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CRM User Adoption

Why is it Important

How to get it

Management’s Role

Training

User Experience

CONTINUOYM CRM’



Poll Question 1

What is your current CRM status?
A: Not looking

B: Searching Immediately
C: Planning for next year

D: Purchased a new CRM and getting ready to
implement now
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User Adoption - Why is it Important

Data Collection

Strategy
Employee Motivation

Investment
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User Adoption - How to Get it
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Top Down Support - Manhagement’s Role

* Drive Project

e Selection
e KPI's

 Design
 Implementation
* Training

e Use The CRM

— -t
» Sales coaching % /;"‘*’9 N
* Marketing strategy ofivation
 Executive reporting | ‘_ |

« Reinforcement

 Regular training
 Continuous improvement

N & . |
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Team Involvement
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Project Implementation & Data Migration
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User Friendly Configuration

Ease of use

Tailor to User/Role/Community

USER

Incorporate your culture
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Training

Appeal to all
learning styles

Role based
training

Training sales
process

Support after the
project
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Appeal to all learning styles

CONTINUYM CRM" Support

Tickets Knowledge base

rowse

Visual

Getting Started \ Logging In (s artices) Getting Started \ Main Tabs Overview (ioarticies)

Audible CONTINULIM CRM" oo comers cmmasmcanoon

rtners & Vendors

Inventory

Verbal

setup Area Overview (i1 arices)

ger
rofile

psition Chart (CPC)

Kinesthetic

CONTINUUM CRM 101
Getting Started with Intro to Continuum CRM for

SALES COUNSELOR 1

.
Continuum CRM Sales Counselors
This course will prepare you for success with Continuum CRM. You'll leam how to This course is for Sales C: lors who are new to C CRM. Once you
fogin; update your user profile, and navigate around the application. You'll also be complete the course, you'll know how to enter records and log your daily sales
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Role Based Training

Sales Counselor

Sales Support

Marketing

CRM
Administrator

ONLINE EDUCATION
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Poll Question 2

Does your organization currently follow a
defined sales process?
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Sales Process: Why does it Matter

Sales Engagement

77\
- *Culi

2. Evaluation

Resident Management Waiting Steps
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Purposeful Engagement

Forward thinking

Reinforces
consultative
selling

Incorporates

your process and
language

Record Activity

Sales Workflow:

Current Step Owner: Lara, Lanette

* Activity: Planned

Unplanned

Connie Estrada ( This Sales Workflow is currently Open )

Contact: Estrada, Rosemary | re100@cvip.net | (559) 447-1273
Current Step: Nurturing Relationship ﬁ Show the Workflow

* Completed Date: |9/9/2017  [E)

® Follow up call (Task: 9/11/2017)

*Result: - *Duration:

Notes: | Follow up if o

Activity
Results Show
status of
previously
planned
interactions

o Minutes

Cancelled
Completed
No Status
Removed

’ Cancel H Plan Next Activity

Plan your next

engagement
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Ongoing Support

e e N
O - A
KNOWLED  ONLINE PHONE  REMOTE SESSION
GE BASE SUPPORT SUPPORT  TECHNICAL AND
AND FAQS  DESK CONFIGURATION
SUPPORT
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Poll Question 3

Do you feel like your team leverages all the
functionality of your current CRM?
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Leverage The Technology
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1.Discovery & o 4. Admission in

Prospects follow your community’s Sales Process
Each Workflow Step represents a different stage in the Buyer’s

Journey

(1)Discove... (1)Discove...

(2)Buildin... (2)Buildin...
(3)Commitrn...~‘ (3)Commitm...
(4)Admissi... .

'. (4)Admissi...
(6)Wait Li...
(6)Wait Li...

0 2 4 6 8 10 12 14 16 18 20

0 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17
Il - 0 Royal Park Place M Saratoga Grove [l Victoria Village W Village Woods

Il Hambleton, Kristin
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Unlimited Layouts and Custom Data Fields

« Red/Yellow/Green ~ CONTINUIM CRM

Dashboard New Inquiries Referral Partners Contacts Prospects & Inventory Documents Reports Calendar Email Events & Advertising

e User/Role/Communit w e <o+

Layout [ sales v|2+ | (Select column to add) v | @ Group | ~| @ Filter M o |
y Drag a column header and drop it here to group by that column
Prospect Name Readiness Score Due Date a Current Step Community Level of Living

A g \ v (

. . . = | x| = 0
Experience Tailored - BT

mith, Jane Reservation In Process Courtyard Place Independent/Residential

=)
V2l

> &
. .
> # T Smith, Mickey 59 6/5/2018 Discovery
. Prospect: Watkins, Belle(Open) .
> & ﬁ abbot, john 78 6/5/2018 C(Belle Watkins | 874-456-9821 | khambleton01@gmail.com ntial
p # T Johnson, Marjorie 60 6/6/2018 C ProspectSteps | Contacis | ReledRecs | Amached Documents | Emails ntial
[ ') ﬁ Watkins, Belle 100 6/6/201 8 (Using Layout: | Independent Living Sales ¥ Change Workflow || Print Send Email i |
> # T Johnson, Joe 84 6/6/2018 C——
6 018 B Awareness/Education 20 Desire Score: 45 Community Fit Score: 15 Need {7
Score:
| of Sr. Living: months: E
b & T JudyBlum 98 6/8/2018 D[ Rote Prosp. Understanding 4 Application Complete Amenity Fi: 1 brought Famiy '@
. = f Community: 0=NO; 1=YES: 0=NO; 1
D _) ﬁ Manﬂe, M]ckey 37 6/8/2018 RE Number of Zel\ac(g:::n\i:l‘rl\;g: 1 Home lu'i‘;?)ﬁfvag‘gz Desired Level of Living Fit: 1 nt]al
- N — Number of Resident 1 Financially Eligible:

Connections: .
> # T Monroe, Shady 136 6/8/2018 Re Toured Cammunty 1 ntial
Attended Resident Event: 1

Dined at Community?: 1 ;
b ") ﬁ M'M 85 6/8/2018 & Mcﬂva(llon: Socialization Motivation Notes: nt]al
. Reasons Not Ready: Happy at Home, Need to Downsize, Bad Time to Sell Reason Not Ready Notes: multiple selections and notes
p & f James Omasi 39 6/8/2018 Cq Downsizing Plan:  give away to charity re
- ] Readiness Score: 100
> # T Jones George 108 6/8/2018 & tial
p & T Chan, Jackie 66 6/11/2018 [« Entrance Fee: 0 First Person MSF: ntial
Second Person EF: Second Person MSF:
Wait List Deposit: .
> & ﬁ Duck, Daffy 79 6/14/2018 C Tota Entrance Fee: $0 Total MSF: $0 ntial
Application Fee:
- “a S A e ana s maan - 10% Deposit: $0 10% Amt. Paid:
Balance Due: $0
RA Type:

Move-In Information

Residence Unit/No: Community: Grandview Heights
Building: Res. Move in Date: Start MSF:
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Integration

Eliminate duplicate data entry
Provide visibility into and within other

applications

Continuum CRM offers:
Custom API Integration

Webhook Integrations
Site Staff Chat, Hubspot, Act-On etc.

Office Application Integrations

Outlook
Word

Excel
GSuite Calendar
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Web Lead Capture/Assignment

Use on any Web or Landing

Page for Digital Lead Capture ¢ Back o Events
e« RSVP for Events Monday, August 20, 2018 Event Registration

: The Saint John's Bible First Name*
« Submit Contact Requests Public Viewing

A U tO - p O p U I a tes I n q U I r I eS fro m The Saint John's Bible is the first handwritten and illuminated

Bible commissioned by a Benedictine monastery since the

t h e We b i n to CO nt I n u u m advent of the printing press more than 500 years ago. The

one-of-a-kind Heritage Edition of the Saint John’s Bible is a full-

° E m a | I S a n A u to Res p O n S e to size fine art edition of the original manuscript created under the Email*

direction of Donald Jackson, the artistic director of the original

I n q u I ry manuscript. Each volume received finishing treatments by
hand, and only 299 sets of the Heritage Edition were created.

. ASS I g n S | n q U i ry to U S e r O r As a participating organization of the Benedictine Health

System, this special opportunity is brought to our community

Q u e u e ba S ed O n RO u t | n g with support from Benedictine Health System to honor the Number Attending*

125th anniversary of our Sponsor, the Sisters of St. Scholastica

R u I eS Monastery, Duluth, Minn. 4

« Email Notification of New |
Ian|ry Map  satelite ey D2
CONTINUYM CRM
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Email Marketing and Tracking

Email Body .
Personalize

Record Type Field Label Pasteable Token E o |
‘ New Inquiry ¥ | | Last Name v «InquiriLast Name» yOU r mal
Templates
0 v O™ Paragraph Fo. ¥ Arial, Verdana. W 12px

B 7 U x* X: ah¢ E E = B =

Tracking and Statistic ............

[ ] D e | I Ve r Thank you for your recent inquiry to our community. | look forward to working with you as you search for your ideal senior living community.  We
understand this is a personal journey that can take time to accomplish. | am here to assist with your search and provide you with the information y

need to make an informed decision. When you feel it is appropriate, | would welcome the opportunity to schedule a personal appointment and tour.
the meantime, please watch for invitations to our events for prospective residents on our website and in the mail. If you have any questions please

[ ] B O u n C e S not hesitate to call or email.

° Sincerely, Email Name: Demo Email Owner: Hambleton, Kristin
p e I I S Method: Standard Creation Date: 10/10/2016 11:46 AM
. . Notes: P 3
«Inquir owner:First Name» otes ros Ect‘;irzzzi No
ir owner: Titlex P h

C . «lnquir
[ ] | I C ks «lnquir owner-Work Phonex
«Inquir owner-Email Addres

Delivered Clicks Bounces Spam Complaints Opt-Outs

1 91% (10) 55%(6) 36% (4) 9% (1) 0% (0) 0%(0)

[ Group [ Filter @ @j ﬂi]

Owner Email Status Delivered  Bounced = Opens Clisks OptOut  Spam Complaint

Recipients Emails:

Unlimited Custom

Contact

’ Hambleton, Kristin ~ jgrisham@continuumerm Sent v 1
Te m p I a t e s | nd |V|d ua I Ontinuum CRM Hambleton, Kristin ~ khambleton@continuum Sent v 2 1
Results Of WhO Continuum CRM Hambleton, Kristin  sjoubert@continuumcrm Sent v 4 1
. E Continuum CRM Hambleton, Kristin  bkaufman@continuumcr Sent v 1 1
Cl IC ked 3 Continuum CRM Hambleton, Kristin ~ tmadderra@continuumcr Sent v
O pe ned a nd Continuum CRM Hambleton, Kristin  Imadderra@continuumcr Sent v 2
n n Continuum CRM Hambleton, Kristin ~ sfarmer@continuumerm. Sent v 3
S C h e d u I e E m a I I D e I Ive r Continuum CRM Hambleton, Kristin ~ khambleton01@gmail.co Sent v 3
Continuum CRM Hambleton, Kristin  emailfail@fakeemailxxx  Sent x
View madderra, other Continuum CRM Hambleton, Kristin ~ tmadderra@salesnet.com Sent v
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Prospect Readiness Score

Objective Scoring Tool

Based on Prospect Engagement

Awareness/Education 30 Desire Score: 37 Community Fit Score: 15 Need Score: 0
Score:
Rate Prosp. 7 Moving Timeframe in 18 Lifestyle Fit: 1 Number of Negative
Understanding of Sr. months: Health Events:
Living:
Rate Prosp. 9 Application Complete 0 Amenity Fit: 1 Brought Family to Visit
Understanding of 0=NO; 1=YES: 0=NO; 1=YES:
Community:
Number of Relatives 1 Home Listed for Sale. 1 Desired Level of Living 1
Living at Community: 0=NO; 1=YES: Fit:
Number of Resident 3 Financially Eligible:
Connections:
foured commanty: 1
Attended Resident
Event: [
Dined at Community?: (1)Discove... -5
Motivation: Socialization
Reasons Not Ready: Happy at Home, Need to Downsize, Bad Time to Sell 01075
Downsizing Plan: give away to charity (&)Comment.. 75 100
Readiness Score: 82
(3)Decisio... . 100 to 125
12510 150
(7)Engagem...
I 150 to 175
0 5 10 15 20 25 30 35 40 45 50 55
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Successful User Adoption

® x

- O i A
TOP DOWN USER FRIENDLY TRAINING LEVERAGE

SUPPORT  CONFIGURATION THE
TECHNOLO

GY
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Why Continuum CRM

CRM Functionality Project Rollout

Conforms to your culture Project Management

Customize your

: Learning Resources
terminology

Customer Support
Prompts user for next steps

in the buyer’s journey
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Thank you!

For information please contact:

Kristin Hambleton
717-344-1457 (mobile)
khambleton@continuumcrm.co
m

wWWww.continuumcrm.com
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