Lead Management

the key'I

The purpose of this User Guide is to provide users with guidance on how to create and manage leads.
The guide has been split into a number of sections for ease of reference:

Creating a Lead

Importing Leads

Managing Leads

Completing a Lead — Not Proceeding
Re-opening an Abandoned Lead
Completing a Lead — Converting to Client
Lead reporting

Deleting a Lead

Creating a Lead

From the Start Page click on Create New Client. Alternatively, you can click on New Client within the
‘Browse’ window on the left hand side
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This will open up the following screen where basic client details can be entered.
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-~ Start Page >
£} New Client Create New Client(s)
i i.Create
= Client Title First Name Surname
Contact Appl Mr w|  David Blandle
- FactFind
Oveniew for? I
- Personal Details
iy i Procuct I
Documents Reguired
- Notes Business source Branch refemal - Code/Ref -
Admin
Agmin Data Frotection Act [ =
DiaryTasks Create as lead @ffe OMo
Pipeline
- Reviews
Complaints
- Contacts
= Commissions 7] Staff Case
i Receipts
i-Reconciled
Amaounts due Introducer
- Marketing Search View/Edit
- Reports
i-New Business
i.Commissions Negofiator
 Queries | Search View/Edit
L. Ad-hoc
= Setul
= H y Create Client
i General

Applicant details - enter the first and (if required) second applicants name

Initial Product Required - select Mortgage or Gl/Protection which will set the relevant fact find within
the Fact Find screen. If left blank the fact find can be set manually later

Business Source - select the appropriate source of business which can used for Management
Information purposes in the Reports area.

Code/Ref — a reference can be entered for internal use. This can be left blank.

Data Protection — select whether the client wishes to opt in or out of receiving future mailings from
the Key. This can be left blank and completed on a following screen

Create as Lead — select Yes to create the applicant as a Lead

Introducer — click on Search to record an Introducer against the client record. This information can
be used for Management Information purposes in the Reports area. This can be left blank or
completed in a later screen
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Once the initial page has been completed click on Create Client.

The Client Contacts > Main Details page will then be displayed where additional details can be entered.

Start Page
& New Client

& Glient Wa Detels | idtons! fomaton [ Load Deaie] Show notes for [7] Client [7] Sale [7] Product [7] Tasks [T Sy
S Applcant 2 .
Personal Details First Name David First Name

- Products Middle Name | Middle Name
Documents
~Notes Surname Blandle Surname
Admin Previous Sumame Frevious Surname
= Admin
. DiaryTasks Present Address Present Address
Pipeline
- Reviews I —
-.Complaints
Contacts
= Commissions
.- Receipts _— —
- Reconciled
L. Amounts due
[ Marketing Sex Date of Birth Sex [:] Date of Birth
- Reports _ —
i Home Tel Home Tel
New Business
- Commissions Mabile Tel Mabile Tel
- Querles Vork Tel Work Tel
Ad-hoc
= Setup Email Email
e S S— O S S —
- Users
L. Letters Preferred Time Preferred Time
Workflow
. Integration IR Verity ID R Verify ID i
*. Network Add Nete
Private
2o o et o
Delete |
Zas

Once the Main Details tab has been completed as required click on the Additional Information tab
where additional information can be entered.

Show notes for [7] Client [¥] Sale Product ] Tasks [ Sy

Fact Find Salutation Wr D Blandle [ <At

s il —
- Personal Details
Do Dsta Protecton Act | - [ opASttement |
- Documents Introducer
Notes
- Admin ‘ Search View/Edit
= Admin
DiaryiTasks
- Pipeline
Reviews
- Complaints
- Contacts
= Commissians
i Receipts Marketing Consent
| Reconciled Applicant 1 Applicant 2
Amounts due Contact By Mail CiYes O No Contact By Mail Yes Mo
- Markefing ContactByEmal ) Yes ) No Contact By Email Yes © Mo
-} Reports
i-New Business
- Commissions
- Queries
L. Ad-hoc
= Setup
i General
L Users
- Letters
E--Warkﬁaw
: Integration L
i Network Add Nete

Private

n (et

Note: There are no mandatory fields on these screens and any information not available can be
completed at a later date via the Client > Contact screen.
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Once the Additional Information

tab has been completed click on the Lead Details tab and fill in any

relevant details on the Information tab. NB: any information entered onto this screen will b e
applicant is converted to a Client.

automatically transferred to the Fact Find when the

Start Page

MNew Client

L Create

= Client

Contact

- FactFind

- Qverview

- Personal Details
Products
Documents

~Notes

- Admin

= Admin
DiaryiTasks
Pipeline

- Reviews

- Complaints
Contacts

- Commissions

i Receipts

Reconciled

- Amounts due

Marketing

= Reports

New Business

Integration
L. Network

Client Contacts

" ional Informationll Lead Details |
Information Tt

Show notes for [] Client [¥) Sale [ Product [F] Tasks [ Sy

0an purpose
Valuation/Price
Loan Amount
LTV

Type
Term (years)

Repayment Type

T 150w

om0

GRS

House Detached -
15

Repayment

Froperty Address

Plot 32

Lakeside

Applicant 1 Applicart 2
Employment status Employment status
[] Employed [] Employed

7] Self Employed 7] Self Employed
7] Retired [7] Retired

[7] Mot Emplayed [7] Not Employed
Basic Income 25.000 Basic Income

Previous adverse credit issues
or mortgage/loans refused?

©Yes @Ho

Previous adverse credit issues
or morigage/loans refused?

©Yes @ No

Add Note

Private

[ Delete

Next click on the Lead Management tab where additional details can be entered

Start Page
New Client
Create
=) Client
Contact
FactFind
Overview
Personal Details
Products
Documents
Notes
Admin
Admin
Diary/Tasks
Pipeline
Reviews
Complaints
Contacts
= Commissions
Receipts
Reconciled
Amounts due
Marketing
- Reports
MNew Business
Commissions
Queries
Ad-hoc
- Setup
General
Users
Letters
Workflow
Integration
MNetwork

Client Contacts

Main Details

preswemmmrrmE | Load Detais |

r—— P—
Lead Status [Lead Received hd
s
Initial contact made v
Buses s ot -
Create New Task | [ Lead CostDetails | [ Convert ToClient >
\lork List
Lead

i... Ready for Fact Find

Client contacted, task due 06/05/2011 14:44:00
i Collect additional information
- Second contact - Appointment made

]

Show notes for (7] Client [7] Sale [ Product [ Tasks [ Sy

Add Note:

Private

Lead Status — This will default to Lead Received but can be amended throughout the lead
management process

Initial Contact Made

- this is the date that the client was first contacted whether by phone, email or

face to face. When converted to a client this date will appear on the front of the Fact Find
Create New Task - this allows a task to be created for the client which can be reviewed in the
Admin > Task/Diary area

v3.6 Jun 11



Lead Cost details — this allows additional details of the lead cost and any refunds to be recorded as
seen in the screen below

Lead Cost ==
Costof Lead £ 50
Refund of Lead Cost
Lead Cost refund amount £
Diate refund was reguested [~ <Today

Amount of refund recieved £

Date refund received [ <Today
Reason for refund -
Other From lead list 01/04/2011
[ ok |[ Cancel |

Worklist — this will display a Worklist if one has been created in the Setup > Workflow area. For
guidance on creating Worklists refer to the separate guide How to Create Your Own Worklists
Convert to Client — click on this button to convert the Lead to a Client (see separate section below)

Importing Leads

As well as the manual input process detailed above it is also possible to import multiple leads using the
Client Search > Import function. A new data destination of “Leads” has been added to facilitate this
process. Once imported the Leads can be managed via the Client area.

For further details on the importing of Leads please refer to the separate user guide Importing of
Clients, Contacts & Leads which can be found at http://www.thekey.uk.com/sesame_thekey.aspx

Managing Leads

Once manually input or imported the Lead can be managed through the Client > Contact > Lead Details
> Lead Management tab. Firstly locate the specific lead as follows:

Click on the Client option and select Type = Leads .

To view open Leads select Sales Process = Open.

To select Leads which have been marked as Not Proceeding select Sales Process = Abandoned
To select all Leads select Sales Process = ALL

Highlight the required Lead then click on Open Client

B The Key v3.6.22 (KCO000] [ = <]
Start Page Cliert Search | Case Seanch
""}'E:‘rc"em Surname Advisor (G Black T — _ 1/102ge Advic e g —
& Client I Postcode DOB Type |Leads -
S——— _,] _ Beosion
;?,jn::\s Sales Process (Open 7 cllentRef 1] Offine clients only e | & Bpat |
Personal Details Client search reé_ic ke 1o customise results
- Products Closed
...zz‘c:smgms . o .‘;;.?;S:Cuaried | }j‘l ot Home Tel B 0B lni T e
. Admin = oad 26/04/2011 | Robert Smith
=+ Admin Dariels Nathan G 1H8 8L 14/04/2011
- DianyiTasks Shelby David 01/02/1960 12/04/2011
:::2&2 Janey Bob 12 Barisr Way RG3 AP 080472011 | Unda p—
.Complaints Highley Joseph 05/09/1972 02/04/2011 | Geraldine Highley
Contacts Bandy James 27/03/1968 08/04/2011
£ Commissions Hurt Jake 18/03/2011
- Receipts
Recanciled

Once opened click on the Lead Details tab and Lead Management . The Lead Status can be updated
manually as the lead progresses or can be updated through the use of the Worklist (where a worklist has
been created within your firm).
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- Start Page .
£ New Client Client Contacts
: Create
& Client e | I Load Detals Show notes for [7] Client [#] Sale [ Product [7] Tasks [ Sy
Contact | =
i Lead M: ent
- FactFind | fomatiogf] Le=d Mangemert | Jf
Overview
- Personal Details % -
ed
;’““““‘5 . Advisar | ead Assessed
- Documents Fopointment Made
Notes Initia] contact made ot Frocesding - uncortactable
Ad E ot Proceeding - using other broker / lender direct
- Admin B ot Proceeding - information incomect -
= Admin ot Proceeding — credit issues
Converted to Client
- DianfTasks Create New Task Bt Procesding - cannot offer
Pipeline
- Reviews
Complaints ‘work List
.- Contacts Lead
£ Commissions Client contacted, task due 06/05/2011 17.03:00
Collect additional information
Second contact - Appointment made
H Ready for Fact Find
L Amaunts due

The Create New Task button can be used to create a Task which can be reviewed in the Admin >
Diary/Tasks area

Completing a Lead — Not Proceeding

In the event that a Lead is not due to proceed to Client stage the Lead Status can be updated within the
Lead Management tab. Select an appropriate “Not Proceeding” status then Exit.

Start Page .
& New Client Client Contacts

Main Detals | Additional Information | Lead Details | Show notes for [7] Client [7] Sale [7] Product [ Tasks [T Sy

- Contact e
Information | Lead Management

- FactFind
Overview -
- Personal Details Lea) o kot rocoscing - vong st o)
 Broduch e =
L rocaments Iniial contact made  APpaintment Made
.. Notes Not Proceeding - uncontactable
A B Not Proceeding —using ather broker / lender direct
Shamin Lol St 1 Not Proceeding -information incomect
= Admin Not Proceeding - credit issues
Converted to Client
ey asks Create New Task | ot Proceeding — cannot offer
Pipeline
Reviews
- Complaints ork List
Contacts Lead
&1 Commissions Client contacted, task due 07/05/2011 11:36:00

Collect additional information

eceipts Second contact - Appointmert made
econd contact - Appointment made
Reconciled Ready for Fact Find
. Amounts due
- Marketing
[ Reports

Add Note

Private

= T © [Cen -]

Add Note

This will automatically update the Lead to “Abandoned ”. To view Leads that have been abandoned
navigate to the Client > Client Search screen and filter as follows:

Type = Leads .
Sales Process = Abandoned
Then click on Search

-~ Start Page Cliert Search [Fase Search|

|3 New Client

. Surname Advisor |G H§¥< L Mortgage Advic ~ ‘ Cii Delete
£1 Client Postcode DOB I Type [Leads -
. by Coenieri | [ Aeasoan

Custom =
ISaIes Process | Abandoned Client Ref [ offine clients onbf| [ Seach | [N mpot | [ Bt |
Elient search resus 3 chentts] tound. Llick here to customise results

| | | | | | =" |
midd wiork 04/05/2011
) Admin Gaynor Robin 31051964 | 08/04/2011
Ll Wiliams i 08/04/2011 | James Willams
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Re-opening an Abandoned Lead

Leads that have been Abandoned can be reopened. To reopen the Lead, open the Lead then navigate to
Client > Admin .

Start Page Applicant1 Mr Robin Gaynor
w Client

Create fopia2

= Client

- Contact
FactFind
Qvenview

- Personal Details Advisor

Products

- Documents

2123 Introducer

| | Search View/Edt
Diary/Tasks
Pipeling Business source Purchased Lead - Code/Ref -

- Reviews
Sales Process
Complaints

Customer Reference 17107

Date Created 22/03/2011 16:27:00

- Contarts lesdRoceived  zzwaomt ez (v ladw
Cns:::s:g " Enter Contzet Details (22032011 165200 |
Reconciled
* Amounts due
- Marketing
- Reports
New Business
- Commissions
- Queries
Ad-hoc
- Setup
* General
-Users
- Letters
Workflow
i~ Integration
i Network Cumert Sales Process
Abandoned Change to T ‘ | e | [ —

Click on the Open button and a message box will be displayed. Click OK to confirm that you wish to start
a new sale and the Lead will be amended to an Open Lead

ﬁ

@ Are you sure you wish to start a new sale

QK Cancel

The Lead Status will need to be amended to reflect the current position. To update the Lead Status
navigate to the Client > Contact > Lead Details > Lead Management tab and select the appropriate
status from the drop-down list.

-~ Start Page
£ New Client
= Create
i Ol Wain Detaieff fg == Detals | Shaw notes for [7] Clisnt [7] Ssle. [ Prociuct [ Tasks [1] Sy
Overview
- Personal Details eSSt i ~|
R
- Notes Initial contact made oy incnntadable
Admin Business source Not Proceeding -using ther broker / lender direct
Not Proceeding -information incomect T
- Admin Not Proceeding — credit issues
Pipeline
- Reviews
Complaints ‘Work List
Contacts Lead
= Commissions drive to work, task due
Recsipls drive home:
i~Reconciled
L Amounts due
Marketing
i Reports
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Completing a Lead - Converting to Client

To convert a Lead to a Client open the Lead and navigate to the Client > Contact > Lead Details > Lead
Management tab. Click on the button Convert to Client>

| ey v3.6.22 (KCO000 —
Start Page . [ (e =
£ New Client Client Contacts
—
@ Gont I bk e ad Deals | Show notes for [] Client (7] Sale [ Product ] Tasks [ Sy
Fad Find Informatiof] | Lsad Managsment |
. Overview —
- Personal Details Lead Status Lead Received =
poduae Advisor sckbum  ~
- Documents Iifisl contactmade s <loda
Notes
Admin Business source Branch referdl —
- Admin
DiaryiTasks Create New Task Leed Cost Detaff | [ Convert Ta Client> |
- Pipeline
- Reviews
Complaints ‘Work: List
- Contacts Lead
& Commissions Client contacted, task due 06/05/2011 14:44:00
Receipts Collect addtional information
Second contact - Appointment made
- Recondiled Riady for Fact Find
Amaounts due
- Marketing
Danarte

A warning message will be displayed. Click Yes and the Lead will be converted to a Client.
Thekey =

@ Are you sure you want to convert this Lead to a client?

Any mandatory fields not completed as part of the lead creation will be highlighted and will need to be
completed before proceeding e.g. address, postcode, date of birth, service provided.

ey v3619 [E=R =
Start Page -
& New Client Client Contacts
Create
_ Client Main Detais | Addiionsl Infomntion | Lead Detals | Show notes for [7] Client [7] Sale [7] Product [7] Tasks [7] Sy
Coniac Applicart 1 Applicant 2 &
Overview
Personal Details First Name Nathan First Name
hEogucts) Middle Name ] Middle Name
Documents
Notes Surname Dariiels Surname
Admin Previous Surname ] Previous Surname
= Admin
Diary/Tasks Present Address Present Address
Pipeline (7] !
Reviews ]
Complaints o
Contacts
= Commissions
Receipts —_— —_—
Reconciled @
Amounts due
Marketing Sex Date of Birth 9 S= E Date of Birth
Reports e — ——
s Home Tel Home Tel
7. Setup
Mobile Tel Mobile Tel
\wiork Tel ] ‘wiark Tel
Email Email
—— o
Preferred Time Preferred Time
[R VerityID [R Verity ID -
Add Note
Private
[
B | [ vea» | o
Add Note
= l

Complete any missing information and when finished click on Exit to save the information and return to
the main Client screen.
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Click on Fact Find, which will display the Fact Find Summary screen for the newly created client where
the fact find can be started. Any data entered through the Lead creation process will be pre-populated
into the Fact Find. A client note will be recorded to show the date and time the Lead was converted to a

client.

- Start Page Applicant1 Mr Nathan Daniels 12 Terrace View,Basingstoke, PO3 5TH
MNew Client -
Applicant 2
Please select the required sale record
A
11 16:31  New Sale 1
- Personal Details
Products
- Documents
Notes
- Admin
- Admin
Diary/Tasks [ DeleteSale | [ CloseSale | [ NewSale | [ OpenSale
- Pipeline Initial Contact Made 08/04/2011 00:00 € » =leday
Eme:jms Froduce IDD ] E <Today IDDissued? @) Yes ) No
Contacts Fact Find Cv  Sloday
- Commissions Source & Select [+ <Today
~-Recelpls Procuce KF| Cv  ledey
- Reconciled C
L. Amounts due Rl tv  <Todsy
Marketing Completed Application ’—|
- Reports
. New Businesg] Next >>
-~ Commissions Shaw notes for [] Client [¥] Sale Product ] Tasks [] System
i Queries 08/04/2011 16:54:10 -
Ad-hoc Lead converted to client: 08/04/2011 16:54:10, G Blackbum
- Setup

Lead Reporting

There are two ways to produce Management Information on Leads that have been created within the
Key:

Reports > New Business > Lead Report
Reports > Queries > Leads

Reports > New Business > Lead Report

A standard report entitled Lead Report has been created within the Reports > New Business area.

W oKy V2522 (R R

- Start Page .
- New Client Business Reports
Create
- Client ‘ Provider Spread by advisors for top B providers from effective date -
Badaiadedakiviell
Contact Giobal MI
Fact Find
.. Qverview Business Written Overview - total income by adviser
- Personal Details Business Witten Overview E
Products Business Written
.. Documents Business written that has subsequently been cancelled/lapsed within date range
Business written within date range for selected Business Source
~Mates Business writen within date range including commissions
Admin Pipeline Business Mortgage Detail
Admin Pipeline Business ALL
: Completed Business Dverview
- Diaryasks Completions By Area
Pipsline Business Witen Detail
Business Written Detail All
- Reviews Al products where review date within date range
. Complaints Al products where maturity /expiry date within date range b
Contacts Description
£ Commissions
- Receipts
Reconciled
o Report Selection
- Marketing Start Date 04/ February /2011 [~ | EndDate 04/ May /2011 [~
-} Reports
New Business
3 Y Advi @ 7
el Firm name (Premie Moo A 1Y) isor [[7] Beard Coles Oscar Pilgrim
Queries ——————— V| Beard Import
Adh PipelmeAJlocauunl v| [¥] G Blackburn
oc B [¥] John L wilson
- Setup [¥] LauraTLockwood
General
Users [ sslectanl | [ Deselectall
- Letters
Workflow Business source Branch referral - ‘ Premier Mortgage Ac
Integration
- Netwark

Version SESAME_370_1.4 Open inExcel | | Run

Select an appropriate date range and the Adviser(s) required and then click on Open in Excel .
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The Excel report details all Leads that have created on the Key showing the Adviser, the date the lead
was added, the current status of the lead and, where the lead has been converted to a client, the
timescale to conversion.

Reports > Queries > Leads

The Reports > Queries function provides more flexibility to report on Leads and allows additional fields
to be selected to appear within an Excel report.

Click on Reports then Queries and select Leads as the Query Type . Select any appropriate filters and

then Run.

Bl The Keyv3.6.22 (KC0000)

Start Page
(= New Client
L Create
£ Client
Contact
- FactFind
Overview
Personal Details
- Products
Documents
Notes
- Admin
- Admin
DiaryiTasks
- Pipeline
Reviews
Complaints
- Contacts
£ Commissions
-~ Receipts

=l
Report Queries
Query Selection
Firm name Adviser [[F] G Blackburn
Premier Mortgage Advice Ltd %‘L':::aiﬂs"”
Query Type [7] Oscar Pilgrim
MNew Business Mortgage [ Select All ] [ Deselect All
Mew Business Insurance
Mew Business Cther
Users
Contacts =
——

Additional Fitters

Additional Filters None: =

Reconciled
“. Amounts due

e ]

- Reports
*. New Busing
- Commissiol
E---Quemes
" Ad-hoc

]

E---General
- Users
- Letters

E--Warkﬁaw

This will produce a Results Table showing relevant data associated with any leads created which can be
exported into Excel by using the Export button. The Results Table can be customised to add or remove
columns by clicking on the Click here to customise results  link.
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Further details on the Reports > Queries function can be found in the User Guide Query Reporting in
the Key which can be found at http://www.thekey.uk.com/sesame_thekey.aspx

Deleting a Lead
To prevent deletion of leads in error, a Lead cannot be deleted when it is Open.
To delete a Lead select the required Lead on the Client > Client Search tab (Type = Leads ) and click

Delete (NB: Delete permission is required to use this function which is controlled through the Setup >
Users area by a firm’s System Administrator).

[ ]

[ ]
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Where the Lead is open the following message will appear:

Click OK, open the Lead and navigate to the Client > Contact > Lead details > Lead Management  tab.

Select a Lead Status beginning with Not Proceeding and click on Exit to save.

Once the Lead has been closed return to the Client >-Client Search screen and select the Delete
button. Click OK to confirm deletion of the Lead.
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