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	One connected workspace for the entire customer lifecycle.
Bring customer data, sales execution, marketing, service, team productivity, automation, analytics and governance into a single role-aware platform.



	CUSTOMER 360
	SALES
	MARKETING
	SERVICE
	ANALYTICS



BUILT FOR CONTROLLED GROWTH
A practical product overview for decision-makers and a day-to-day operating guide for sales, marketing, service, operations and administration teams.
	
	SCOPE NOTE
Capabilities shown reflect the implemented platform. Availability depends on licensed modules, role permissions, configured channels and connected enterprise services.




	


PRODUCT BROCHURE  /  01
A CRM that connects work to outcomes
Enterprise Suite™ CRM gives every team a shared operating picture—from first touch to revenue, retention and advocacy.
	What teams gain
▪ A unified customer and company record
▪ Visible ownership, next actions and risk
▪ Consistent sales and service processes
▪ Multi-channel engagement with measurable results
▪ Auditable controls for data and decisions
	What leaders gain
▪ Role-aware dashboards and action queues
▪ Pipeline, campaign, SLA and KPI visibility
▪ Configurable workflows without fragmented tools
▪ Governed integrations and permission boundaries
▪ Evidence for improvement and accountability


The connected lifecycle
	LIFECYCLE STAGE
	CONNECTED CAPABILITIES

	Attract
	Campaigns, social listening, social publishing, forms and surveys create measurable demand.

	Qualify
	Leads are enriched, assigned, deduplicated, progressed and converted with clear status history.

	Win
	Deals, products, pipeline stages, forecasts and commercial documents move opportunities to revenue.

	Serve
	Tickets, SLAs, live chat, knowledge and a public portal coordinate customer support.

	Grow
	Automation, reporting, customer health and analytics turn activity into repeatable improvement.

	
	DESIGNED AROUND WORK
Calendar, tasks, inbox and notifications are first-class workspace tools. Assignments, reminders and mentions take users directly to the relevant record.




	


PRODUCT BROCHURE  /  02
Capability map
A modular platform with one navigation model, one permission framework and one source of customer truth.
	BUSINESS AREA
	INCLUDED MODULES

	Customer management
	Companies, contacts, relationship context, KYC, consent and lifecycle visibility.

	Sales execution
	Leads, duplicate prevention, qualification, deals, pipeline, forecasting, products and sales documents.

	Team productivity
	Dashboard, calendar, category-based tasks, internal inbox, reminders, mentions and notifications.

	Marketing
	Campaigns, audiences, templates, recurring schedules, digital applications, brand governance and campaign operations.

	Customer service
	Tickets, SLA policies, public intake, portal, live chat, chatbot handoff and knowledge management.

	Insights
	Operational reports, enterprise KPI dashboards, exports, scheduled delivery, Power BI and threshold alerts.

	Engagement intelligence
	Social listening, social posts, surveys and customer feedback.

	Platform control
	Automation, documents, integrations, organisation settings, permissions, audit trails, privacy, SSO and webhooks.

	
	MODULAR BY DESIGN
Administrators can enable the modules that match the organisation’s operating model while maintaining a consistent user experience.




	


PRODUCT BROCHURE  /  03
Built for every operating role
People see the work, records and controls appropriate to their responsibilities.
	ROLE
	PRIMARY OUTCOMES

	Executives & managers
	Review scorecards, movement, risk, forecasts, service performance and shared KPI dashboards.

	Sales teams
	Manage leads, accounts, contacts, opportunities, activities, products, quotes, orders and invoices.

	Marketing teams
	Build audiences, launch multi-channel campaigns, govern assets, collect applications and measure ROI.

	Support teams
	Prioritise tickets, work against SLAs, use knowledge, operate live chat and coordinate escalations.

	Operations & data stewards
	Maintain data quality, consent, imports, workflow configuration and controlled records.

	Administrators
	Configure teams, roles, branches, pipelines, integrations, storage, privacy and security controls.

	Read-only stakeholders
	Access approved operational context without change permissions.

	Permission model
▪ Super administrator
▪ Administrator
▪ Manager
▪ Sales
▪ Support
▪ Marketing
▪ Data steward
▪ Read only
	Control principles
▪ Least-privilege access
▪ Module-level visibility
▪ Action-level permissions
▪ Role-scoped dashboards
▪ Audited high-impact changes
▪ Tenant-aware records




	


GUIDE ORIENTATION
How to use this guide
Part product brochure, part operating manual: read front-to-back or go directly to the module you need.
	GUIDE SECTION
	WHAT IT COVERS

	Part I · Workspace
	Navigation, dashboard, search, notifications, inbox, calendar and tasks.

	Part II · Revenue
	Companies, contacts, consent, leads, deals, products and commercial documents.

	Part III · Engagement
	Campaigns, campaign operations, digital applications, brand governance, social and surveys.

	Part IV · Service
	Tickets, SLAs, live chat, chatbot, knowledge and customer-facing support experiences.

	Part V · Intelligence
	Documents, automation, reports, KPI dashboards, exports and scheduled delivery.

	Part VI · Platform
	Integrations, administration, security, governance, implementation and quick reference.

	
	AUDIENCE
Decision-makers can focus on the brochure and capability tables. End users can follow the numbered workflows. Administrators should also review Platform Control and Security & Governance.


Interface labels may vary slightly when an organisation customises modules, pipeline stages, branding, templates or channel providers.


	


PART I  /  WORKSPACE
Getting started & navigation
A consistent shell keeps core work one click away while permissions determine what each person can access.
	CAPABILITY
	BUSINESS VALUE

	Sidebar
	Open Dashboard, Calendar, Tasks, Inbox and enabled business modules. Hover tooltips name compact icons.

	Global search
	Find relevant records and move directly into the working context.

	Profile menu
	Access personal settings and the authenticated user context.

	Responsive workspace
	Core navigation and structured layouts remain usable across common screen sizes.

	Module visibility
	Only enabled modules and permitted actions are presented to the user.


Typical workflow
	1
	Sign in with your organisation account and complete any required security verification.

	2
	Use the sidebar to open the workspace area or module required for your role.

	3
	Use global search when you know the person, company or record you need.

	4
	Open notifications for assigned work, reminders, mentions and system events.

	5
	Use your profile menu for personal preferences and account settings.



	Role lens
▪ All users benefit from the same navigation language; available modules differ by role.
	Good practice
▪ Start work from the Dashboard or Notifications so that priority and ownership remain visible.




	


PART I  /  WORKSPACE
Dashboard
A role-aware command centre that turns operational data into an ordered action list.
	CAPABILITY
	BUSINESS VALUE

	Persona view
	Dashboard content adapts to executive, manager and functional roles.

	Action queue
	Surfaces work requiring attention instead of presenting metrics alone.

	Scorecards & pace
	Compares progress and movement against targets or expected direction.

	Risk visibility
	Highlights records and trends that need intervention.

	Scoped insight
	Users see data permitted for their role and operating scope.


Typical workflow
	1
	Open Dashboard from the sidebar.

	2
	Review the action queue before scanning supporting metrics.

	3
	Select an item to open its underlying deal, lead, ticket, task or campaign context.

	4
	Use movement and risk indicators to decide where intervention is required.

	5
	Move to the relevant module to complete or reassign the action.



	Role lens
▪ Managers use the dashboard to coach and unblock; individual contributors use it to order daily work.
	Good practice
▪ Treat a dashboard alert as a starting point: open the referenced record, confirm context and record the next action.




	


PART I  /  WORKSPACE
Notifications
A shared attention system for assignments, reminders, mentions, messages and important system events.
	CAPABILITY
	BUSINESS VALUE

	Assignment alerts
	Notifies users when they are assigned to a deal, lead, ticket, task or campaign.

	Reference links
	Every actionable notification points back to the relevant CRM record.

	Reminders
	Due and scheduled work appears in the same attention stream.

	Mentions & messages
	Collaboration events are consolidated with operational notifications.

	Read state & filters
	Users can focus on unread or specific notification categories.


Typical workflow
	1
	Select the notification icon in the top navigation.

	2
	Filter the list by status or category when the queue is busy.

	3
	Open a notification to mark it read and navigate to its referenced record.

	4
	Complete, update or reassign the work in the source module.

	5
	Return to Notifications to continue through the remaining attention queue.



	Role lens
▪ Assignees receive direct work signals; managers can reduce lost handoffs by using explicit ownership.
	Good practice
▪ Keep notification links intact when collaborating so recipients land on the authoritative record—not a copied summary.




	


PART I  /  WORKSPACE
Internal inbox
A staff messaging workspace for direct internal communication without losing CRM context.
	CAPABILITY
	BUSINESS VALUE

	Compose
	Create internal messages for one or more staff recipients.

	Inbox
	Read received messages and see unread status.

	Sent
	Review messages you have sent.

	Threads & replies
	Read conversations and use Reply or Reply all.

	Archive
	Move completed conversations out of the active inbox.

	Search
	Find conversations by people or message content.


Typical workflow
	1
	Open Inbox from the sidebar and select Compose.

	2
	Choose recipients, add a clear subject and write the message.

	3
	Send the message; it is retained in Sent and delivered to recipients’ inboxes.

	4
	Open a conversation to read the full thread, then Reply or Reply all as appropriate.

	5
	Archive resolved threads; use search to retrieve prior context.



	Role lens
▪ Internal teams use Inbox for accountable staff communication; record-specific operational changes still belong on the underlying CRM record.
	Good practice
▪ Use a subject that names the client or outcome. Keep sensitive customer data inside permission-controlled records whenever possible.




	


PART I  /  WORKSPACE
Calendar
A time-based view of calls, meetings, tasks and field events across day, week and month horizons.
	CAPABILITY
	BUSINESS VALUE

	Event types
	Create and distinguish meetings, calls, tasks and field events.

	Multiple views
	Move between month, week and day layouts.

	Virtual meetings
	Capture meeting details for remote collaboration.

	Filters
	Narrow the calendar to the events and ownership relevant to the user.

	Record context
	Use event details to retain the purpose and follow-up of customer interactions.


Typical workflow
	1
	Open Calendar from the sidebar and choose month, week or day.

	2
	Filter events to the scope you need.

	3
	Create an event, select its type and enter timing, ownership and context.

	4
	Add virtual-meeting or location details when relevant.

	5
	After the event, update the related record and create the next task if follow-up is required.



	Role lens
▪ Customer-facing teams use Calendar to protect committed time; managers use it to understand activity cadence.
	Good practice
▪ A calendar entry reserves time. A task should capture the accountable outcome that must be completed.




	


PART I  /  WORKSPACE
Tasks
A category-based work list that makes status, ownership, priority and due dates explicit.
	CAPABILITY
	BUSINESS VALUE

	Status categories
	Tasks are organised as To do, In progress, Completed and Cancelled.

	Ownership
	Assign work to a responsible staff member and trigger a notification.

	Priority & due date
	Filter and order the list around urgency and commitment.

	Record reference
	Link a task to the relevant deal, lead, ticket, campaign or other CRM record.

	Reminders
	Bring upcoming or overdue work into the notification system.


Typical workflow
	1
	Open Tasks from the sidebar and review the To do category.

	2
	Create a task with a concise outcome, owner, priority, due date and record reference.

	3
	Move the task to In progress when work starts.

	4
	Open the reference link whenever CRM context is needed.

	5
	Mark the task Completed when the outcome is delivered, or Cancelled with appropriate context.



	Role lens
▪ Individuals manage daily commitments; managers can use ownership and status to coordinate team execution.
	Good practice
▪ Write tasks as observable outcomes—“Send revised quotation”—rather than vague activities such as “Follow up.”




	


PART II  /  REVENUE
Companies & contacts
A relationship-centred Customer 360 combining organisation context with the people who influence each outcome.
	CAPABILITY
	BUSINESS VALUE

	Company profiles
	Maintain firmographic, commercial and relationship context.

	Contact profiles
	Capture identity, communication, lifecycle and relationship details.

	Connected records
	Move between companies, people, leads, deals, tickets and activities.

	Segmentation insight
	Review lifecycle and revenue distributions for prioritisation.

	Data quality
	Structured fields, dependent locations and searchable records improve consistency.


Typical workflow
	1
	Search for an existing company or contact before creating a new record.

	2
	Create the company, then add or associate relevant contacts.

	3
	Complete required commercial, location and relationship information.

	4
	Review related tabs to understand current and historical engagement.

	5
	Keep ownership and lifecycle status current as the relationship changes.



	Role lens
▪ Sales, marketing and service teams share context while data stewards protect quality and structure.
	Good practice
▪ Avoid duplicate relationship records. Search first, use standard naming and record the primary contact clearly.




	


PART II  /  REVENUE
KYC, consent & privacy context
Structured governance keeps identity, communication permissions and customer evidence close to the relationship record.
	CAPABILITY
	BUSINESS VALUE

	KYC context
	Record and review relevant know-your-customer information.

	Consent lifecycle
	Grant and revoke communication consent with auditable history.

	Channel preferences
	Support responsible audience selection and communication.

	Audit evidence
	Retain who changed governed data and when.

	Privacy settings
	Organisation controls support configured privacy operations.


Typical workflow
	1
	Open the relevant company or contact profile.

	2
	Review identity, KYC and communication-permission information.

	3
	Record consent using the appropriate source and purpose context.

	4
	Update or revoke consent when instructions or lawful basis change.

	5
	Use the audit trail when evidence of a controlled change is required.



	Role lens
▪ Marketing depends on valid consent; data stewards and administrators oversee controlled updates and evidence.
	Good practice
▪ Consent is specific and reversible. Do not infer permission from an unrelated interaction or outdated record.




	


PART II  /  REVENUE
Lead management
Capture, enrich, assign and qualify demand through a controlled path to conversion.
	CAPABILITY
	BUSINESS VALUE

	Lead profiles
	Maintain source, status, owner, company/contact context and qualification details.

	Duplicate detection
	Reduce parallel records before they fragment activity and reporting.

	Assignment
	Route ownership and notify the responsible person.

	Lifecycle actions
	Qualify, convert, mark lost or mark unqualified with traceable status.

	Activity context
	Keep calls, meetings, emails and next steps close to the lead.


Typical workflow
	1
	Search for an existing lead, contact or company before creating a new lead.

	2
	Capture source, ownership, contact details and initial business need.

	3
	Complete qualification and schedule the next action.

	4
	Progress the lead as evidence improves; use lost or unqualified outcomes when appropriate.

	5
	Convert a qualified lead into the connected customer and deal context.



	Role lens
▪ Sales teams own progression; managers monitor ageing, conversion and assignment balance.
	Good practice
▪ A lead status should reflect evidence. Always pair a status change with a dated next action or reason.




	


PART II  /  REVENUE
Deals, pipeline & forecast
A visual and analytical workspace for progressing opportunities with explicit stage expectations.
	CAPABILITY
	BUSINESS VALUE

	Pipeline board
	View opportunities by configured sales stage and move work through the process.

	Forecasting
	Combine value, probability, timing and stage context for revenue outlook.

	Deal workspace
	Use tabs for activity, stakeholders, products and commercial documents.

	Stage velocity
	Understand time spent in stages and identify stalled work.

	Exit criteria
	Support consistent progression rather than subjective stage movement.

	Engagement history
	Capture calls, meetings and emails against the opportunity.


Typical workflow
	1
	Create or open a deal and confirm owner, value, expected close date and customer context.

	2
	Add products and the stakeholders who influence the decision.

	3
	Complete the current stage’s exit criteria and record engagement.

	4
	Move the deal only when evidence supports the next stage.

	5
	Review forecast, stage age and next action until the opportunity is won or closed with a reason.



	Role lens
▪ Representatives manage evidence and next actions; managers coach from stage health, velocity and forecast risk.
	Good practice
▪ Do not use stage changes as a substitute for activity notes. Forecast accuracy depends on current value, timing and evidence.




	


PART II  /  REVENUE
Products & commercial documents
Turn catalogue items and deal context into controlled customer-facing quotations, orders and invoices.
	CAPABILITY
	BUSINESS VALUE

	Product catalogue
	Maintain items and review catalogue performance summaries.

	Guided product setup
	Use a step-based workflow for structured product creation.

	Deal line items
	Add products, quantities and commercial values to opportunities.

	Quotations
	Generate branded quote PDFs and receive secure public accept or decline responses.

	Orders & invoices
	Progress commercial records with discounts, shipping and lifecycle status.

	PDF outputs
	Produce shareable sales documents from authoritative CRM data.


Typical workflow
	1
	Confirm the required product exists and its commercial details are current.

	2
	Add products and quantities to the deal.

	3
	Create a quotation, review pricing, discounts, shipping, tax and customer details.

	4
	Issue the quotation and monitor the customer’s secure response.

	5
	Create or progress the order and invoice records according to the agreed commercial lifecycle.



	Role lens
▪ Sales teams prepare documents; managers or finance-aligned roles apply organisational approval rules.
	Good practice
▪ Review recipient, currency, tax, dates and totals before issue. Correct source data instead of manually editing exported PDFs.




	


PART III  /  ENGAGEMENT
Campaigns
Plan, personalise, execute and measure multi-channel campaigns from governed audiences.
	CAPABILITY
	BUSINESS VALUE

	Audience builder
	Filter contacts, save audiences and import structured contact data.

	Consent-aware targeting
	Use demographic and permission data when selecting recipients.

	Multi-channel delivery
	Prepare email, SMS and WhatsApp communications.

	Personalisation
	Use approved variables and rich message content.

	Scheduling & recurrence
	Launch once or on a recurring schedule.

	Measurement
	Track opens, responses, costs, budgets, QR capture and ROI.


Typical workflow
	1
	Define the campaign objective, owner, dates, budget and success measure.

	2
	Build or select an audience and verify consent and data quality.

	3
	Choose the delivery channel, template and personalisation variables.

	4
	Preview, validate links and unsubscribe handling, then schedule or launch.

	5
	Monitor delivery, engagement, inbound opt-outs, cost and ROI; record follow-up actions.



	Role lens
▪ Marketing owns audience and creative quality; sales and service can act on resulting responses and handoffs.
	Good practice
▪ Use a test audience first. Never bypass consent, unsubscribe or inbound STOP handling.




	


PART III  /  ENGAGEMENT
Campaign operations & digital applications
Extend campaign execution with operational forms, branded journeys and structured public submissions.
	CAPABILITY
	BUSINESS VALUE

	Campaign operations
	Coordinate branded controls and operational campaign forms.

	Digital application builder
	Design structured application experiences for external users.

	Public submission
	Collect data through secure customer-facing routes.

	Identity linkage
	Associate submissions with a contact or lead.

	Evidence
	Capture signatures and file attachments.

	Output
	Generate a PDF record of the completed submission.


Typical workflow
	1
	Define the application or operational process and the information required.

	2
	Configure the form, branding, validation and submission behaviour.

	3
	Publish the approved public link through the relevant campaign or customer channel.

	4
	Review incoming submissions, attachments and signature evidence.

	5
	Link or progress the resulting contact, lead or operational record and retain the generated PDF.



	Role lens
▪ Marketing and operations design the journey; authorised reviewers process submissions and evidence.
	Good practice
▪ Collect only information required for the stated purpose. Test the public journey on mobile before launch.




	


PART III  /  ENGAGEMENT
Brand governance
Keep customer-facing assets recognisable, approved and auditable across campaigns and operations.
	CAPABILITY
	BUSINESS VALUE

	Asset workspace
	Maintain governed brand materials in a shared system.

	Approval flow
	Submit assets for review before operational use.

	Review context
	Record feedback and decisions against the asset.

	Status visibility
	Distinguish draft, review and approved content.

	Audit trail
	Retain accountability for changes and approvals.


Typical workflow
	1
	Create or upload the brand asset with a clear name and intended use.

	2
	Complete required metadata and submit it for review.

	3
	Reviewers check identity, content, compliance and channel suitability.

	4
	Address feedback and resubmit when changes are required.

	5
	Use the approved version in campaigns and operational experiences.



	Role lens
▪ Creators prepare assets; designated reviewers protect consistency and approval standards.
	Good practice
▪ Do not distribute draft assets outside the review workflow. Replace superseded links with the approved version.




	


PART III  /  ENGAGEMENT
Social intelligence, publishing & surveys
Listen to customer signals, coordinate social content and collect structured feedback.
	CAPABILITY
	BUSINESS VALUE

	Social listening
	Analyse mentions, topics, sentiment and hashtags for emerging signals.

	Social publishing
	Prepare, filter and schedule posts with performance metrics.

	Survey builder
	Create structured surveys and customer-facing response journeys.

	Public responses
	Collect feedback through published survey endpoints.

	Results
	Review survey outcomes for service, product and campaign improvement.


Typical workflow
	1
	Define the question, topic or audience you need to understand.

	2
	Use listening views to identify relevant themes or prepare scheduled social content.

	3
	Build and publish a survey when structured feedback is required.

	4
	Monitor responses, sentiment and engagement metrics.

	5
	Create a task, campaign adjustment or service action from material findings.



	Role lens
▪ Marketing leads publishing and listening; product, service and leadership teams consume the resulting insight.
	Good practice
▪ Treat sentiment as a signal, not a verdict. Validate high-impact findings against source context and response volume.




	


PART IV  /  SERVICE
Tickets, cases & SLA management
A structured support workspace for intake, prioritisation, resolution and service-level accountability.
	CAPABILITY
	BUSINESS VALUE

	Operational board
	See workload, status and attention metrics across active tickets.

	Guided creation
	Capture issue, customer, ownership, priority and structured case details.

	Focused editing
	Update the specific area of a ticket without losing the working context.

	SLA policies
	Measure commitments using configured rules, including business-hour treatment.

	Public intake
	Use forms, embeds or portal routes to collect customer requests.

	Reference notifications
	Notify assignees and link them directly to the ticket.


Typical workflow
	1
	Create or review the ticket and confirm customer, issue, priority and ownership.

	2
	Check the applicable SLA and the next response or resolution commitment.

	3
	Investigate, record updates and coordinate work through tasks or notifications.

	4
	Communicate progress through the approved customer channel.

	5
	Resolve with a clear outcome, then close according to policy and retain the audit history.



	Role lens
▪ Support agents own resolution; managers balance workload, monitor SLA risk and oversee escalations.
	Good practice
▪ Priorities must reflect impact and urgency. Keep internal analysis separate from customer-facing responses.




	


PART IV  /  SERVICE
Live chat
Operate real-time customer conversations from a searchable queue with controlled handoff.
	CAPABILITY
	BUSINESS VALUE

	Conversation queue
	Review waiting and active conversations.

	Search
	Locate chats and customer context quickly.

	Agent messaging
	Exchange real-time messages from the CRM workspace.

	Customer context
	Use linked identity or records to improve relevance.

	Handoff
	Move from automated assistance to a human support workflow.


Typical workflow
	1
	Open Live Chat and review the active queue.

	2
	Select a conversation and read the available customer and prior-message context.

	3
	Respond clearly, verify identity where needed and capture material details.

	4
	Create or link a ticket when the issue requires tracked resolution.

	5
	Close or hand off the conversation with an explicit next step.



	Role lens
▪ Support agents handle real-time conversations; supervisors monitor queue health and escalation.
	Good practice
▪ Do not promise an outcome outside your authority. Convert unresolved chat work into a ticket before ending the session.




	


PART IV  /  SERVICE
Knowledge base & chatbot
Turn approved guidance into reusable self-service content and assisted support.
	CAPABILITY
	BUSINESS VALUE

	Knowledge categories
	Organise articles for staff and customer discovery.

	Rich articles
	Use formatted content, tags, PDFs and images.

	Preview & public library
	Review content before publishing it to help experiences.

	Knowledge assistant
	Use governed content to answer common questions.

	Feedback
	Capture response usefulness and improvement signals.

	Human handoff
	Escalate from automated guidance to a person when needed.


Typical workflow
	1
	Create or update an article using a clear customer question as its title.

	2
	Add structured steps, supporting media, tags and the correct category.

	3
	Preview the article and complete the approval or publishing process.

	4
	Monitor usage and feedback from public help or chatbot experiences.

	5
	Revise outdated guidance and preserve handoff paths for unresolved questions.



	Role lens
▪ Subject-matter owners maintain accuracy; support teams use content for consistent responses.
	Good practice
▪ Write one outcome per article, use plain language and review time-sensitive content on a defined schedule.




	


PART V  /  INTELLIGENCE
Documents & SharePoint
Keep working files connected to CRM records while supporting enterprise document services.
	CAPABILITY
	BUSINESS VALUE

	CRM files
	View and download files retained within the CRM document workspace.

	Attachments
	Associate evidence and working files with relevant records.

	SharePoint connection
	Browse governed enterprise content from the document workspace.

	Record linking
	Link SharePoint items to companies, contacts, leads, deals and tickets.

	Controlled access
	Apply CRM and enterprise permissions to reduce unmanaged sharing.


Typical workflow
	1
	Open Documents and choose CRM files or SharePoint.

	2
	Search or browse for the required file.

	3
	Open or download it according to your permissions and working need.

	4
	Link the document to the relevant CRM record when it provides durable context.

	5
	Use the source platform to manage versioning and governed collaboration.



	Role lens
▪ All teams can work from linked evidence; administrators configure storage and enterprise connections.
	Good practice
▪ Link to the authoritative document instead of uploading duplicate copies into several records.




	


PART V  /  INTELLIGENCE
Automation
Convert repeatable business rules into consistent actions with visible run history.
	CAPABILITY
	BUSINESS VALUE

	Rule builder
	Define a trigger and one or more resulting actions.

	Activation control
	Keep rules inactive during design and enable them when approved.

	Execution visibility
	Review run counts and operational behaviour.

	Cross-process consistency
	Apply routine notifications, assignments or updates in a repeatable way.

	Governed change
	Restrict configuration to authorised roles.


Typical workflow
	1
	Define the business event, expected conditions and required outcome.

	2
	Create the rule with a precise trigger and minimum necessary actions.

	3
	Leave the rule inactive while testing with representative records.

	4
	Validate expected and non-matching scenarios, then activate.

	5
	Monitor run counts and outcomes; pause and revise if behaviour changes.



	Role lens
▪ Administrators and process owners design rules; operational teams benefit from consistent execution.
	Good practice
▪ Automate stable decisions, not unresolved policy. Document the owner and reversal path for every high-impact rule.




	


PART V  /  INTELLIGENCE
Operational reports
Translate live CRM data into functional views for sales, marketing, service and operational review.
	CAPABILITY
	BUSINESS VALUE

	Role-relevant reporting
	Expose views appropriate to permitted records and responsibilities.

	Operational metrics
	Review activity, conversion, pipeline, campaign and service performance.

	Filtering
	Narrow analysis to the period, owner, status or business context required.

	Exports
	Take approved data into supported downstream review workflows.

	Decision context
	Move from a reported signal back to the source record where action occurs.


Typical workflow
	1
	Open Reports and select the view that matches the business question.

	2
	Apply date, ownership and status filters before interpreting results.

	3
	Check totals and definitions against the operational process.

	4
	Open source records for material exceptions or create accountable follow-up work.

	5
	Export only when a permitted offline analysis or distribution need exists.



	Role lens
▪ Managers use reports for review and coaching; analysts and data stewards validate definition and quality.
	Good practice
▪ State the filter period and metric definition whenever a report is shared outside its original screen.




	


PART V  /  INTELLIGENCE
Enterprise KPI dashboards
Configurable performance management with targets, history, alerts, sharing and enterprise delivery.
	CAPABILITY
	BUSINESS VALUE

	KPI catalogue
	Use a broad library of metric templates and direction-aware targets.

	Personal & shared dashboards
	Configure layouts for individual or governed team use.

	Targets & snapshots
	Track current value, threshold and historical movement.

	Alerts
	Raise and acknowledge threshold events.

	Delivery
	Export JSON or CSV, schedule audited delivery and connect Power BI.

	History
	Review snapshot history and external alert activity.


Typical workflow
	1
	Select an existing dashboard or create one from approved KPI templates.

	2
	Configure scope, target, direction, layout and sharing.

	3
	Review current values and movement against targets.

	4
	Acknowledge alerts and create a named corrective action where required.

	5
	Use exports, scheduled delivery or Power BI for approved enterprise reporting.



	Role lens
▪ Executives and managers use shared dashboards; analysts and administrators govern metric configuration and delivery.
	Good practice
▪ Agree metric owner, definition, direction and refresh cadence before placing a KPI on an executive dashboard.




	


PART VI  /  PLATFORM
Channels & integrations
Connect the CRM to communication, collaboration, productivity and enterprise data services.
	CAPABILITY
	BUSINESS VALUE

	Email
	Configure SMTP or Mailgun for outbound communication.

	Messaging
	Connect WhatsApp Business through Channel360 or Meta Cloud API, and SMS through SMSPortal or Twilio.

	Collaboration
	Integrate Microsoft Teams and Slack.

	Scheduling
	Connect Google Calendar and Zoom.

	Enterprise services
	Use SharePoint, Power BI, SSO and signed webhooks.

	Knowledge experiences
	Configure chatbot analytics, widget behaviour and human handoff.


Typical workflow
	1
	Confirm the business owner, security owner and intended data flow.

	2
	Configure credentials and endpoints in the appropriate integration area.

	3
	Test with a non-production recipient or controlled record.

	4
	Confirm delivery, callback, error and audit behaviour.

	5
	Enable for the required teams and monitor operational health.



	Role lens
▪ Administrators configure integrations; business owners approve use and monitor the resulting process.
	Good practice
▪ Store credentials only in protected configuration. Rotate secrets and review failed deliveries or webhook signatures.




	


PART VI  /  PLATFORM
Administration & configuration
Adapt the platform to the organisation without changing its core operating model.
	CAPABILITY
	BUSINESS VALUE

	Organisation & branding
	Configure identity, localisation and presentation.

	Modules
	Enable the capabilities included in the operating model.

	Team & permissions
	Manage users, roles and action-level access.

	Structure
	Configure branches, pipelines, stages, tax and sales-document rules.

	Storage
	Choose local, S3, Google Cloud Storage or Azure options as configured.

	Operations
	Manage campaign, support-form, SLA, notification, privacy and integration settings.


Typical workflow
	1
	Document the requested configuration change and its business owner.

	2
	Open Settings and select the relevant configuration tab.

	3
	Review dependencies, permission impact and existing records.

	4
	Apply the smallest required change and test with an affected role.

	5
	Communicate material process changes and retain audit evidence.



	Role lens
▪ Administrators maintain configuration; process owners approve the business meaning of stages, fields and rules.
	Good practice
▪ Do not rename a stage, status or metric until reports, automation, training and integrations have been impact-assessed.




	


PART VI  /  PLATFORM
Security, privacy & governance
Layered controls protect identity, access, configuration, sensitive changes and evidence.
	CAPABILITY
	BUSINESS VALUE

	Authentication
	Support password controls, multi-factor authentication and enterprise SSO.

	Session protection
	Password changes invalidate active sessions where required.

	SSO safeguards
	Use state, nonce and PKCE patterns with protected configuration.

	Permissions
	Separate roles and actions using least-privilege access.

	Webhook assurance
	Validate signatures for trusted system-to-system events.

	Audit trails
	Record controlled actions and retain security-event evidence.


Typical workflow
	1
	Assign the lowest role that enables the person’s current responsibilities.

	2
	Enable required authentication controls and validate account recovery.

	3
	Review sensitive settings, integration credentials and administrative access.

	4
	Investigate unexpected audit or security events promptly.

	5
	Remove or adjust access when responsibilities or employment status changes.



	Role lens
▪ Administrators operate controls; leaders and data owners remain accountable for access and lawful use.
	Good practice
▪ Review privileged accounts regularly. A successful login is not proof that broad access is still justified.




	


PART VI  /  QUICK REFERENCE
Three end-to-end workflows
Use these operating patterns to keep handoffs connected across teams.
	WORKFLOW
	CONTROL PATH

	Lead to revenue
	Capture → deduplicate → assign → qualify → convert → create deal → progress stages → quote → customer response → order/invoice.

	Campaign to follow-up
	Define objective → select consented audience → prepare channel content → test → launch → measure → create leads/tasks → report ROI.

	Issue to resolution
	Intake → identify customer → prioritise → assign → apply SLA → investigate → communicate → resolve → close → improve knowledge.


Handoff standard
	1
	Name one accountable owner.

	2
	Link the underlying CRM record.

	3
	State the required outcome and due date.

	4
	Include the evidence needed for the next decision.

	5
	Use a notification, task or inbox message appropriate to the handoff.

	6
	Close the loop by updating status and recording the result.

	
	REFERENCE POINT
Assignments, reminders and mentions should always return the recipient to the deal, lead, ticket, task, campaign or other record where work is completed.




	


PART VI  /  ADOPTION
Implementation & onboarding checklist
A deliberate rollout protects data quality, user confidence and reporting integrity.
	STAGE
	READINESS OUTCOME

	1 · Align
	Confirm executive sponsor, business owners, outcomes, scope and licensed modules.

	2 · Configure
	Set organisation, branding, branches, pipelines, taxes, templates, SLAs, storage and privacy settings.

	3 · Secure
	Design roles, least-privilege permissions, MFA/SSO, integration credentials and audit review.

	4 · Prepare data
	Define ownership, clean duplicates, map fields, validate consent and test imports.

	5 · Connect
	Configure approved email, messaging, collaboration, calendar and enterprise services.

	6 · Validate
	Run representative lead, deal, campaign, ticket, document and reporting scenarios.

	7 · Enable
	Train by role using real workflows, not feature tours alone.

	8 · Improve
	Review adoption, data quality, SLA, pipeline and KPI signals on a defined cadence.

	Go-live evidence
▪ Named process owners
▪ Approved roles and permissions
▪ Validated data migration
▪ Tested customer-facing journeys
▪ Confirmed reporting definitions
	First 30 days
▪ Monitor login and adoption
▪ Review duplicate and incomplete data
▪ Check notifications and assignments
▪ Inspect failed channel deliveries
▪ Coach from operational dashboards




	


APPENDIX  /  FEATURE CATALOGUE
Modules at a glance
A concise index of the platform capabilities described in this guide.
	DOMAIN
	CAPABILITIES

	Workspace
	Dashboard, global search, calendar, task categories, internal inbox and notifications.

	Customer 360
	Companies, contacts, KYC, consent, lifecycle context and connected activity.

	Revenue
	Leads, duplicate detection, qualification, deals, pipeline, forecast, products, quotes, orders and invoices.

	Marketing
	Campaigns, audiences, templates, email/SMS/WhatsApp, recurrence, tracking, ROI, operations and digital applications.

	Brand
	Asset submission, review, approval and audit.

	Service
	Tickets, case fields, SLAs, public intake, portal, live chat, chatbot, handoff and knowledge.

	Voice of customer
	Social listening, social publishing, surveys, sentiment and feedback.

	Intelligence
	Operational reports, KPI dashboards, targets, snapshots, alerts, exports, schedules and Power BI.

	Platform
	Documents, SharePoint, automation, settings, integrations, SSO, webhooks, privacy and audit trails.

	
	CONFIGURATION MATTERS
Names, tabs, stages and available actions may vary by enabled module, role, branch, integration and organisation policy.




	


APPENDIX  /  REFERENCE
Glossary & support handoff
Common terms used across the platform and the information to include when requesting assistance.
	TERM
	MEANING

	Assignment
	An explicit owner relationship that can generate a notification and reference link.

	Audience
	A saved or filtered set of contacts selected for campaign activity.

	Deal
	A qualified revenue opportunity managed through a sales pipeline.

	Lead
	Potential demand that has not yet completed qualification and conversion.

	Reference
	A direct link from a task or notification to the record where action belongs.

	SLA
	A configured service commitment measured against defined timing rules.

	Snapshot
	A recorded KPI value retained for historical comparison.

	Tenant
	The organisation boundary that separates configuration and business records.


When requesting support
▪  State the module, record reference and intended outcome.
▪  Describe what happened and what you expected.
▪  Include the time, user role and safe-to-share evidence.
▪  Do not include passwords, MFA codes or unredacted secrets.
▪  Use your organisation’s approved support channel and escalation process.
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