CRM Guidelines

[bookmark: _GoBack]When to send thank you note: Easiest way to say it is every time they put a customer into the app, they must write a thank you card. I know there are situations where a customer will be in multiple days in a row but in those special situations they can get with a manager and it’s their discretion.
[bookmark: _Int_6JoezUle]What to do after purchase: Follow up PHONE CALL within two days thanking the customer for their purchase. After thank you card sent, and customer called thanking for purchase you can complete the lead.

Lead Levels – This will operate as a funnel. Every single customer is considered hot when they first leave the store.
[bookmark: _Int_B5PMnCZr]Hot (RED) – This is any customer you pick up who does not buy. Follow up with this customer the next day. If you work with the customer early in the day and feel they are going to another store, contact them again that day. Even if you don’t price merchandise, every customer is considered a hot customer until you’ve made necessary follow-up contact listed below. Make sure you include in your notes any reason they gave you so you can work with management and solve their issue before the phone call.
[bookmark: _Int_pmSLDBLP]**If customer does not buy after two contacts, customer then becomes an Active Lead.**
Active (GREEN) - Customer did not purchase that day but is in market in near future. Consistent follow up is needed with this customer. Update notes with what you have done not what you will do. Initial your notes. If the customer asked you to follow up at a certain date or time put that in the notes so you remember.
Customer can still be active lead even if they purchase if you know they still need to do another room or other items.
**Weekly follow up required with active leads. We need to leave these active for multiple weeks because of sale changes etc.**
[bookmark: _Int_F0qbxcSP]Dead Lead (BLACK) - Multiple contacts attempted with customer with no response or they tell you they’ve bought somewhere else. To switch a lead to dead you must discuss it with your manager. Put the managers name in who allowed you to switch it to dead as they will be responsible for it.
[bookmark: _Int_sapAr80t]Complete (BLUE) - A lead is complete when the customer has purchased, you’ve mailed a thank you card, and made a follow up phone call thanking them for purchase.

Hot Lead – Two contacts required. (If no result switch to active)
Active – Weekly Follow UP (5 Weeks)
