Delivering Happiness



— /
IMPORTANT !

WARNING!

Carrying or Using Mobile Phones On Floor Is An PUNISHABLE
OFFENCE



/X/

SESSION OBJECTIVES

By session end you will be able to
identify with:

1. CRM Landing Page
. CRM Landing Page - Various Sections

. Locator Panel

. Priority Search

@aaptoD

ring Happin




/X/

" NAAPTOL
CRM LANDING PAGE

When you receive a call, what details would you need?




" NAAPTOL
CRM LANDING PAGE

v' CUSTOMER IS CALLING US FROM WHICH
NUMBER ?

v' WHO IS CALLING US, IS THIS A REPEAT
CUSTOMER?

v’ CUSTOMER IS CALLING US FOR WHAT
PRODUCT ?

- v~ DO 1 NEED TO CAPTURE CUSTOMER’S
ADDRRESS FOR ORDER?

v' WHY CUSTOMER REFUSED TO PLACE ORDER?

v" HAS CUSTOMER BOOKED ANY ORDER
EARLIER?

v’ WHAT IS THE STATUS OF ORDER WHICH
CUSTOMER PREVIOUSLY PLACED?

@aqgtoD
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"NAAPTOL

CRM LANDING PAGE

Product Search Pansld Web Sesrch Panel Ovder Pansl Lesd Pamel Case Panel Travel Panel Locator Faned Set of Z Aai..
FUICK ACCESS: Shipping Address Order History Lead History Lead Panel

Language: Hindi ¢ Call: BECE 5000010 Caller Mo: 8127002052 £84 Te Do Hot Disturk Profile Completion: %
Lead Source § Publication: Broadcast Call # WO _Cinerna

Sibrer Member

Avrailable Maaptol Cash-D

B PROCLICT SEARCGH

Order Panel - Search Offers

Code Proluct Manme Auciual
Call
Date &
Tirme =
13-Aug-

search Seanch ﬁgf;,,:#ﬁ

Select Product Name "5_."“1. Orffer Detalls Gty Walue Offer Sawe Shipping 1""5:':.‘“‘* Date SkzefColour SizeiClass

ey Zetal2 Jaipun Sl Romedwen Sold O | 4023 G000 959 B3I% | 3549 1398 P Foed

‘e e oer Comba + 0 Glaases* @ 5026 [T Y5 389 1308 Etare ™ Wellow

¢ 112 Pos DnillMaching £ Scrcwdriver | ooy, | a0 3995 1995 S0% 359 2398 pHour

B ORDER PUNCH

B LEAD PAMEL

B PAST RDER HISTORY

Mo Cirders Fownd,

B PAST LEAD HESTOHY




" NAAPTOL
CRM LANDING PAGE

CAN YOU TELL .........

Who has called Naaptol?

Is this a fresh or repeat customer?

Through Which TV channel is customer calling us?
Which product can customer be interested in?

CALL DETAILS
Language: Hindi / Call: Caller No: 8500529819 Add Ta Do Mot Disturb Profile Completion: 44%
Lead Source / Publication: Broadcast Call / WOW _Cinema Erit Frose
. MName: SANDEEP SHIVAJI SUTAR W Gender tale

Avallable Naaptol CashiD

B PRODUCT SEARCH

Order Panel - Search Offers

Code Product Name Actual
Call Date
& Time :
13-Aug-
207

Select Product Name Deal Code  Offer Details Qy Value Offer  Save shipping f&“;““' Date SizeiColour  SizeiClass

i®  lheoomi 4G Mobile with Gorilla Glass O 5040 3489 Free 3499 How Black

) Sstof 2 Japun Silk Razal with Gold Prints © 4023 6000 999 3% Free 999 2HourBefore | Red

Juicer & Shoer Combo + 6 Glasses + Mulli Culler
o ©

“wilh Feelar 5026 5985 Free 995 4 Hour Before | Yellaw




NAAPTOL
CRM LANDING PAGE

CALL DETAILS

Language: Hindi / Call: Caller No: 8127002052 A3 Te Da Not Distiurb Profile Completion: 0%
Lead Source I Publication: Broadcast Call /' WOW _Cinema

MHame:

ubve t Mamibed

Available Naaptol Cash:0
B PRODUCT SEARCH

ORDER PUNCH

LEAD PANEL

ToP

PAST ORDER HISTORY

ToP

PAST LEAD HISTORY

ToP

» CRM Landing Page

CRM Landing page is the first Page you will interact with. It is used to search for or access
customer details, we can also place orders and create Lead through this page.

@aqgtoD
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" NAAPTOL
CRM LANDING PAGE : EXISTING CUSTOMER

CALL DETAILS
Language: Hindi / Call: JUCRIEETIT| Caller No: 2600529219 Add Ta Do Mot Disturb Profile Completion: 44%
Lead Source / Publication: Broadcast Call / WOW _Cinema S | Bt Profle
MamedSANDEEP SHIVAJI SUTAR | Diamand Member TS S Male
= PRODUCT SEARCH
Order Panel - Search Offers
Code Product Name Customer Actual
Call Date
& Time :
13-Aug-
. = 27
Select Product Name Deal Code  Offer Detalls Qty Value Offer Save Shipping fﬁ";"“' Date SizelColour  Size/Class
i®  Ivoomi 4G Mobile with Gorilla Glass O 5040 3480 Free 3499 How Black
(v Setol 2 Japun Sik Razal with Gold Prints O 4023 6000 895 83% Free 999 2 Hour Bafore  Red
O paer & Shcer Comba + 6 Glasses + MUl Cllsr @ 5026 599 Free 999 4 Hour Before  Yellow
More +
ORDER PUNCH
> |
LEAD PANEL TOP
PAST ORDER HISTORY TOP
B PAST LEAD HISTORY TOP

naaptol
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NAAPTOL

CRM LANDING PAGE: EDIT PROFILE

Product Search Panel Web Search Panel Order Panel Lead Panel Case Panel Travel Panel Locator Panel

CALL DETAILS

Ad Browsing - Welcome admin - | Sign Qut | Download | CV Details | Dont Disturb Me..!! | CRM Training Manual | My Logins Hours | My Corner

QUICK ACCESS: S

June 9, 2016 5:23:22 PM

fing Address Order History Lead

Language: Gujrati Scnpt | Call: Callar Nas O05TNTEIA72 Add.T. DO Mot Disturb Profile Cﬂmp|eti0n: 90%
o | User Profile Update HE } .
Lead Source / Publication: Broadcast Call/ Ci i ']FF Edit Profile
Personal Information - Gender Male
Date of Birth: 02-Feb-2000
W EmaillD: aradityakapoor1@gmall com ) )
Marital Status: Married
Mobile Humbar: +01 9810083830 Date of Annivarsay R
First Mama* Aditya
Last Nama® : Kapand . .
QUICK ORDER PUNCH il Edlt PI'Oflle
Gander* ; ® Maka Famala
Select Product Name Dd|  Date of Birth® : 1982-01-25 YY-MM-DD) Amount Date Size/Colour  Size/Class
Rs.
Marsal Stafus: Marigd ¥ { }
@®  HPPhotosmart D5168 10 15299 TODAY =]
- Date of Annivarsary: 2012-01-23 Y Y-MM-0D0)
VB 10 educotion: e = 5954 Now =]
K T Langiiagies: English
Save
Spy Pen BGB 22 2200 Today's Ofer  [Select v|  [Select v| =]
Apple-MacBook (Core2 Duo 7200) 25 26298 Today's Ofer s
5 L TiiCU LUt rceLsas)
naaptol
CaL
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" NAAPTOL
CRM LANDING PAGE: NEW CUSTOMER

Froduct Search Panel Web Sesrch Panel Ovder Panel Lewd Panel Case Fanel Travel Panel Locator Panel Fet of 2 Lai.
FUIMCK ACCESS: Shipping Address Order History Lead History  Lead Pancl

Language: Hindi / Call: Caller Mo: 8127002052 A Te Do Hot Dishurt: Profile Completion: 0%
Lead Source f Publication: Broadcast Call / WOW_Cinema T —

[ J—
l | Er
1

Auailaileg Maaptol CashoD
NS

B PRODUICT SEARCH

Capture

Oirder Panel - Search Offers

Code Product Mame Customer’s Actual
Call
Date &
name Tirme =
13- Aug-
coczocss
Sebect Product Mame g‘i Oiffer Dotalls Qty  Walue Offer Save Shipping f‘;ﬂ‘“ﬂ Date SizeiColour  SizeiClass
) ZE AT Jalpun S Razelwen Sold O a0 [T~] soon @8  s3% 30 1298 Py Feed
- Juscer & Blicer Combo # 5 Slasses + 21 Menute
' e oy Lo O S076 [T wr =) 300 1708 Enlien el
¢y 112 PosOrill Maching & Soreadriver | ;| 2854 [1 -] 3885 1395 s0% 389 ange Mo

More +

B oRDER PUNCH
B LEAD PAMEL

B PAsST ORDER HISTORY

Mo Crders Found.

B PAST LEAD HISTORY



CRM LANDING PAGE - KEY SECTIONS

@aqgtoD
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" NAAPTOL
CRM LANDING PAGE - CALL DETAILS

Language: Hindi / Call: Caller No: 8600529819 Add To Do Not Disturb
Lead Source !/ Publication: Broadcast Call / WOW_Cinema

Profile Completion: 44%

Edit Profile
Name: SANDEEP SHIVAJI SUTAR Gender. Male|

Available Naaptol Cash:0

Call Details

Call Details Section allows us to check customer’s contact details (caller number)
and customer’s name, we can also check customer’s profile details with the help of Call

details Section. A Premium Customer means that customer is of high priority as he/she
transact very frequently with Naaptol.

@aqgtoD
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" NAAPTOL
CRM LANDING PAGE - CALL DETAILS

Language: Hindi  Call Caller No: 8974748147 Add Ta Do et Dot Profle Competion 44%
Lead Source | Publication: Broadcast Call | WOW_Cinema it Profle

Name: MD SAKIUR FAHMAN | Fresium Cusiomse’ B

Available Naaplol Cash:(

Call Details

Call Details Section allows us to check customer’s contact details (caller number)
and customer’s name, we can also check customer’s profile details with the help of Call
details Section. A Premium Customer means that customer is of high priority as he/she
transact very frequently with Naaptol.

@aqgtoD
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" NAAPTOL
KEY SECTIONS : CRM LANDING PAGE - CALL DETAILS

Quage: Hindi / Calt Caller No: 8974748147 A T Profie Compleion: 4%
Lead Source [ Publication: Broadcast Call | WOW _Cinema . ) it Profla
D) Nome: MD SAKIUR RAHMAN [Fisiices] Gender e

ﬂ Available Naapol Cash{

Call Details

1. Language / Call: We can check customer’s language which helps us initiating correct opening.

2. Lead Source / Publication: we can track name of the broadcasting channel or if customer is calling us
referring our website or other source and we can also track the publication (Channel name).

3. Caller Number : Contact number of the customer.

4. Name : lets us know the name of our existing Customer.

5. Customer Membership: We have categorized customer into 2 categories (Silver and Diamond Members)

6. Profile Completion: We can also track/update customer’s Profile.

7. Available Naaptol Cash: We can also check the customer’s NT Cash Balance. @a@tOI
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NAAPTOL
KEY SECTIONS : CRM LANDING PAGE - CALL DETAILS

Silver Member

A silver member is...

% A new customer is by default a silver member.
% Asilver member gets NT Cash equal to the amount of the product.
% A ssilver member gets 250 NT Cash on special events like Birthdays and anniversary (If married).

CALL UEIAILS

Larguage: English [ Call: Callar No: Ad lo Lo Mot Jisturb Frofile Completion: 0%

Lead Source [ Publication: Marnual CSM ¢ Manuzl CRM
Name: = e e e o - -

Silver Member
Availatle Naaptol Cash:l
(naaptoD
I,
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" NAAPTOL
KEY SECTIONS : CRM LANDING PAGE - CALL DETAILS

Diamond Member

Language: English / Call: Caller No: 5718765550 e To D Nat Disture Profila Completion: 83%
Lead Source / Publication: Manual CRM / Manual CRM P
Name: Partho GHOSH Gender. Male
Late of Birth; 23-reb-1904
byailable Naaplol Cash:D  Marital Stetus: Single
______ -

3} Diamond Member
L e o m m— —

A Diamond member gets.....

% One year free shipping.

% NT Cash equal the amount of product purchased.

¢ Priority customer service for shopping and delivery.

% 500 NT Cash on special events like Birthdays and Anniversary (if married).

% A Silver customer can easily be converted into a diamond member by just Paying 599.

nantoI
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" NAAPTOL
KEY SECTIONS : CRM LANDING PAGE - CALL DETAILS

Available Naaptol Cash

We can check the customer’s NT Cash Balance through this link.

Further it has 4 sub links to check the expiry etc.
1. Available

2. Redeemed
3. Expired
4. Pending

Language: Englizh [ Call: Caller No: 9961955323 fuid T Do bt Disturh Profile Completion; 55%
Lead Source | Publication: Manual CRM / Manual CRM o Edit Frosile
Name: MOHANAN W | Premiumn Cusiomes Gendar
r =
Lﬁ.vairable Maaptol Cash: 2484 I

E
g Naaptol Cash History

il sl Available Naaptol Cash - 2499

Earn Reason NT Cash Earned Date Entity_Id

ORDPUNCH 459 25-Apr-2007 M:34:ED MazETE0

@aqgtoD

Delivering Happiness




" NAAPTOL

=
! B ORDER PUNCH

E ORDER PUNCH

AND CIFT ==

I:l Become o Diamaond MemberTodey by pomarg B= 500 pnd erjoy Free Delreery for 1 yoor [

| Shipping Address

Mew Shippmg Sddress

Initials" First Mamee" Lask Mames" Boibile™ Foar At
-Select inifais.  [W] T2rrTaDEas
Addres s Landmark
City™ Tt Pnco-de”  Sasrch Pin AH Pheomse Copy CREF MO
Remarks



NAAPTOL
CRM LANDING PAGE - PRODUCT SEARCH

» Product Search: This section can be used to search/select product for the customer, we can
select product with the help of radio buttons and also can track the product with help of Code and

Product Name fields.

8 PRODUCT SEARCH

Order Panel - Search Offers

Code

Deal

Radio Buttons

Product Name e

I More+ |

Shows date and
time when call

landed

Amount

To View more

Actual
Call
Date &
Time :
13-Aug-
2017
09:20:45

Select Product Name Code Offer Detailzs Qty Value Offer Save Shipping (Rs.) Date Size/Colour Size/Class
Setof 2 Jaipurt Sik Razaiwith Gold @y 4023 6000 999 83% 399 1398 Now Red

O Lor & Slieer Combo +8 Glasses @ 5026 999 399 1398 SLMINUE vy

O U2Pos DiYachine & Sorewdriver gy, 2891 3999 1999 50% 399 238 phour

products

Delivering Ha
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" NAAPTOL
CRM LANDING PAGE - ORDER PUNCH

ORDER PUNCH

This section reflects Order Form details like Name, Address and Other relevant details
required to place a order, Also quick order punch is the most convenient way to place order
for the customer.

ORDER FUNCH PANEL

Splecl Produst Nams Dfffer Offer Dedtails Quantity Offer Prica Ehipping Price Tedal Amount SapaColoiar
Ivtierni 5 Mot wish Gorily Class O | W 1 & 40 Ll g0 Black
ADD CIFT ==
D Become o Diamond MemberTodey by poving R 580 and enjoy Free Delverg for | year,. fonelss Enm 3440 Naaphol Cash by placing fhes onder.
| Shipping Address
Mew Shipping Address User Address Book
Initials* Firse Ham* Last Hame* hbobile® For Alert Mo Addrsss Bock Found
Lalect bitab-  [¥] Tarrialegas
Address® Landmark
City* Starte” PFincode”  Search Pin Alt Phone TOpY 108 o
e naaptol
NS
Chesk Delrary Time
Delivering Happiness
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NAAPTOL

CRM LANDING PAGE - ORDER PUNCH - USER ADDRESS BOOK

User Address Book:

v" This section helps us to copy customer’s address in one single click Which is Convenient
and the easiest way to capture the address.

E ORDER PUNCH

| Shipping Address

New Shipping Address User Address Book
Initials® First Name" Last Name* Mobile* For Alert Address Mobile / Landline
Mr [+] JYOTIR MOY DAS 9436538717
VILLEGE PRATAPGARGH, POST AGARTALA, Mobile: +91 9436538717
Address” Landmark ROAD NO 1, SADAR, WEST TRIPURA Landline: 09402364964
VILLEGE PRATAPGARGH, POST AGARTALA, ROAD NO 1, RATION SHOP AGARTALA, TRIPURA - 799001
SADAR, WEST TRIFURA NO , MAHARAJ Landmark : RATION SHOP NO , MAHARAJ
GANJ BAZAR GANJ BAZAR
City" State* Pincode* Search Pin Alt Phone Copy Caller No
AGARTALA TRIPURA 799001 09402364964
Remarks:

Check Delivery Time

naq_gtol
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" NAAPTOL
CRM LANDING PAGE - LEAD PANEL

LEAD PANEL

Quick Lead Panel lets us lodge Pre-Sale contacts on our CRM , Wherein Customers
contact us for enquiries about Products and services offered.

Sales-Customer Not Convinced Sales-Option Not Available UnProductive Call Corporate Enquiries
Cuslemss Daniss Shipping Charges Finoods Hot Svailabls | serdosable Call Disconneted / Elank Call Crganizaticnal Emgquing
Enquiry | Heed Time £ Corsulz Family Customier Does Mot Know Pin Code Kids 1/ Junk Calls Bulk Order Enguiry
Hot A Al Interested City Mat Available In CRM Hon Connecting Calls Gther Business Enguiry
Prodwat' Opticrs Mol Available Wegng Mumber Wender / Distribuicr Engquiny
CRM Restncbions / 0D not available Other Language' Cralect Mot Clear Parner Leads
Orcer Placed On CRM Customer Prodlle Comaletion
Tead Call
Product Name Initials e [=] | FirztHame | assisH Last Mame  SHasua

Product Name will automatically get captured while routing the page from PDP or

by clicking on Product Radio Buttons.
@aqgtoD
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" NAAPTOL
CRM LANDING PAGE - PAST ORDER HISTORY

Past Order History:

Reflects all previous orders placed by customer and order related brief summary. You can
click on Order Number to access detailed information..

= PAST ORDER HISTCRY

OrderNo  Copy Order Date  Shipping Name Product Name Price Payment Mode Order Status Vender CRM  Complaint Details Delivery Issué
26310755 ﬂi 29/08/2016 JYOTIRMOYDAS  Maahika Jewellery 1398 Cash on Delivery Order Cancelled NO View Complaint Delvery issue

Collection (COD)
15477237 .‘i 05/07/2015 JYOTIR MOY DAS Body MassagerCum 1798 Cash on Delivery Order Delivered NO View Compla

Fat Burner (COD)

View
Complaint Details: Complaint
LJ

Complaint Details gives us the quick access to customer’s Complaint, Wherein we can

check the complaint status
(naaptol
Nt
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NAAPTOL
CRM LANDING PAGE - PAST LEAD HISTORY

PAST LEAD HISTORY
Reflects previously created Leads for the customer

= PAST LEAD HISTORY OF

Lead No Copy Fname Lname Created On Lead Type Product Title Lead Query Feedback Type Lead Status  Lead Disposition
101560240 .’] MARIYAMMA DOLLAMMA 29/08/2016 Order Already Maahika 151256->HYD4738- - Close Order Placed On CRM
Placed Jewellery >29/08/2016 12:34->0ORDER
Collection ALREADY PLACED

With the help of this section we can track the summary of last

customer interaction.

@aggtoD
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" NAAPTOL

| Payment Wallets / Cash Voucher

_____________________ -

' REDEEM A CASH VOUCHER
PAYMENT MODE:Cash on Delivery (COD) 1 Payback Naaptol Rewards Origen : F Wk

I 1253 Points » 313.25 Rs 98016 Points « 24504 Rs |
Offer Value Rs. 26298 | i I CV Detas
Redeemed Amount 0 : I
Cash Voucher Amount RS0 1 paobikwik State Bank Freedom I

| — Rewardz |
Final Amount To Be Paid 26298 : I

|
|
ORDER NOW > Lo | °

@aggtol
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" NAAPTOL

| Payment Wallets / Cash Voucher
. REDEEM A CASH VOUCHER
PAYMENT MODE:Cash on Delivery (COD) Payback Naaptol Rewards Oxigen
1253 Points = 313.25 Rs 98016 Points = 24504 Rs NIA
Offier Value Rs. 2200 T 7= C\ Details
Redeemed Amount Rs.0
ACIGETI Reset
Cash Voucher Amount US| Mobikwik State Bank Freedom -
) ) More Than 1 Rs Reauts
Final Amount To Be Paid Rs. 2200 UsE
ORDER NOW >>
Used Wallet / Reward: MOBIKWIK | Caller Acc. contains: More Than 1 Rs
Enter Redeem Amount 1 Calculate B
OTP SMS Sent to : 9819983839 q
Enter OTP I:I Submit OTP EEEGEE R
N

In case of OTP the OTP is to be submitted .

Regenerate OTP options also allows the agent to resend a new OTP to the customer .

@aggtol
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" NAAPTOL — LOCATOR PANEL

Locator Panel is the first panel you will interact with. As name suggest Locator is
used to search for or access customer details.

This panel has various options which can be used to input details and search for
a specific customer.

v" It automatically picks up the number from which customer is contacting us
and pops up the relevant details accordingly.

v" This is the first screen you will encounter in CRM when customer’s call will
connect.

@aqgtoD
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" LOCATOR PANEL

SEARCH A CUSTOMER

Usually, Locator Panel captures automatically captures & displays details for the
number from which customer is calling us.

However there will be occasions when customer is giving us a follow up call

regarding order/ complaint already placed but this time he/she is using a different
contact number.

e @

Num\l;/er A Number B
Customer called from Customer is now calling
this number to book his from this new number
order. and asking for order

details.

Under such circumstances we have to search customer’s correct details @aapt0|
under which previous contact has been registered.

Delivering Happiness



" LOCATOR PANEL

Locator Search box has various criteria, which can be used to
search a customer :

Callar No.

(9873409034 |

Route & Reason

| I 1. Caller Number: Number which was used to book order or

0| : | register complaint.
Order No. 2. Case Number: Case Number refers to Complaint ID. Ask for

O] : | case ID if customer is chasing up on a registered complaint.

O |F".Edt reme | 3 Order Number: To enter the order number which customer is
Last Name referring to.

O | 4. First Name & Last Name: To Enter customer’s full name
Phone No. . . .

ml | which was used/ captured at time of booking an order.
Mobile No. 5. Phone Number: Alternate contact number given by the

mj : | customer while order was being booked.

O |Ema" = | 6. Mobile Number: To enter the mobile number customer might
Lead ID have specified while order details were being captured.

) | 7. E-mail ID: E-mail ID given by customer while booking order.
8. Lead ID : NotAwvailable With Customer haaptol
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" LOCATOR PANEL

Caller No.

9873409034

Route & Reason

Case No.

]

Order No.

]

First Name

]

Last Name

O

Phone No.

O

Mahile No.

my

Email ID

]

Lead ID

]

When trying to search a customer, we do not have to randomly
enter details in locator panel. Priority Search means that we have
to ask for some specific details sequentially :

1. Caller Number: Number Used To Book Order
(Default)

2. Order Number/ Case Number: Reference Number
For Order/Complaint customer is chasing.

3. Mobile Number: Any Mobile Number given by
customer when order was being placed.

4. Alternate Number: Alternate Phone Number given

by customer when order details were being captured.

@aqgtoD
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" LOCATOR PANEL

Validating Customer

Validating Customer means establishing and confirming the fact that we are speaking
to the correct/authorized person. Validation is an important part of call flow and this
ensures that customer account specific details are discussed with customer only.

PAST ORDER HISTORY

| Generate Gift Vioucher ‘

Order Shipping . Payment Order Vender . . Delivery
No Copy Order Date S Product Name  Price Mode Status CRM Complaint Details e
3574040 i 06/032012 CHANDRA Air Compressor 2288 Cashon Order NO Complaint Complaint Last
SEKAR +Car Jack + Car Delivery Delivered Id ' Tyrpep Status  Comments oo
GOLAR Tyre Repair Kit + (Con) -
Multipurpose Enquiry Call
Toolkit JES2540 -No Close
Complaint
- Delivery
2652537 Status Close

Customer Validation is a important yet simple step wherein we can cross-check
for any order related details to validate a contact. This can be about “Order
Date”, “Product Name”, “Quantity Booked” etc.

If customer is able to answer 2 of your questions correctly then proceed further. na@tOI
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— /
IMPORTANT !

WARNING!

Carrying or Using Mobile Phones On Floor Is An PUNISHABLE
OFFENCE






