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Key Terminology

ÅCampaign, Lead, Account, Contact, Potential, Forecast

ÅCase, Solution

ÅQuote, Sales Order, Invoice, Product, Price Book

ÅVendor, Purchase Order

ÅReport, Dashboard

ÅRole, Page Layout, Work flow, Email Template, Import & 
Export 



Zoho CRM ςB2B Process

Overview



Zoho CRM ςB2C Process

Overview
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Common Components

ÅSearch
ïGlobal

ïLocal

ïAlphabetical

ÅQuick Create

ÅNew record

ÅList View

ÅList View Navigation

Å360 degree View

ÅCustom Filters

ÅImport

ÅExport

ÅMass Update

ÅMass Transfer

ÅMass Delete

ÅSkins

ÅZoho Sheet View

ÅRecycle Bin

ÅRecords Count

Overview



CRM Functions

ÅMarketing Automation

ÅSales Automation

ÅInventory Management

ÅCustomer Support

ÅActivity Management

ÅReports & Dashboard

Zoho CRM

Sales

Orders

Support

Marketing



System Administration 

ÅUser Management

ÅProduct Customization

ÅWork flow Management

ÅData Import & Export

ÅEmail Templates

ÅSubscription Management 



CRM Functions

Marketing, Sales, Customer Support, 
Inventory, Activities, Reports 

& Dashboards



Marketing Automation

ÅCampaigns

ÅEmail Marketing

ÅDirect Marketing

ÅLead Generation

ÅROI Calculation



Campaigns

ÅOrganize Campaigns

ÅTrack customer inquiries related to the 
campaigns

ÅTrack sales closures related to the campaigns

ÅMeasure the campaign effectiveness (ROI) 

ÅCampaign Reports

ïCampaign Revenue

ïCampaign Leads



Email Marketing

ÅManage mailing lists based on the existing 
data (leads and contacts) 

ÅCreate mass email templates with HTML 
editor

ÅSetup email opt-out processin compliance 
with CAN-SPAM act using unsubscribeform 

ÅSchedule mass mail campaigns from the 
mailing list 



Sales Force Automation

ÅLeads

ÅAccounts

ÅContacts

ÅPotentials

ÅSales Forecasts

Leads
(1000)

Prospects
(100)

Customers
(10)



Leads

ÅLead Generation

ïImport data from External Sources

ïCapture from Web site

ïFill the Form

ÅAssignment

ÅQualification

ÅConversion



Accounts

ÅManage Accounts end-to-end

ÅParent-child relationship between Primary 
Accounts & Subsidiaries

ÅAnalyze opportunities for up-selling and cross-
selling opportunities

ÅIdentify referrals from accounts and contacts 
for promoting new products and services



Contacts

ÅManage Contacts end-to-end

ÅCreate hierarchy of contacts within a company 
for a better coordination while dealing with 
customers

ÅSynchronize Contacts between Zoho CRM and 
Microsoft® Outlook® using the Outlook Plug-in



Potentials

ÅTrack business opportunities as per Sales Process

ÅTrack Competition on each Business Opportunity

ÅAnalyze Sales Stage & Probability of winning deals

ÅAlert Executives when Big Deal closes ςBig  Deal 
Alert

ÅSet up Sales Escalation Process (Work flow rules) 
& Reduce Bottlenecks in the sales cycle



Sales Forecasting

ÅEstimate how much revenue you can generate 
in each fiscal quarter/year 

ÅIdentify the sales persons who met their 
targets for fiscal quarter/year 

ÅPredict the revenue generation for the 
forthcoming quarters 

ÅCreate fully customizable forecast reports and 
dashboards



Inventory Management

ÅSales
ïQuotes
ïSales Orders
ïInvoices

ÅProcurement
ïVendors
ïPurchase Orders

ÅInventory
ïProduct Catalog
ïPrice Books

Suppliers
(Vendors, 

POs)

Inventory
Catalog, Price Books

Customers
(Quotes, SOs, 

Invoices)



Products & Price Books

ÅManage organization-wide products catalogs

ÅImport product details from other applications

ÅAttach product-specific documents, such as 
collateral, license agreements, and others

ÅCreate Price Books as per customer segment 
and associate products with the Price Books

ÅProcure products from the selected vendors 
list 



Quotes, Orders, Invoices

ÅTrack outstanding quotes, orders, invoices

ÅManage line items with subtotal, taxes, 
adjustments, and grand total amounts 

ÅSelect List Price from Price Books

ÅCreate printer-friendly Quotes, Orders, 
Invoices and deliver through inbuilt E-mail 
service 

ÅCreate Sales Order or Invoice with a single 
click from the Sales Quote



Vendors

ÅSet up Vendor (Supplier) Management Process

ÅPurchase Products from Vendors

ÅCommunication with Vendor ςContacts



Customer Support

ÅCases (Trouble Tickets)

ÅSolutions (Knowledge base)



Cases

ÅGenerate cases through e-mail, phone, or 
Website using Web-to-case form

ÅAutomate the case routing process using the 
Workflow rules

ÅSet up case escalation process using the 
Workflow rules



Solutions

ÅManage product-wise solutions (knowledge 
base articles) in an easily accessible 
centralized location

ÅPeriodically update the solutions based on 
your customers suggestions & feedback



Activity Management

ÅTasks

ÅCalendar

ÅNotes



Tasks & Calendar

ÅManage Tasks & Events (Meetings, Calls etc)

ÅNotify Users

ÅDay, Week& Month View

ÅRecurring Events

ÅSend Reminder (Will be available soon)



Notes

ÅAssociate Notes to CRM records

ÅAdd documents to Notes



Reports & Dashboards

Å25+ Standard Reports

ÅFully Customizable Reports

ÅFlash-based Dashboards

ÅDrill-down Dashboards 



Dashboard - Leads


