Management Logs v  Invoices v  Expenses v

Operations Manag... Home  Chatter ~ Accounts v  Contacts v  Contracts v

More w K4

Expense
Mobile handset

Edit Delete Clone

v
Type Amount Inc Tax Date Franchise Instalments

Mobile Handset $850.00 4/05/2018 FCS Coogee 2

DETAILS RELATED /

Expense Number Owner

EXP-000044 Q OPS Finance Manager

Summary Franchise

Mobile handset FCS Coogee

Type Supplier

Mobile Handset

Date Invoiced To Date

4/05/2018 $0.00

Amount Inc Tax Expense Item Total Amount Inc Tax

$850.00 $850.00
Tax Exempt Instalments

2

2. Review the expense lines.

xn)

Q_  Search Expenses and more...

@2 e @®

B Operations Manag... Home  Chatter ~ Accounts v Invoices v  Expenses v  More w Kd

Contacts v  Contracts v  Management Logs v

A0 Expense
23 Mobile handset Edit ~ Delete  Clone

v
Type Amount Inc Tax Date Franchise Instaiments
Mobile Handset $850.00 4/05/2018 FCS Coogee 2
DETAILS RELATED
Expense Line Items (2) New
EXPENSE ITEM NUMBER  SUMMARY AMOUNT INC TAX TAX EXEMPT
EIN-000059 Mobile handset - 4/05/... ~ $425.00 v
FIN-000060

Mobile handset - 4/06/... ~ $425.00

View All
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3. To see more detail, press View All.
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=\
Q_  Search Expenses and more... *|v N § ‘Q‘

Operations Manag... Home  Chatter  Accounts v  Contacts v  Contracts v Management Logs v  Invoices Expenses v  More w v
Expense
KE Mobile handset Edit Delete Clone
Type Amount Inc Tax Date Franchise Instalments
Mobile Handset $850.00 4/05/2018 FCS 2
DETAILS RELATED
Expense Line Items (2) New
EXPENSE ITEM NUMBER ~ SUMMARY AMOUNT INC TAX TAX EXEMPT
EIN-000059 Mobile handset - 4/05/...  $425.00 . v
EIN-000060 Mobile handset - 4/06/... ~ $425.00 v
_ /

'Y ” =N
“-D Q,_  Search Salesforce E] ? A \Q/
EES Operations Manag___ Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v Invoices v  Expenses v More v K4
Expenses > EXP-000044 New
Expense Line Items
2items - Updated a minute ago @~ c

EXPENSE ITEM NUMBER v SUMMARY v AMOUNT INC TAX Vv TAX EXEMPT v DUE DATE v INVOICED v

1 EIN-000059 Mobile handset - 4/05/20...  $425.00 - 4/05/2018 - v

2 EIN-000060 Mobile handset - 4/06/20... ~ $425.00 4/06/2018

ﬂ If you need to manually edit any of the expense lines, select Edit.

Q_ Search Salesforce [ ?2 A Q
Operations Manag.. Home Chatter Accounts v Contacts v  Contracts \v  Managementlogs v Invoices \v Expenses v More v X
Expenses > EXP-000044 New
Expense Line Items
2items - Updated 3 minutes ago 1 ®-
EXPENSE ITEM NUMBER v SUMMARY v AMOUNT INC TAX v TAX EXEMPT v DUE DATE v INVOICED v
1 EIN-000059 Mobile handset - 4/05/20...  $425.00 4/05/2018 v
2 EIN-000060 Mobile handset - 4/06/20... $425.00 4/06/2018 v
R
Delete
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Adding a supplier

Operations Management represent suppliers as a special type of Business Account.

To add a supplier account

1. From the Accounts list page, press New.

*

‘m 1 Al v Q. Search Accounts and more... @3 ‘) ¢ .'l @

.s Operations Manag_l_ Home  Ch: Accounts v Contacts v  Contracts v  ManagementlLogs “  Invoices »/  Payments

Morew

Accounts N
B . N Import
i Recently Viewed v ew poi

13 items - Sorted by Account Name - Updated a few seconds ago Q Search this list... G- By O #
ACCOUNT NAME 1 Vv ACCOUNT SITE VvV  PHONE v ACCOUNT OWNER ALIAS
1 Australia Master FinMan
2 Bayswater VIC fmanv
3 Dianna Ross FranchO
4 FCS Ringwood 0404 303 808 rfran
5 FCS Ringwood East 0404 030 808 U

The New Account dialog box appears.

2. Check that Business Account is selected, then press Next.

New Account

Select a record type

(®  Business Account
Business

Franchise Profile
Represents a Franchise

Individual

Master Franchise Profile
Represents a Master Franchise

Person Account

Cancel

3. Now complete the account creation by entering all relevant details then pressing

Save.
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4. From the Account, press the Edit button.

All v Q. Search Accounts and more...

f@?2ee@®

Operations Manag,,‘ Home  Chatter ~ Accounts s,  Contacts »  Contracts Management Logs ~  Invoices Payments Morew K4

Account
i Smith's Floorworld Ringwood & 4+ Follow Edit Delete View Account Hierarchy View Website Create New Job Supplier Invoice
I Type Phone Website Account Owner Account Site Industry [
Technology Partner (03) 9879 1622 www.floorworld.com.au #3 Ringwood Franchisee £

Details Related Connection Status Connect to XE1O

Account Name Account Owner Has not been set up : Disconnected
Smith's Floorworld Ringwood £ Ringwool
Parent Account Franchise @
. Activi Chatter
FCSRil od ty
Company Number @ Email ©
ringwood@floorworld.com.au Email
Business Number @ Phone
55005946654 (03) 9879 1622
Type Fax Create new...
Technology Partner (03) 9879 5267
Industry Website Filters: All time - All activities - All types 'Y
www.floorworld.com.au
. . Refresh Expand All
Available as Supplier €
4
b Next Steps

5. Check Available as Supplier. Enterthe Default Tax Rate, then press Save.

All v Q. Search Salesforce ') @ ‘_. @

Business Manage... Home  Chatter ~ Accounts »» Jobs ~/  JobOffers \»  JobSchedule Invoices »» Payments »» More ¥ Y
Account . X )
Smith's Floorworld Ringwood & + Follow Edit Delete View Account Hierarchy

* Account Name Account Owner LogaCall NewEvent New Task More

Smith's Floorworld Ringwood Loryn Jenkins

Parent Account Franchise Recap your call... Add
Search Accounts... Q E FCS - Ringwood x
Filters: All time - All activities - All types Y
Company Number Email Refresh Expand All
ringwood@floorworld.com.au
Next Steps
Business Number Phone
55005946654 03 9879 1622 No n?xt steps. To get things moving, add a task or setup a
meeting.
Type Fax Past Activities
~None- v 03 9879 5267
No past activity. Past meetings and tasks marked as done
Industry Website show up here.
--None-- v www.floorworld.com.au v
Available as Supplier ’ 5
Default Tax Rat, )

10.00% '

Cancel

The account is now available in the system as a supplier.
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Creating a supplier invoice

Operations Management allows you to associate lines from a supplier invoice against a
job. This allows you to track the expenses incurred by particular jobs.

You can also record purchases not intended for a job (i.e. purchases for
stock). To do this, ensure the Job on the invoice line is blank.

To record a supplier invoice

1.

i1 Operations Manag.

Search Accounts and more...

Q- -
home. craer g I v+ Morsgomtlogs < Eperis v ks

Payments v

From the Salesforce Accounts list, select the Business Accounts list view.

(-
@? e ®

Jobs v JobOffers v, CustomerFeedback v Territories v More v

s

Accounts

‘/I

FCS VIC Franchisees
uitems [ o ]
RECENT LIST VIEWS | M
: p—— &~
. FCS NSW Franchisees

+ FCSVIC Franchisees

(Pinned ist)

Billing State v Billing Postcode
vic 3183
vic 3140
vic 3140
vic 34

2. Select the target supplier account.

i3t Operations Manag...

Ay Q

Search Accounts and more.

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

Phone
0431661077
0411628422
0431661077
0431661077

New  Import Printable View
Q. Search ths st & B~ C /4 €Y

Vv AccountOwner... v OwnerFirstName v Owner Last Name v
ooff ops Head Office Manager v
Ifran Lilydale FranchiseOwner v
o John Smith -
o John Smith v

F@m?2ea®

;&;‘::;ss Accounts v # New | Import | Printable View
o Q, Search this list. & Er C £ €Y
O = n .
14 Parallel Trades Pty Ltd NSW 2022 (02) 9389 8988 sadmi 3/10/2017 9:42 AM v
15 Ray White Bexley 2207 kmile 12/08/2019 9:12 AM v
17 Smith's Floorworld Ringwood 0398791622 FO 1/08/2019 4:07 PM 2
18 Sydney Electrical Services Nsw 2026 (02) 9389 2797 sadmi 3/10/2017 3:48 PM v
19 Total Tools NSW sadmi 3/10/2017 11:18 AM v
20 Trainers Pty Ltd NSW. 2000 Jannis 5/10/2017 3:09 PM v
3. From the Account page, press Supplier Invoice.

)

Aw | Q. Sesrch Accounts and more, @2 ea®

i3 Operations Manag... Home Chatter Accounts » Contacts » Contracts v Managementlogs v Expenses » Invoices v/ Payments v, Jobs » JobOffers , CustomerFeedback v Territories v More ¥ ’

Account
2l Smith's Floorworld Ringwood

Biling Address Status

Details Related

Account Name
Smith's Floorworld Ringwood

Parent Account
Company Number
Business Number
55005046654

Type

Industry

Status Reason

Account Owner
@ Jomn smitn
Fanchise

FCS - Ringwood

Email

ringwood@floorworld.com.au

Phone
0398791622
Fax

039879 5267

Website

www.floorworld.com.au

Available a5 Supplier

7
Default Tax Rate
20.00%

The Supplier Invoice dialog box appears.
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+ Follow  Edit  Delete | View. Mcau"w Supplier Invoice
Activity Chatter
Log a Call New Event New Task Email
Recap your cal Add

Filters: All time - All activities - Alltypes Y
Refresh - Expand Al  View All
v Upcoming & Overdue
No next steps.

To get things moving, add a task or set up a meeting.

No past activty.
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4. Enter the supplier invoice header details.

Supplier Invoice

* Supplier Invoice Number Status

D8932 Open v
*Invoice Date *Due Date

19/11/2019 & 26/11/2019 &
Reference

D8932A
Tax Rate (%) 10 Invoice Amount $0.00

Jos SUMMARY ACCOUNT CODE AMOUNT INCLUDES TAX? AMOUNT INC TAX
1 Searchlob Q. Summary 310 $0.00 v $0.00 +

Cancel Generate Invoice

9. Now enter the first line, attributing the line to a job in the system.

Supplier Invoice

*Supplier Invoice Number Status
D8932 Open v
*Invoice Date * Due Date
19/11/2019 & 26/11/2019 &
Reference
D8932A
Tax Rate (%) 10 Invoice Amount $56.00
Jos SUMMARY ACCOUNT CODE AMOUNT INCLUDES TAX? AMOUNT INC TAX
1/ B N-00156 X Grout 310 $56.00 v $56.00 —+

Cancel Generate Invoice

6. Press the + button to add a second line.

Supplier Invoice

* Supplier Invoice Number Status

D8932 Open -
* Invoice Date *Due Date

19/11/2019 & 26/11/2019 &

Reference
D8932A

Tax Rate (%) 10 Invoice Amount $56.00

Jos SUMMARY ACCOUNT CODE AMOUNT INCLUDES TAX? T INC TAX

1[5 N-00156 X Grout 310 $56.00 e $56.00 =+
2 IN-00156 X Summary 310 $0.00 B 50,00 o

Cancel Generate Invoice
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7. When the invoice is complete, press Generate Invoice.

Supplier Invoice

* Supplier Invoice Number Status
D8932 Open v
*Invoice Date *Due Date
19/11/2019 & 26/11/2019 &
Reference
D8932A
Tax Rate (%) 10 Invoice Amount $3,306.00
Jos SUMMARY ACCOUNT CODE AMOUNT INCLUDES TAX? AMOUNT INC TAX
1 [)N-00156 X Grout 310 $56.00 ke $56.00 +

2 JN-00156 X Tiles 310 $3,250.00 $3,250.00

Generate Invoice

8. The supplier invoice is now generated.
@

P
Al v Q. Search Invoices and more. 258 ®

Operations Manag... ~ Home Chatter Accounts v Contacts v Contracts  Managementlogs v Expenses v Imoices v Payments  Jobs \ JobOffers v  CustomerFeedback v Teritories v More v .
g invoice
4 Dgo32 + Follow  Edit  Clone  Delete  CreatelnvoicePDF  Send to Financial System
Account IncicaDate Amauntnc Tax st
Smith's Floorworld Ringwood 19/11/2019 $3,306.00 Open
Details Related Activity Chatter
Sy staus Owner
= @ omnsmitn LlogaCall NewEvent New Task Email
e Number Amount
D8932 $3,005.4545 Recap your call. Add
InicoDate ToxAmount
19/11/2019 $300.54

Filters: Al time « All activities - All types Y
Due s AmountneTax
26111/2019 §3:306.00 Refesh - Expand Al View Al
e -
« Upcoming & Overdue

sotes I Nonext steps.
Open To get things moving, add a task or set up a meeting
Account

Has been emailed?
Smith's Floorworld Ringwood No past activity.

Reference Financial System Id © Past meetings and tasks marked as done show up here.

D89328

Supplier Invoices are optionally synchronized with Xero. To send a Supplier
Invoice to Xero, press the Send to Financial System button.
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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 ﬁ .!. @

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

Material Price List

L
& 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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Working with franchisees on the phone

Operations Management provides a range of tools for franchisors to be able to quickly
and easily field franchisee requests. The following topics deal with a range of tasks com-
mon to Account, Contract, Invoice, Management Log or Customer Feedback records,

encompassing taking notes, creating follow up tasks, sending emails, and scheduling
meetings.

Be aware that the use of these features on Accounts, Contracts and Invoices
create records that are visible to franchisees. To create compliance-related
records that are not visible to franchisees, See “Working with Management
Logs” on page 175.
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How to locate the right record

When a customer or franchisee contacts you, you need to locate the right record so that
you can record new information and update existing information in the right place.

To locate a person’s record

1. Ask for the person’s name. Enter their name into the Salesforce search box.

& [ Q bondibeach‘*‘ J ?a @

0o : . N
33 Operat\ons Manag_,, Home  Chatter £ Q  "bondi beach" v Invoices v Payments v  More w s
B Accounts Q_ "bondi beach" in Accounts ’ N
. ew
E] Recently Viewed v
FCS Bondi Beach = .
15 items - Updated a few seconds ago Fa Account &- | E- C | f
ACCOUNT NAME v PHONE Simon Walker ING STATE v ACCOUNT OWNER AL... v
Contact - FCS Bondi Beach
1 Simon Walker 0424463511 v rsale v
James Walker
2 Back In Motion Montrose 0424163136 = Contact - FCS Bondi Beach rsale v
3 FCS Maroubra 0412111111 viarouora now bsmit v

Salesforce displays a list of records that match the name you entered. The type of
each record is displayed.
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2.

If you see a corresponding Account, select the account.

‘ m If you do not see the person’s account, go to step 5.

Within the Account, you have access to all their recent details and preferences.

[y

(24

23t Operations Manag... Home  Chatter

Q. bondi beach ') ‘.- @

Accounts v Contacts v  Contracts v  Managementlogs v Invoices v  Payments v  More v K4

Account

i} FCS BondiBeach &

Billing Address Status Status Reason
11 Beach Road Active
Bondi NSW 2026
Australia
DETAILS RELATED

Account Name
FCS Bondi Beach

Parent Account

Status
Active

Status Reason
Inactive Reason

Field Manager
0 OPS Field Manager

Timezone
Australia/Sydney GMT+1000

Next Review Due Date

Next Review Date
23/03/2018 12:00 PM

+ Follow Edit Create New Job

ACTIVITY CHATTER

Account Owner

0 Simon Walker
R o R LogaCall NewEvent New Task More
Email

simon.walker@gmail.com

Phone Create new... Add
0411123456
Fax

Activity Timeline Yy ¢ Expand All
Cell Member Role

Next Steps

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

meeting.
Secondary Cell Group

Past Activity

> E Invoice - INV-0... & 7:44AM|[18/05 v
OPS Finance Manager sent an email to
Simon Walker

Name and contact details

Address information

Summary of invoices and payments owing

Marketing information and communication preferences

CHAPTER 11 | Working with franchisees on the phone

243



3. To see current and historical jobs, contracts, territories, management logs, invoices,
job offers, expenses, expense line items and business hours, select the Related tab.

< Q. bondibeach ([ 24 @
252 Operations Manag... Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  Payments v  More v K4
FCS Bondi Beach & + Follow  Edit  Create New Job
| |
DETAILS RELATED ACTIVITY CHATTER
We found no potential duplicates of this account.
LogaCall NewEvent New Task More
No duplicate rules are activated. Activate duplicate rules to identify potential duplicate records.
Create new... Add
Related Contacts (2) New Contact  Add Relationship
Activity Timeline Y ¢  ExpandAll
E Simon Walker v E James Walker v
AccountN...  FCS Bondi Beach Account N...  FCS Bondi Beach Next Steps
Title: Title:
Email: athelwald.jenkins@gmail.com Email: No next steps. To get things moving, add a task or set up a
meeting.
View All P
e Past Activity
E Contracts (Franchise Profile) (2) > E Invoice - INV-0... & 7:44AM|18/05 v
Ol r sent an email to
00000124 v 00000224 v g )
Account Na...  Simon Walker Account Na...  FCS Bondi Beach :
Status: Activated Status: Activated > Scheduled Review  12:00PM|23/03 | v
Contract Star... 5/10/2017 Contract Star...

1/05/2018 |

>
|

View All

OPS Field Manager had an Event

Scheduled Review  12:00PM|23/03 | v

Simon Walker had an Event

4. If the inquiry relates to a job, a job offer, or any other type of record, you can reach the

record by clicking on the record number.

‘?’@ Al v Q_  Search Accounts and more... 9 $ ._‘ @
ESE Operations Manag,,, Home Chatter Accounts Contacts v Contracts v Management Logs v More v e
FCS Bondi Beach & 4+ Follow  Edit | Create New Job
Job Offers (6+)
JOB OFFER N... STATUS COMMENTS
-00348 Timed Out v
JN-00332 Accepted v
JON-00259  JN-00331 Accepted v
JON-00258  JN-00330 Accepted v
;ON»00241 JN-00296 Timed Out v
8 JN-00250 Timed Out v
View All
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How to capture the outcomes of phone calls

When a franchisee calls and leaves a message, sometimes you just need to record
information and other times someone needs to follow up the call.

To record information

1. Locate the Account, Contract, Invoice, Management Log or Customer Feedback. See
“How to locate the right record” on page 242.

2. From the Activity pane’s Log a Call tab, press Create new...

“.‘p Q. bondi beach *|v ? A @
::E Operations Manag___ Home Accounts v Contacts v  Contracts v  Managementlogs v  Invoices v  Payments v  More v K4

Account

2} FCSBondiBeach &

Billing Address Status

Status Reason

+ Follow Edit Create New Job

11 Beach Road Active
Bondi NSW 2026
Australia
DETAILS RELATED ACTIVITY CHATTER
Account Name Account Owner
FCS Bondi Beach 9 Simon Walker
cm— LogaCall NewEvent New Task More
Parent Account Email
simon.walker@gmail.com

Status Phone Create new... Add
Active 0411123456
Status Reason Fax

Activity Timeline Y G ExpandAll
Inactive Reason Cell Member Role

Next Steps

Field Manager

9 OPS Field Manager
Timezon
Australia/Sydney GMT+1000

Primary Cell Group

Secondary Cell Group

The Log a Call activity pane displays.
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3. Complete the details and press Save.

Operations Manag...

Home  Chatter

Q. bondi beach

Accounts v

e ?ea@®

Contacts v  Contracts v  ManagementlLogs v Invoices v  Payments v  More v K4
Account
Fa FCS Bondi Beach =& + Follow Edit Create New Job
Billing Address Status Status Reason
11 Beach Road Active
Bondi NSW 2026
Australia
DETAILS RELATED ACTIVITY CHATTER
Account Name Account Owner
FCS Bondi Beach c Simon Walker
R R LogaCall NewEvent New Task More
Parent Account Email
simon.walker@gmail.com

! W @gmai Subject
Status Phone N
Active 0411123456 I Call Simon l
Status Reason Fax Comments

Inactive Reason

Field Manager
c OPS Field Manager

Timezone
Australia/Sydney GMT+1000

Next Review Due Date

Cell Member Role

Primary Cell Group

Secondary Cell Group

Question on location details for tomorrow.

Simon Walker X I

The call is saved to the record’s Activity Timeline.

Operations Manag...

Home  Chatter

Q. bondi beach

Accounts v Contacts v

@2 @®

Contracts v Management Logs v  Invoices Payments v More w s
Account
‘2] FCS BondiBeach & + Follow Edit  Create New Job
Billing Address Status Status Reason
11 Beach Road Active
Bondi NSW 2026
Australia
DETAILS RELATED ACTIVITY CHATTER
Account Name Account Owner
FCS Bondi Beach 0 Simon Walker
R LogaCall NewEvent New Task More
Parent Account Email
simon.walker@gmail.com

Status Phone Create new... Add
Active 0411123456
Status Reason Fax

Activity Timeline Y ¢ Expand All
Inactive Reason Cell Member Role

Next Steps

Field Manager
0 OPS Field Manager

Timezone
Australia/Sydney GMT+1000

Next Review Due Date

Next Review Date
23/03/2018 12:00 PM
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Primary Cell Group

Secondary Cell Group

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

Past Activity

Call Simon Today v

| You logged a call with Simon Walker
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How to send an email

Salesforce allows you to send an email to the franchisee. When you send an email using
Salesforce the email is logged to the Activity Timeline. This is useful for keeping a record
of all interactions with the franchisee.

To send an email

1. Locate the Account, Contract, Invoice, Management Log or Customer Feedback. See

“How to locate the right record” on page 242.

2. From the Activity pane, select the Email tab.

rn)

232 Operations Manag... Home  Chatter

Q_  Search Salesforce

Accounts v Contacts v  Contracts v

CINN- I W(o )

Invoices v Payments v  More v K4

Account

2] FCS BondiBeach &

Billing Address Status Status Reason
11 Beach Road Active
Bondi NSW 2026
Australia
DETAILS RELATED

Account Name
FCS Bondi Beach

Parent Account

Status
Active

Status Reason
Inactive Reason

Field Manager

9 OPS Field Manager
Timezone

Australia/Sydney GMT+1000

Account Owner

Q Simon Walker

Email
simon.walker@gmail.com

Phone
0411123456
Fax

Cell Member Role

Primary Cell Group

Secondary Cell Group

+ Follow Edit Create New Job

ACTIVITY CHATTER
LogaCall NewEvent New Task Email
Create new... Add
Activity Timeline Y ¢  ExpandAll
Next Steps
> Wants to reschedule ... Tomorrow v

(OPS Compliance Manager has an upcoming Task
with Simon Walker

The Email tab displays, and shows the owner of the record in the From address.
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3. Copy the email address from Account Name and paste it into the To field.

Q. Search Salesforce [EB ') -!-
Operations Manag___ Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  Payments v  More v K4
Account
B FCS Bondi Beach =& + Follow Edit Create New Job
Billing Address Status Status Reason
11 Beach Road Active
Bondi NSW 2026
Australia
DETAILS RELATED 1 ACTIVITY CHATTER
Account Name Account Owner
FCS Bondi Beach Q Simon Walker .
S LogaCall NewEvent New Task Email
Parent Account Email
simon.walker@gmail.cory Y
*From
Status Phone OPS Head Office Manager <headoffic... v
Active 0411123456 ShErD
To Cc
Status Reason Fax Inspect Element
Services >

Inactive Reason Cell Member Role headofficemanager@tfc.com.fcso... X
Field Manager Primary Cell Group
g OPS Field Manager ’ Subject Enter Subject...
Timezone Secondary Cell Group
Australia/Sydney GMT+1000 Font v Sie -
Next Review Due Date = =
Next Review Date
23/03/2018 12:00 PM
v Business Information
Legal Entity Name Business Number
Walker Family Trust 554333222 Powered by Salesforce
Trading Name Company Number http://www.salesforce.com/
Aura Pty Limited as Trustee for Walker Family Trust 604445554

Operating Structure
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4. Complete Subject and Details then press Send.

Q_  Search Salesforce * : ’) ;
Operations Manag_,_ Home  Chatter ~ Accounts v  Contacts v  Contracts v ManagementLogs v  Invoices v  Payments More v K
Account
B FCS Bondi Beach & + Follow Edit Create New Job
Billing Address Status Status Reason
11 Beach Road Active
Bondi NSW 2026
Australia
DETAILS RELATED ACTIVITY CHATTER
Account Name Account Owner
FCS Bondi Beach G Sil
Loga Call New Event New Task Email
Parent Account Email
simon.walker@gmail.com
*From
Status Phone OPS Head Office Manager <headoffic... ¥
Active 0411123456
Status Reason Fax o simon.walker@gmail.com X
Cc
Inactive Reason Cell Member Role
5 headofficemanager@tfc.com.fcso... X
cc
Field Manager Primary Cell Group
0 OPS Field Manager
Timezone Secondary Cell Group Subject I Additional meeting times I
Australia/Sydney GMT+1000
Next Review Due Date Font - Sz .
A- = =
Next Review Date B I U A - -
23/03/2018 12:00 PM
v Business Information
Hi Simon
Legal Entity Name Business Number
Walker Family Trust 554333222 Just checked my schedule. I'm also available on
the 15th and 18th. Is that of interest?
Trading Name Company Number
Aura Pty Limited as Trustee for Walker Family Trust 604445554 Yours,
Operating Structure Luke
Trust
v Address Information -
IZ2R0N - oW WA
Billing Address Shipping Address
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The email is sent and is added to the Past Activity.

N
‘?‘l‘ Q_  Search Salesforce [* - ’) -! @
EEE Operations Manag.,. Home  Chatter  Accounts v  Contacts v Management Logs v  Invoices v  Payments v More v Kd
Account

‘il FCSBondiBeach & + Follow Edit  Create New Job

Billing Address Status Status Reason

11 Beach Road Active

Bondi NSW 2026

Australia

DETAILS RELATED ACTIVITY CHATTER
Account Name Account Owner
FCS Bondi Beach c Simon Walker
e LogaCall NewEvent New Task Email
Parent Account Email
simon.walker@gmail.com

Status Phone Create new... Add

Active 0411123456

Status Reason Fax

Activity Timeline Y ¢ Expand All
Inactive Reason Cell Member Role
Next Steps

Field Manager
Q OPS Field Manager

Timezone
Australia/Sydney GMT+1000

Next Review Due Date

Next Review Date
23/03/2018 12:00 PM

v Business Information

Legal Entity Name
Walker Family Trust

Primary Cell Group

Secondary Cell Group

Business Number
554333222

Wants to reschedule... Tomorrow v

OPS Compliance Manager has an upcoming Task
with Simon Walker

Past Activity

> B Additional meeting ... 5:221PM|Today ¥

You sent an email to simon.walker@gmail.com

> . Call Simon Today v
| You logged a call with Simon Walker

You can easily streamline the emails you send by creating standardized

templates. For more information refer to the Salesforce documentation,
Create a Template.

ACTIVITY CHATTER

Log a Call New Event New Task Email
*From REC Sales Manager <mike@franchisec...»
To

NN

Related To

Alexander Ivanov

X
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https://help.salesforce.com/articleView?id=email_create_a_template.htm&type=5

How to confirm a scheduled appointment with a franchisee

el

Salesforce does not provide the ability to send a meeting request to a fran-
chisee using built-in Activity features.

To send a meeting invite or appointment confirmation

» Use Management Logs selecting the Meeting type, which contains automated invit-
ation reminders. See “Working with Management Logs” on page 175.
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Working with emails and templates

You can configure email templates to suit your organization.

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.

ﬂ Ask your system administrator for a signature block URL.

To set up a signature block
1. Obtain the signature block URL from your system administrator.
2. Go to your personal Settings.

&> My Q searhsastoe | >

i1 Business Manage... Home Chatter Accounts v Contacts ~ Jobs \, JobOffers » JobCalendar Invoices \»  Payments Customer Feedback /g Material Price Lists »  Repor

- ’ John Smith =
nfctrial01-dev-ed mysalesforce.com
Today's Events Today's Tasks = Assistant Settings  Log Out
@ Quick Find
USERNAMES

© loryn jenkins@nfctrial01. demo
1 -dev-ed my.sa

Looks ke youre free and clear the restof the da: Nothing due today. Be a go-getter, and check back soon.
Nothing needs you
View Calendar View All
Recent Records Key Deals © loryn jenkins@franchisecloudsolutions.com
fesopsgoldenut deved.mysalesforce.com
To see your opportunity data, contact your Salesforce ad
B John Smith
10 More User es.
E FCS - Claymore DISPLAY DENSITY
/' Comfy
m FCS - Bexley
Compact
October-09-2019-16:25:53-AEDT-+1100 g CFES
Switch to Salesforce Classic @
No0sT Add Username
View All
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3. Go to My Email Settings.

Al v Q Search Salesforce 2] 2 A @

Business Manage... Home Chatter Accounts v Contacts v Jobs v JobOffers v, JobCalendar Invoices v Payments v/ CustomerFeedback Material Pricelists » Reports v “JohnSmith ~ X More v

Q. Quick Find E Personal Information

My Personal Information

Advanced User Details

Personal Information tp i e @
Approver Settings
Change My Password Details. oquired Information
Connections. FirstName | jopn
Grant Account Login Access Lasthame | smith
. s o
inguage & Time Zone
Busge Email | loryn jenkins@franchi
Login History Usermame.fanchsseowner@nicta1.
. Nickname | anchsesomner i
Personal Information 1
Phone
Reset My Security Token o
Security Central . Fax
> Display& Mobile 0421788 574
v Email Address
My Email Settings e ’W
My Email to Salesforce
Y inguood
My Unresolved Items. StaterProvince i
> Chatter ZpfPostal Code 3134
Coun i
> Calendar & Reminders *r [ustala
> Desktop Add-Ons My Work Information
> Import Company Name
e
Depariment
Diision

Employee Number
statofDay | gioo am
EndorDay | 1100

save| | Cancel

4. Paste the URL provided by your system administrator.

Mlv | O SearchSalesforce BN R o)

Business Manage... Home Chatter Accounts v Jobs  JobOffers v JobSchedule Invoices Payments v CustomerFeedback v Contacts v  MaterialPricelists v Files v Reports v

Q Quick find ﬂ My Email Settings

My Personal Information

People v More v

Advanced User Details

) My Email Settings Hapfor s Page @
Approver Settings
icati for ¥ = Reed et
Change My Password EmailName [ Kerryn Mier
Connections Email Addross | karryn mier@franchisec
utome e [ @Yos Mo
Language & Time Zone .
Email Signature  §img src="ttps:/nfctrial01-dev-ed--
Login History < s conton forca ShopnoraersonrendiionDonriosd?
onion-ORIGINAL-Praversionid-0667F O0000XEehwaoperaionComext=CHATT
Personal Information |ER&contentld=05T7F00001ikizd"
Security Central
> Display & Layout
~ Email
| o setings O Stlestores Email Composer

My Emailto Salesforce
Detault Email Appicaton

My Unresolved ltems ‘Opens tho dofault email appiication.
> Chatter Subscriptions.

> Calendar & Reminders ‘Send Apex Waming Emals

> Besisp o Rocoive Salesforco CRM Conlant Email Alarts |

Receive Salesforce CRM Contant Alers as Daly Digest ;
> Import

Save | [Cancel
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5. Press Save.

Business Manage...

Ay Q Search Salesforce

pe?sa @

Files v Reports v People v More v

Home Chatter Accounts v Jobs v JobOffers v JobSchedule Invoices \  Payments \  CustomerFeedback v Contacts Material PriceLists v

Q_ Quick Find

My Personal Information

Advanced User Details

ﬂ My Email Settings

My Email Settings

Hoto tor i page @
Approver Settings
Settings for ~Rocured nfomaton
Change My Password EmailName [ kerryn Miler
Connections Email Adéress | caryn.mier@icanchisec
adress?

tomatcBee. [ @Yes No

Language & Time Zone.
Email Signature [ img src="hitps/nfctrial01-dev-ed~

Login History

Personal Information

Security Central

-

© tna

| wensens
Wyt s

—

> Chatter

Calendar & Reminders
> Desktop Add-Ons

> Import

.ap5 contantforce com/sfc/seniot shopherdersionirandiionDownlosd?
=ORIGINAL Pgvorsionkd=0687F00000XBcNwaoperationContoxt=CHATT
ER8contentid=05T7F0000 Tiizd >

© Sslestorce Email Composer

OetaultEmail Appiication
Opens the dofauit emailappication.
Subscriptions.

‘Send Apex Waming Emals.
Receive Salesforce CRM Content Emal Alets |
Receive Salesforce CRM Content Alers as Daly Digest

(o ) (cxce)

6. The email signature block will now appear within your emails.

Business Manage.. ~ Home Chatter Accounts v Jobs v JobOffers v

Search Contacts and more..

@2 e @

\&/

JobSchedule Invoices Payments v Customerfeedback v Contacts v Material Pricelists v Files » Reports  Dashboards v More v ,

Contact
E Mr. Bob Smith =

Title Account Name

Details Related
Contact Owner
“ Loryn Jenkins
Name
Mr. Bob Smith
Account Name.
Tite
Department
Bithdate
ReportsTo

Lead Source.

Contact Currency
AUD - Australian Dollar

Mailing Address.
Created By

“ Loryn Jenkins, 2/07/2019 4:54 PM

Description

4 Folow  Edt  ChangeRecordType  Delete  ViewContactHierarchy ~ Clone  ChangeOwner Printable View

Phone (2) v Email

Contact Owner
bsmith@handyway.com.au = Loryn Jenkins £
Activity Chatter
Phone.
Email
Home Phone
“FOm  Kerryn Miler <kerryn.miler@franchisecloudsolutions com> -
Mobile
0431661889 T [ sobsmith x e
Other Phone
8ee kerryn.miler@franchisecloudsolut... X
Fax
Subject  Enter Subject
Email
b.smith@handyway.com.au R S BI U A- @ =
Asistant
® 9
Asst. Phone

Kerryn Miler
Other Address Support & Training Agent (

[1 +61421788574 R
Last Modified By y C
= Loryn Jenking, 2/07/2019 4:54 PM kerryn.miler@franchisecloudsolutions.com S0

Contact Record Type:
Contact

anchisecloudsolution:

Powered by Salesforce
hitp:/www.salesforce.com/

How to edit email template headers and footers

Most likely you will have created branded headers and footers for use with all email tem-

plates.
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To review the branded email headers and footers

1. Open the App Launcher.

m ('SUD Al w O Search Salesforce f@? a @
i Business Manage... Home Chatter Accounts v Contacts » Jobs » JobOffers v, JobCalendar Invoices v/ Payments v, CustomerFeedback \ MaterialPricelists v Reports v/ Dashboards v *More ¥ ’
N Today's Tasks = Assistant
y Nothing due today. Be a go-getter, and check back soon.
Looks ke 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 P related data, -admin.
E John Smith your opP e

E FCS - Claymore
E FCS - Bexley

October-09-2019-16:25:53-AEDT-+1100,jpg

o

View All

2. Inthe App Launcher Search box, enter enhanced letterheads and select the
Enhanced Letterheads link.

App Launcher

 All Apps

v All tems. ’
e

—

3. You may see an empty Enhanced Letterheads list. To see any of the letterheads, cre-
ate a New list view.

FRANCHISE
mg Al v | Q Search Enhanced Letterheads and more.. [ ? A @
i1 Business Manage... Home Chatter Accounts »  Contacts v Jobs v JobOffers \+ JobCalendar Invoices v Payments v  CustomerFeedback Material Price Lists v/  *Recently Viewed | Enhan.. v X More v ’
E Enhanced Letterheads 1
Recently Viewed
0 items - Updated 2 minutes ago Q. Search this st had 03
Name v Description v Createdy v Last Modified Date LIST VIEW CONTROLS v

s —
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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 ’
All users can see this list view @

Share list view with groups of users @

Cancel

5. Now select the Standard Letterhead.

Al v O Search Enhanced Letterheads and more...

22 @
i1 Business Manage... Home Chatter Accounts Contacts v Jobs v/ JobOffers v JobCalendar Invoices » Payments v  CustomerFeedback v  Material PriceLists \v *RecentlyViewed|Enhan.. ~ X More v ’
Enhanced Letterheads
All v #
2item - Sorted by letterheads - Q Search this lst... & Cc €Y
Name 1

v Created By v Last Modified Date v Description M
FCS Standard Letterhead ljenk

23/01/20202:18 PM

You will be able to edit the Standard Letterhead.

i Business Manage...

Al v Q Search Enhanced Letterheads and more.

20 P @
Home  Chatter Accounts » Contacts \ Jobs v, JobOffers , JobCalendar Invoices » Payments , CustomerFeedback ~ Material Price Lists »  Repc

ots \* Recently Viewed | Enhan.. ~ X More v

e
E Enhanced Letterhead
FCS Standard Letterhead

Description

Details

v Information

Name
FCS Standard Letterhead

v Letterhead Content

aaaaa

O

FRANCHISE

Footer
{({Sender Signature_c))

~ 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”
below.

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
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» 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.
@

Al Q SearchSalesforce M 2 a4 @

i3 BusinessManage..  Home Chattr Accounts v Comtacts v Jobs v JobOffers v JobCalendar Invoices v Payments v CustomerFeedoack v  MateralPricelists v Reports v Dashboards v *More v P
N Today's Tasks = Assistant

. Nothing s oy G gt and check backsp0n.
foskslikeyoute fee and cear therestof the cax NNothing needs your attention right now. Check back later.
View Cotencar Viewal
Recent Records Key Deals
B sohnsmitn ... Toseeyouropportunityrelated data, contact your
B ws:comoe
A rosmexer

Octoer09.2019:16:2553 ALDT- 110025

iy

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 = -
0}
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 v Size ~ B I U A- 2 i E & £ © [-
4}
Additional Information
Created By Last Modified By

CHAPTER 11 | Working with emails and templates
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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 254.
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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

CHAPTER 11 | Working with emails and templates 263



Information

*Email Template Name

My Quote Email Template

Description

Message Content

Subject

FCS Invoice - {{{FCS_OPS__Job__c.Name}}}

HTML Value

Source Font ~ Size ~

Dear,

Please find attached your quote for job .

New Email Template

Related Entity Type

Job

Folder

To insert variables into the email template body, press the Insert Merge Field button
(i.e. the brace button {}).

Private Email Templates

Enhanced Letterhead

E FCS Standard Letterhead

= ez B

Feel free to contact me if you have any queries or need further information about the work.

Thank you,

Additional Information

Created By

264

Last Modified By

18]

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.

266

Recipient
Sender
Organization

Job

Insert Merge Field

Select Merge Field ‘
name / ’
© e /

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 v 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.

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.
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To create a custom quote email template

1. Follow the instructions in “How to create a custom email template” on page 256.

2. Ensure you base the Entity Type on Job.

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 256.

2. Ensure you base the Entity Type on Invoice.
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Working with emails and syncing

There are several different methods of coordinating how email operates between Sales-
force and your email system. Please read “Understanding email sending, responses and
syncing” below to obtain an overview of which method may be most appropriate for your
organization.

Understanding email sending, responses and syncing

When you send an email from Salesforce, a Salesforce email server will send the email
on your behalf. The server that sends the email is not your usual company email server.
Instead, it is a Salesforce server that claims to be from your personal email account.

el

Your system administrator has to specially configure both Salesforce and your
company domain name systems to enable Salesforce to act on your behalf.

When a recipient responds to your email, the response will go to your personal email
inbox (not to Salesforce). This means:

Outbound emails Inbound emails
Sent by Salesforce server Responds to your personal email inbox

Not stored in your personal email outbox Not stored in Salesforce

If you did nothing else, your record of emails sent and received would be divided
between these two systems. Fortunately, Salesforce provide a number of mechanisms to
help overcome this divide.

Forwarding a record of sent emails to your email inbox

To ensure your email inbox has a record of all emails you send from Salesforce, you can
choose to send emails to your inbox. See “How to send all emails to my inbox” on
page 271.

Automatic capture of Salesforce-related emails

Salesforce provides a way to automatically capture emails relating to Salesforce con-
tacts from within your personal email and to associate the email with matching record(s)
in Salesforce. This feature is called Einstein Activity Capture (EAC).

If your system administrator configures EAC and you agree to use it:

» emails sent and received within your personal email inbox is captured by Salesforce
and associated with records in Salesforce

» emails captured by EAC will appear in the Activity Timeline beside each record
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» emails displayed in the Activity Timeline will, at your discretion, be visible to:
» only you

” to people who belong to Salesforce groups (you select the groups who can see your
emails), or

» everyone

A EAC is not suitable for everyone

While EAC provides a convenient mechanism, there are potential downsides
to using it.

1. Emails captured with EAC are transient. They are retained for between
six and eighteen months (depending on whether your organization is using
the free or paid version of EAC) after which they are discarded. If you wish
to store emails in Salesforce permanently, you should explore other
options.

2. Emails captured with EAC cannot be reported on. Emails that you send
from Salesforce are stored in the Activity History and can be made the sub-
ject of reports. Emails that are captured by EAC are not stored in the Sales-
force Activity History (even though they appear there) and cannot be made
the subject of reports.

3. EAC does not respect Franchise Cloud Solutions’ franchise data model.
EAC is designed for use by a single organization and knows nothing about
how Franchise Cloud Solutions products partition information between
accounts or jobs, and between franchisors or franchisees.

Given the above considerations

” If you're involved in marketing or sales roles using Franchise Recruitment,
EAC is suitable for use unless the available retention periods are too short
to be useful.

” If you're involved in field management, operations or finance using
Franchise Operations, EAC is not recommended for use as it will not asso-
ciate emails with the most relevant custom objects.

If EAC is suitable for your use, your system administrator must configure the system and
grant users access to EAC. Talk to your system administrator if you do not know whether
this has been done.

Salesforce extensions for Office 365 and GSuite

If you decide that EAC is not suitable for your needs, you may prefer to use the Sales-
force extensions for Office 365 and GSuite. The Salesforce extensions allow you to
select which emails (and email threads) are stored in Salesforce. You also have control
over which records they are stored against.
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In addition to pure capture of email, the Salesforce extensions for Office 365 and Chrome
also provides access to Salesforce templates within your email inbox, increasing your
productivity even when you're not in Salesforce itself.

» “Installing the Salesforce extension for Office 365” on the next page
» “Installing the Chrome Salesforce extension for GSuite” on page 278
» “Logging email using Salesforce extensions” on page 282

» “Logging events using Salesforce extensions” on page 285

How to send all emails to my inbox

You can configure all emails you send within Salesforce to be automatically blind copied
to your own email address.

To blind copy all emails to your email address

1. Go to View Profile and choose Settings.
@y a s 2 9§ —d—a—o=rD

o3
231 Business Managem..  Home Tasks v  Chatter Accounts v Jobs v JobCalendar Invoices v  Contacts v Aud
John Smith
nfctral01-dev-ed.my salesforce.com
Settings  Log Out

JobCalendar
Viewing Calendr for John
Smith i Austrla/Sydney pE—

@ loryn jenkins@nftrial
nfctrial01-dev-ed.my.salesforce.co

Search Jobs < Today > Agenda L
Search term Nov 06 - 12, 2022
Job Number or Ji  Search © loryn@auditorg.com
auditorg.my.salesforce.com
Sun 6/11 Mon 7/11 Tue 8/11 Wed 9/11 Thu10/11
DISPLAY DENSITY
all-day
~/ Comfy
> JN-00619 7am
Created by Quick Job,
Riravisod aom Compact
> JN-00464 opTIONS
Painting - Sonnen, 9am
Ringwood Switch to Salesforce Classic @
> JN-00618 10am Add Username
Created by Quick Job,

2. Open the Email option and choose My Email Settings.

FRAWEISE

. J@a o
@@ a sacn Dea2ea
i1 Business Managem... Home Tasks v  Chatter Accounts + Jobs v  JobCalendar Invoices v Contacts v Audits v Payments  Reports v More v s

Q QuickFind a My Email Settings

My Personal Information

Advanced User Details . N
My Email Settings Heipfor s Page @

Approver Settings

Outgoing Email Settings 1 = Reguired Information

S
mmmmmmm
mmmmmmmmm |[support@franchiseciouc
e s g e
Reset My Security Token Signature
Security Central : !
1 mmmmmmmmmmm e [((iSender Email_Signature_c})

> Display & Layout
v Email ’
—

My Unre
> Chatter Subscriptions.

Receive Salesforce CRM Content Email Alerts

> Calendar & Reminders
Receive Salesforce CRM Content Alrts as. Daily Digest

> Desktop Add-Ons

> Import
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3. Set Automatic Bccto Yes, then press Save.
@ Q search.. Pes202 @

i1 Business Managem... Home Tasks \  Chatter Accounts v Jobs v  JobCalendar Invoices v Contacts v Audits \ Payments - Reports v More v ’

Q Quick Find a My Email Settings

My Personal Information

Advanced User Details

My Email Settings Holpfor his Page @

Outgoing Email Settings 1 = Reguired Information

‘Send through Salesforce

you

EmailName | Tohn Smith
.......... |'support@franchiseciouc
u

ogin Histor
‘Automati Bee l@ves b—
Personal Information

rity Token Signature

nnnnnnnnnnn "o [((SenderEmail_Signature_c})
> Display & Layout

v Email
I My Email Settings

My Email to Salesforce

My Unresolved Items ~ Note:All outgoing emails will contain a "Powered by Salesforce" tag line at the bottom. This tag can be removed in the paid Editions of the produ ot
> Chatter Subscriptions
> Calendar & Reminders Receive Salesforce CRM Content Email Alerts

T 2
> Desktop Add-Ons

> Import Save | Cancel

If you need to send a copy of your email to an address that is not yours, follow
the above procedure and then set up a forwarding rule within your personal
email to forward to the secondary address.

Granting EAC sync permission

If your system administrator has enabled Einstein Activity Capture (EAC) sync for your
profile, you must personally agree to using EAC. Salesforce will ask for your agreement
to use EAC by displaying a banner at the top of the Salesforce page.

A Before you agree, you should understand whether your administrator

” is syncing emails, events, and contacts, or

» is syncing events and contacts only

ﬂ If you agree to using EAC, you can choose whether captured records are vis-
ible to

» only you, or

» adefined group of users (i.e. users who belong to specific groups), or

» everyone who can view the records you have access to

Installing the Salesforce extension for Office 365

The Salesforce extension for Office 365 provides you control as to
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» which Outlook 365 emails or events are logged from your email system into Salesforce

» which Salesforce records the email or event is logged against.

This level of control enables you to ensure the most important emails or events are
logged and incidental ones are not. The manual control over where emails or events are
logged works well with the architecture Franchise Cloud Solutions have created within

the Salesforce environment.

To install the Salesforce extension for Office 365

1. From Outlook 365, select the Settings menu and choose to View all Outlook
Settings.

&3 Inbox

%
& ? Daits
[=:1

€ Junk Email
B Archive
@ Notes
€ Conversation His...

New folder

<D

All done for the day

Enjoy your empty inbox.

v Groups
New group

Discover groups.
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2. Choose Customize Actions, scroll to the section named Message Surface. Check

Get Add-ins and press Save.

Settings

0 Search setings

@ General

Layout Customize actions

Compose and reply

Message surface

Attachments

Rules
Mail

=

Ba
3 Calendar suee 1
E

Junk email
People.
Customize actions
View quick settings
Sync email
Message handling
Forwarding
Automatic replies Reply
Retention policies Reply all

Forward
S/MIME

Reply all by meeting
Groups Forward as attachment
Delete
Mark as unread
Flag
Reply by IM
Reply all by IM
) Add to board
Add to Safe senders

Mark as junk

ooooooooodDeass

&

Mark as phishing

Toolbar

Choose actions and add-ins you want to see when you select a message to read.

bewn

Block
Assign policy

Create rule

print

Translate

Show in immersive reader
View message details

Open in new window

) Like

L Download

Send to OneNote

> Viva Insights

Barracuda Essentials
Get Add-ins

Choose actions and add-ins you want to see when you're composing a message.

Discard

3. Within any message, click the Get Add-ins button.

o Teamscall @3

| & New message W Delete T Achive @ Junk v & Sweep €@ Moveto v O Categorize v © Snooze v Undo
v Favortes © Focused  Other =7 please review the completed actions
Q@ inbox O Loonenkins

Please review the completed .. 7.05 AM

0 Loryn Jenkins B e o e« o -
To: FCS Support Wed 29/06/2022 705 AM

CAUTION: This email originated from outside of the organisation. Do not click links or open attachments unless

B € > ® @ ®

I've completed my actions from the audit. Please review them and mark them as complete when you are

CAUTION: This email originated from o.
B> Sent items

7 Drafts

o you recognise the sender and know the content is safe.
favorite
~ Folders
Hithere

& Inbox

2 Drafts satisfied.

B> sent items. Regards,

Loryn Jenkins
Learning & Development

W Deleted ltems
€3 Junk Email
B Archive | +61431 661077
@ Notes

=]

Conversation His.

New folder

© Reply > Forward

v Groups
New group

Discover groups.

loryn jenkins@franchisecloudsolutions.com

anchisecloudsolution:
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4. Within the Add-ins for Outlook box, search for Salesforce. A number of different

salesforce add-ins will appear. Select the one shown in the following image or choose

Show all results.

Add-Ins for Outlook

Send feedback X

a (@) Editor's Choice

My add-ins M We recommend this great collection of add-ins for you to get started.

Admin-managed
) isinatorir Priority Matrx: Tum
o Qutleck ol s

<

1o use in Outlook

YE

P —

_

Show all results

The addin

‘your Outook contacts

Submit missed phish, spam, and false

Request track.
the requested. Easy o use, configured,
and very flexible

Boost productivity by bringing the.

posive e

Add

Polls by Microsoft

ol e’ % e

Outlook

J Docusinfor Outiook

Easiy create a pol, collect votes, and Yelp wil

i any

< Back

’ Salesforce

slesforcecon | Kk Ak | Additional purchase may be required

8y clicking on add, you agree to the add-in's License terms and Privacy_policy.

ERe—

Description

The Salesforce integration with Outlook lets you experience Salesforce right in Outiook. The
integration is 100% cloud-based with no software to push, install, o maintain.

Add-In Benefits:

Visibility

Show more

Additional Information

This add-in can read or modify the contents of any item in your
mailbox, and create new items. It can access personal information -

such as the body, subject, sender, recipients, or attachments - in
any message o calendar item. It may send this data to a third-
party service.

Frequently asked questions
oort this add-in

9. From the Salesforce Connector page, press the Add button.

Send feedback X

Version: 123200
Released: 6/28/2016
Languages: English
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6. We recommend you browse through each of the instructions in the Get started for
Salesforce box, so you know where to find it and how to use it.

& Get started for Salesforce

7. Dismiss the Get started for Salesforce box and note that the add-in has been added.

< Back

’ Salesforce

salesforcecom | Additonal purchase may be requin
By clicking on add, you agree to the add-in’s License terms and Privacy_policy

perience Salesforce right in Outiook. The Version: 1.232.0.0
0% cloud-based with no software to push, instal, or maintain. Released: 6/25/2016
Languages: English

integration with Outlook lets you exper

Show more

Additional Information
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8. Now when you're in any message you're composing, on the Send bar, press the ... but-
ton to reveal the menu. Select the Salesforce add-in.

R “

= - S e
o Insert signature
v = Fiter . )

Favorites © Focused  Other “ Please review the completed actions Show From
& & Inbox O (Dt Loy enkins
2 B> senttems CAUTION: This email originated from o Check forscessbity sues

Terrific, glad to hear it. I've marked them all as complete.

. P ot ) rific, g it mpl R

® Add favorite Have a great day. Show message options.
Folders & Salesforce /

S Inbox olo Polls

<

& viva Insights
2 onafts

G My Templates 1
B> Sent tems

S Get Add-ins
T Deleted ltems < [catior iz JvB I U 2V, = »

- Customize actions.

@ Jukema s | ) OB e Dran a0 A

T Archive

@ Notes 0 Loryn Jenkins ‘ 5 6« o
To: FCS Support Wed 29/06/2022 705 AM

€3 Conversation His.

CAUTION: This email originated from outside of the organisation. Do not click links or open attachments unless

New folder you recognise the sender and know the content is safe.
~ Groups
New group Hi there
BrmoeEm 've completed my actions from the audt. Please review them and mark them as complete when you are satisfied.
Regards,
Loryn Jenkins
Learning & Development ‘
FRANCH
[ +61431661077 CLOUD
lorvn.ienkins@franchisecloudsolutions.com SOLUTIONS

9. Ensure you Pin the Salesforce add-in pane. Then Log-in to Salesforce using the Pro-
duction environment.

|I = @ New message W Delete T Archive @ Junk v & Sweep €@ Moveto v O Categorize v © Snooze v Undo
& Salesforce X
8 . & = Fiter . )
Favorites © Focused  Other . Please review the completed actions
& © Inbox O Dtitonnjenkins
2 B> Sent tems CAUTION: This email originated from o.
. P ot ) Terrific, glad to hear it I've marked them all as complete. 1
H d
o Add favorite ave agreatday
v Folders
&3 Inbox
7 Dratts 1
1
B> sentitems
W Deleted tems & [cien ] B I U 2v - salesforce
€3 Junk Email Discard [~ Draft saved at 7:18 AM.
B Archive
@ Notes o Loryn Jenkins & 6 & 2 Manago your customers more offciently—work
To: FCS Support Wed 29/06/2022 705 AV With Slesforco direcy from Microsof Outook.
£ Conversation His
Envronment
N e CAUTION: This email originated from outside of the organisation. D0 progucion
not diick links or open attachments unless you recognise the sender
and know the content s safe.
 Groups
New group

Hi there.

Discover groups
I've completed my actions from the audit. Please review them and
mark them as complete when you are satisfied.

Regards, ’
Loryn Jenkins

Learning & Development
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10. At the login prompt, enter your Salesforce Username and Password. Once logged in,
ensure you Allow the connection between Outlook and your Salesforce account.

salesforce

Connect Outlook to Your Salesforce Account

Afte on is established, you're
automatically logged in to Outiook Integration from now on.

Cancel
Sign In to a Different Salesforce Account

ﬂ Congratulations

You have completed the configuration. Now whenever you click on a mes-
sage, you'll be able to see the Salesforce add-in, which will allow you to file
any email message (or event, if event syncing has been configured) against
selected records within Salesforce.

S sender and know the content i safe.

uuuuuuu

Loryn Jenkins
Learning & Development

+61431 661077

Installing the Chrome Salesforce extension for GSuite
The Salesforce extension for Chrome provides you control as to
» which emails or events are logged from your email system into Salesforce

» which Salesforce records the email or event is logged against.

This level of control enables you to ensure the most important emails or events are
logged and incidental ones are not. The manual control over where emails or events are
logged works well with the architecture Franchise Cloud Solutions have created within
the Salesforce environment.

278 Operations Management User Guide



To install the Salesforce extension for GSuite

1. Using the Chrome browser, open GMail. Select the Customize : menu, and choose

Settings.

M Inbos (6) - lorynjenkins1@gms X

& > C @ mailgoogle.com/maillu/0j#inbox

= M Gmail

/ Compose

& Inbox 6
Yr Starred

Q®  Snoozed

B> Sent

) Drafts

v More

Labels @

link.

Q  search in mail

o- ¢

& Primary

support@emea.salesf.
support@emea.salesf. 2

support@emea.salesf.

franchisecloudsolut.
Training Training (.
Training Training (.
Training Training (.
Training Training (.

me

0.05GBof 15GBused (4

® o
New Tab *T
!_é New Window =N
New Incognito Window oun
History ,
11001 pownicads L
Bookmarks ,
©  Promotions 2, socie " ok » | £
Print... ’ =P
cast.
Package FranchiseOps Install Successful - Y fina.. *F
More Tools »
Your new Salesforce security token - We've sen  gait cut  Copy  Paste
Settings %,
Finish resetting your Salesforce password - YoL  hepp »
Ani led training session has been graded - | Oct4
You were assigned to a new course - Hello Loryn, You... Sep 30 &
New material: "Day 1- Welcome presentation (DO N... Sep 30
+
New assignment: "Training workbook" - Hi Loryn,Trai... Sep 30
New announcement: "Hello, class starts tomorrow. ... Sep 30
Class invitation: "Loryn Jenkins Copy Franchise inductio... Sep 30
Quote Attached - JN-00618 - Dear Greg, Please find att... Sep1

QN-00036.2.pdf

Terms - Privacy - Program Policies Last account activity: O minutes ago

Openin 1 other location - Details

2 Settings x

€ 5 G ® chrome | chromeysettings
@ Settings

You and Google
Autoil

Privacy and security
Appearance

Search engine

O ° ® @ m

Default browser

c

On start-up

Languages
Downloads
Accessibility

System

O F A e @

Reset settings

censons 3 /

&  About Chrome

»

3. Extensions opens in yet another tab. Select the link to the Chrome Web Store.

Q search settings.

You and Google

J
o .

N

Get Google smarts in Chrome

‘Sync and personalise Chrome across your devices

Loryn Student 1
lorynjenkins1@gmal.com

‘Sync and Google services.

Manage your Google Account

‘Customise your Chrome profle

Import bookmarks and settings

6« 0@

:

& 5 C  ® Chrome | chrome:/fextensions

o« 0@ :

= @ Extensions

Q. Search extensions

Developer mode 1

Find extensions and themes in the Chrome Web smre*—
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Chrome opens a tab in which it displays the Settings menu. Select the Extensions
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4. A fourth tab opens and displays the Chrome Web Store. In the search box,

Salesforce. Select the Salesforce extension.

Chrome Web Store - salesforc. X

& > C @ chrome.google.com/webstore/search/salesforce

o % 0@ :

& chrome web store

Q salesforce x Extensions ©
«Home.

& 1
O Themes m
Ratings

O *xhkk*k

O *hkhkkx&uwp ’

Salesforce inspector

£ lorynenkins @gmailcom v

More extensions

Productivity tools for Salesforce administrators and developers to inspect data and metadat:

Je % J e K 255 Developer Tools

O *kkxx &
O *khxkaup

Privacy Policy

Term ofSenice

About Chrome Web Store

Salesforce

Work with directly in your email app|

Fo e Kk 1261 Productivty

the Gmail integration.

ORGanizer for Salesforce

© organizersolutions

ORGanizer - The best Salesforce Extension ever
K sk e Kk 231 Developer Tools

9. From the Salesforce entry, select the Add to Chrome button.

& chrome web store

Home > Extensions > Salesforce

Salesforce

Jede e 1261 © | Productivity

Overview

Overview

0 Compativle with your device

0 lonnienkins1@gmaiLcom -

Add to Chrome

300,000+ users

Privacy practices Reviews Related

Salesforce
Gmail Integration

Work with Salesforce records directly in your email application with the Gmail integration.

Experience Salesforce directly in your Gmail and Google Calendar

~View all contacts, leads, accounts, opportunities, and cases associated to emails and
appointments.

- Search and browse Salesforce records

- Create new records, including custom object records- Add emails and appointments to records in
one click, even when composing emails

- Quickly craft emails with email templates

- Manage Salesforce tasks

Use the Lightning App Builder to tailor the extension layout, choose features according to your
business needs, and assign them to specific user profiles

Additional
Information
@ Report abuse
Offered by
Salesforce
Version

22402

Updated
October 14,2022
size

1.26MiB
Language
Enalish (United

search for

6. From the Add “Salesforce” box, select Add Extension.

w Add "Salesforce"?

It can:

Read and change your data on a number of websites
Show details

Block content on any page

Manage your apps, extensions, and themes

—* Add extension
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7. Salesforce adds the extension to Chrome then provides a popup to confirm that the
extension has been added.

csc e o x @»00 :

I
& chrome web store ’ ? lesforce has been added to

Home > Extensions > Salesforce

Salesforce
S Je Fe de d 1261 © | Productivity | 300,000+ users

*

8. Now go back to the tab containing GMail and click on the Extensions button, then
click the Pin button beside the Salesforce label.

M nbox (6) - onyenknsiegme. X

€ > C @ mailgoogle.c zom/mail/u/0/#inbox :
x
= M Gmail Q search in mail °
- e :
/ Compose o
Q@ Primary ©  Promotions 2, social
& Inbox 6
¥ Starred [+ supporf lesf. Package FranchiseOps Install Successful - Your request to install package “Fra... Oct19
@© snoozed [ 4 support@emea.salesf. 2 Your new Salesforce security token - We've sent you a new Salesforce security tok... Oct7

9. On pinning the Salesforce extension, the Salesforce button becomes visible in the
Chrome extensions tray. Click the Salesforce button to show the Salesforce pane.

\ =
. mimslfobinox )
= M Gmail Q  search in mail = QO @ @& o

5 G o- ¢ +00f10 < > Em~
O Primary ©  Promotions 2, Social o
& Inbox 6
Yr Starred ] suppor alesf. Package Fr iseOps Install - Your request to install package "Fra... oct19
@
® snoozed [] + support@emeasalesf.2 Your new Salesforce security token - We've sent you a new Salesforce security tok... oct7
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10. The Salesforce extension for Chrome now appears in the sidebar of your web
browser. Click on the Salesforce cloud icon to expand the sidebar.

= M Gmail Q  search in emails = enier @ B H  JG@Y Q
0 - o oot < >
I 2 s o \
wail
. Loryn Jenkins Results from Cash Management audit - Hi Franchise Owner 1 Thanks for participating in the recent C. 14 0cH L ]
=] @ nbox 4 : . y
FCS Support ‘We missed you! Let's reschedule a time to chat - Dear Albus, Thank you for submitti enquiry to 50ct
cnat Y Starred
Chatime Franchisin Thank you for your Application - Hi Albus, Thank you for sub s0et
2 @® Ssnoozed 9 youtoryour App! v
Spaces b sent Loryn Jenkin Induction log - Planned compli 5 Sept
[a] D Draft: « Loryn Jenkins juction log - Planned compliance activity - Hi there Franchise, We're cons 15 Sept
== v More
Loryn Jenkins Induction log - Yes, indeed it did! Thanks, Franchise Owner 1/ Demo Regards, Loryn Jenkins 2.0n Th 1 Sept
Labels + 4 Loryn Jenkins Re: Induction log - Hithere Franchise, Thisis a test run. Hit me up when you get it please. Regards, Lory. 155ept
® Demographic Loryn Jenkins: Re: Induction log - Fabulous Can't wait. Regards, Loryn Jenkins 2 On Thu, Sep 15, 2022 at 2:18 PM Demo 15 Sept
(R eialedioSaicstorce  Loryn Jenkins Re: Induction log - Hello This email represents automatic bec in emails. Regards, Loryn Jenkins Operatio 155ept
Loryn Jenkins Re: October 2022 Local Area Marketing - Hi Franchise Owner 1, We've entered the planning stage no. 125ept
Using 0.07GB Programme Poliies
Povered by Google

“| Congratulations
You have completed the configuration. Now whenever you click on a mes-
sage, you’ll now be able to see the Salesforce add-in, which will allow you

to log any email message (or event) against selected records within Sales-

= M Gmail Q searchin emails = e @ B H  g@y @
m 2 Compose € B 0 B 2 0 & ® D i 0 < >
: " e >

o X Re: Induction log - Planned compliance activity st sz | W slesforce

% stare: d s
228 ® snoozed ‘Relate
S B Sent
(=] D Orafts
L2 v More

Labels +

RS-

Logging email using Salesforce extensions

When you open an email with the Salesforce extension open, the Salesforce extension
presents you with the opportunity to log the email into Salesforce against one or more
records. By default, you can log the email against a person (Contact ) and against
another object (typically Account). You can also choose to log an email against a single

object if you do not wish to log the email against a person.
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A Do not log confidential email onto the Franchise Profile Account

record

In Operations Management, you should not log email concerning a franchisee
into their Franchise Profile Account. If you do this, the franchisee will be able
to see the email. You should log confidential email concerning a franchisee
into a Management Log record.
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ﬂ All screen shots below show the Chrome extension. The extension for Office
365 is used similarly.

To log an email against a management log (and other related records)

1. With your email open and the Salesforce pane opened, search for the Management
Log record in the search field.

= M Gmail Q. searchin emails E enive- © @ i g@y @
m,cmpm « @8 0 ® 2 0 ¢ ® D
il
[=] & Inbox Re: October 2022 Local Area Marketing inbex x =3
= ¥ Starred ° i 125ept2022, 1310 ¥ € i
® O snooed ome ~
Lol B Sent H ehise Ouner
o D oot
e More
Labels +

®  Demographic

®  Related to Salesforce

2. The system will display the Management Log record. When you're satisfied it is the
right record, press Log.

= M Gmail Q. search in emails = ® Active - o8 E @y 0
£ 5 G €« B 0 ® 2 0 & ® D wofz < >
i

. >
o O mbox N Re: October 2022 Local Area Marketing inbox x e B W salesforce

« Record Detail 7

e starred ° i wsp2 0 e 6 =
£ Snoozed tome -

O o — E Loc-00032 =
= B sent ' /
[a) D orafts
e v oM oo

ore Regards,
Loryn Jenkins ther

Label > Operations Manager

franchisecioudsaluions.com
® Demographic oo jenkins@

0431 661 077
®  Related toSalesforce

« reply ) (o> Forwara

CHAPTER 11 | Working with emails and syncing 283



3. If you need to add more people to the list, you can search to find other people or other
records. Enter your search term in the search box, and choose from the records
appearing in the drop-down list.

= M Gmail Q_ searchin emails = oniver @ B H  LG@Y e
L compone « 80§ 8 0 & B D
vl
i >
o O imbox Re: October 2022 Local Area Marketing inbox x felted to Slesforce x s B & salesforce
ot g Starred °. N e % o x Edit Logged Email
= ® Ssnoozed tome =
sssss > am HiFranchise Ownar 1,
=] D orafts
=3 v More Regards,
ym derk
Labels + Orertons anas
jenkins @tranchsecoudsoluions com
®  Demographic oo

®  Related to Salesforce

cccccc

“J Hint
You can change the record type that you’re searching for.

& salesforce >

X Log Email

Log Emails Faster @ ()
x| .( a

[ Accounts

Campaigns Unselect All
Cases Is.
v
E Contacts
v
& contracts selopment Manag...
d Solutions

Employees

Legal Entities

[ arties I to. Select None
ed people

E Training Courses

Action Items
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4. Once you have the right records in the list, check or uncheck the boxes to achieve the
right checked items, then press Submit.

= M Gmail Q  searchin emails = o) © @ o
2 ) compo c mo0oE ® 0@ ®oD :
wail
i >
o O inbox Re: October 2022 Local Area Marketing inbox x felated toSalesforce x & & salesforce
x Edit Logged Email
& @® snoozed tome «

SSSSS B sent

o D ouhs
Meet v More

Labels +

®  Demographic

B Related to Salesforce

ﬂ Congratulations

The record is now logged against the selected Salesforce records. You can
find the email in the records’ Activity History.

M Gmail Q searchin emails ES e @ B i @y @

G ¢« 0¥ ® 0 & ®O0 asm ¢

Re: October 2022 Local Area Marketing o+

fofw 20 Eg
o
g

Logging events using Salesforce extensions

If automatic event syncing is not configured from your personal calendar back to the
Salesforce calendar (check with your system administrator) you may still be able to manu-
ally log events using the Salesforce extension.

A Do not log confidential events onto the Franchise Profile Account
record

In Operations Management, you should not log email concerning a franchisee
into their Franchise Profile Account. If you do this, the franchisee will be able
to see the email. You should log confidential email concerning a franchisee
into a Management Log record.
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To log an event to a Salesforce record

1. In your personal calendar select the event, then search for the appropriate record
within the Salesforce search pane.

= B coendar e < > Octoveraon2-

+ 23 24 25 26 27

2. With the correct record in view, press the Log button.

= [ calendar Tody < > October2022 - QO & we- E Ry

+ 23 24 25 2% 27 28 29
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Now press Save.

< > October2022 -

ﬂ Congratulations

The event is logged to Salesforce.

= D conar o
N -

<> Octoverz0
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CHAPTER 12

Working with Customer
Feedback

Understanding customer feedback

Job satisfaction

How to view job satisfaction survey questions

How to remove someone from job satisfaction surveys

Customer feedback

How to view customer complaints and compliments

How to process new customer complaints and compliments

How to resolve customer complaints and compliments



Understanding customer feedback

Operations Management supports gathering customer feedback. There are two types of
customer feedback supported by Operations Management

» feedback from job satisfaction surveys
» unsolicited complaints or compliments about the service.

The franchisor may choose to run the job satisfaction customer feedback program by ran-
domly sampling a portion of customers whose jobs have recently completed.

Q_' Customer feedback programs are a really useful way of receiving feedback
" that you may not be able to get any other way. Customers often don’t tell you
directly what they think face to face. They are often more willing to reveal their
true service experience when they complete a survey.

Itis in your best interest for as many customers as possible to be included in the cus-
tomer satisfaction program.

Unsolicited feedback can be received from the online customer feedback web form or by
directly contacting the franchisor’s call center. All types of feedback provide useful inform-
ation for growing and improving the business.
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Job satisfaction

How to view job satisfaction survey questions

Job satisfaction surveys can be sent to a proportion of customers who have recently had
a completed job. You can view the questions asked in this survey by viewing the job sat-
isfaction survey questions.

To view job satisfaction survey questions

1. From the Salesforce menu, select the Survey Questions tab.

‘?(9 Al v Q_  Search Salesforce 1 E] ') .!. @
::E Operations Manag,,, Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs /  Invoices v  Paym orew X
N Expenses

Today's Events Today’s Tasks v Assistant

Jobs

Job Offers

Customer Feedback

Reports

Nothing due today. Be a go-getter, and check back soon.

Looks like you're free and clear the rest of the day. Dashboards

Nothing needs your atte back later.
View Calendar View All Calendar
’ Tasks
Recent Records Key Deals Notes
To see your opportunity-related data, contact your \ X
)
INV-00001 Salesforce admin. Survey Questions
Error Logs
crooor? |
loh Planning
‘?ﬁ) Al v Q. Search Survey Questions and more... ?2 A @
::E Operations Manag___ Home Chatter Accounts Contacts Contracts v Management Logs v Invoices Survey Questions Morew vl

Survey Questions (
Recently Viewe
Oitems LIST VIEWS &y #=v C

Al ‘ v QUESTION TYPE v ANSWERS v

v Recently Viewed

The list of all survey questions appears.
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3. Select one of the survey questions to view its details.

‘?(‘) Al v Q. Search Survey Questions and more... EE] ?2 A @
::E Operations Manag___ Home Chatter  Accounts Contacts Contracts v Management Logs v Invoices Survey Questions Morew v
Survey Questions
Al v

- = 3
8 items - Sorted by Question Number - Filtered by all survey questions - Updated a few seconds ago & S ¢ cv

QUESTL... MUESTION v QUESTION.. v ANSWERS v
QN-00000 Did the franchisee always respond to your needs as discussed? Picklist Yes, No v
v

1 a4

2 QN-00001 v Did the franchisee turn up on time? Picklist Yes, No

3 QN-00002 v) Was the franchisee always professionally presented, wearing a uniform and carrying a photo ID? Picklist Yes, No

4 QN-00003 v How satisfied are you with the franchisee's workmanship? Radio Button 1,2,3,4,5,6,7,8,9,10 v
5 QN-00004 v) Would you recommend the franchise to your friends and family? Picklist Yes,No v
6 QN-00005 v Do you have any other feedback you would like to share? Text Area v
7 QN-00024 v How do you rate Picklist 1,23,4,5 v
8 QN-00025 v How would you rate your overall satisfaction with our service? Radio Button 1,2,3,4,5 v

The detail for the survey question is displayed.

‘}‘) Al v Q. Search Survey Questions and more... ? A @
EEE Operations Manag“, Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  Survey Questions v Morew v

Survey Question

QN-00000
DETAILS RELATED
Question Number Owner
QN-00000 Q FCS System Administrator
Question Type Display Order
Picklist 1
Question Active
Did the franchisee always respond to your needs as discussed? %
Answers @
Yes, No

c’ Survey questions can consist of the following question types:

Text Area - allow the customer to enter free-form text

Picklist - select one answer from a drop-down list

Radio button - select one answer from a list of choices
Multi-select - select one or more answers from a list of choices

How to remove someone from job satisfaction surveys

It best that as many customers as possible are included in the customer feedback pro-
gram. But when a customer requests removal from the program, it is best to remove
them.

By default Business Accounts and Contacts are excluded from customer
feedback programs.
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To prevent an existing customer from being included in a customer feedback survey

1. Find and open the customer’s Account.
2. Scroll down to the Marketing Information section.

o @2 o @

::E Operations Manag__, Home Chatter ~ Accounts v Contacts v Contracts v Management Logs v Invoices v Payments v More v K4
Genevieve Mcmullan + Follow  Edit  Delete

v Marketing Information

Preferred Communication Channel Last Job Date
Unsubscribe Days Since Last Job Offer
U

Survey Opt Out Last Survey Sent

U

SMS Unsubscribe @ Days Since Last Survey
O 0

3. Place the Account in Edit mode.
% 2 o 25 @

"E Operations Manag,,‘ Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  Payments v  More v K4

Genevieve Mcmullan + Follow | Edit  Delete

v Marketing Information

Preferred Communication Channel Last Job Date
Unsubscribe Days Since Last Job Offer
Survey Opt Out Last Survey Sent
U k4
SMS Unsubscribe @ Days Since Last Survey

0

4. Check Survey Opt Out, then press Save.
‘?(‘) Q. gene 2 $ a @

:::  Operations Manag... Home  Chatter ~Accounts », Contacts v  Contracts v  Managementlogs v Invoices v Payments v More v Y
Genevieve Mcmullan +4 Follow  Edit  Delete

v Marketing Information

Preferred Communication Channel Last Job Date
-None-- v &
Unsubscribe Days Since Last Job Offer
Survey Opt Out b5} Last Survey Sent
‘ ’ @
:::]

Days Since Last Survey
0

SMS Unsubscribe @

Cancel

The customer will now be excluded from the customer feedback program.

CHAPTER 12 | Job satisfaction 293



Customer feedback

How to view customer complaints and compliments

You can view customer feedback responses.

To view customer feedback responses

1. From the Salesforce menu, select Customer Feedback.

. =
‘,(9 Q. Search Salesforce 1%’) ﬁ’ a w‘@}
Ess Operations Manag__, Home  Chatter ~ Accounts v  Contacts v  Contracts v  Managementlogs v  Invoices v  Payments, More v K4

Quarterly Performance Asof 02/03/2018 12:10:57PM | G Assistant Erpenses
cLosep AUD 80,000  OPEN (>70%) AUD 80,000 GoAL - # Jobs
Job Offers
Job Schedule
’—* Customer Feedback
Nothing needs your attentior Tertitories <later.

Territory Locations

Training Courses

Reports
The Customer Feedback list displays.
2. Select the All list view, or create your own customer list view.
‘}"‘ Q,  Search Customer Feedback and more... [ﬂz] ’) $ ‘_. @J
::E Operations Manag... Home  Chatter ~Accounts v  Contacts v  Contracts v  Managementlogs v  Customer Feedback v More v v

o
W Customer Feedback k‘ New Import
24l Recently Viewed v P

4items  LIST VIEWS ’ - 82 ¢ 7

Al # . v JOBREFERENCE v TYPE v STATUS v

1 Customer Feedback Queue Enquiry New v
2 + Recently Viewed ar JN-00161 Praise New v
3 CFN-00029 Alexander Hamil... FCS Bondi Beach OPS Field Manager JN-00161 Praise New v
4 CFN-00000 New v
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3. Select any of the customer feedback records.

IS ~ -
‘?‘D Q_ Search Customer Feedback and more... *|v 20 A (@
ESE Operaﬁons Manag,, Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v  Customer Feedback v  More w K4
0 ;ulito:er Feedback New Import
10 items - Sorted by Customer Feedback Number  Updated 2 minutes ago LA ¢ s €Y
FULL NAME v FRANCHISE v FEEDBACK MAN.. v JOB REFERENCE v TYPE v STATUS v
1 CFN-00030 Alistair Campbell JN-00159 Complaint New v
2 CFN-00029 Alexander Hamil... FCS Bondi Beach OPS Field Manager JN-00161 Praise New v
3 CFN-00028 Alexander Hamil... FCS Bondi Beach OPS Field Manager JN-00161 Praise New v
4 CFN-00027 Tom Jones JN-00019 New v
5 CFN-00026 Tom Jones JN-00019 Accident New v
6 CFN-00025 Tom Jones FCS Matraville OPS Field Manager JN-00019 Injury New v
4. Now you can view, evaluate and process the customer feedback.
=\
Q_ Search Customer Feedback and more... * vJ ? $ a ()]
Operations Manag_,_ Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v  Customer Feedback v  More v K4
DETAILS ACTIVITY CHATTER
Customer Feedback Number Owner
CFN-00030 @ Franchise Cloud Solutions Site Guest User
LogaCall NewEvent New Task More
Full Name Status
Alistair Campbell New
Franchise Create new... Add
Street Feedback Manager
50 Campbell Parade Activity Timeline Yy ¢ Expand All
Suburb
Bondi Beach Next Steps
PostCode Job Reference
2026 JN-00159 No next steps. To get things moving, add a task or set up a
meeting.
Country @ Type
Australia Complaint Past Activity
State © Sub Type
NSW No past activity. Past meetings and tasks marked as done
Contact Phone Job Reference Number show up here.
0404678922 JN-00159 v

Email
acampbell79@gmail.com.ux

Date
25/05/2018

Summary
Workman turned up with dirty shoes, tracked dirt into my carpet, failed to clean up after himself.

How to process new customer complaints and compliments

When a complaint or compliment is received, it needs to be processed for action.

CHAPTER 12 | Customer feedback

295



To process a complaint or compliment

1. From the Customer Feedback record, place the record in Edit mode.

/S
‘}9 Q_ Search Customer Feedback and more... *][v) ? $ a @
EEE Operaﬁons Manag___ Home Chatter ~ Accounts Contacts v Contracts v Management Logs v Customer Feedback * More w s
DETAILS ACTIVITY CHATTER
Customer Feedback Number Owner ‘ ‘
CFN-00030 Q Franchise Cloud Solutions Site Guest
LogaCall NewEvent New Task More
Full Name Status
Alistair Campbell New K
Franchise Create new... m

Street Feedback Manager

50 Campbell Parade Activity Timeline Yy ¢ Expand All

Suburb

Bondi Beach Next Steps

PostCode Job Reference

2026 JN-00159 No next steps. To get things moving, add a task or set up a

B meeting.

Country @ Type

Australia Complaint Past Activity

State @ Sub Type

NSW v No past activity. Past meetings and tasks marked as done

Contact Phone Job Reference Number show up here.

0404678922 JN-00159 v

Email

acampbell79@gmail.com.ux

Date
25/05/2018

Summary

Workman turned up with dirty shoes, tracked dirt into my carpet, failed to clean up after himself.

2. ldentify the Franchise to whom this feedback belongs.

‘}n Q, Search Customer Feedback and more... @3 ') $ ‘ @
Operations Manag_._ Home  Chatter  Accounts v  Contacts v  Contracts v Management Logs v  Customer Feedback v  *More w K4
DETAILS ACTIVITY CHATTER
Customer Feedback Number Owner ‘
CFN-00030 Franchise Cloud Solutions Site Guest User
LogaCall NewEvent New Task More
Full Name Status
Alistair Campbell New 1 v
Create new... Add
Franchise 1)
[ bondi beach Q ]
Activity Timeline Yy ¢ Expand All
Street Q  "bondi beach" in Accounts ’
50 Campbell Parade
P FCS Bondi Bea Next Steps
Suburb 0411123456
No next steps. To get things moving, add a task or set up a
Bondi Beach +  New Account
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3. ldentify what type of feedback this is. Check the Type against the Summary. Assess
which Sub Type this is and set the Sub Type.

d’(‘\ Q,  Search Customer Feedback and more... ? $ a @
Operations Manag.“ Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v  Customer Feedback v *More w K4
DETAILS ACTIVITY CHATTER
Customer Feedback Number Owner
CFN-00030 Franchise Cloud Solutions Site Guest User
LogaCall NewEvent New Task More
Full Name Status
Alistair Campbell New v
Create new... Add
Franchise
[ Fcs Bondi Beach X o
Activity Timeline Yy ¢ Expand All
Street Feedback Manager
Next Steps
50 Campbell Parade Search People... Q
Suburb No next steps. To get things moving, add a task or set up a
meeting.
Bondi Beach
Past Activity
PostCode Job Reference
2026 =] JN-00159 X No past activity. Past meetings and tasks marked as done
show up here.
Country @ Type v
Australia 1 I Complaint v I
State @ Sub Type
NSw -None-- v
Contact Phone
+ --None--
0404678922
Workmanship
Email
Behaviour
acampbell79@gmail.com.ux
No Call Back
Driving
Date No Show
25/05/2018 @
Summary

Workman turned up with dirty shoes, tracked dirt into my carpet, failed to clean up after himself.
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4. Setthe manager responsible for taking action on the feedback in Feedback Manager.
@2 e @®

Q, Search Customer Feedback and more...

Operations Manag_._ Home  Chatter  Accounts v  Contacts v  Contracts v  Managementlogs v  CustomerFeedback v *More v K4
DETAILS ACTIVITY CHATTER
Customer Feedback Number Owner
CFN-00030 Franchise Cloud Solutions Site Guest User
LogaCall NewEvent New Task More
Full Name Status
Alistair Campbell New v
Create new... Add
Franchise
m FCS Bondi Beach X R .
1 Activity Timeline Y @  ExpandAll
Street Feedback Magager 9
Next Steps
50 Campbell Parade [ ops| Q ]

Suburb
Bondi Beach
PostCode

2026

Country @
Australia
State @

NSW

"ops" in People
OPS Compliance Manager
OPS Head Office Manager

OPS Field Manager

OPS Operations Manager

OPS Administrator
Operations Administrator

2]

5. Now update the Status to Assigned.

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

Past Activity

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

. Al v Q_  Search Customer Feedback and more... n ? $ a @
Operations Manag... Home  Chatter ~ Accounts »»  Contacts v  Contracts v  Customer Feedback v  Morew K4
DETAILS ACTIVITY CHATTER
Customer Feedback Number Owner
CFN-00030 Franchise Cloud Solutions Site Guest
User LogaCall NewEvent New Task More
Full Name Status
Alistair Campbell New v Create new... Add
--None--
Filters: All time - All activities - All types Y
v New
Refresh Expand All
Street Assigned
Next Steps
50 Campbell Parade In Progress P
Resolved No next steps. To get things moving, add a task or set up a
Suburb meeting.
. Closed
Bondi Beach P
‘ Past Activities
PostCode On Hold
No past activity. Past meetings and tasks marked as done
Cancel show up here.
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How to resolve customer complaints and compliments

Itis good practice to promptly resolve customer feedback records.

Activity features are ideal for supporting this process.

ACTIVITY CHATTER

LogaCall NewEvent New Task Email

Create new... m

Activity Timeline Y ¢ Expand All
Next Steps

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

Past Activity

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

v

ﬂ Once customer feedback has been assigned to a Feedback Manager, inac-
tion within a certain period of time will result in an escalation email being sent
to the manager of the responsible person. Resolving the feedback item within
the escalation period will prevent escalation notifications.

To resolve a customer feedback record

1. Work with the customer to resolve the issue to their satisfaction.
2. Setthe Statusto Resolvedor Closed.
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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.
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Understanding activity lists

Implementing a repeatable process is essential to achieving high productivity. Activity
lists are a big help in implementing this repeatable process.

At its heart, an activity list contains a list of tasks. The tasks can be automatically
assigned to individuals to be completed within a certain time-frame.

Using an activity list ensures that all the same tasks get done in the same way each and
every time.

While most activity lists are created manually, during implementation your
company may have chosen to have an activity list automatically created.

Check with your implementation notes.
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Applying an activity list

An activity list is attached to a specific type of record. When that record type has activity
lists available, the Activity Lists component appears.

Py Al'w  Q  Search Accounts and more. (*[2) ?2 A
i3t Operations Manag... Home Chatter Accounts v Contacts v Contracts » Managementlogs v Invoices v/ Payments \ Expenses v Jobs v JobOffers »» Morew P

Account

‘2 FCS Maroubra & + Follow Edit  Create New Job

Billing Address Status Status Reason
Level 1, Suite 4/166 Rd Active
Maroubra NSW 2035
Australia
DETAILS RELATED ACTIVITY CHATTER
Account Name Account Owner
FCS Maroubra # Bil Smith
LogaCall NewEvent NewTask Email
Parent Account Email
FCS NSW bill.smith@gmail.com
Status Phone Create new... Add
Active 0426272390
Status Reason Fax Filters: All time - Al activities « All types Y
Inactive Reason Cell Member Role Refresh Expand All
Next Steps
Field Manager Primary Cell Group

Q OPS Field Manager

No next steps. To get things moving, add a task or set up a meeting.
Timezone Secondary Cell Group
Past Activities
Next Review Due Date
31/08/2018 > [ JobOffer JON-00025 7:00AM107/10/2017 ¥

Next Review Date ‘ Integration User sent an email to Bill Smith

v
v Business Information
Legal Entity Name Business Number
Smith Services Pty Ltd 123456666
Trading Name Company Number Activity Lists Add List
66123456666
NAME NUMBER OF TASKS COMPLETED TASKS
Operating Structure
Company
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To apply an activity list:

1. From the Activity List component, press Add List.

Al v Q  Search Accounts and more...

+®
Operations Manag... Home  Chatter ~Accounts » Contacts v, Contracts v  Managementlogs » Invoices \v Payments \, Expenses \v Jobs » JobOffers v Morew ¢
Account
L) FCS Maroubra & + Follow  Edit  Create New Job
Billing Address Status Status Reason
Level 1, Suite 4/166 Rd Active
Maroubra NSW 2035
Australia
DETAILS RELATED ACTIVITY CHATTER
Account Name Account Owner
FCS Maroubra £ Bill Smith
- LogaCall NewEvent NewTask Email
Parent Account Email
FCSNSW billsmith@gmail.com
Status Phone Create new. Add
Active 0426272390
Status Reason Fax Filters: All time - All activities - All types Y
Inactive Reason Cell Member Role Refresh Expand All
Next Steps
Field Manager Primary Cell Group
# OPS Field Manager
———— No next steps. To get things moving, add a task or set up a meeting.
Timezone Secondary Cell Group
Past Activities
Next Review Due Date
31/08/2018 > [ JobOffer JON-00025 7:00AM107/10/2017 ¥
Next Review Date ‘ Integration User sent an email to Bill Smith
v
v Business Information
Legal Entity Name Business Number
Smith Services Pty Ltd 123456666
Trading Name Company Number Activity Lists Add List
66123456666
NAME NUMBER OF TASKS COMPLETED TASKS
Operating Structure
Company
New Activity List
* Activity List Name “Template
Enter your Activity List name...  —-None—

Business Growth Template

Growth Visit Template
*Related Record Id

0017FO0000EyWVBQA3

Operations Management User Guide
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3. Enterthe Activity List Name and press Save.

* Activity List Name

New Activity List

*Template

| Maroubra Growth Initiative

l Business Growth Template

*Related Record Id

0017FO0000EyWVBQA3

Cancel

The Activity List is attached to the record and at least some of the tasks from the list

appear within Next Steps.

Operations Manag... Home  Chatter ~Accounts v Contacts v  Contracts v

Al v Q. Search Accounts and more...

Management Logs v Invoices »  Payments v  Expenses v Jobs v JobOffers v Morew ’
Account
i) FCS Maroubra & + Follow Edit  Create New Job
Billing Address Status Status Reason
Level 1, Suite 4/166 Rd Active
Maroubra NSW 2035
Australia
DETAILS RELATED ACTIVITY CHATTER
Account Name Account Owner
FCS Maroubra 3 Bill Smith
= LogaCall NewEvent NewTask Email
Parent Account Email
FCS NSW billsmith@gmail.com
Status Phone Create new... Add
Active 0426272390
Status Reason Fax § -,
Filters: All time - Al activities - All types Y’
Inactive Reason Cell Member Role Refresh Expand All
M
Field Manager Primary Cell Group Next Steps ore Steps
{5 OPS Field Manager
Tmezone Secondary Cell Group > New Franchisee Induction course 04/07 v
‘ Bill Smith has an upcoming Task
Next Review Due Date " "
hi f . T
31/08/2018 > Issue New Franchisee Information For... Tomorrow v
Bill Smith has an upcoming Task
Next Review Date

v Business Information

Legal Entity Name Business Number

Smith Services Pty Ltd 123456666

Trading Name Company Number
66123456666

Operating Structure

Company

v Address Information

Billing Address Shipping Address
Level 1, Suite 4/166 Rd

Maroubra NSW 2035

Australia

Past Activities

> [E] JobOffer JON-00025 700AM107/10/2007 ¥
‘ Integration User sent an email to Bill Smith

Activity Lists

NAME

Maroubra Growth Initiative

Add List

NUMBER OF TASKS ~ COMPLETED TASKS
5 0

The steps within the activity list are now ready to be completed.
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Working with activity list tasks

Tasks generated by an activity list appear in the object’s Activity Next Steps. They also

appear on the Salesforce home page of the task owner, under Today’s Tasks.

Operations Manag...

Contacts v Contracts

Ay Q Search Accounts and more.

Management Logs v

Invoices v

8?a

Payments v  Expenses v Jobs v JobOffers v Morew

Account

L) FCS Maroubra &

Billing Address

Level 1, Suite 4/166 Rd
Maroubra NSW 2035
Australia

DETAILS RELATED

Account Name
FCS Maroubra

Parent Account
FCSNSW

Status
Active

Status Reason
Inactive Reason

Field Manager
Q OPS Field Manager

Timezone

Next Review Due Date
31/08/2018

Next Review Date

v Business Information
Legal Entity Name
Smith Services Pty Ltd

Trading Name

Operating Structure
Company

v Address Information

Billing Address

Level 1, Suite 4/166 Rd
Maroubra NSW 2035
Australia

Account Owner

#3 Bill Smith

Email
billsmith@gmail.com

Phone
0426272390
Fax

Cell Member Role

Primary Cell Group

Secondary Cell Group

Business Number
123456666

Company Number
66123456666

Shipping Address

+ Follow Edit  Create New Job

ACTIVITY CHATTER
LogaCall NewEvent New Task Email
Create new.. Add

Filters: All time + All activities - All types ¥

Refresh Expand All

Next Steps More Steps

New Franchisee Induction course 04/07 v
] Bill Smith has an upcoming Task

Issue New Franchisee Information For... Tomorrow v

‘ Bill Smith has an upcoming Task

Past Activities

> [E] JobOffer JON-00025 7:00AM [ 07/10/2017 v

‘ Integration User sent an email to Bill Smith

v
Activity Lists Add List
NAME NUMBER OF TASKS COMPLETED TASKS

Maroubra Growth Initiative 5 o
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To view more details about an individual task:

» Click the task arrow to reveal more information.

Al vy | Q  Search Accounts and more... %[+ ?2 A @

Operations Manag... Home Chatter ~Accounts v Contacts v  Contracts v  Managementlogs v Invoices v Payments v Expenses v Jobs v JobOffers v Morev
Account
) FCS Maroubra & + Follow | Edit  Create New Job
Billing Address Status Status Reason
Level 1, Suite 4/166 Rd Active
Maroubra NSW 2035
Australia
DETAILS RELATED ACTIVITY CHATTER
Account Name Account Owner
FCS Maroubra £ Bill Smith
logaCall NewEvent New Task Email
Parent Account Email
FCS NSW bill smith@gmail.com
Status Prone Create new. =2
Active 0426272390
Status Reason Fax

Filters: All time - All activities - All types Y

Inactive Reason Cell Member Role Refresh Expand All

M
Field Manager Primary Cell Group Next Steps lore Steps
1 OPs Field Manager

Timezone Secondary Cell Group New Franchisee Induction course 04/07 (v
8ill Smith has an upcoming Task

Next Review Due Date
31/08/2018

Next Review Date

Description
The franchisee owner is booked into the induction training course.

Issue New Franchisee Information For... Tomorrow v
| Bill Smith has an upcoming Task

v Business Information

Past Activities

Legal Entity Neme Business Number

Smith Services Pty Ltd 123456666

e B o > [E] JobOffer JON-00025 7:00AM | 07/10/2017 v
rading Name ompany Number

® 661;3155656 | Integration User sent an email to Bill Smith

Operating Structure -
Company

v Address Information

Billng Address Shipping Address Activity Lis )

ctivity Lists Add List

Level 1, Suite 4/166 Rd vy .
Maroubra NSW 2035 NAME NUMBER OF TASKS ~ COMPLETED TASKS
Australia

Maroubra Growth Initiative 5 o
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To reveal more tasks:

» Press More Steps.

Al'y  Q  Search Accounts and more... |+ ? 2 @
Operations Manag... Home Chatter Accounts v Contacts v Contracts v Managementlogs v Invoices v Payments v Expenses v Jobs v JobOffers v Morew s
Account
B FCS Maroubra & + Follow Edit Create New Job
Billing Address Status Status Reason
Level 1, Suite 4/166 Rd Active
Maroubra NSW 2035
Australia
DETAILS RELATED ACTIVITY CHATTER
Account Name Account Owner
FCS Maroubra £ Bill Smith
= LogaCall NewEvent NewTask Email
Parent Account Email
FCS NSW bill smith@gmail.com
Status Phone Create new... Add
Active 0426272390
‘Status Reason Fax
Filters: All time - All activities - All types Y’
Inactive Reason Cell Member Role Refresh Expand All
Field Manager Primary Cell Group Next Steps
3 OPS Field Manager
Timezone Secondary Cell Group > Issue Operations & OH&S Documents /07 v
| Bill Smith has an upcoming Task
Next Review Due Date " "
v New Franchisee Induction course 04/07
31/08/2018 a8 _ ! uction cou >

Next Review Date

v Business Information

Legal Entity Name Business Number
Smith Services Pty Ltd 123456666

Trading Name Company Number
66123456666

Operating Structure

Company

v Address Information

Billing Address Shipping Address

Level 1, Suite 4/166 Rd
Maroubra NSW 2035
Australia

v Invoice Summary Information

Tax Exempt Has Overdue Balance

Bill Smith has an upcoming Task

Description
The franchisee owner is booked into the induction training course.

Issue New Franchisee Information For... Tomorrow | v

| Bill Smith has an upcoming Task

Past Activities

> [E] JobOffer JON-00025 7:00AM | 07/10/2017 | v

| Integration User sent an email to Bill Smith

Add List

NAME

NUMBER OF TASKS ~ COMPLETED TASKS

Maroubra Growth Initiative 5 o
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To mark a task as complete:
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»

Check the task check box.

Al'v  Q  Search Accounts and more... ? A @
Operations Manag.. Home  Chatter Accounts v Contacts v  Contracts \v  Managementlogs v Invoices v Payments v Expenses \v Jobs \v JobOffers »v Morew
Account
i) FCS Maroubra & + Follow Edit  Create New Job
Billing Address Status Status Reason
Level 1, Suite 4/166 Rd Active
Maroubra NSW 2035
Australia
DETAILS RELATED ACTIVITY CHATTER
Account Name Account Owner
FCS Maroubra £ Bill Smith
== LogaCall NewEvent NewTask Email
Parent Account Email
FCS NSW bill smith@gmail.com
Status Phone Create new... =2
Active 0426272390
‘Status Reason Fax
Filters: All time - All activities - All types Y’
Inactive Reason Cell Member Role Refresh Expand All
Field Manager Primary Cell Group Next Steps
{3 OPS Field Manager
Timezone Secondary Cell Group > H&S-D: 04/07
| Bill Smith has an upcoming Tash
Next Review Due Date " "
v New Franchisee Induction course 04/07
31/08/2018 for v
Bill Smith has an upcoming Task
Next Review Date
Description
The franchisee owner is booked into the induction training course.
v Business Information
> Issue New Franchisee Information For... Tomorrow v
Legal Entity Name Business Number | Bill Smith has an upcoming Task
Smith Services Pty Ltd 123456666
Trading Name Company Number Past Activities
66123456666
Operating Structure > & JobOffer JON-00025 7:00AM |07/10/2017 v
Company | Integration User sent an email to Bill Smith
v Address Information v
Billing Address Shipping Address
Level 1, Suite 4/166 Rd
Maroubra NSW 2035
Australia A Add List

v Invoice Summary Information

Tax Exempt

NAME NUMBER OF TASKS ~ COMPLETED TASKS

Has Overdue Balance Maroubra Growth Initiative 5 o

When the task has been checked, the task name is struck out to indicate that it has

been completed.
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When you reload a record with a completed task, the completed task appears within

the Past Activity.

-0

Operations Manag... Home  Chatter ~ Accounts v

Al vy Q  Search Accounts and more...

Contacts v Contracts

Expenses v Jobs v JobOffers » Morew

Account
L) FCSMaroubra &

Billing Address Status Status Reason
Level 1, Suite 4/166 Rd Active

Maroubra NSW 2035

Australia

DETAILS RELATED

Account Name
FCS Maroubra

Parent Account
FCS NSW
Status

Active

Status Reason
Inactive Reason

Field Manager
¥ OPS Field Manager

Timezone

Next Review Due Date
31/08/2018

Next Review Date

v Business Information

Legal Entity Name
Smith Services Pty Ltd

Trading Name

Operating Structure
Company

v Address Information
Billing Address

Level 1, Suite 4/166 Rd
Maroubra NSW 2035

Australia

v Invoice Summary Information
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Account Owner

£ Bil Smith

Email
billsmith@gmail. com

Phone
0426272390
Fax

Cell Member Role

Primary Cell Group

Secondary Cell Group

Business Number
123456666

Company Number
66123456666

Shipping Address

+ Follow Edit  Create New Job

ACTIVITY CHATTER
LogaCall NewEvent New Task Email
Create new... Add

Filters: Al time - All activities - All types Y

Refresh Expand All

Next Steps More Steps

New Franchisee Induction course 04/07 v
| Bill Smith has an upcoming Task

> Issue New Franchisee Information For... Tomorrow v
| Bill Smith has an upcoming Task

Past Activities

> Issue Operations & OH&S Documents 04/07 ¥
| Bill Smith had a Task

> [ Job Offer JON-00025 700 AM107/10/2017 v

| Integration User sent an email to Bill Smith

Activity Lists Add List

NAME NUMBER OF TASKS ~ COMPLETED TASKS
Maroubra Growth Initiative 5 1
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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

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

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.

Franchise Operations Reports

Job Request Con-

version
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Status.
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Job Requests in
and out

Pending Quotes
& Work in Pro-
gress

Quote Conversion
%

Number of Job Offers by month in Ownedand Unowned Ter-
ritories.

Summary of Job Plans that are pending a decision from the cus-
tomer.

Number and Value of Jobs that are Convertedvs. those that are
Unconverted.

Head Office Reports

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

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.

Self Generated Jobs that did not come from the website or call center in the last
Work Last Week  seven days.
Territory Only by L -
Billing State Territories listed by billing state.
Zero Job Offers by Listing of franchises receiving no Job Offers within the last seven
State days.

SMS Management Reports

ﬁ Ships with the SMS Management option.
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Journey Actions

with Participant Completed vs Queued Participant Actions by Journey Action
Actions

Jou_rneys i Journeys with at least one Journey Participant

Actions

Journeys with Par-  Count of Journey Action Names by Type, ordered by Journey
ticipants Action Sequence.

DocusSign reports

‘ ﬂ DocuSign is available for custom implementations only.

Average Days to The average days to completion of all DocuSign Envelopes
Complete sent.

Average Days to The average Days to completion of all DocuSign Envelopes by
Complete by Sender Sender

Average Hours to The average hours to completion of all DocuSign Envelopes
Complete sent.

Average Hours to The average number of minutes to completion and envelope by

Complete by Sender sender.

Average Minutes to

The average minute to complete all envelopes sent.
Complete g P P

Average Minutesto  The average number of minutes to complete and envelope by
Complete by Sender sender.

Envelope Events this

Month Total envelope events this month.

Envelope Events this

e Total envelope events this quarter.

E.T.\Isebpe A Total envelope events this year to date.

Envelopes by

Sender this Month Total envelopes sent this month by sender.

Envelopes by

Fa B RS Total envelopes sent this quarter by sender.
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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.

szl Carpisis oy 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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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

If you choose Details Only, choose the format you need (Excel format .x1sor
Comma Delimited .csv)then press Export.

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 325.

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.

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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https://www.franchisecloudsolutions.com/help/
https://www.franchisecloudsolutions.com/help/fcs-kb/Content/Home.htm

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?

334 Operations Management User Guide



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."

Al w = Q  Search Accounts and more... E'E ?2 A @

3:%  Business Managem... Home Chatter Accounts v Jobs v JobOffers v JobSchedule Invoices ~ Payments v *JobPlanmning v X Morew yl
Person Account
'Y Mrs. Janet Baker + Follow  Edit  Dek Create New Job
Title Phone(2) v Email Account Owner
0 Ringwood Franchis... £ 1
DETAILS RELATED ACTIVITY CHATTER

Account Name Account Owner
Mrs. Janet Baker Ringwood Franchisee

0 Log a Call Email
Title Franchise ©

FCS Ringwood East
Mobile Email Create new...
0404 080 300
Home Phone Phone - .

Filters: All time - All activities - All types 'Y
— Create New Job Refresh Expand All
Ps

v Address Information
teps. To get things moving, add a task or set up a meeting.
Billing Address

ivities
« Invoice Summary Information Caneel m activity. Past meetings and tasks marked as done show up
here.
Tax Exempt © Has Overdue Balance ©
Total Invoice Amount @ Overdue Balance
AUD 9,962.70
Amount Paid @ Debtors 0-15 days
AUD 150.00 i Activity Lists Add List
Amount Outstanding @ Debtors 16-30 days
AUD 9,612.70 NAME NUMBER OF TASKS COMPLETED TASKS
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).
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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

17398

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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