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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 do with the program. Thi s gui de contains the fAhow t obs
we hope it was a waste of time publishing because the program is so intuitive and easy to

use you just might not need the tutoring.
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ARI 6s Foot Steps pr ovi deesswith enceleardnia means of vggeg and de
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

P Foor adapt to FootSteps.

Features:

1 Saves time 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.

1 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.
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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.

9 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,
effort on your part and to keep prospects engaged when they are not quite
ready.

Note: For a period of time (March 2012) there will be direct access to the

Older version (Classic View) of FootSteps from the Dashboard. If you get

st uck a figdre autahowtb something in the new version you might

want to or need to do the task in the Classic Version. Whatever customer

datayoumakec hanges to both versions wil/| be upd
need to do this often but if you do so, a best practice 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 let us know what you
candédt find and we will help you do i t!
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Getting st arted

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)

9 Internet Explorer 7*, 8

Note: Support for Internet Explorer7 will be winding down in the coming
months as it is not compliant with modern browser standards, and is being
retired by Microsoft

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

2. Type your LOGIN and PASSWORD issued by the ARI personnel or your
companyds Foot St Pgssvordsdrendase sepditiveat or .

'LOGINTOETATLSE

LOGIN

PASSWORD

oo

3. Click Submit . The FootSteps Dashboard appears.
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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.

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.

I Sales Assistants can view all customers and assign customers.

I 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 had
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.

F
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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 Enterprise 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

O

2. Add additional users

Create email templates

Add letter templates for printing

Add lead sources

Add customer sources

Add sales stages

Set up sales steps

OO0 0000
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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 companyés d

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 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 Department  from the Action Menu.

D Action Menu

Add Department ==

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

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

7. Repeat these steps until you add all of the necessary departments to
FootSteps.
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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 “ 1o editor x to delete an existing
department.

Manage Departments

Description 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.

Note:Let 6 s

say your company initially

Enterprise Manager, three Sales Assistants, and two Sales Associates. Bult,
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

If you are initially setting up FootSteps, we recommend that you add departments first

before adding users.

users

Follow the steps below to add users.

1

1. Select Settings

on the right side of the top navigation.

Dashboard Daily Workplan Customers Leads Reports Search Email Settings

Recycle Bin

had

2. Select Add Ne w User from the User and Company Settings section.

”~ Add New User

ok

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 the user name. We suggest using the first.last format (for
example: john.smith) for greater anti-spam protection.
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.

Enterprise Manager: this user role has the ability to access all

setup functions in FootSteps, see all customers, assign customers,

11
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Field:

Definition:

First Name
Last Name

Email Address

Job Title

Session
Timeout

Select
Preferences

and add or delete users

Sales Assistants: this user role has the ability to see all

custom

ers and assign customers.

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

Typ

Ent

uses to notify users of new emails, leads, and product notifiers.

Ent

This is the time of inactive use before FootSteps notifies users

Note: An optional ability allows Sales Associates to
view all customers. 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.

e the userb6s first name

er t he us erThisisteeraddieds FoatBteps e s ¢

er t he user bhsisjostfor referance apndondt t
customer facing

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

they ar

e within two minutes of timing out due to inactivity.

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

minutes.

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

Email tasks and calendar each morning: if selected, FootSteps
i | s tDaly Waorlglanrtodhe email address you added

e ma
above.

Send notification of customer website activity: this is known as

t he

i Wa t c tadonlyf weristwithrare 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

com

Send notification when email new email arrives: email sent

p a sity ancsthe product(s) they are viewing.

from FootSteps that a recipient replies to, returns to the FootSteps

12
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Field:

Definition:

| Togghe Permissions |

Preferences

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 alead is assigned: when a customer is
assigned to a user, FootSteps sends an email 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.

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 contact. Best practice is not to delete customers
and move them to an inactive, dropped, or dead status. 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.

Warning: 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
resultin 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.

13
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Field: Definition:

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

Move Customer: if you have multiple dealer locations, this allows
your salespeople to associate customers to a specific location. If
you dondét have nucantignopelhischéckboxat i

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

WARNING: Email Campaigning is a fine art that
requires a well thought out strategy to protect your
companyds e mai |tatiomaThdrefotej n g
we would suggest careful consideration on granting

this permission. See Launching Email Campaigns

for more direction.

Mark Lead as Replied: FootSteps automatically marks leads as
replied 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 replied to when they follow-up with the lead, select this
checkbox.

View other Salesmen Customers: this allows a user to see other
sal espeopl eds c-antymaden€lhey willlonlysbe 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  uQaiekrSéasch 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 call e
which lets the user either select themselves, or all sales people.

Add Note to other Salesmen Customers: this allows this user to
add notes to other sal eYopmusip!| ¢
allowsalespeopl e to view other sale
activate this feature.

4. Review your user information and click Save .

14
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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

1

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

Manage Users
ﬂﬂ INENAgE USETS

448 Create new users or edit/delete current users. Check the last time 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  user s
When you need to remove a user from FootSteps, follow the steps below.

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

ﬂu 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 Users
page. Select Deactivate  from the Actions drop-down list. Deactivated users
are not visible and their usernames are not available to anyone else.

Manage Users

|} User Name Name Email Address User Level Last Login
] john.smith John Smith jemith@abecorp net Enterprise Mgr 05-Dec-2011 10:45:43 PM
| lynn jackson Lynn Jackson ljackson@abccorp.net Enterprise Mgr 05-Dec-2011 09:28:52 PM

7] michael lee Michael Lee mlee@abccorp,net Enterprise Mgr 11-Dec-2011 8:45:43 AM o

—Actions— | ¥ Create New User

—-Actions—
Deactivate

15
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Creating email and letter templates

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 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.

Important: Adeal erds version of Foot Steps 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 inquires or follow-up scenarios

possible.

I f you find your team repeating the same messa
template!

To begin working with 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

16
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Organizin g 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:

A4

1. Select Industry RVs

2, Select Folder Auto Responders w +add new folder

Below are a few examples of common template folders:

1 Auto Responders
f 1* Email Response
1 Email Follow-Up

1 Print Letters

1 Email Campaigns

Inserting your dealer logo

Adding your companiesd |l ogo to your templ ates
companies brand with every email sent from Foo
l etter without | ett er he aahemaisreither.tAbeshpragticeis s houl d

to position 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 FootSteps allows you to resize the image after inserting
into the editor, itds a best practice to uy

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 .

17
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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 otStepedo¢seotdlow and i f
the email to be sent. To add a place holder simply type two [[ add your prompting text and

finish with two J]. For example: [[UNIQUE FEATURE]]. When you add the second set of

brackets the text prompt box becomes highlighted in yellow for easy visibility.

= %= | Paragraph |~| FontFamily | ~| FontSize = A ':2'1
- 4] el 1%

i3 ART RV

Creating yellow, IR

1
1
1
: hlgh“ghted Thank you for your inguiry regarding the [[YEAR MAKE MODEL]]. Unfortunately, that unit has slready been sold. Howsver, we do have
1 3 [[YEAR MAKE MODEL]] available that may be of interest to you, based on your first sslection. [[ADD MORE DETAILS, COLOR,
1 prompts helps I OPTIONS, ETC]].
' your sales team !
: y . : | will call with you at [[TIME BLOCK]] to answer any questions you might have on this unit. If you would like to contact me | can be
! quickly add ' reached at SASSIGNED_EMP_PHONE.
1 H 1
il
: _deta ed_ . : Thanks for your inquiry; | Jook forward to helping you get on the road soon!
i information to their .
! . ! Sincersly,
' emails. : y
[ 1

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

[ — - - s

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.
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Field:
Shared Template

Template should
mark lead as
replied

Test Email

Merge Codes

Show Advanced
Options

Definition:

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.

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

Best practice: include a Dealer Stationary template for email
responses that a prepared template is not appropriate. This ensures
consistent company branding and marks leads as replied 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 |link expands the
This feature only works when actually sending an email from the
editor and not while adding a template.

Adding letter templates for printing

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

Recycle Bin Hot Customers

Today's Leads X Unassigned Cu Create Email Campaign

Email Inbox

Manage Templates

» Email Campaigns Report

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

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

Change Folder:

1. Select Industry RVs

2. Select Folder

v

Auto Responders v #30d new folder

4. Follow Adding email templates instructions starting on the previous page.
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There is no use for a Subject in a letter so leave it blank.

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.

7. See Setting up follow-up routines in this guide to associate a specific letter
template with follow-up processes.

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
guote 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

1

2. Click Automati ¢ Emails inthe Email section.

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

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!
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