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FOOTSTEPS

About this guide

Like starting with any new software program you need to jump in and start exploring what you can

dowiththe program. Thi s gui de contains the Ahow todsodo for yol
a waste of time publishing because the program is so intuitive and easy to use you just might not

need the tutoring.

FootS teps at a glance

OK, |l etés say you are doing everything right and vy
Nowds the ti me t effediively dndthat helars engagihgeha ebssumer in a
conversation.

ARl 6 s Foot Stmamufacturers and dealees svith an electronic means of logging and
tracking all in-store customer visits, inbound/outbound sales calls and Internet leads, providing the
ability to better manage the efforts of sales staff for accountability and follow-up. Then close the
loop with FootSteps marketing automation and lead follow-up system.

The more inventory and lead management solutions communicate, the
more effectively you can put the right people into the right unit. Timely
customer communication is made simple by automating highly
engaging communication and information. Save time, reduce
frustration, drive traffic, promote inventory and improve consumer

response.
‘ FootSteps greatest attribute is its flexibility to support your sales
processes rather than you having to change your process to adapt to
FootSteps.
) FooTsTers
Features:

I Savestime and increases productivity: FootSteps automates portions of the sales
process to ensure that every lead is taken care of properly and that no lead falls
through the cracks. Implementing a regular follow-up program typically results in close
rates 30% to 50% higher than average

1 Nurtures customers and prospects: Designed to completely automate follow up
when the visitor submits an online lead, places a telephone call, fills out an online
credit application, schedules a service appointment, or some similar event. Nurturing
leads throughout the buying cycle is crucial to the short- and long-term growth of your
business

1 Shortens response time and sales cycle: FootSteps automates portions of the
sales management process and enables actions to be cascaded, assigned, tracked,
updated, and reported on in one easy-to-use tool.

91 Delivers a consistent, professional message: Your sales team will follow up more
efficiently and professionally, FootSteps is a cost-effective tool to communicate with
prospects and customers.

1 Increases sales: All the information your teams need in one place, all the
time. Follow up, manage and nurture ALL inquiries from i trade shows, email, phone,
walk-ins and more.

1 Improves communications and accountability: Buyers are willing to build a one-
on-one connection when they receive information more pertinent to his or her
interests.
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1 Builds customer loyalty: Prospect categorization, template-driven eMail marketing,
calendar management, and reminders are among the many FootSteps features
designed to foster customer relationships and stay in touch with them long term.

1 Enhances brand recognition:fiBe t hered and top of mind, wit
your part and to keep prospects engaged when they are not quite ready.

Note: For a period of time there will be direct access to the older version
(Classic View) of FootSteps fromfigueeut Dashboard.
how to something in the new version you might want to or need to do the task in the
Classic Version. Whatever customer data you make changes to both versions will be
updat ed. Hopef ul | y thig aten butib yowdo sonaebestl prattice d o
has been to right click the Classic View button and open in a new tab or window

saving time going back and forth.

Our intention is not to support two versions of FootSteps and learning how to do the
task in the new version will be necessary. Please letusknowwh at you canét find ¢
we will help you do it!
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Getting started

Here are just a few introductory topics we need to talk about before we can show you how to use
FootSteps.

System requirements

If can get to Google you have an Internet connection good enough to access FootSteps. You do
not need to install any special software.

The current supported and tested environments for FootSteps include:
1 Firefox (recommended)
1 Chrome (recommended)
1 Safari (recommended)
91 Internet Explorer &

~ 'Note:Foot St eps doesndét currently wortk fully in
running FootSteps in IE10 Compatibility Mode will work for most tasks.

You can also use your Smart Phone to navigate to FootSteps i though most Smart Phone
browsers are not capable of rendering HTML editors. As a result you may find that you are unable
to edit/create HTML emails from your Smart Phone or PDA.

FootSteps requires JavaScript and Cookies in order to operate. So, if you are having problems
logging in (particularly from a phone), it is very likely that you have to configure your security
settings.

Logging in

1. Tologin in to FootSteps, type www.FootSteps.net in the address bar of your browser.

2. Typeyour LOGIN and PASSWORDi ssued by the ARI personnel or
FootSteps administrator. Passwords are case sensitive.

COGINTOETATESS

LOGIN

PASSWORD

[SSUBMIT!

3. Click Submit . The FootSteps Dashboard appears.

Getting support

If you have questions about FootSteps, contact the ARI Support Team.
Sales » 800-755-6040 Support » 800-558-9044
You can also complete the online form on the FootSteps Customer Support page.
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Understanding your user role

In FootSteps there are three types of users:

1 Enterprise Managers can access all setup functions in FootSteps, see all customers,
assign customers, and can inactivate or activate users.

1 Sales Assistants can view all customers and assign customers.

1 Sales Associates can view customers assigned to them or the customers they enter.
A preference can also be selected to have Sales Associates see customers assigned
to other associates in a read-only or add only notes basis.

Note: Letds say your company initially
Enterprise Manager, three Sales Assistants, and two Sales Associates. But, you
recently hired two additional employees and now want to add them into FootSteps.
You need to contact ARI Support to have the two additional seats added, and then

you can add your new employees to FootSteps.

had

Foo
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Setting up FootS teps to support your sales
process es

This section of the guide is for Enterprise Managers.

Checklist for Enterpris e Manager s

Setting Up FootSteps checklist

To get FootSteps ready for all other users, review the high-level list of
the tasks you need to complete.

While it might seem like a lot to get ready, keep in mind that many of the
tasks only have a few steps to complete.

Remember: If you need help performing any of these tasks, this guide
contains the detailed steps to help you through the process. Click the
tasks below to go directly to the instructions.

Print this page to help you keep track of your progress.

Set up tasks: Completed:
1. Add departments

2. Add additional users

3. Create email templates

Add letter templates for printing

Add lead sources

Add customer sources

Add sales stages

00000000

Set up sales steps
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Managing departments

As an Enterprise Manager, you can easily add and edit departments in FootSteps to meet
business needs.

)

Reminder: when setting up FootSteps for the first time, organize your
departments first and then add users.

Adding departments
Foll ow the steps below to add your companybs depar
1. Select Settings on the right side of the top navigation.

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Recycle Bin

|

2. Select Manage Departments in the User and Company Settings section.

Manage Departments
Create and edit departments used to organize your users. Examples

might include Sales Department, Service, Parts etc.

3. Select Add Depa rtment from the Action Menu.

D Action Menu

Add Department ==

4. Type the name of the department. (Example: Sales, Service, Parts/Service,
Management, and Corporate.)

Type a brief description if the department name needs more detail.
Click Save .

Repeat these steps until you add all of the necessary departments to FootSteps. If the
FootSteps account supports multiple locations, you must setup departments for each
location.
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Editing or deleting d epartments

Editing or deleting departments in FootSteps just takes a few simple steps. Only Enterprise
Managers have the option to make changes or delete departments.

1. Select Manage Departments in the User and Company Settings section.

Manage Departments
Create and edit departments used to organize your users. Examples

might include Sales Department, Service, Parts etc.

2. Onthe Manage Departments page, click “ toeditor ® to delete an existing
department.

Manage Departments

User Count

When editing a department, make the necessary changes and click Save . If you are
deleting a department, confirm that you want to delete the department, and click OK .

10
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Managing users

Only Enterprise Managers can add or make changes to users in FootSteps.

€o)
" “Note:Let 0s scampanyimtially had FootSteps set up with 6 seats: one
Enterprise Manager, three Sales Assistants, and two Sales Associates. But, you
recently hired two additional employees and now want to add them into FootSteps.
You need to contact ARI Support to have the two additional seats added, and then
you can add your new employees to FootSteps.

Adding additional users

**[f you are initially setting up FootSteps, we recommend that you add departments first before
adding users.***

Follow the steps below to add users.
1. Select Settings on the right side of the top navigation.

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Recycle Bin

1

2. Select Add New User  from the User and Company Settings section. If the account
supports multiple locations, select the location first before adding a user to the desired
location.

My  Add New User
@i Create new users by adding user information including email address,

phone number(s), and job title. Set password and User Role - Note:

Number of users and roles are limited to FootSteps license agreement.

Contact FootSteps Support for additional users or questions.

3. Complete the fields for each new user.

Field: Definition:

User Name Type a user name.

You can use any letter, number, hyphen, underscore, or period to
create the user name. For example: john.smith or john_smith.

We suggest using the first.last format (john.smith) for greater anti-
Spam protection.

Keep in mind that customers see this field as the prefix of the
FootSteps email address.

Password Enter a temporary password. Users can change and manage their
own passwords after they gain access to FootSteps.

User Role Select the role that identifies this user. If you need more users
added to this list, please contact ARI Support.

11
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Field: Definition:

Enterprise Manager: this user role has the ability to access all
setup functions in FootSteps, see all customers, assign customers,
and add or delete users

Sales Assistants: this user role has the ability to see all
customers and assign customers.

Sales Associates: this user role has the ability to see customers
who are assigned to them or entered by them.

Note: An optional ability allows Sales
Associates to view all customers at their location or
across locations. This is a read-only setting that
all ows access to the other
and the ability to add notes. Sales people not
assigned to a customer cannot edit or email the
customer from FootSteps.

First Name Type the user ds f i rUsetTilen'Casafor an c

Last Name proper rendering for Merge Codes and the From field in emails.

Email Address Enter the us erThisisteeraddieds FontBteps e s <
uses to notify users of new emails, leads, and product notifiers.

Job Title Enter the user thisispaiforreferarice andnt  t
customer facing

Session This is the time of inactive use before FootSteps notifies users

Timeout continue their work or to log out. The system warns users when

they are within two minutes of timing out due to inactivity.

) : N :
Important: Managing session timeout is
necessary for the security of your data and proper
load balancing. We suggest you do not exceed 120

minutes.
Select You can select different communication options based on the type
Preferences of user you are adding. Each user can also select these under My
Settings.

Email tasks and calendar each morning: if selected, FootSteps
emai | s tDOaly Worlgplanrtadthe email address you added
above.

Send notification of customer website activity: this is known as
t he A Wat c abonlfweristwithrar ARt ePro website
integrated with FootSteps. When a customer revisits the ePro
website after submitting a lead, FootSteps sends an email in real
time notifying the assigned user of the customer browsing your

Cc 0 mp a sitg ahasthe product(s) they are viewing.

12
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Field:

Definition:

| Togghes Permissions |

Preferences

Send notification when email new email arrives: email sent
from FootSteps that a recipient replies to, returns to the FootSteps
inbox. To keep you notified of the new email, select this
notification and you receive an email at the email address entered
above.

Send notification when a lead is assigned: when a customer is
assigned to a user, FootSteps sends an emalil to the above email
address.

Send notification of new leads from existing customer: if an
existing customer submits a new lead, FootSteps auto-assigns the
lead to assigned user and notifies the user at the email address
entered above.

Send notification of customer inventory notifier matches: this
feature only works with an ARI ePro2 website with the optional
Product Notifier. When a notifier is activated for a customer and a
matching unit is posted to the ePro website, FootSteps sends both
the customer and assigned user an email notifying them of the
matching unit.

Forward emails received by FootSteps on to employees
personal email: when this option is selected, any replies that the
employee receives to their dedicated FootSteps email address will
be copied and forwarded along to the personal email to which they
receive the alerts above.

)

* Caution: If this feature is used and emails are
replied to from an external email address, copies will
not be saved to FootSteps as they do when emailing
from FootSteps. If mobility is an issue, remember
you can use FootSteps Mobile at w.FootSteps.net
and use your same username and password.
Emails sent from FootSteps Mobile will be saved in
FootSteps.

Delete Customers and Leads: when this is checked, the user
can delete leads and customers. Remember that FootSteps
moves customers and leads to the Recycle Bin when deleted and
an Enterprise Manager would have to empty the Recycle Bin to
totally lose the customer. Best practice is not to delete customers
and move them to an inactive, dropped, or dead status. (See
Managing Sales Steps to add custom sales stages.) You may
have lost this sale, but chances are with FS you will do a better job
staying in touch with the customer than the selling dealer and they
will look to you for their service or next purchase. This being the
case, think twice about allowing deleting customers.

Export Customer: this allows the user to export the customer data
for their assigned customers.

13
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Field: Definition:

)

Caution: Allowing exporting customer data is
like sharing the combination to the company
safe. This data is extremely valuable and allowing
this access should be done with extreme caution!

Merge Customers: this allows this user to merge duplicate
customers. Remember that users can only merge the customers
they can see, so allowing a Sales Associate to merge can only
result in merging their own customers. If the two customers are
assigned to separate Sales Associates an Enterprise Manager or
Sales Assistant will have to perform the merge. See Merging
customers for more direction on merging.

Add Customer: this gives this user the ability to add customers
manually in FootSteps.

Send Email Campaigns: this allows this user to send email
campaigns to their assigned customers.

1

. Warning: Email Campaigning is a fine art that
requires a well thought out strategy to protect your
companybés emai l m aThdredotej n g
we would suggest careful consideration on granting
this permission. See Launching Email Campaigns
for more direction.

Mark Lead as Contacted: FootSteps automatically marks leads
as contacted when users complete follow-up tasks within
Footsteps. But, if you want this user to be able to manually indicate
that the lead has been contacted when they follow-up with the
lead, select this checkbox.

View other Salesmen Customers: this allows a user to see other
sal espeopl ebds c-onymodmelheywillonlysbe r e
able to view the customer dat ¢
the customer from FootSteps. If the salesperson needs full access
to the customer an Enterprise Manager or Sales Assistant will

have to reassign the customer.

When this option is selected, t h e  uQiekrSéasch will return
results for customers that match, whether or not they are assigned
to the salesperson. On the Advanced Search, if the user has this
option checked, therewilbea dr op down cdbbe
which lets the user either select themselves, or all sales people.

For multiple location users, a Sales Associate can choose to Quick
Search from My Location or All Locations

14
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Field: Definition:
o p
L My Location ﬁ;:l Add Customer
N

185 All Locations Logout
Add Note to other Salesmen Customers: this allows this user to
addnotesto ot her sal espeopl ¥odmustc us
all ow salespeople to view othe
activate this feature.

4. Review your user information and click Save .

15
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Updating existing users

This section of the guide is for Enterprise Managers. Only Enterprise Managers can make changes
to all users in FootSteps. Each user can make their own edits.

1. Select Settings on the right side of the top navigation.

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Recycle Bin

:

2. Select Manage Users  from the Users and Company page.

M Manage Users

&8 Create new users or edit/delete current users. Check the lasttime a

user logged onto their FootSteps account.

3. Select the name of the user you want to update.
4. Update the necessary user information on the Update Settings page and click Save .

Deactivating  or reactivating user s

To remove users from FootSteps, you simply fideacti
the system, youcanalwaysfir eacti vateo t hem when needed.

- Note: FootSteps only allows you deactivate a user instead of deleting a user.
Because of the electronic tagging of notes, emails, and follow-up activity, deleting a
user would remove all user history from the customer activity. If the situation

warrants deleting a user please contact the FootSteps Support team for help.

Follow the steps below to deactivate and reactivate users.
Deactivating a user

1. Click Settings on the right side of the top navigation.

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Recycle Bin

|

2. Select Manage U sers from the Users and Company page.

M Manage Users

&8 Create new users or edit/delete current users. Check the lasttime a

user logged onto their FootSteps account.

3. Click the box next to the user you want to deactivate on the Manage Active Users
page. Select Deactivate  from the Actions drop-down list. Deactivated users are not
visible and their usernames are not available to anyone else.

16



FOOTSTEPS

Manage Active Users

0 User Name Name Email Address User Level Last Login

v Department Name:

[[]  ©Finnegan Brian Finnegsn finnegan@srinet.com Sales Associste 28-Feb-2012 05:14:34 PM
[ ootvs Bob McCann mecann@srinet.com Enterprise Mgr 01-Mar-2012 02:43:46 PM
[[]  cbtrvs.essentials Footsteps Essentisls finnegsn@srinet.com Enterprise Mgr Never

Vv Department Name: Sales
[ elizabeth.castro Beth Castro bethcastro@wi.rr.com Sales Associste 10-Jan-2012 01:02:55 PM

7| Joel.User Joel User joel.user@srirvscampers.com Sales Associate Never
—Actions— Create New User View Inactive Users

—-Actions--
Deactivate

4. Confirm that you want to deactivate the user(s) and click Yes .

Reactivating a user

1. Click Settings on the right side of the top navigation.

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Recycle Bin

|

2. Select Manage Users  from the Users and Company page.

M Manage Users
& Create new users or edit/delete current users. Check the lasttime a

user logged onto their FootSteps account.

3. Click View Inactive Users on the Manage Active Users page.

10-Jan-2012 01:02:55 PM

Never

Create New User View Inactive Users

4. Select the box next to the user(s) you want to reactivate.

5. Onthe Manage Inactive Users page, select Reactivate  from the Actions drop-down
list.

Manage Inactive Users

) User Name Name Email Address User Level Last Login
v Department Name:

[ cotvssH shannon held@channelblsde.c..  Ssles Associate Never
v Department Name: Sales

[¥]  Beth.Castro bethcastro@wi.rr.com Never =

—Actions-- E] Create New User View Active Users

—-Actions—
Reactivate

6. Confirm that you want to reactivate the user(s) and click Yes .

17
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Creating email and letter te mplates

Enterprise Managers should organize, edit or add templates for users in FootSteps. All users can
use the templates that Enterprise Managers create. In addition, all users can add email or letter
templates for their own use.

Templates do the heavy lifting in FootSteps, using templates is a sure way of

always delivering a consistent message via your auto-responders, automatic

emails, email campaigns, personal emails, or snail mail letters. Additionally

templates shorten the response time by making it easier for your salespeople
W to quickly send a personal response to customers directly.

While templates add structure to the sales or service processes, the
templates in FootSteps allow for personalization to ensure a unique response for each customer or
prospect.

w
JImportant:AdeaI erb6s version of Foot St eps comes
specific templates that should be organized and personalized for your dealership. A
dealer or user can add as many templates as necessary to make sure you are ready
for nearly all inquiries or follow-up scenarios possible.

I f you find your team repeating the same message

To begin working with email templates, hover over Email in the top navigation, and then select
Manage T emplates

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Email Inbox
Recycle Bin Hot Customers

Manage Templates

Today's Leads X Unassigned Cu Create Email Campaign

» Email Campaigns Report

Organizing email templates

Organizing your templates in folders makes it easier and quicker for your users to find and use an
appropriate template. You may create as many folders as needed.

1. Hover over Email in the top navigation and then select Manage Templates

2. Select a template to open and click + add new folder besides the Select Folder
drop-down list in the template editor.
Change Folder:

1. Select Industry RVs

v

2, Select Folder Auto Responders v +add new folder

Below are a few examples of common template folders:
1 Auto Responders
1 1® Email Response
1 Email Follow-Up

18
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1 Print Letters
1 Email Campaigns

~ Note: If one or more of your manufacturers are also using FootSteps. They
might share templates for your use. These templates shared by your manufacturer

will be organized in their own folder for easy selection.

Inserting  your dealerlogo

Adding your companiesd |l ogo to your templates is a
companies brand with every email sent from Foot Ste
without Il etterhead, and t hen \obestpaciceistopositot send pl
your logo in the top left corner of the template. Being the first thing the customer sees is the

obvious reason; however, the real reason is for visibility in the preview pane of the most common

email clients.

Tip: For best results keep your logo image between 640 x70 pixels.

1. Toinsert your logo, position your curser in the top left corner of the email editor and

select £ .

2. Upload a pre-sized JPEG, GIF or PNG file of your logo, once the image uploads, click
Insert Image  and adjust space as desired between the text and the logo. While
Foot Steps allows you to resize the image after
practice to upload the right size logo for optimal performance.

Editing template text

Edit the text as desired to make the templates relevant to your dealership, products, and market
place. Use the standard word editing icons above the text box for bolding, justification, indenting,
font, color, size, inserting images and hyperlinks, spell check and others. When the text updates

are complete, click Update .

Note: If you are like many FootSteps users and author your templates in MS Word or another

word processing program itds imperative that you c
to Notepad before pasting into FootSteps. Every word processing program contains invisible

micros that are incompatible with the FootSteps text editor and will cause rendering problems with

your templates. When pasting and coping your text from Notepad all the macros are striped and

only plain text is being pasted into the FootSteps editor. After pasting the plain text in the

FootSteps editor use the FootSteps to add your desired emphasizes to add bolding, color, font, etc.

Adding place holder prompts

When you need the end user to add text to a selected template you can add a place holder that

prompts the user to add the text, and if the text
be sent. To add a place holder simply type two [[ add your prompting text and finish with two ]].

For example: [[UNIQUE FEATURE]]. When you add the second set of brackets the text prompt

box becomes highlighted in yellow for easy visibility.
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= iE Pzragraph ~ | Font Family |~ | Font Size - A 'i’"
24 ol

SFIRST_NAME,

Creating yellow,
highlighted
prompts helps
your sales team

Thank you for your inquiry regarding the [[YEAR MAKE MODEL]]. Unfortunately, that unit has slready been sold. However, we do have
3 [[YEAR MAKE MODEL]] available that may be of interest to you, based on your first selection. [[ADD MORE DETAILS, COLOR,
OPTIONS, ETC]].

| will call with you at [[TIME BLOCK]] to answer any questions you might have on this unit. |If you would fike to contact me | can be

C]UICk|y add resched at SASSIGNED_EMP_PHONE.

detailed Thanks for your inquiry; | Jook forward to helping you get on the road soon!
mformatlon to their Stncarely:

emails.

SASSIGNED_EMP_SIGNATURE

Adding email templates
1. To add email templates, hover over Email in the top navigation, and then select
Manage Templates

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Email Inbox
Recycle Bin Hot Customers

Manage Templates

Today's Leads X Unassigned Cu Create Email Campaign

Email Campaigns Report

[ - > - D

B

2. Click Add New in the upper right corner of the Active Templates page. The table
below contains brief descriptions to help you complete the email.

Field: Definition:
Title Title your template so the users can find the email easily and quickly.
Subject We suggest that you always include the name of your company in the

beginning of the subject line. A shorter subject line is better (50
characters or less).

Avoid words such as: Free, Percent off, and Reminder. These words
are the most popular to trigger spam filters.

Shared Template  Select this option if you want other users to have use of the template.
If you want other Sales Associates to use the templates the templates
will need to be added at the Enterprise Manager or Sales Assistant
logon and shared. Typically auto-responders, automatic emails, and
email campaigns are not shared to prevent too much clutter for Sales
Associates.

Template should  If this template will be used to mark a lead as contacted, select this
mark lead as box. When the user replies to a lead using this template, the lead will
contacted show as contacted when the email from a template is sent.

Best practice: include a Dealer Stationary template for email
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Field:

Test Email

Merge Codes

Show Advanced
Options

Definition:

responses that a prepared template is not appropriate. This ensures
consistent company branding and marks leads as contacted for
reporting purposes.

Add a test email address such as your work email to test the template
to ensure merge codes and links are working properly.

To insert personalized copy from the database automatically you can
insert a merge code. Place your curser where you want the
information to appear in the email or letter and select the merge code
from the list of Available Merge Codes at the right side of the editor.

Selecting this Ilink expands the
This feature only works when actually sending an email from the
editor and not while adding a template.
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Adding letter templates for print ing
1. To add letter templates, start with the same steps for adding an email template: hover
over Email in the top navigation, and then select Manage Templates

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Email Inbox
Recycle Bin Hot Customers
Manage Templates

Today's Leads X Unassigned Cu Create Email Campaign

Email Campaigns Report

[ — — - Dt

2. Click Add New in the upper right corner of the Active Templates page.

3. Click + add new folder  to keep these letters easy to find for the users.

Change Folder:

1. Select Industry RVs

v

2. Select Folder Auto Responders w  + add new folder

4. Add atitle to your new folder, such as Printed Letters.

te should mark leads as contacted

Add New Folder x

Enter the name for the new folder:
N Printed Letters|
Choose Folder -

= ||| Paragraph Add New Folder

——ai
& Al y

oats

n

5. Click Add New Folder. Your new folder title appears as a selection in the drop-down list.

Change Folder:

1. Select Industry Boats -

2. Select Folder Printed Letters w + add new folder

6. Follow Adding email templates instructions starting on the previous page.

7. Use Printed Letter for the subject line. There is no use for a subject line in a letter but
the program requires one.

8. Add line feeds at the top of the letter to center the letter on your letterhead. Typically
start with 10 linefeeds and adjust up or down by adding or deleting line feeds.

9. See Setting up follow-up routines in this guide to associate a specific letter template
with follow-up processes.
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Settingupa utomatic emails

Creating auto responders

When a lead is submitted from your website, the first step in the fulfilment process should be to
acknowledge the customer by replying with a relevant email auto response. FootSteps is
equipped with unique auto-responders that allow a separate response for each type of lead. For
instance, you might want to respond differently to customer requesting a quote than a job applicant
applying for a job.

Before you can turn on automatic emails you have to first author your response. See Adding email
templates to create your own auto responder templates or edit the standard industry specific auto
responder templates that come with your FootSteps account. Only Enterprise Managers can
manage auto responders.

1. Click Settings on the right side of the top navigation.

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Recycle Bin

|

2. Click Automatic Emails in the Email section.

Email

Automatic Emails
& Setup, edit, or delete Auto Responders or Schedule Emais. Note: Prior to
setting up an auto responder or scheduled email you first must create an

appropriate Emai Tempiate to function with the automatic email. Auto

Responders instantly sends an emai to the person submitting a iead form
from your website or an internal lead source. Schedule Emails send emails
to persons submitting leads from your website, an internal lead source, and
customer event on a delay after the lead arrives in FootSteps. The delay
can be set for whole hours only.

3. Click Add New Auto Responder from the Action Menu.

kJ Action Menu
Add New Auto Responder ¢

Add New Scheduled Email w»

4. Select the auto responder template from the folder. Hopefully you organized your
templates and you put the auto responder templates in an Auto Responder folder!

5. Select the auto responder email template.
6. Select the form(s) you want to associate the auto responder email template selected.

7. If Internal Lead form is selected, select your unique lead source. See Adding lead
sources to add unique lead source. This is recommended for more granular reporting.

8. If you want to auto responders to mention a specific product select Yes for Add
Interested In? Select Type, New Used, or Brokerage/Consignment. Add Make,
Model, or Category. Note, not all the fields are mandatory. The system will match
based on the criteria you entered.

9. Click Save .
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Click “ to change a form, an associated email template, or a product of interest.

Click ® # to move change for order or response, as the system will send out the first matching
auto responder it finds when a lead comes in. The system will send only one auto responder per
lead, based on the first match it finds.

Setting up scheduled e mails

To send emails automatically in the future FootSteps will do so. We need to caution on sending
emails in the distance future due to having an ill-timed email sent when the time wasnd just right.
FootSteps will also prompt users to send emails rather than automatically send them. See Adding
Future Follow-Ups

To have FootSteps send an email automatically:

1. Click Settings on the right side of the top navigation.

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Recycle Bin

:

2. Click Automatic Emails in the Email section.

Email

Automatic Emails

b4 Setup, edit, or delete Auto Responders or Schedule Emais. Note: Prior to
setting up an auto responder or scheduled email you first must create an
appropriate Emai Tempiate to function with the automatic email. Auto
Responders instantly sends an emai to the person submitting a lead form
from your website or an internal lead source. Schedule Emails send emails
to persons submitting leads from your website, an internal lead source, and
customer event on a delay after the lead arrives in FootSteps. The delay
can be set for whole hours only.

3. Click Add New Scheduled Email from the Action Menu.

D Action Menu

Add New Auto Responder w

Add New Scheduled Email w=

4. Select the email template from the folder. Hopefully you organized your templates for
this use in a Scheduled Emaiils folder!

5. Select an email template.
6. Select the form you want to associate the email template selected.

7. If Internal Lead form is selected, select your unique lead source. See Adding lead
sources to add unique lead source. This is recommended for more granular
reporting.

8. Select trigger from Customer Event, Lead Date (the date arrived), Date Owned (Date
Delivered), or Service Date (The date the product was first used).

9. Enter Response Delay from the above dates. Add whole hours only.
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10. If you want the scheduled email to reference a specific product select Yes for Add
Interested In? Select Type, New Used, or Brokerage/Consignment. Add Make,
Model, or Category. Again, not all fields are required, but the system sends out
automatic emails for every matching rule it finds.

11. Click Save .

Click “ to change a form, an associated email template, or a product of interest.
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Learning about Content Groups

You could never tell by the name of this feature what it does! It simply counts how many
customers click on links from websites or emails. (Please note that this function does not exist for
Aischeduled emails. 0)

Instead of simply inserting a hyperlink in an email or a link directly from a banner ad to your
website, you can use a content group link and measure the number of customer that click on the
link. FootSteps counts the numbers of clicks and directs them to the appropriate webpage. In
addition, if the web page is hosted by AR, the link tracks the number of customers submitting
leads from the content group link. Very powerfull

1. Click Settings on the right side of the top navigation.

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Recycle Bin

|

2. Select Manage Content Groups in the Email section.

Manage Content Groups
@ Measure the amount of traffic arriving from any web source by creating

a Content Group. In addition to the number of hits recorded from a web
source, also track the number of leads generated and their disposition.

3. Select Add New Content Group  from Action drop-down list at the bottom of
the grid.

—-Actions— B
—Actions—
Sho Archive

Name the group and a add description.

5. Paste in the destination URL. This is the location on the web you ultimately want
the customer to land.

6. Adjust date for when campaign starts. This is helpful testing the link without the
tests being counted.

Click Save .

Click into Tracking URL and select all Ctrl+A and copy Ctrl +C. Paste this link
and insert this URL in a hyperlink to be counted. If you have someone hosting a
web banner ad and they need a URL to link to, give them this one for reporting

purposes.
If you want to remove a Content Group from displaying on the Content Group page,

you may click on AArchivedo in the Actions Col ul
onto the Archives tab; accessiblebyc h o o sShnogw fiAr c hi ve o diop-om t he Act

down on the bottom left of the Content Group report.

26



FOOTSTEPS

Adding lead sources

I f you have | eads arriving at your deal ershi

need to add those sources to FootSteps for easy key in and effective reporting.

Note: If you are receiving lead via email and you want these leads to auto-populate FootSteps you
canuse ARI 6s pleadsfiom Anywherd td serd leads directly to FootSteps so that you
dondt have t o adc€ontadithe FbotStems Supeomn Team fér mmore information.

Follow the steps below to add lead sources.
1. Click Settings on the right side of the top navigation.

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Recycle Bin

1

2. Scroll down to Sales Workflow Settings and select Manage Lead Sources

Manage Lead Sources
p If you would like to keep track of specific lead sources manually, you

may do so here. This allows you to create certain defined Lead Sources
to help you better gauge your ROIfrom various marketing efforts. An
example Lead Source mightinclude "Yellow Pages" or "Radio Ad." You
can select a Lead Source when entering leads on customers. Leads

from electronic sources will automatically update your Lead Sources.

3. Select Add Lead Source  from the Action Menu on the Manage Customer Attributes
page.

D Action Menu

Add Lead Source (M

Add a name for the lead source.
Add a description (this is optional if the description is obvious).
Click Save .

Repeat these steps until you have added all the lead sources you need.

N o g k&
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Adding customer sources

To track the number of opportunities from what source, you willwanttoadd your companyods

uni que customer sources to FootSteps. The

add it again. You can add as many sources as you like to achieve your level of detail.
Examples of common customer sources are:

1  Walk-In

1 Phone

1 Show (Boat, RV, Trade, Home)
1 Referral

9 Previous Customer

To add customer sources, follow the steps below.

1. Select Settings on the right side of the top navigation.

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Recycle Bin

|

2. Click Manage Customer Sources from the Sales Workflow settings area.

Manage Customer Sources
p If you would fike to keep track of spedific customer sources manually,

you may do so here. This allows you to create certain defined Customer
Sources to help you better gauge your ROI from various marketing
efforts.

3. Click Add Custome r Source from the Action Menu.

D Action Menu

Add Customer Source ™

4. Add a name for the customer source.
5. Add a description (this is optional if the description is obvious).
6. Click Save .

7. Repeat these steps until you have added all the stages to support your processes.

Adding sales stages

FootSteps has three defaulted sales stages that work as follow-up triggers: Quoted, Sold, and
Delivered.

You can add as many other sales stages that you want to trigger follow-up routines, track and/or

report. Examples of sales stages are:
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Pending Finance
Dead Deal
Inactive

Finance Turndown

=A =4 =4 4 =4

Bought Elsewhere

To add sales stages, follow the steps below.
1. Select Settings on the right side of the top navigation.

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Recycle Bin

1

2. Scroll down to Sales Workflow Settings and select Manage Sales St ages .

Manage Sales Stages

} Add, edit, or delete your own defined sales stages to track, sort, and
report on customer status throughout the sales process. FootSteps has
three defauited stages that can’t be deleted, Quoted, Sold, and
Delivered.

3. Select Add Sales Stage from the Action Menu on the Manage Sales Stages page.

D Action Menu

Add Sales Stage %

Add a name for the sales stage.

Add a description (this is optional if the description is obvious).

Click Save .

Repeat these steps until you have added all the stages to support your processes.

N o ok~
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Setti ng up sales steps

Dealerships often measure their daily sales activity. FootSteps allows you to preset the steps for
YOUR sales process so the Sales Associates can simply check off the stages completed with a
prospect on a fresh or b-back visit. These steps should be the milestone steps of the process such
as Product Selection, Write-Up, and others.

' 3
J Important: The setup process must be completed in two steps:

1. Manage visit types.
2. Manage sales steps.
The following sections include the steps for completing these two main steps.

Manage visitt  ypes
1. Click Settings on the right side of the top navigation.

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Recycle Bin

|

2. Scroll down to Sales Workflow Settings and select Manage Visit Types

f3, Manage Visit Types
Create and edit Visit Types to help support your sales process. Setting up

Visit Types will allow users to log customer visits, and enable reporting on

traffic.

3. Select Add Visit Type  from the Action Menu on the Manage Customer Attributes
page.

D Action Menu

Add Visit Type ¥

4. Add a name for the visit type. Examples include:
T New Customer or Guest
1 FreshUp
1 B-Back
1 Phone Up

Add a description (this is optional if the description is obvious).
Click Save .

Repeat these steps until you have added all the visit types to support your processes.
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Manage sales steps

After you add your visit types using the steps from Manage visit types, now you should add the
unigue steps to your process(es).

Some popular steps are: Presentation, Demo, Selection, Write-Up, TO to Manager, To to F&l.

1. Select Settings on the right side of the top navigation.

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Recycle Bin

2. Scroll down to Sales Workflow Settings and select Manage Sales Steps

’ Manage Sales Steps
é' Ifyou have a defined path to a sale, you may enter your sales steps
here. This allows users to indicate which sales step(s} a particular

customer visit or action represents.

3. Select Add Sales Steps  from the Action Menu on the Manage Sales Steps page.

D Action Menu

Add Sales Step (™

Add a name for the sales step.

Add a description (this is optional if the description is obvious).

Click Save .

Repeat these steps until you have added all the steps to support your processes.

N o ok~
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Adding note categories on customer records

When you add a note to a customer 6 s  ryau cam fitlel the note with an appropriate category to
identify the type of note.

Example of note categories: Phone Call, Showroom Visit, Quote, Service Issue, etc.
Follow the steps below to edit note categories.

1. Select Settings on the right side of the top navigation.

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

,] Recycle Bin

2. Scroll down to Customer Attribute Settings and select Manage Note Categories

#ue Manage Note Categories
U Add, edit, or delete your own defined categories for Notes added to

customer activity by FootSteps users. FootSteps has two defaulted

categories that can’t be deleted, System Note and Profile Change Note.

Note categories come pre-populated with several names and you can add or delete
unwanted categories.

3. Select Add Note Category  from the Action Menu on the Manage Customer
Attributes page.

D Action Menu

Add Note Category (™

4. Add a category name.

5. Add a description (this is optional if the description is obvious).

6. Click Save .

7. Repeat these steps until you have added all the note categories to support your
processes.
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Tagging customer inter ests

Tagging customer interests is one of the most important pieces of proper Customer Relationship
Management (CRM). When it comes time to reach out with offers and information via email or
shail mail or any other means, it is very important that you are directing the right message to the
right audience.

FootSteps has made it very easy to setup interest tags for the users to simply check the
appropriate tag.

Interest tags vary by industry and are often defined by the lifestyle or type of use that surrounds the
products you sell or service. Some examples are: Cruisers, Sailors, Residential, Commercial,
Weekender, Tailgater, Off Road, Utility, etc.

Follow the steps below to add interest tags.
1. Select Settings on the right side of the top navigation.

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Recycle Bin

:

2. Scroll down to Customer Attribute Settings and select Manage Interests

Manage Interests
Set up Interests which, will be available to your users for tagging

customers. Customers may be tagged with multiple interests, helping you

segment and target more efficiently.

3. Select Add Interest  from the Action Menu on the Manage Customer Attributes
page.

D Action Menu

Add Interest (%

Add a name for the type of customer interest.
Add a description of the interest (this is optional if the description is obvious).
Click Save .

Repeat these steps until you have added all the customer interest tags to support your
processes.

N oo g A
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Settingup  follow -up routines

A s al e s ma rhasalwaysabaen follaw-up, follow-up, follow-up! FootSteps helps Sales
Associates remember to follow-up prospects before the sale and customers after the sale.

In addition to manually adding a follow-up to the Visual Task List (VTL), FootSteps allows for
predetermined follow-up routines triggered from Sales or Service Stages.

one Number £

Add Customer

Search by Last Name or

~
P

4
fo’osteps Weicome Bob McCann

Dashboard Daily Workplan Customers Leads Reports Search Email Settings ﬁi 7 iﬁ,.i

Follow up i
reminders/tasks !
appear here in the |
Visual Task List .
(VTL) as well as the
Daily Workplan.

Tue 31 Wed 1 Thu 2 Fr 3 Sat

July 28- August3

28 Sun 2 Mon 3

150
v

Print.
______________________ Last Contacted: 08/02/2013 220 PM
BobMcCann @, gy " by Bob hcCann
Spouse: Carol - Assigned To: Bob McCann
Company: -
-
L) Action Menu
Address: Email Address: Date Added: 2/10/2012
2200 Lagoon Dr. bob.mccann@arinet.com Interest Level: Somewhat Create Follow-Up (%
Dunedin, FL 34638 Phone Numbers: Interested

(h) 7277353592 Customer Source: Walk-In

(w) 7277359552 Sales Stage: Sold Log Phone. &4
(m) 7274806061
Status: Contacted S
Log Visit Q)
Has Purchased: No
Add Product
Interested in Products
Stock | Make Model Year | [ Actions Assign Salesperson b

Once you determine the number of touch points for the follow-up routine before and after the sale,
the first step is to set your own naming conventions. Rather than just using Phone Call, Email,
Letter, or Appointment - you can use a more descriptive term such as 1-Day Prospect Call,
Showroom Visit Email, or Service Intro Letter.

To add your follow-up routines, follow the steps below.
1. Select Settings on the right side of the top navigation.

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Recycle Bin

1

2. Scroll down to Sales Workflow Settings and select Manage Follow -up Types
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Manage Follow-up Types
L 3/ Setup, edit, or delete follow-up routines for presale and post sale. Select a

number of triggers to start a routine for a user that will allow for any number
of required steps. The follow-up tracks will transfer to a newly assigned
user and the old track will cancel when a new track is started. To begin

setting up a follow-up track, start with Manage Follow-up Types to add

YOUR follow-up types, i.e. 1-Day Prospect Day, SOLD Customer Call, Service
Call, Delivered Email. When you have setup your follow-up types click
Follow-up Settings and setup the triggers and intervals for your follow-up

setting.

3. Select Add Follow -Up Type from the Action Menu on the Follow-up Types page.

4. Add atitle. (For example: Showroom Visit Email)

5. Select Parent Follow-Up Type. Options include: Appointment, Email, Fax, Letter,
Phone Call. This step selects the appropriate icon for easy reference in the workplan
or VTL.

(o)
- Note: If you select Letter or Email, FootSteps asks you to associate a template
(see above section to add or edit templates) with the follow-up routine. This is a key

step to the one-click letter printing feature or preselecting a desired email template.

Select the appropriate industry.
Click Save .

Repeat these steps until you have added all the Follow-Up Types to support your
follow-up routines.

o)

J Important: Next you need to setup the follow-up routine by setting the
occurrence and the trigger to populate the follow-up type in the Visual Task List
(VTL) and Daily Workplan. Follow the steps in the section below.
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