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Getting Started 
 

Welcome to Zoho CRM, an On-demand 

Customer Relationship Management software 

for managing your customer relations in a 

better way. Zoho CRM software helps 

streamlining your organization-wide sales, 

marketing, customer support, and inventory 

management functions in a single system. 

Target Audience 

¶ Sales Reps, Managers and Executives  

¶ Lead Managers, Event Managers and 

Marketing Managers 

¶ Customer Support Agents, Support 

Managers and Executives 

¶ Accounting Managers and Stock 

Handlers 

¶ Business Managers, Executives and Top Management 

¶ CRM System Integrators  

  

 

 

 

 

 

 

 

 

http://zohocrm.wiki.zoho.com/Customer-Support.html
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The Zoho CRM software comprises of the following business functions: 

Sales Force Automation Marketing Automation  

¶ Lead Management  

¶ Account Management  

¶ Contact Management  

¶ Sales Management  

¶ Sales Forecasts  

¶ Sales Quotes Management  

¶ Sales Orders  

¶ Invoice Management  

¶ Campaign Management  

¶ Lead Generation  

¶ Email Marketing  

Customer Support & Service Inventory Management 

¶ Case Management  

¶ Solution Management  

¶ Products Catalog  

¶ Price Books  

¶ Vendor Management (Procurement 

Process)  

¶ Purchase Orders  

Analytics Add - Ons 

¶ Reports  

¶ Dashboards  

¶ Outlook Plug-in  

¶ Web-to-Lead forms  

¶ Web-to-Case forms  

 

 

 

 

 

 

 

 

http://zohocrm.wiki.zoho.com/WorkingWithLeads.html
http://zohocrm.wiki.zoho.com/Working-with-Accounts.html
http://zohocrm.wiki.zoho.com/Working-with-Contacts.html
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html
http://zohocrm.wiki.zoho.com/Working-with-Forecasts.html
http://zohocrm.wiki.zoho.com/Working-with-Quotes.html
http://zohocrm.wiki.zoho.com/Working-with-Sales-Orders.html
http://zohocrm.wiki.zoho.com/Working-with-Invoices.html
http://zohocrm.wiki.zoho.com/Working-with-Campaigns.html
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html
http://zohocrm.wiki.zoho.com/Email-Templates.html
http://zohocrm.wiki.zoho.com/Working-with-Cases.html
http://zohocrm.wiki.zoho.com/Working-with-Solutions.html
http://zohocrm.wiki.zoho.com/Working-with-Products.html
http://zohocrm.wiki.zoho.com/Working-with-Price-Books.html
http://zohocrm.wiki.zoho.com/Working-with-Vendors.html
http://zohocrm.wiki.zoho.com/Working-with-Purchase-Orders.html
http://zohocrm.wiki.zoho.com/Working-with-Reports.html
http://zohocrm.wiki.zoho.com/Working-with-Dashboards.html
http://zohocrm.wiki.zoho.com/Outlook-Plugin.html
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html
http://zohocrm.wiki.zoho.com/Working-with-Cases.html
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Zoho CRM Modules 

The following table describes various icons in Zoho CRM. 

Module  Icon  

   

  

  

  

  

  

  

  

  

  

  

Module  Icon  

Task 
 

Product 
 

Event 
 

Price Book 
 

Lead 
 

Quote 
 

Account 
 

Purchase 

Order  

Contact 
 

Sales Order 
 

Potential 
 

Invoice 
 

Forecast 
 

User 

Lookup  

Campaign 
 

Calendar 

Day  

Case 
 

Calendar 

Week  

Solution 
 

Calendar 

Month  
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Campaign Management 

Campaign management allows you to manage your entire marketing process by which marketing 

campaigns are planned, produced, distributed and analyzed. This includes planning the 

campaign, preparing your mailing list, executing the campaign and then analyzing the results.  

You can use the Campaigns module for the following:  

¶ Planning marketing activities and developing campaign hierarchies 

¶ Outlining marketing campaign objectives 

¶ Defining campaign success metrics 

¶ Building and testing sample campaigns on a subset of customer data 

¶ Storing and reusing content from previous marketing campaigns 

¶ Measuring campaign effectiveness by linking directly to the leads and potentials 

¶ Tracking customer inquiries related directly to campaigns.  

¶ Tracking sales force closures related directly to campaigns.  

You can perform the following operations in the Campaigns module:  

¶ Navigate campaigns  

¶ Search campaigns  

¶ Create list views  

¶ Create campaigns  

¶ Associate campaign with other records  

¶ Change campaign owner  

¶ Export campaigns  

¶ Print campaign details  

¶ View reports  

¶ Delete campaigns  

¶ Customize campaigns  

Navigating Campaigns  

(Access Privilege: Read permission)  

You can navigate the campaigns according to the status of the campaigns.  

To navigate campaigns  

1. Click the Campaigns tab.  

http://zohocrm.wiki.zoho.com/#Navigating_Campaigns
http://zohocrm.wiki.zoho.com/#Searching_Campaigns
http://zohocrm.wiki.zoho.com/#List_Views
http://zohocrm.wiki.zoho.com/#Creating_Campaigns
http://zohocrm.wiki.zoho.com/#Associating_Campaigns
http://zohocrm.wiki.zoho.com/#Exporting_Campaigns
http://zohocrm.wiki.zoho.com/#Exporting_Campaigns
http://zohocrm.wiki.zoho.com/#Printing_Campaign_Details
http://zohocrm.wiki.zoho.com/#Viewing_Campaign_Reports
http://zohocrm.wiki.zoho.com/#Deleting_Campaigns
http://zohocrm.wiki.zoho.com/#Customizing_campaigns
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2. In the Campaigns Home page, under the Campaign List section, select one of the views 

from Select View drop-down list to display the list of Campaigns according to the status 

of the Campaigns (For example, Contacted, Hot, Won, and others).  

3. In the Campaign List section, click the Start, Previous, Next, or End links to access the 

respective list of Campaigns.  

Searching Campaigns  

(Access Privilege: Read permission)  

You can search the campaigns alphabetically or filling the required information in Search box.  

To search campaigns  

1. Click the Campaigns tab.  

2. In the Campaigns Home page, under Campaign Search section, do one of the following:  

o Specify the search criteria in Search box and click the Go button. Or  

o Select one of the alphabetical search links.  

3. In the Campaign List page, a list of Campaigns is displayed as per search criteria.  

(Access Privilege: Read/Write permissions)  

Creating List Views  

In the Campaign List you can create/modify/delete the custom views, sort columns in the list 

view (ascending/descending order), search the records available in the current list view. In 

addition, you can modify some of the columns in standard list views. By default, the following 

standard list views are available in the Campaigns module:  

¶ All Campaigns  

¶ All Active Campaigns  

¶ My Active Campaigns  

Note: User created list views are displayed under User Created Views category in View 

drop-down list. 
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To create custom views  

1. Click the Campaigns tab.  

2. In the Campaigns Home page, under Campaign List section, click the Create View link. 

Note: Under Campaign List section, some of the standard list 

views are displayed. You can only rearrange the order of columns 

and more columns. 

3. In the Create New View page, do the following:  

o In the View Information section, specify name of the custom view in the View 

Name (mandatory) field. The custom view name appears in the View drop-down 

list. You can also set the custom view as a default list view by selecting the Set as 

Default View check box. 

o In the Specify Criteria section, specify the filter criteria. For more details, refer to 

the Specifying List View Criteria section.  

o In the Choose Columns section, select the columns to be displayed in the List 

View. For more details, refer to the Selecting List View Columns section.  

o In the Accessibility Details section, select the users to whom custom list view has 

to be enabled. For more details, refer to the Enabling View Access section.  

4. Click Save. The custom list view is displayed in the View drop-down list.  

Creating Campaigns  

(Access Privilege: Read/Write permission)  

In Zoho CRM, you can create campaigns by manually entering the data in Campaign Details 

form, quickly from the Quick Create section, or duplicating from the existing campaign 

information.  

In the Campaign: Edit form, you need to specify the campaign-related information. The 

following table provides descriptions of the various fields in the form.  

Note: Some of the standard fields listed below may not be visible/editable depending on 

your organization business process and field-level security settings. In case your organization 

added/modified fields, please contact your System Administrator for more details about usage of 

the other fields. 

 

http://www.zoho.com/crm/help/list_views/managing_list_views.html#Specifying_Criteria
http://www.zoho.com/crm/help/list_views/managing_list_views.html#Selecting_Columns
http://www.zoho.com/crm/help/list_views/managing_list_views.html#Enabling_Access
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List of Standard Campaign-related Fields  

Field Name Description Data Type 

Campaign Owner Specify the owner name of the campaign. Lookup 

Campaign Name* Specify the name of the campaign. 
Text box, alphanumeric 

(40) 

Type Select the type of the campaign. Check box 

Status Select the status of the campaign. Pick List 

Start Date 
Specify the date on which the campaign 

starts. 
Date 

End Date 
Specify the date on which the campaign 

ends. 
Date 

Expected Revenue 
Specify the revenue expected after 

launching the campaign. 
Currency 

Actual Cost 
Specify the actual amount spent on the 

campaign. 
Currency 

Budgeted Cost 
Specify the planned amount to be spent on 

the campaign. 
Currency 

Expected Response Specify the campaign turnout percentage. Percent 

Number sent 
Specify the number of leads/contacts to 

whom the campaign details has been sent. 
Integer 

Description 
Specify additional details about the 

campaign. 
Text area (32KB) 

To create campaigns individually  

1. Click the New Campaign link.  

2. In the Campaign: page, specify the campaign-related information. 

Note: The Campaign Name is a mandatory field. Refer to the 

List of Standard Campaign-related Fields section for more details. 

3. Click Save. Campaign details are displayed in Campaign: <Campaign Name> page 

where you can perform the additional operations. Refer to the Associating Campaigns 

with Other Records section for more details.  

 

http://zohocrm.wiki.zoho.com/#Standard_Campaign_fields
http://zohocrm.wiki.zoho.com/#Associating_Campaigns
http://zohocrm.wiki.zoho.com/#Associating_Campaigns
http://zohocrm.wiki.zoho.com/#Associating_Campaigns
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To create campaigns instantly  

1. Click the Campaigns tab.  

2. In the Quick Create (left hand-side bar) section, specify the campaign details, such as 

Campaign Name, Status, Start Date, End Date, and Expected Revenue.  

3. Click Save. Campaign details are displayed in Campaigns Home page, where you can 

update the additional details.  

To create campaigns from the existing campaign  

1. Click the Campaigns tab.  

2. In the Campaign List view page, select the Campaign to be duplicated.  

3. In the Campaign: <Campaign Name> page, click the Clone button.  

4. In the Edit: <Campaign Name> page, modify some of the Campaign details.  

5. Click Save. Campaign details are displayed in the Campaign: <Campaign Name> page 

where you can perform the additional operations.  

Associating Campaigns with Other Records  

(Access Privilege: Read/Write permission)  

After creating Campaigns, you may need to associate Campaigns with other records, such as 

tasks, events, e-mails, products, attachments, and notes until the Campaign is reached to a certain 

stage where it can be converted to potential as per your organization's sales process.  

To associate campaign with other records  

1. In the Campaign: <Campaign Name> page, you can update the following details:  

o Open Activities: To add tasks and events.  

o Closed Activities: To display the closed tasks and events.  

o Leads: To display the leads generated through campaign.  

o Potentials: To display the potentials converted through campaign.  

o Attachments & Notes: To attach documents and notes to the Campaign  

2. After updating the associated records, you can proceed to the next record.  
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Exporting Campaigns  

(Access Privilege: Export permission)  

Occasionally it is very useful to export the campaigns from the Zoho CRM system to 

Spreadsheet programs, such as Microsoft Excel, OpenOffice, and others for further data analysis.  

To export campaigns to external sources  

1. Click the Campaigns tab.  

2. In the Campaigns: Home page under the Campaign Tools section, click the Export All 

Campaigns button.  

3. In the File Download pop-up dialog, Click Save to save the Campaigns details in 

CSV/XLS file format.  

Changing Campaign Owner  

(Access Privilege: Read/Write permission)  

When the campaign is in progress, occasionally it may be very useful to change the owner of 

some of the campaigns in a single step. You can change the owner of an individual campaign or 

a group of campaigns.  

To change owner of campaigns individually  

1. Click the Campaigns tab.  

2. In the Campaigns: Home page, select the Campaign.  

3. In the Campaign: <Campaign Name> page, click the Edit  button.  

4. In the Campaign: <Campaign Name> page, change the Campaign owner from the 

Campaign Owner lookup field.  

5. Click Save.  

To change campaigns owner in bulk  

1. Click the Campaigns tab.  

2. In the Campaigns: Home page, go to the Campaign List section and select the check 

boxes corresponding to the Campaigns. You can also select all the Campaigns.  

3. Click the Change Owner button.  
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4. In the Campaigns: Change Owner page, select the user from the Select New Owner pick 

list and click the Update Owner button to change the owner of the Campaigns 

permanently. 

Warning:  Campaigns ownership will be changed to another 

user, irrespective of its existing owner. Use this operation carefully, 

otherwise campaigns belonging to different users will be changed 

to new user. To overcome this problem, first you may search the 

campaigns with a required owner name then change the owner in 

bulk. 

Printing Campaign Details  

(Access Privilege: Read permission)  

You can view the campaign details in printable form and print them using browser's Print 

function.  

To print campaign details  

1. Click the Campaigns tab.  

2. In the Campaigns: Home page, go to the Campaign List section and select the required 

Campaign.  

3. In the Campaign: <Campaign Name> page click the Printable View button.  

4. In the Campaign: <Campaign Name>, page, click the Print Page button to print the 

document.  

Viewing Reports  

(Access Privilege: Read permission)  

You can directly access some of the standard reports pertaining to campaigns from the Campaign 

Reports section. By default, the following reports are displayed under Campaigns module:  

¶ Campaigns Revenue Report  

¶ Campaign Leads 

To view campaign report  
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1. Click the Campaigns tab.  

2. In the Campaigns: Home page, go to the Campaign Reports section.  

3. Click the required Report link. The Report is displayed in Reports page, which can be 

further customized as per your requirements.  

Refer to Working with Reports for more details about customizing the campaign reports.  

Deleting Campaigns  

(Access Privilege: Read/Write/Delete permission)  

Occasionally you may need to remove some of the unnecessary Campaigns from the Zoho CRM 

system for a better user experience. You may consider removing Campaigns that are not useful 

for future reference.  

Note: The deleted campaigns are temporarily stored in Recycle Bin. If required you can 

restore the deleted campaigns again. However, if you delete campaigns from Recycle Bin, you 

cannot restore again. 

To delete campaigns individually  

1. Click the Campaigns tab.  

2. In the Campaigns: Home page, select the Campaign.  

3. In the Campaign: <Campaign Name> page, click the Delete button.  

4. In the Confirmation dialog, click OK  to remove the Campaign permanently.  

To delete campaigns in bulk  

1. Click the Campaigns tab.  

2. In the Campaigns: Home page, go to the Campaign List section and select the check 

boxes corresponding to the Campaigns to be removed.  

3. Click the Delete button.  

4. In the Confirmation dialog, click OK  to remove the selected Campaigns permanently.  

Customizing Campaigns  

(Access Privilege: Customize ZohoCRM.com permission)  

http://zohocrm.wiki.zoho.com/Working-with-Reports.html
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Customization of the campaigns module includes, renaming the tab name, modifying the pick list 

values in standard fields, adding new custom fields, modifying campaign page layout, and 

show/hide the related list views according to your Campaign management process requirements.  
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Working with Leads 
 

 

Intro duction 

Businesses consider Lead management as one of the important activities in their organization-

wide sales & marketing process. Leads are raw details about individuals or representatives of 

organizations collected from trade shows, seminars, advertisements, purchasing from external 

sources, and other marketing campaigns. These are used to qualify a particular individual or 

organization to next stage of your sales process so that you can sell your products/services to 

them in future. Sometimes leads may not be interested to purchase specific products/services, but 

may be useful as referral to sell other products in future. 

The terminology related to lead management may differ across the industries, but the basic 

process is approximately same. You can use Leads module, if you have a well-defined lead 

management process in your organization. In Zoho CRM, lead contains a combination of 

company, person, and business opportunely (potential) details. You can use Zoho CRM for 

managing both Business to Business (B2B) and Business to Consumer (B2C) scenarios. In 

B2B, scenario company name can be made mandatory where as in B2C company name can be 

optional. For more details on customizing Zoho CRM for B2C, refer to Zoho CRM for B2C 

tutorial.  

Typical Lead Management Process 

1. Customize lead related fields in lead page according to your organization Sales & 

Marketing process (You may use the existing fields, disable some of the standard fields, 

or add new custom fields).  

2. Setup lead generation process by filling the lead form, importing lead data from external 

sources, or capturing leads directly from your Web site  

3. Assign leads to the correct sales persons/partners using the Lead Assignment rules.  

4. Qualify the leads as potentials by following-up until the lead reached to a certain stage. 

Afterwards convert lead to potential. While converting leads to potentials, accounts and 

contacts are created automatically.  

5. After converting leads to potentials follow-up further in Potentials module until the deal 

is either won or lost. All the converted leads status is changed to "Converted", which can 

be used for future reference.  

http://zohocrm.wiki.zoho.com/B2C-Tutorial.html
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Sales Funnel Diagram 

Note: 

¶ Standard fields in the Leads module are applicable to most of the industries. If your 

organization requires additional fields, your System Administrator can add them using 

product customization module.  

¶ For creating leads, you must add the Company Name and Last Name of the lead. In 

Zoho CRM, lead information is a combination of company as well as the person's contact 

information.  

The Leads home page contains, 

¶ Leads list View  

¶ Page Navigation  

¶ Leads Reports  

¶ Dashboard  

¶ Lead Tools, such as Import, Export, Mass Delete, and Mass Transfer  

¶ Alphabetical Search  

¶ Custom Views  

You can perform the following operations in Leads module: 

¶ Navigate leads  

¶ Search leads (Alphabetical or Advanced search options)  

¶ Manage custom views  

http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Navigating_Leads
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Searching_Leads
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Creating_Custom_List_Views
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¶ Create leads (form filling, quick create, or duplicate options)  

¶ Import leads (from external sources)  

¶ Associate lead with other records  

¶ Send mass e-mail to the leads  

¶ Merge duplicate leads  

¶ Export leads (to spreadsheet programs)  

¶ Convert lead to other sales records (account, contact, and potential)  

¶ Map lead conversion fields  

¶ Change lead status (individually or in bulk)  

¶ Change lead owner (individually or in bulk)  

¶ View Reports & Dashboards  

¶ Print lead details  

¶ Delete leads (individually or in bulk)  

¶ Customize leads  

¶ Set up Lead Assignment Rules  

¶ Capture Leads from Web site  

¶ Approve Web-to-Leads  

Navigating Leads 

(Access Privilege: Read access) 

You can navigate the leads according to the status of the leads. 

To navigate leads 

1. Click the Leads tab.  

2. In the Leads Home page, under the Lead List section, select one of the views from Select 

View drop-down list to display the list of leads according to the status of the leads (For 

example, Contacted, Hot, Won, and others).  

3. In the Lead List section, click the Start, Previous, Next, or End links to access the 

respective list of leads.  

Searching Leads 

(Access Privilege: Read permission) 

You can search the leads alphabetically or filling the required information in Search box. 

 

http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Creating_Leads
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Importing_Leads
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Associating_Leads
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Sending_Email_Leads
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Merging_Duplicate_Leads
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Exporting_Leads
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Converting_Leads
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Mapping_custom_fields
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Changing_Lead_Status
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Changing_Lead_Owner
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Viewing_Reports
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Printing_Lead_Details
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Deleting_Leads
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Customizing_leads
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Lead_Assignment
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Capture_Lead_Website
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Approve_Web_Leads
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To search leads 

1. Click the Leads tab.  

2. In the Leads Home page, under Lead Search section, do one of the following:  

3.  

o Specify the search criteria in Search box and click the Go button. Or  

o Select one of the alphabetical search links.  

3. In the Lead List page, a list of leads is displayed as per search criteria.  

Creating Custom List Views 

(Access Privilege: Read/Write permission) 

In the Lead List view, you can create/modify/delete the custom views, sort columns in the list 

view (ascending/descending order), search the records available in the current list view. In 

addition, you can modify some of the columns in standard list views. By default, the following 

standard list views are available in the Leads module: 

¶ Standard Views  

o All Open Leads  

o My Leads  

o Todayôs Leads  

o Converted Leads  

o My Converted Leads 

¶ Recent Views  

o Recently Created Leads  

o Recently Modified Leads  

o Recently Viewed Leads  

Note: User created list views are displayed under User Created Views category in View 

drop-down list. 

To create custom views 

1. Click the Leads tab.  

2. In the Leads Home page, under Lead List section, click the Create View link. 

Note: Under the Lead List section, some of the standard list 
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views are displayed. You can only rearrange the order of columns 

and more columns. 

3. In the Create New View page, do the following:  

o In the View Information section, specify name of the custom view in the View 

Name (mandatory) field. The custom view name appears in the View drop-down 

list. You can also set the custom view as a default list view by selecting the Set as 

Default View check box.  

o In the Specify Criteria section, specify the filter criteria. For more details, refer to 

the Specifying List View Criteria section.  

o In the Choose Columns section, select the columns to be displayed in the List 

View. For more details, refer to the Selecting List View Columns section.  

o In the Accessibility Details section, select the users to whom custom list view has 

to be enabled. For more details, refer to the Enabling View Access section.  

4. Click Save. The custom list view is displayed in the View drop-down list.  

Creating Leads 

(Access Privilege: Write permission) 

In Zoho CRM system, you can create leads by: 

¶ Entering data manually into lead details form  

¶ Importing leads from external sources  

¶ Capture leads from Web site through Web-to-Lead form  

Note: Some of the standard fields listed below may not be visible/editable depending on 

your organization business process and field-level security settings. In case your organization 

added/modified fields, please contact your System Administrator for more details about usage of 

the other fields. 

List of Standard Lead-related Fields 

In the Lead: Edit form, you need to specify the lead-related information. The following table 

provides descriptions of the various standard fields in the form. 

Field Name Description Data Type 

Salutation Select the salutation from the drop-down list. Pick list 

First Name Specify the first name of the lead. 
Text box, 

Alphanumeric (40) 

http://zohocrm.wiki.zoho.com/Managing_List_Views.html#Specifying_Criteria&pid=2547000000004003
http://zohocrm.wiki.zoho.com/Managing_List_Views.html#Selecting_Columns&pid=2547000000004003
http://zohocrm.wiki.zoho.com/Managing_List_Views.html#Enabling_Access&pid=2547000000004003
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Last Name* 
Specify the last name of the lead. This field is a 

mandatory. 

Text box, 

Alphanumeric (80) 

Company* 
Specify the name of the company where the lead is 

working. This field is a mandatory. 

Text box, 

Alphanumeric (100) 

Designation Specify the designation of the lead. 
Text box, 

Alphanumeric (50) 

Lead Source 
Select the source of the lead, that is, from where the lead 

is generated. 
Pick list 

Industry Select the industry to which the lead belongs. Pick list 

Annual Revenue 
Specify the annual revenue of the company where the 

lead is working. 

Text box, decimal 

value (19). 

Lead Owner 
Display the Zoho CRM user ID to whom the lead is 

assigned. 
Pick list 

Phone Specify the phone number of the lead. 
Text box, 

Alphanumeric (50) 

Mobile Specify the mobile number of the lead. 
Text box, 

Alphanumeric (50) 

Fax Specify the fax number of the lead. 
Text box, 

Alphanumeric (50) 

E-mail Specify the E-mail address of the lead. E-mail (100) 

Skype ID 
Specify the Skype ID of the lead. Currently skype ID 

can be in the range of 6 to 32 characters.  
50 characters 

Web site Specify the Web site of the lead. URL (50) 

Lead Status Select the status of the lead from the drop-down list. Pick list 

Rating Select the rating of the lead from the drop-down list. Pick list 

No of Employees Specify the number of employees in lead's company. 
Text box, integer 

value (50) 

Street Specify the street address of the lead. 
Text box, 

Alphanumeric (250) 

City Specify the name of the city where the lead lives. 
Text box, 

Alphanumeric (30) 

State Specify the name of the state where the lead lives. 
Text box, 

Alphanumeric (30) 

ZIP Code Specify the postal code of the lead's address. 
Text box, integer 

value (30) 

Country Specify the name of the lead's country. 
Text box, 

Alphanumeric (30) 

Description Specify any other details about the lead. Text area (long text) 
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Creating Leads Individually 

You can create leads manually whenever there are very less number of leads. For example, you 

might have met a person in travel, and in normal chat, he/she has shown some interest in your 

product/service. After that, you have exchanged business cards and were asked to contact 

him/her later with more details about the product/service. The next day morning, you can create 

a lead manually with the available details. The best way to handle this type of scenarios is to 

create leads manually where you can fill the available details instantly. 

You can create leads by: 

¶ Filling details in the lead creation form.  

¶ Using the Quick Create, a quick create component present in left hand-side of the Leads 

Home page.  

¶ Duplicating the lead with few changes in the existing lead details  

Note: By default, the person who creates the lead owns the lead. If you want to assign the 

lead to a different user, select the user name from the Change Owner field in the lead details 

view. In addition, the lead status is marked with a default lead status as per your organization's 

sales process. 

To create leads individually 

1. Click the New Lead link.  

2. In the Lead: page, enter the lead-related information. 

 

Note: The Last Name and Company fields are mandatory. Refer to the List of Standard 

Lead-related Fields section for more details.  

3. Click Save. Lead details are displayed in Lead: <Lead Name> page where you can 

perform the additional operations. Refer to the Associating Leads with Other Records 

section for more details.  

To create leads instantly 

1. Click the Leads tab.  

2. In left hand-side under the Quick Create section, enter the mandatory details, such as 

Last Name and Company name.  

3. Click Save. Lead details are displayed in Leads Home page, where you can update the 

additional details.  

To create duplicate leads 

http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Standard_Lead_fields
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Standard_Lead_fields
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Standard_Lead_fields
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Associating_Leads
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1. Click the Leads tab.  

2. In the Lead List view page, select the lead to be duplicated.  

3. In the Lead: <Lead Name> page, click the Clone button.  

4. In the Edit: <Lead Name> page, modify some of the lead details.  

5. Click Save. Lead details are displayed in the Lead: <Lead Name> page where you can 

perform the additional operations.  

Importing Leads 

(Access Privilege: Data import permission) 

Importing leads from external to the CRM system is one of the most important activities in 

marketing and sales, when you are using different systems to gather leads data. For example, you 

may be purchasing leads from external sources, capturing product requests through Web site, 

getting leads from a different business unit within organization where there is a chance of cross-

selling of products, or migrating data from your old system to the Zoho CRM system. In all these 

cases, importing leads enhances your productivity. 

You can import leads, if you are authorized to perform this operation. Otherwise, Import Leads 

button in Leads Home page will be hidden in your user interface. By default, lead ownership is 

held up with the user, who imports the leads. You can change the lead ownership while 

importing by adding a lead owner column in import (CSV/XLS) file and map to the Assigned 

To field. This will automatically assign leads to particular users. Use the exact Zoho CRM users' 

names while creating the lead import file, otherwise leads are not created in Zoho CRM. 

Important Tips  

¶ Before importing leads, you must have the lead details in a CSV/XLS file.  

¶ You must have privilege to import the leads into the Zoho CRM system.  

¶ Before importing the leads, close the CSV/XLS file and the Spreadsheet program.  

¶ Remove apostrophe any place in the CSV file (For example, ABC's).  

¶ You can import a maximum of 1000 leads in one import cycle.  

To import leads 

1. Click the Leads tab.  

2. In the Leads: Home page under Lead Tools section, click the Import My Leads  or 

Import My Organization Leads  button. 
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Note: Import link is displayed only if you have privilege to use Import feature. Please 

contact your administrator in case these links are disabled. 

3. In the Specify Import File: page, browse the leads-related import file (CSV/XLS format) 

and then click the Next button.  

4. In the Fields Mapping page, map the CSV/XLS column header with lead fields in Zoho 

CRM.  

5. Click the Import  button. It will take few minutes to complete the importation.  

6. In the Import Summary page, click the Go to Leads List button.  

7. In the Leads: Home page, imported leads are displayed under the Leads List section. You 

can continue the importation further or complete the operation.  

Merging Duplicate Leads 

Over a period, there may be a chance of accumulation of duplicate leads. You can merge these 

duplicate leads for a better organization of your leads. 

To merge duplicate leads 

1. Click the Leads tab.  

2. In the Leads Home page, under the Lead List section, click the required lead.  

3. In the Lead Details page, click the Find & Merge Duplicates button.  

4. In the Find Duplicate Leads page, do the following:  

1. Under the Search Criteria section, by default the some of the matching criteria 

and the corresponding values are displayed. Add additional criteria if required. 

Click the Search button.  

2. Under the Matching Leads section, select the leads to be merged.  

3. Click the View Duplicates button.  

5. In the Merge Leads page, select the fields to be updated to master record. All the 

duplicate fields are highlighted with a different color.  

6. Click the Merge button. The fieldôs details will be merged with the master lead record 

and lead details page is displayed for further operations.  

Associating Leads with Other Records 

(Access Privilege: Read/Write permission) 

After creating leads, you may need to associate leads with other records, such as tasks, events, E-

mails, products, attachments, and notes until the lead is reached to a certain stage where it can be 

converted to potential as per your organization's sales process. 
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To associate lead with other records 

1. In the Lead: <Lead Name> page, you can update the following details:  

2.  

o Open Activities: To add tasks and events (meetings, and calls).  

o Closed Activities:  To archive the closed activities.  

o Products: To add products to the lead.  

o Attachments & Notes: To attach documents and notes to the lead.  

o Mails:  To archive the sent email messages as part of the mass mailing.  

o Notes: To add notes to the lead.  

2. After updating the associated records, you can work with the next record.  

Sending Email to Leads 

(Access Privilege: Write permission) 

You can send bulk Emails to the selected leads from the Leads module. Before sending E-mail, 

ensure that the lead contains a valid Email address; otherwise, Email will not be sent to the 

corresponding lead. 

To send Emails to individual leads 

1. Click the Leads tab.  

2. In the Leads: Home page under the Lead List View section, select the lead.  

3. In the Lead Details page, go to Mails related list view and click the Send Mail button.  

4. In the Compose Mail page, enter the email message, attach files, add additional email IDs 

in CC & BCC fields, and finally click the Send button. An Email will be sent to the 

recipients and copy of the mail is stored under Mails related list view.  

To send E-mails to a group of leads 

1. Click the Leads tab  

2. In the Leads: Home page under the Lead Tool section, click the Mass E-mail Lead link.  

3. In the Mass E-mail page, do the following:  

o By default, the E-mail Template tab is enabled. Select the template to be used 

from the E-mail Template pick list. The template content is displayed under E-

mail Template Body section.  

o Click Matching Criteria  tab. You can create a leads mailing list by specifying 

the matching criteria under Specify Criteria section.  
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4. Click the Send button to send the E-mail message to the selected leads.  

Exporting Leads 

(Access Privilege: Data export permission) 

Occasionally it is very useful to export the leads from Zoho CRM to Spreadsheet programs, such 

as Microsoft Excel, OpenOffice, and others for further data analysis. 

To export leads to external sources 

1. Click the Leads tab.  

2. In the Leads: Home page under the Lead Tools section, click the Export All Leads 

button.  

3. In the File Download pop-up dialog, Click Save to save the leads details in CSV/XLS file 

format.  

Converting Leads to Other Sales Records 

(Access Privilege: Lead Conversion permission) 

Once lead status has reached a certain stage, where it can be qualified as a potential, i.e., there is 

a chance of further negotiations with the lead, it can be converted to account, contact, and 

potential. It depends on your organization's sales process. During lead conversion, all the fields 

in Lead details are converted to the account, contact, and potential fields. Also the related lists, 

such as tasks, events, 

Note: Once a lead is converted into potential, lead status will be changed to Converted in 

Leads Home page. 

Lead Conversion Rule 

While converting a lead to a potential first a new account and contact are created with the 

relevant lead data, and then a new potential is created. The following table provides descriptions 

of the various fields converted to account, contact, and potential (optional) during lead 

conversion: 

Lead Field Converted To 

Salutation Contact: Salutation 

First Name Contact: First Name 
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Lead Field Converted To 

Last Name Contact: Last Name 

Company Account: Name 

Designation Contact: Designation 

Lead Source Potential: Lead Source 

Industry Account: Industry 

Annual Revenue Account: Annual Revenue 

Assigned To Account, Contact, Potential: Assigned To 

Phone 
Account: Phone 

Contact: Phone 

Mobile Contact: Mobile 

Fax 
Account: Fax 

Contact: Fax 

E-mail Contact: Amyl 

Skype ID  Contact: Skype ID  

Web site Account: Web site 

Lead Status Potential: Status 

Rating Potential: Rating 

No of Employees Account: No. of Employees 

Street 
Account: Street 

Contact: Street 

City 
Account: City 

Contact: City 

State 
Account: State 

Contact: State 

Postal Code 
Account: Postal Code 

Contact: Postal Code 

Country 
Account: Country 

Contact: Country 

Custom Fields Users can add their own custom fields. 

To convert leads to other sales records 

1. Click the Leads tab.  

2. In the Leads: Home page, select the lead to be converted.  

3. In the Lead: <Lead Name> page, click the Convert Lead button.  

4. In the Convert Lead: <Lead Name> page, enter the following details:  

5.  

o Assigned To - Select the user name.  
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o Account Name - Display the company name. This field is non-editable.  

o Potential Name - Specify the potential name.  

o Potential Close Date - Specify the potential closing date or select the date from 

the pop-up Calendar.  

5. Click Save.  

Mapping Custom Fields 

(Access Privilege: System Administrator permission)  

By default, all the standard lead fields are mapped with the corresponding account, contact, and 

potential 

To map lead fields with other records 

1. Click the Setup link.  

2. In the Setup page, expand the Lead Settings section and click the Fields link.  

3. In the Lead Fields page, click the Map Custom Fields button.  

4. In the Map Lead Custom Fields page, custom fields are displayed under Lead Custom 

Fields column.  

Changing Lead Status 

(Access Privilege: Read/Write permission) 

When the prospecting is in progress, it may be very useful to change the status of some of the 

leads in a single step. Lead status is customizable and your administrator has already configured 

the Lead Status field as per your organization's sales process. You can change the status of 

individual lead or group of leads. 

To change the status of leads individually 

1. Click the Leads tab.  

2. In the Leads: Home page, select the lead.  

3. In the Lead: <Lead Name> page, click the Edit  button.  

4. In the Lead: <Lead Name> page, change the lead status from Lead Status pick-list.  

5. Click Save to update the lead status.  

To change the status of leads in bulk 



ZOHO CRM USER MANUAL 
November 

29, 2007 

 

40 ©2007, AdventNet Inc. All rights reserved.  

 

1. Click the Leads tab.  

2. In the Leads: Home page, go to the Lead List section and select the check boxes 

corresponding to the leads. You can also select all the leads.  

3. Click the Change Status button.  

4. In the Leads: Change Status page, select the status from the Select New Status pick list 

and click the Update Status button. 

Note: Leads status will be changed to a new status, irrespective 

of its existing status. Use this operation carefully, otherwise leads at 

different states will be changed to new status violating the 

organization's sales process. If you are not sure of using this 

operation, change the status of leads one-after-another. The other 

ways of overcoming this problem is first search the leads with a 

required status then change the status in bulk. 

Changing Lead Owner 

(Access Privilege: Read/Write permissions) 

When the prospecting is in progress, occasionally it may be very useful to change the owner of 

some of the leads in a single step. You can change the owner of an individual lead or a group of 

leads. 

To change owner of leads individually 

1. Click the Leads tab.  

2. In the Leads: Home page, select the lead.  

3. In the Lead: <Lead Name> page, click the Edit  button.  

4. In the Lead: <Lead Name>  page, change the lead owner from the Lead Owner lookup 

field.  

5. Click Save to update the lead owner.  

To change owner of leads in bulk 

1. Click the Leads tab.  

2. In the Leads: Home page, go to the Lead List section and select the check boxes 

corresponding to the leads. You can also select all the leads.  

3. Click the Change Owner button.  

4. In the Leads: Change Owner page, select the user from the Select New Owner pick list 

and click the Update Owner button to change the owner of the leads permanently. 



ZOHO CRM USER MANUAL 
November 

29, 2007 

 

41 ©2007, AdventNet Inc. All rights reserved.  

 

Warning:  Leads ownership will be changed to another user, irrespective of its 

existing owner. Use this operation carefully, otherwise leads belonging to different users 

will be changed to new user. To overcome this problem, first you may search the leads 

with a required owner name then change the owner in bulk. 

Viewing Reports 

(Access Privilege: Read/Write permission) 

You can directly access some of the standard reports pertaining to leads from the Lead Reports 

section. In addition to reports, you can access one of the dashboards in Leads module. 

By default, the following reports are displayed under Leads module: 

¶ Leads By Source  

¶ Leads By Status  

¶ Today's Leads  

¶ Leads by Ownership  

¶ Converted Leads  

¶ Leads by Industry  

To view Lead report  

1. Click the Leads tab.  

2. In the Leads: Home page, go to the Lead Reports section.  

3. Click the required Report link. The Report is displayed in Reports page, which can be 

further customized as per your requirements.  

Printing Lead Details 

(Access Privilege: Read permission) 

You can view the lead details in printable form and print them using browserôs Print function. 

To print lead details 

1. Click the Leads tab.  

2. In the Leads: Home page, go to the Lead List section and select the required lead.  

3. In the Lead: <Lead Name> page, click the Printable View link.  
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4. In the Lead: <Lead Name> page, click the Print Page button. You can print the 

document using the Web browser print function.  

Deleting Leads 

(Access Privilege: Read/Write/Delete permissions) 

Occasionally you may need to remove some of the unnecessary leads from the Zoho CRM 

system for a better user experience. You may consider removing leads that are not useful for 

future reference. 

Warning:  The deleted leads are temporarily stored in Recycle Bin. If required you can 

restore the deleted leads again. However, if you delete leads from Recycle Bin, you cannot 

restore again. 

To delete leads individually 

1. Click the Leads tab.  

2. In the Leads: Home page, select the lead.  

3. In the Lead: <Lead Name> page, click the Delete button.  

4. In the Confirmation dialog, click OK  to remove the lead permanently.  

To delete leads in bulk 

1. Click the Leads tab.  

2. In the Leads: Home page, go to the Lead List section and select the check boxes 

corresponding to the leads to be removed.  

3. Click the Delete button.  

4. In the Confirmation dialog, click OK  to remove the selected leads permanently.  

Customizing Leads 

(Access Privilege: System Administration) 

Customization of the Leads module includes, renaming the tab name, modifying the pick list 

values in standard fields, adding new custom fields, modifying lead page layout, and show/hide 

the related list views according to your Lead management process requirements. 
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Setting up Lead Assignment Rules 

(Access Privilege: Manage Lead Assignment Permission) 

You can setup lead assignment rules based on your organization-wide lead distribution (based on 

sales territories) process so that leads generated through import tool are automatically assigned to 

the respective sales team members. 

Lead Assignment Workflow 

¶ Create lead assignment rule.  

¶ Associate rule entries to the assignment rule, which contains matching criteria, selecting 

user, and adding default workflow task.  

¶ Select the required assignment rule in lead import tool  

¶ During lead importation, first assignment rule is evaluated and the leads are assigned to 

the Zoho CRM users according matching criteria.  

Limitations 

¶ You can create up to 20 different lead assignment rules.  

¶ In each assignment rule, you can associate up to 20 different criteria.  

¶ Even though you can setup multiple rules, users can select only one rule at a time.  

¶ Lead assignment rule can be used only for the leads generated through import tool.  

To set up lead assignment rules 

1. Click the Setup link.  

2. In the Settings Home page, under the Lead Settings section click the Assignment Rules 

link.  

3. In the Lead Assignment Rules page, under the Rules List section list of default rules are 

displayed. Click the Create New Rule button to add a new rule.  

4. In the New Rule page, specify the rule in the Rule Name field and click the Save. 

 

Specify Rule Name 
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5. In the Lead Assignment Rule Entry page, under the Rules Entries section list of default 

rule entries are displayed. Click the Create New Rule Entry button to add a new rule 

entry.  

6. In the Rule Entry page, do the following:  

1. Specify Criteria:  Select the matching criteria to evaluate the rule (Refer 

to Managing Workflow)  

2. Select User: Select the user to whom the lead has to be assigned.  

3. Add Task: Select the workflow task to be assigned (Refer to Managing 

Workflow)  

7. Click Save. 

 

Specify Rule Details 

 

 

http://zohocrm.wiki.zoho.com/Managing-Workflow.html
http://zohocrm.wiki.zoho.com/Managing-Workflow.html
http://zohocrm.wiki.zoho.com/Managing-Workflow.html
http://zohocrm.wiki.zoho.com/Managing-Workflow.html
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Capturing Leads from Web site (Web-to-Lead Form) 

(Access Privilege: Web-to-Lead Permission) 

Using Web-to-Lead form your organization can allow Web site visitors submitting their 

information directly so that you can create leads directly. All the leads captured through Web site 

are first assigned to the Lead Administrator, which can be reassigned to the corresponding Sales 

persons. 

Important Points 

¶ Anyone visiting your Web site can submit leads and submit any type of information. 

Hence, you cannot control the Spam.  

¶ All the leads are first assigned to the User selected in Web-to-Lead settings page. The 

Lead Administrator can change the lead ownership to other users.  

¶ To send automate replies to visitors select the required e-mail template from the Web-to-

Lead settings.  

¶ The generated Web-to-Lead form contains only Web form related tags. You have to 

customize the generated Lead form further to suite your Website requirements.  

¶ Test the complete workflow of Web-to-Lead form, before publishing in the Website.  

Note: For creating a lead, Last Name and Company Name fields are mandatory. If your 

Website visitors do not enter these fields, lead with company name as "Not Available" is created. 

To create Web-to-Lead form 

1. Click the Setup link.  

2. In the Settings Home page, under the Lead Settings section click the Web-to-Lead link.  

3. In the Capturing Leads from Website page, do the following:  

4. Enable Web-to-Lead option for your organization: Refer To configure Web-to-Lead 

settings section.  

5. Set up Custom Lead Fields in Web-to-Lead form: Refer To add custom lead fields in 

Web-to-Lead form section.  

6. Generate HTML page as per your fields in the Web-to-Lead form: Refer To generate 

HTML page for Web-to-Lead form section.  

7. The generated HTML page contains only the web form objects and minimal HTML tags. 

Customize the web page according to your Website layout requirements.  

8. Publish the Web-to-Lead form in your Website. Your visitors can submit their contact 

information, which will be routed to Leads module. All the leads captured through Web 

Form are assigned to the Owner selected in Web-to-Lead settings page.  

http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Web_to_Lead_Settings
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Web_to_Lead_Settings
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Custom_Fields_in_Web_to_Lead
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Custom_Fields_in_Web_to_Lead
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Custom_Fields_in_Web_to_Lead
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Generate_Web_to_Lead_HTML_Page
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Generate_Web_to_Lead_HTML_Page
http://zohocrm.wiki.zoho.com/WorkingWithLeads.html#Generate_Web_to_Lead_HTML_Page
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To configure Web-to-Lead settings 

1. In the Capturing Leads from Website page, click the Web-to-Lead link.  

2. In the Web-to-Lead Settings page do the following:  

3. Enable Web-to-Lead: Select the check box the enable the Web-to-Lead form.  

4. Return URL:  Specify the URL of the page to be displayed after visitor submits the case 

(For example, Thanks page for submitting the information)  

5. Web Leads Approval: Select the checkbox to enable approval system, so that leads will 

be assigned to respective sales person upon approving the lead. By default, the lead 

approval is disabled.  

6. Default Lead Owner/Creator: Specify the Zoho CRM user to whom the case has to be 

assigned.  

7. Default Response Template: Select the automate e-mail response template, which is 

used for sending an e-mail to the person submits the case.  

8. Click Save. Again, Capturing Leads from your Web Site page is displayed.  

To add custom lead fields in Web-to-Lead form 

1. In the Capturing Leads from Website page, click the Setup Custom Lead Fields link.  

2. In the Lead Fields section, add the custom fields to be added. For more details, refer to 

Customizing Zoho CRM  

3. Once you have completed the field customization, click the Web-to-Lead link under Lead 

Settings section.  

To generate HTML page for Web-to-Lead form 

1. In the Capturing Leads from Website page, click the Generate the HTML link.  

2. In the Generating HTML for Web-to-Lead page, do the following:  

1. Select Web Form Fields: Select the lead fields to be displayed in the Web Form.  

2. Confirm Password: Specify your password (User who creates the Web-to-Lead 

form) to authenticate your Account from the Zoho CRM on-demand service.  

3. Click the Generate HTML  button.  

4. In the Copy Generated HTML page, copy the HTML content, paste to your favorite 

HTML editor, and click the Finish button.  

5. Customize the Web-to-Lead form (HTML page) to suite your Website requirements and 

publish in your Website.  

Warning:  If you change your password after publishing the Web-to-Lead form, please 

ensure that updating the following information in Web-to-Lead form. 
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Example: 

<!-- Begin: Do not edit the section --> 

<form action="http://zohocrm.com/crm/WebtoLeadServlet?encoding=UTF-8" method="POST"> 

<input type='hidden' name='orgId' value='1'/> 

<input type='hidden' name='xnQsjsdp' value=Z29wYWxzQGFkdmVudG5ldC5jb20=/> 

<input type='hidden' name='xmPqMMnsd' value=dGVzdGl0/> 

<input type='hidden' name='actionType' value=Q2FzZXM=/> 

<input type='hidden' name='returnURL' value='http://www.zohocrm.com' /> 

<!-- End: Do not edit the section --> 

Otherwise, leads submitted through Website will not be captured in Leads module, due to 

authentication failure. 

Approving Leads Captured through Website 

(Access Privilege: Web-to-Lead Permission) 

By default, leads captured through Website are assigned to one of the Lead Administrator who 

can update the leads with additional information and assign to the corresponding Sales Person in 

your organization. It will allow your sales persons focus mainly on high priority leads (lead 

contain correct contact information, and interest on your offering). 

To approve leads from Website 

1. Click the Setup link.  

2. In the Settings Home page, under the Lead Settings section click the Approve Web Leads 

link.  

3. In the Web-to-Lead Approval page, under Web-to-Lead list, leads are displayed. View 

the lead details, assign to specific user, and click the Approve button. Afterwards lead 

owner can follow-up the lead.  
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Working with Accounts  
 

Introduction  

In a typical Business to Business (B2B) scenario, Account represents a Company or a 

Department within the company, with which your Company is doing or planning to do business 

in future. In an Account, you can store the company address, number of employees, annual 

revenue, and other details. 

You can associate an account with contacts (persons) within the company and the potentials 

(business opportunities) during pre-sales. After successful completion of the sales, you can also 

provide customer support & service through Zoho CRM - Case Management. 

The Accounts home page contains, 

¶ Accounts List  

¶ Account Reports  

¶ Tools, such as Import, Export, mass transfer, and delete accounts  

¶ Quick Create pane  

¶ Search  

¶ Alphabetical Search  

¶ Custom Views  

¶ Change Owner  

¶ Delete  

¶ Page Navigation  

You can perform the following operations in the Accounts module: 

¶ Navigate accounts  

¶ Search accounts (Alphabetical or advanced options)  

¶ Create list views  

¶ Create accounts (Form filling, quick create, or duplicate options)  

¶ Import accounts (from external sources)  

¶ Associate account with other records  

¶ Export accounts to spreadsheets  

¶ Change account owner (individually or in bulk)  

¶ Print account details  

¶ View reports  

¶ Delete accounts (individually or in bulk)  

¶ Customize accounts  

http://zohocrm.wiki.zoho.com/Working-with-Accounts.html#Navigating_Accounts
http://zohocrm.wiki.zoho.com/Working-with-Accounts.html#Searching_Accounts
http://zohocrm.wiki.zoho.com/Working-with-Accounts.html#List_Views
http://zohocrm.wiki.zoho.com/Working-with-Accounts.html#Creating_Accounts
http://zohocrm.wiki.zoho.com/Working-with-Accounts.html#Importing_Accounts
http://zohocrm.wiki.zoho.com/Working-with-Accounts.html#Associating_Account
http://zohocrm.wiki.zoho.com/Working-with-Accounts.html#Exporting_Accounts
http://zohocrm.wiki.zoho.com/Working-with-Accounts.html#Change_Account_Owner
http://zohocrm.wiki.zoho.com/Working-with-Accounts.html#Printing_Account_Details
http://zohocrm.wiki.zoho.com/Working-with-Accounts.html#Viewing_Reports
http://zohocrm.wiki.zoho.com/Working-with-Accounts.html#Deleting_Accounts
http://zohocrm.wiki.zoho.com/Working-with-Accounts.html#Customizing_accounts
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Navigating Accounts 

(Access Privilege: Read permissions) 

You can navigate accounts according to the type of account. 

To navigate accounts 

1. Click the Accounts tab.  

2. In the Accounts Home page, under the Account List section, select one of the views from 

Select View drop-down list to display the list of accounts according to the type of the 

account (For example, Prospect, Investor, Reseller, and others).  

3. In the Account List section, click the Start, Previous, Next, or End links to access the 

respective list of accounts.  

Searching Accounts 

(Access Privilege: Read permission) 

You can search the contacts alphabetically or filling the required information in Search box. 

To search accounts 

1. Click the Accounts tab.  

2. In the Accounts Home page, under the Account Search section, do one of the following:  

o Specify the search criteria in Search box and click the Go button. Or  

o Select one of the alphabetical search links.  

3. In the Contact List page, list of accounts are displayed as per search criteria.  

Creating List Views 

(Access Privilege: Read/Write permissions) 

In the Account List you can create/modify/delete the custom views, sort columns in the list view 

(ascending/descending order), search the records available in the current list view. In addition, 

you can modify some of the columns in standard list views. By default, the following standard 

list views are available in the Accounts module: 

¶ Standard Views  

o All Accounts  
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o My Accounts  

o New This Week  

o New Last Week  

¶ Recent Views  

o Recently Created Accounts: Accounts created during 24 hours.  

o Recently Modified Accounts: Accounts modified during 24 hours.  

o Recently Viewed Accounts: Accounts viewed during 24 hours.  

Note: User created list views are displayed under User Created Views category in 

View drop-down list. 

To create custom views 

1. Click the Accounts tab.  

2. In the Accounts Home page, under Account List section, click the Create View link. 

Note: Under Account List section, some of the standard list views are displayed. You can 

only rearrange the order of columns and more columns.  

3. In the Create New View page, do the following:  

o In the View Information section, specify name of the custom view in the View 

Name (mandatory) field. The custom view name appears in the View drop-down 

list. You can also set the custom view as a default list view by selecting the Set as 

Default View check box.  

o In the Specify Criteria section, specify the filter criteria. For more details, refer to 

the Specifying List View Criteria section.  

o In the Choose Columns section, select the columns to be displayed in the List 

View. For more details, refer to the Selecting List View Columns section.  

o In the Accessibility Details section, select the users to whom custom list view has 

to be enabled. For more details, refer to the Enabling View Access section.  

4. Click Save. The custom list view is displayed in the View drop-down list.  

Creating Accounts 

(Access Privilege: Read/Write permissions) 

In Zoho CRM, you can create accounts by: 

¶ Entering data in account details form  

¶ Duplicating the account with a few changes from the existing account details  

¶ Using the New Account, a quick create component present in left hand-side of the 

Accounts Home page  

http://www.zoho.com/crm/help/list_views/managing_list_views.html#Specifying_Criteria
http://www.zoho.com/crm/help/list_views/managing_list_views.html#Selecting_Columns
http://www.zoho.com/crm/help/list_views/managing_list_views.html#Enabling_Access
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¶ Importing accounts from other Contact Management and CRM applications  

¶ Synchronizing Microsoft Outlook contacts with Zoho CRM (Special case: An account 

will be created in Zoho CRM while Company Name field is specified in the Microsoft 

Outlook)  

¶ Converting leads to accounts  

Note: Some of the standard fields listed below may not be visible/editable depending on 

your organization business process and field-level security settings. In case your organization 

added/modified fields, please contact your System Administrator for more details about usage of 

the other fields. 

List of Standard Account-related Fields 

In the Account: Edit form, you need to specify the account-related information. The following 

table provides descriptions of the various standard fields in the form. 

Field Name Description Data Type 

Account Name* Specify the company name. This field is mandatory. 
Text box, 

alphanumeric (100) 

Website Specify the URL of the company's Web site. 
URL, alphanumeric 

(30) 

Ticker Symbol Specify the ticker symbol of the Company. 
Text box, 

alphanumeric (30) 

Parent Account 
Select the parent company name from the Change 

pop-up dialog. 
Lookup 

Employees 
Specify the number of employees in account's 

company. 

Text box, integers 

(10) 

Ownership Specify the type of ownership of the company. 
Text box, 

alphanumeric (50) 

Industry Select the type of industry from the drop-down list. Pick list 

Type Select the type of account from the drop-down list. Pick list 

Account Owner 

Select the Zoho CRM user to whom the account to 

be assigned. By default, the record is assigned to 

the user who creates it. 

Pick list 

Phone Specify phone number of the account. 
Text box, 

alphanumeric (30) 

Fax Specify fax number of the account. 
Text box, 

alphanumeric (30) 
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E-mail Specify the official E-mail address of the account. 

E-mail, alphanumeric 

and special characters 

(100) 

Rating Specify the rating of the account. Pick list 

SIC Code 
Specify the Standard Industrial Classification code 

of the account. 

Text box, integers 

(10) 

Annual Revenue Specify the annual revenue of the account. 
Text box, integers 

(10) 

Billing Address  

¶ Street  

¶ City  

¶ State  

¶ Postal 

Code  

¶ Country  

Specify the billing address of the account to send 

the quotes, invoices, and other agreements. 

¶ Street, 

alphanumeric 

(250)  

¶ City, 

alphanumeric 

(30)  

¶ State, 

alphanumeric 

(30)  

¶ Postal Code, 

alphanumeric 

(30)  

¶ Country, 

alphanumeric 

(30)  

Shipping Address  

¶ Street  

¶ City  

¶ State  

¶ Postal 

Code  

¶ Country  

Specify the shipping address of the account to 

deliver the shipment. 

-Do- 

Description Specify any other details about the account. Text area (32 Kb) 

  

Notes: By default, the person who creates the account owns the account. 

If you want to assign the account to a different user, in account creation form, 

select the user name from Assigned To field. In addition, the account status 
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is marked with a default account status, as per your organization's sales 

process. 

To create accounts individually 

1. Click the New Account link.  

2. In the Account: page, specify the account details. 

Note: Account Name is a mandatory field. Refer to the List of 

Standard Account-related Fields section for more details. 

3. Click Save. Account details are displayed in Account: <Account Name> page where you 

can perform the additional operations. Refer to Associating Accounts with Other Records 

section for more details.  

To create accounts instantly 

1. Click the Accounts tab.  

2. In left hand-side under the New Account section, enter the mandatory details, such as 

Company name.  

3. Click Save. Account details are displayed in Account: <Account Name> page where you 

can update additional details or perform the additional operations.  

To create duplicate accounts 

1. Click the Accounts tab.  

2. In Account List view page, select the account to be duplicated.  

3. In Account: <Account Name> page, click the Duplicate button.  

4. In Edit: <Account Name> page, modify some of the account details.  

5. Click Save. Account details are displayed in Account: <Account Name> page where you 

can perform the additional operations.  

Importing Accounts 

(Access Privilege: Data Import permission) 

You can import your accounts from other legacy Business applications to Zoho CRM to have a 

better-centralized database. 

http://zohocrm.wiki.zoho.com/Working-with-Accounts.html#Standard_Account_fields
http://zohocrm.wiki.zoho.com/Working-with-Accounts.html#Standard_Account_fields
http://zohocrm.wiki.zoho.com/Working-with-Accounts.html#Standard_Account_fields
http://zohocrm.wiki.zoho.com/Working-with-Accounts.html#Associating_Account
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Tips:  

¶ Before importing accounts into Zoho CRM, you must have the accounts details in 

CSV/XLS file.  

¶ You must have privilege to import the accounts into Zoho CRM.  

¶ Before importing the accounts into Zoho CRM close the import file and the 

Spreadsheet program.  

¶ Remove apostrophe if present in any place in the CSV file (For example, ABC's).  

¶ You can import a maximum of 1000 accounts in one import cycle.  

To import accounts 

1. Click the Accounts tab.  

2. In the Accounts: Home page under Account Tools section, click the Import My 

Accounts or Import My Organization Accounts  button. 

Note: Import link is displayed only if you have privilege to use 

Import feature. Please contact your administrator in case these links 

are disabled. 

3. In the Specify Import File: page, browse the accounts-related import file (CSV/XLS 

format) and then click the Next button.  

4. In the Fields Mapping page, map the CSV/XLS column header with account fields in 

Zoho CRM.  

5. Click the Import  button. It will take a few seconds to complete the importation.  

6. In the Accounts: Home page, imported accounts are displayed under the Accounts List 

section. You can continue the importation further or complete the operation.  

Associating Account with Other Records 

(Access Privilege: Read/Write permissions) 

You can create a 360 degrees view of the account to display all the associated details, such as 

contacts, potentials, trouble tickets, activities, attachments, and notes in a single view. 

To associate account with other records 

1. In the Account: <Account Name> page, update the following details:  
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o Potentials: To add potentials to the account  

o Contacts: To add contacts to the account  

o Open Activities: To add tasks and events (meetings, and calls) to the account.  

o Closed Activities: To display the closed activities  

o Products: To add products to the account.  

o Quotes: To add quotes to the account.  

o Sales Orders: To add sales orders to the account.  

o Invoices: To add invoices to the account.  

o Attachments & Notes: To attach documents and notes to the account.  

o Member Accounts: To add other divisons or subsidiaries to the parent account.  

2. After updating the associated records, you can move to the next record.  

Exporting Accounts 

(Access Privilege: Data Export permission) 

Occasionally it is very useful to export the accounts from Zoho CRM to Spreadsheet programs, 

such as Microsoft Excel, OpenOffice, and others for further data analysis. 

To export contacts to external sources 

1. Click the Accounts tab.  

2. In the Accounts: Home page under Account Tools section, click the Export All Accounts 

button.  

3. In the File Download pop-up dialog, Click Save to save the Accounts files in CSV/XLS 

file format.  

Merging Duplicate Accounts 

Over a period, there may be a chance of accumulation of duplicate accounts. You can merge 

these duplicate accounts for a better organization of your accounts. 

To merge duplicate accounts 

1. Click the Accounts tab.  

2. In the Accounts Home page, under the Account List section, click the required account.  

3. In the Account Details page, click the Find & Merge Duplicates button.  

4. In the Find Duplicate Accounts page, do the following:  
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1. Under the Search Criteria section, by default the some of the matching criteria 

and the corresponding values are displayed. Add additional criteria if required. 

Click the Search button.  

2. Under the Matching Accounts section, select the accounts to be merged.  

3. Click the View Duplicates button.  

5. In the Merge Accounts page, select the fields to be updated to master record. All the 

duplicate fields are highlighted with a different color.  

6. Click the Merge button. The fieldôs details will be merged with the master account 

record and account details page is displayed for further operations. 

Changing Account Owner 

(Access Privilege: Owner change permission) 

When the prospecting is in progress, occasionally it may be very useful to change the owner of 

some of the accounts in a single step. You can change the owner of an individual account or a 

group of accounts. 

To change owner of accounts individually 

1. Click the Accounts tab.  

2. In the Accounts: Home page, select the contact.  

3. In the Account: <Account Name> page, click the Edit  button.  

4. In the Account: <Account Name> page, change the account owner from the Account 

Owner lookup field.  

5. Click Save to update the account owner.  

To change owner of accounts in bulk 

1. Click the Accounts tab.  

2. In the Account: Home page, go to the Account List section and select the check boxes 

corresponding to the accounts. You can also select all the accounts.  

3. Click the Change Owner button.  

4. In the Accounts: Change Owner page, select the user from the Select New Owner pick 

list and click the Update Owner button to change the owner of the accounts 

permanently. 

Warning:  Accounts ownership will be changed to another user, irrespective of its 

existing owner. Use this operation carefully, otherwise accounts belonging to different 

users will be changed to new user. To overcome this problem, first you may search the 
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accounts with a required owner name then change the owner in bulk. 

Printing Account Details 

(Access Privilege: Read permission) 

You can view a printable form and print the account details using browserôs Print function. 

To print account details 

1. Click the Accounts tab.  

2. In the Accounts: Home page under the Account List section, select the required account.  

3. In the Account: <Account Name> page, click the Print Preview button.  

4. In the Account: <Account Name>, page, click the Print Page button to print the 

document.  

Viewing Reports 

(Access Privilege: Read/Write permissions) 

You can directly access some of the standard reports pertaining to accounts from the Account 

Reports section. By default, the following reports are displayed under accounts module: 

¶ Contact Mailing List  

¶ Key Accounts  

¶ Accounts by Industry  

To view account reports  

1. Click the Accounts tab.  

2. In the Accounts: Home page, go to the Account Reports section.  

3. Click the required Report link. The Report is displayed in Reports page, which can be 

further customized as per your requirements.  

For more details about reports customization refer to Chapter <>: Working with Reports 

Deleting Accounts 

(Access Privilege: Read/Write/Delete permissions) 

http://zohocrm.wiki.zoho.com/Working-with-Reports.html
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Rarely, you may need to remove some of the unnecessary accounts (customers) from the Zoho 

CRM database to have a better control over the existing accounts. 

You can delete accounts that are not useful, individually or in bulk. All the deleted accounts are 

stored in Recycle bin. If required you can restore the accounts. However, if you delete the 

records from Recycle Bin your records will be deleted permanently, hence use this option 

carefully. 

While deleting the accounts, the related activities, notes, and attachments are also deleted. 

Warning:  The deleted accounts are temporarily stored in Recycle Bin. If required you can 

restore the deleted accounts again. However, if you delete accounts from Recycle Bin, you 

cannot restore again. 

To delete accounts individually 

1. Click the Accounts tab.  

2. In the Accounts: Home page, select the account.  

3. In the Account: <Account Name> page, click Delete.  

4. In the Confirmation dialog, click OK  to delete the account permanently.  

To delete accounts in bulk 

1. Click the Accounts tab.  

2. In the Accounts: Home page under the Account List section, select the check boxes 

corresponding to the accounts to be removed.  

3. Click the Delete button.  

4. In the Confirmation dialog, click OK  to delete the selected accounts permanently.  

Customizing Accounts 

(Access Privilege: Customize ZohoCRM.com permission) 

Customization of the accounts module includes, renaming the tab name, modifying the pick list 

values in standard fields, adding new custom fields, modifying accounts page layout, and 

show/hide the related list views according to your Account management process requirements. 

 

 



ZOHO CRM USER MANUAL 
November 

29, 2007 

 

59 ©2007, AdventNet Inc. All rights reserved.  

 

Working with Contacts  
 

Introduction  

Contacts are people with whom you communicate, either in pursuit of a business opportunity or 

for personal reasons. In Business-to-Consumer (B2C) scenario, contact is the most important 

information for acquiring customers where as in Business-to-Business (B2B) it is a part of the 

organization details with which you are doing business. You can also create personal contacts 

that are not associated with any account. A personal contact does not display as part of the 

account or business opportunity information. Only you can see your personal contacts. 

Contacts can be added to the Zoho CRM system by filling the contact form, importing contacts 

from other Contact Management & CRM applications, synchronizing contacts from the 

Microsoft Outlook software, or converting leads to contacts. Contact information can include an 

address, title, phone numbers, e-mail address, Birth date, and other personal details of an 

individual. 

The most important function of contacts module in the Zoho CRM system is they can be used for 

both customers' acquisition as well as procurement of products from the vendors, i.e., contacts 

can be related to accounts as well as vendors according to your business process. 

Contacts Module contains the following: 

¶ Contact List View  

¶ Page Navigation  

¶ Quick Create Contacts  

¶ Contact Reports  

¶ Contact Tools such as Import, Export, Mass Delete, and Mass Transfer  

¶ Alphabetical Search  

¶ Custom Views  

You can perform the following operations in Contacts module: 

¶ Navigate contacts  

¶ Search contacts (Alphabetical or advanced search options)  

¶ Create list views  

¶ Create contacts (Form filling, quick create, or duplicate options)  

¶ Import contacts (from external sources)  

¶ Associate contacts with other records  

¶ Send E-mail to the contacts  

http://zohocrm.wiki.zoho.com/Working-with-Contacts.html#Navigating_Contacts
http://zohocrm.wiki.zoho.com/Working-with-Contacts.html#Searching_Contacts
http://zohocrm.wiki.zoho.com/Working-with-Contacts.html#Contact_List_Views
http://zohocrm.wiki.zoho.com/Working-with-Contacts.html#Creating_Contacts
http://zohocrm.wiki.zoho.com/Working-with-Contacts.html#Importing_Contacts
http://zohocrm.wiki.zoho.com/Working-with-Contacts.html#Associating_Contacts
http://zohocrm.wiki.zoho.com/Working-with-Contacts.html#Sending_Emails
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¶ Export contacts to other spreadsheets  

¶ Change contact owner (individually or in bulk)  

¶ View contact related reports  

¶ Print contact details  

¶ Delete contacts (individually or in bulk)  

¶ Customize contacts  

Navigating Contacts 

(Access Privilege: Read permission) 

You can navigate contacts available in the Contact List. 

To navigate contacts 

1. Click the Contacts tab.  

2. In the Contacts Home page, under the Contact List section, select one of the views from 

Select View drop-down list to display the list of accounts according to the type of the 

account (For example, Prospect, Investor, Reseller, and others).  

3. In the Contact List section, click the Start, Previous, Next, or End links to access the 

respective list of contacts.  

Searching Contacts 

(Access Privilege: Read permission) 

You can search the contacts alphabetically or filling the required information in Search box. 

To search contacts 

1. Click the Contacts tab.  

2. In the Contacts Home page, under the Contact Search section, do one of the following:  

o Specify the search criteria in Search box and click the Go button. Or  

o Select one of the alphabetical search links.  

3. In the Contact List page, list of contacts are displayed as per search criteria.  

Creating List Views 

(Access Privilege: Read/Write permissions) 

http://zohocrm.wiki.zoho.com/Working-with-Contacts.html#Exporting_Contacts
http://zohocrm.wiki.zoho.com/Working-with-Contacts.html#Changing_Contact_Owner
http://zohocrm.wiki.zoho.com/Working-with-Contacts.html#Viewing_Reports
http://zohocrm.wiki.zoho.com/Working-with-Contacts.html#Printing_Contact_Details
http://zohocrm.wiki.zoho.com/Working-with-Contacts.html#Deleting_Contacts
http://zohocrm.wiki.zoho.com/Working-with-Contacts.html#Customizing_contacts
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In the Contact List you can create/modify/delete the custom views, sort columns in the list view 

(ascending/descending order), search the records available in the current list view. In addition, 

you can modify some of the columns in standard list views. By default, the following standard 

list views are available in the Contacts module: 

¶ Standard Views  

o All Contacts  

o My Contacts  

o New This Week  

o New Last Week  

¶ Recent Views  

o Recently Created Contacts  

o Recently Modified Contacts  

o Recently Viewed Contacts  

Refer to Chapter <>: Managing List Views chapter to learn more about creating list views. 

To create list views 

1. Click the Contacts tab.  

2. In the Contacts Home page, under Contact List section, click the Create View link. 

Note: Under the Contact List section some of the standard list 

views are displayed. You can only rearrange the order of columns 

and add more columns to the standard list views. 

3. In the Create New View page, do the following:  

o In the View Information section, specify name of the custom view in the View 

Name (mandatory) field. The custom view name appears in the View drop-down 

list. You can also set the custom view as a default list view by selecting the Set as 

Default View check box.  

o In the Specify Criteria section, specify the filter criteria. For more details, refer to 

the Specifying List View Criteria section.  

o In the Choose Columns section, select the columns to be displayed in the List 

View. For more details, refer to the Selecting List View Columns section.  

o In the Accessibility Details section, select the users to whom custom list view has 

to be enabled. For more details, refer to the Enabling View Access section.  

4. Click Save. The custom list view is displayed in the View drop-down list.  

 

http://zohocrm.wiki.zoho.com/Managing-List-Views.html
http://www.zoho.com/crm/help/list_views/managing_list_views.html#Specifying_Criteria
http://www.zoho.com/crm/help/list_views/managing_list_views.html#Selecting_Columns
http://www.zoho.com/crm/help/list_views/managing_list_views.html#Enabling_Access
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Creating Contacts 

(Access Privilege: Read/Write permissions) 

In Zoho CRM, you can create contacts as given below: 

¶ Entering data in contact details form  

¶ Duplicating the contact with few changes from the existing contact details  

¶ Importing contacts from other Contact Management applications  

¶ Converting leads to contacts  

¶ Synchronizing Microsoft Outlook contacts with Zoho CRM  

Note: Some of the standard fields listed below may not be visible/editable depending on 

your organization business process and field-level security settings. In case your organization 

added/modified fields, please contact your System Administrator for more details about usage of 

the other fields. 

In the Contact: Edit form, you need to specify the contact-related information. The following 

table provides descriptions of the various fields in the form. 

List of Standard Contact-related Fields 

Field Name Description Data Type 

Salutation 
Select the Salutation of the contact, such as Mr., Ms, 

Mrs., or others.  
Pick list 

First Name Specify the first name of the contact. 
Text box, 

Alphanumeric (40) 

Last Name* 
Specify the last name of the contact. This field is 

mandatory. 

Text box, 

Alphanumeric (40) 

Account Name Select the account related the contact. Lookup 

Lead Source Select the source from which the contact is created. Pick list 

Title Specify the job position of the contact. 
Text box, 

Alphanumeric (50) 

Department Specify the department of the contact. 
Text box, 

Alphanumeric (30) 

Date of Birth 
Specify the birthday of the contact to send greetings 

for a better relationship. 
Date 

Reports To Select the person to whom the contact reports Lookup 

Do Not Call Select this option not to make a call to the contact (If Check box 
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Field Name Description Data Type 

the contact is not interested to be contacted by phone 

even though having a phone number). 

Assigned To 
Select the name of the user to whom the contact has 

to be assigned. 
Pick list 

Phone Specify the office phone number of the contact. 
Text box, 

Alphanumeric (50) 

Mobile Specify the mobile number of the contact. 
Text box, 

Alphanumeric (50)  

Home Phone Specify the home phone number of the contact. 
Text box, 

Alphanumeric (50) 

Other Phone 
Specify the other phone number of the contact (if 

any). 

Text box, 

Alphanumeric (50) 

Fax Specify the Fax number of the contact. 
Text box, 

Alphanumeric (50) 

E-mail Specify the primary E-mail address of the contact. 
Text box, 

Alphanumeric (100) 

Assistant Specify the name of the contactôs assistant. 
 

Assistant Phone Specify the phone number of the contact's assistant. 
Text box, 

Alphanumeric (100) 

Mailing Address 

¶ Street  

¶ City  

¶ State  

¶ Postal 

Code  

¶ Country  

Specify the primary address of the contact. 
 

Other Address 

¶ Street  

¶ City  

¶ State  

¶ Postal 

Code  

¶ Country  

Specify the other address of the contact (if any). 
 

Description Specify any other details about contact. Text area (long text) 
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To create contacts individually 

1. In the Contacts home page under Contacts list, click the New Contact button.  

2. In the Contact: < > page, enter the contact-related information. The Last Name is a 

mandatory field. Refer to the List of Standard Contact-related Fields section for more 

details.  

3. Click Save. Contact details are displayed in the Contact: <Contact Name> page where 

you can perform the additional operations. Refer to the Associating Contact with Other 

Records section for more details.  

Note: By default, the person who creates the contact owns the contact. If you want to assign 

the contact to a different user, in contact creation form, select the user name from the Assigned 

To field. 

To create contacts instantly 

1. Click the Contacts tab.  

2. In the left hand-side bar under the New Contact section, enter the contact's last name.  

3. Click Save. Contact details are displayed in the Contact: <Contact Name> page where 

you can update with additional details or perform the additional operations.  

To create duplicate contacts 

1. Click the Contacts tab.  

2. In the Contact List view page, select the contact to be duplicated.  

3. In the Contact: <Contact Name> page, click the Clone button.  

4. In the Edit: <Contact Name> page, modify some of the contact details.  

5. Click the Save. Contact details are displayed in the Contact: <Contact Name> page 

where you can perform the additional operations.  

Importing Contacts 

(Access Privilege: Data Import permission) 

You can import contacts from other Contact Management, CRM, and Address Book 

applications. Before migrating data, you must convert the data into CSV/XLS format. 

 

http://zohocrm.wiki.zoho.com/Working-with-Contacts.html#Standard_Contact_fields
http://zohocrm.wiki.zoho.com/Working-with-Contacts.html#Associating_Contacts
http://zohocrm.wiki.zoho.com/Working-with-Contacts.html#Associating_Contacts
http://zohocrm.wiki.zoho.com/Working-with-Contacts.html#Associating_Contacts
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Tips 

¶ Before importing contacts into Zoho CRM, you must have the contacts details in a 

CSV/XLS file.  

¶ You must have privilege to import the contacts in Zoho CRM.  

¶ Before importing, the contacts into Zoho CRM close the CSV/XLS file and the 

Spreadsheet program.  

¶ Remove apostrophe any place in the CSV file (For example, ABC's).  

¶ You can import a maximum of 1000 contacts in one import cycle.  

To import contacts 

1. Click the Contacts tab.  

2. In the Contacts: Home page under Contact Tools section, click the Import My Contacts  

or Import My Organization Contacts button. 

Note: Import link is displayed only if you have privilege to use Import feature. Please 

contact your administrator in case these links are disabled.  

3. In the Specify Import File: page, browse the Contacts-related import file (CSV/XLS 

format) and then click the Next button.  

4. In the Fields Mapping page, map the CSV/XLS column header with contact fields in 

Zoho CRM.  

5. Click the Import  button. It will take a few seconds to complete the importation.  

6. In the Contacts: Home page, imported contacts are displayed under the Contacts List 

section. You can continue the importation further or complete the operation.  

Associating Contact with other Records 

(Access Privilege: Read/Write permissions) 

You can create a 360-degrees view of the contact to display all the associated details, such as 

potentials, trouble tickets, open activities, history of the completed activities, attachments, and 

notes.  

To associate contact with other records 

1. In the Contact: <Contact Name> page, you can update the following details:  

o Open Activities: To add tasks and events  

o Closed Activities: To display all the closed tasks and events  

o Cases: To create cases for the contact  
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o Products: To add products for the contact  

o Attachments: To attach documents and notes  

o Notes: To attach notes to the contact.  

2. After updating the associated records, you can move to the next record.  

Sending Emails to Contacts 

(Access Privilege: Read/Write permissions) 

You can create mailing list for contacts and send mass E-mail to the contacts from contact list 

view. Please ensure the contacts contain an E-mail ID otherwise, E-mail will not be sent to the 

corresponding contact(s). 

Note: Standard Users can use the standard E-mail templates available in the system where as 

System Administrator can create E-mail templates from Setup section. If you are a System 

Administrator, refer to the Creating E-mail Templates section. 

To send Emails to individual contacts 

1. Click the Contacts tab.  

2. In the Contacts: Home page under the Contact List View section, select the contact.  

3. In the Contact Details page, go to Mails related list view and click the Send Mail button.  

4. In the Compose Mail page, enter the email message, attach files, add additional email IDs 

in CC & BCC fields, and finally click the Send button. An Email will be sent to the 

recipients and copy of the mail is stored under Mails related list view.  

To send Emails to a group of contacts 

1. Click the Contacts tab  

2. In the Contacts: Home page under the Contact Tool section, click the Mass E-mail 

Contacts link.  

3. In the Mass E-mail page, do the following:  

o By default, the E-mail Template tab is enabled. Select the template to be used 

from the E-mail Template pick list. The template content is displayed under E-

mail Template Body section.  

o Click Matching Criteria  tab. You can create a contacts mailing list by specifying 

the matching criteria under Specify Criteria section.  

4. Click the Send button to send the E-mail message to the selected contacts.  

 

http://www.zoho.com/crm/help/workflow/managing_workflow.html#Email_Templates
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Exporting Contacts 

(Access Privilege: Data Export permission) 

Occasionally it is very useful to export the contacts from Zoho CRM to Spreadsheet programs 

for further data analysis. 

To export contacts to spreadsheets 

1. Click the Contacts tab.  

2. In the Contacts: Home page under the Contact Tools section, click the Export All 

Contacts button.  

3. In the File Download pop-up dialog, click Save to save the contacts files in CSV/XLS 

file format.  

Changing Contact Owner 

(Access Privilege: Owner change permission) 

When the prospecting is in progress, occasionally it may be very useful to change the owner of 

some of the contacts in a single step. You can change the owner of an individual contact or a 

group of contacts. 

To change owner of contacts individually 

1. Click the Contacts tab.  

2. In the Contacts: Home page, select the contact.  

3. In the Contact: <Contact Name> page, click the Edit  button.  

4. In the Contact: <Contact Name> page, change the contact owner from the Contact 

Owner lookup field.  

5. Click Save to update the contact owner.  

To change owner of contacts in bulk 

1. Click the Contacts tab.  

2. In the Contacts: Home page, go to the Contact List section and select the check boxes 

corresponding to the contacts. You can also select all the contacts.  

3. Click the Change Owner button.  

4. In the Contacts: Change Owner page, select the user from the Select New Owner pick 

list and click the Update Owner button to change the owner of the contacts permanently. 
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Warning:  Contacts ownership will be changed to another user, irrespective of its 

existing owner. Use this operation carefully, otherwise contacts belonging to different 

users will be changed to new user. To overcome this problem, first you may search the 

contacts with a required owner name then change the owner in bulk. 

Printing Contact Details 

(Access Privilege: Read permission) 

You can view a printable form and print the contact details using browser's Print function. 

To print contact details 

1. Click the Contacts tab.  

2. In the Contacts: Home page, go to the Contact List section and select the required 

contact.  

3. In the Contact: <Contact Name> page, click the Print Preview button.  

4. In the Contact: <Contact Name>, page, click the Print Page button to print the 

document.  

Viewing Reports 

(Access Privilege: Read/Write permissions) 

You can directly access some of the standard reports pertaining to contacts from the Contacts 

Reports section. By default, the following reports are displayed under Contacts module: 

¶ Contact Mailing List  

¶ Key Accounts  

¶ Accounts by Industry  

To view contact report  

1. Click the Contacts tab.  

2. In the Contacts: Home page, go to the Contacts Reports section.  

3. Click the required report link. The report is displayed in Reports page, which can be 

further customized as per your requirements.  

For more details about reports customization refer to Chapter <>: Working with Reports. 
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Deleting Contacts 

(Access Privilege: Read/Write/Delete permissions) 

Rarely, you may need to remove some of the unnecessary contacts, which are moved from the 

existing account or not doing business with you for a long time. This will help you manage your 

contacts in a better way. You can delete contacts either individually or in bulk. 

Note: The deleted contacts are temporarily stored in Recycle Bin. If required you can restore 

the deleted contacts again. However, if you delete contacts from Recycle Bin, you cannot restore 

again. 

To delete contacts individually 

1. Click the Contacts tab.  

2. In the Contacts: Home page, select the contact to be removed.  

3. In the Contact: <Contact Name> page, click Delete.  

4. In the Confirmation dialog, click OK  to delete the contact permanently.  

To delete contacts in bulk 

1. Click the Contacts tab.  

2. In the Contacts: Home page, under the Contact List section, select the contacts to be 

removed using the Select Contacts check box (first column).  

3. Click the Delete button.  

4. In the Confirmation dialog, click OK  to remove the selected contacts permanently.  

Customizing Contacts 

(Access Privilege: Customize ZohoCRM.com permission) 

Customization of the contacts module includes, renaming the tab name, modifying the pick list 

values in standard fields, adding new custom fields, modifying contacts page layout, and 

show/hide the related list views according to your Contact management process requirements. 
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Working with Opportunities  
 

In any sales organization, potentials are the most important records to generate the real revenue 

for the organization. In a typical B2B organization, all the potentials have to undergo a complete 

sales cycle, which start with identifying the hot prospect and end with sales won or lost. The in 

between sales activities that has to be completed are sending product information to potentials, 

product demonstrations, sending sales quotations and business negotiations. Precisely, potential 

provides the following information for the sales management: 

¶ Sales cycle (Duration of the prospecting the potential)  

¶ The potential sales volume (Product units and price)  

¶ Up-to-minute sales stage and the estimated sales probability in each stage  

¶ Reasons for the sales status (Won/Lost)  

¶ Competitors of the potential  

¶ Forecast for the next quarter/year sales  

The Potentials home page contains, 

¶ Potentials List  

¶ Potential Reports  

¶ Tools such as Import, Export, change owner, and delete  

¶ Quick Create pane  

¶ Search  

¶ Alphabetical Search  

¶ Custom Views  

¶ Page Navigation  

You can perform the following operations in Potentials module: 

¶ Navigate potentials  

¶ Search potentials (Alphabetical or advanced search options)  

¶ Creating Custom List Views  

¶ Create potentials (Form filling, quick create, or duplicate options)  

¶ Import potentials (from external sources)  

¶ Associate potentials with other records  

¶ Associate competitors with potential  

¶ Add contact roles  

¶ Customize contact roles  

¶ Change potential owner (individually or in bulk)  

¶ Export potentials to spreadsheets  

http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Navigate_Potentials
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Searching_Potentials
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Creating_Custom_List_Views
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Creating_Potentials
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Importing_Potentials
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Associating_Potentials
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Competitors_with_Potential
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Add_Contact_Roles
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Customizing_Contact_Roles
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Changing_Potential_Owner
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Exporting_Potentials
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¶ Print potentials details  

¶ View reports  

¶ Delete potentials(individually or in bulk)  

¶ Customize potentials  

¶ Set up Big-Deal Alert  

¶ Configure Sales Stage pick lists  

¶ Map Sales Stage-Probability values  

Navigating Potentials 

(Access Privilege: Read permission) 

You can navigate potentials available in the potentials list according to the status of the 

potentials. 

To navigate potentials 

1. Click the Potentials tab.  

2. In the Potentials Home page, under the Potential List section, select one of the views 

from the Select View drop-down list to display the list of accounts according to the type 

of the account (For example, Prospect, Investor, Reseller, and others).  

3. In the Potential List section, click the Start, Previous, Next, or End link to access the 

respective list of potentials.  

Searching Potentials 

(Access Privilege: Read permission) 

You can search the potentials alphabetically or filling the required information in Search box. 

To search potentials 

1. Click the Potentials tab.  

2. In the Potentials Home page, under the Potential Search section, do one of the following:  

o Specify the search criteria in Search box and click the Go button. Or  

o Select one of the alphabetical search links.  

3. In the Potential List page, a list of potentials is displayed as per search criteria.  

Creating Custom List Views 

http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Printing_Potential_Details
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Viewing_Reports
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Deleting_Potentials
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Customizing_Potentials
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Big_Deal_Alert
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Sales_Stage_picklists
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Stage_Probabiity
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(Access Privilege: Read/Write permissions) 

In the Potential List you can create/modify/delete the custom views, sort columns in the list view 

(ascending/descending order), search the records available in the current list view. In addition, 

you can modify some of the columns in standard list views. By default, the following standard 

list views are available in the Potentials module: 

¶ Standard Views  

o All Potentials  

o My Potentials  

o New This Week  

o New Last Week  

o Closing This Month  

o Closing Next Month  

¶ Recent Views  

o Recently Created Potentials  

o Recently Modified Potentials  

o Recently Viewed Potentials  

To create custom views 

1. Click the Potentials tab.  

2. In the Potentials Home page, under Potential List section, click the Create View link. 

Note: Under the Potential List section, some of the standard list 

views are displayed. You can only rearrange the order of columns 

and more columns. 

3. In the Create New View page, do the following:  

o In the View Information section, specify name of the custom view in the View 

Name (mandatory) field. The custom view name appears in the View drop-down 

list. You can also set the custom view as a default list view by selecting the Set as 

Default View check box. 

o In the Specify Criteria section, specify the filter criteria. For more details, refer to 

the Specifying List View Criteria section.  

o In the Choose Columns section, select the columns to be displayed in the List 

View. For more details, refer to the Selecting List View Columns section.  

o In the Accessibility Details section, select the users to whom custom list view has 

to be enabled. For more details, refer to the Enabling View Access section.  

4. Click Save. The custom list view is displayed in the View drop-down list.  

http://www.zoho.com/crm/help/list_views/managing_list_views.html#Specifying_Criteria
http://www.zoho.com/crm/help/list_views/managing_list_views.html#Selecting_Columns
http://www.zoho.com/crm/help/list_views/managing_list_views.html#Enabling_Access
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Creating Potentials 

(Access Privilege: Read/Write permissions) 

In Zoho CRM, you can create potentials as given below: 

¶ By entering data in potential details form  

¶ Importing potentials from other sales force automation applications  

Note: Some of the standard fields listed below may not be visible/editable depending on 

your organization business process and field-level security settings. In case your organization 

added/modified fields, please contact your System Administrator for more details about usage of 

the other fields. 

In the Potential: Edit form, you need to specify the potential-related information. The following 

table provides descriptions of the various fields in the form. 

List of standard potential-related fields 

Field Name Description Data Type 

Potential Name* 
Specify name of the potential. This field is 

mandatory. 

Text box, Alphanumeric 

(120) 

Account Name* 
Select name of the account to which potential has 

to be created. This field is mandatory. 
Lookup 

Type 
Select the type of potential (New Business or 

Existing Business) from the drop-down list. 
Pick list 

Lead Source Select the lead source from the drop-down list Pick list 

Product Name Select the product name from the pick list. 
Text box, Alphanumeric 

(50) 

Amount 
Specify the amount that can be expected after 

closing the potential.  
Text box, Decimal (10) 

Expected Close 

Date* 

Specify or select the expected close date. This 

field is mandatory. 

Date format 

(yyyy/mm/dd) 

Next Step Specify the next step of the sales process. 
Text box, Alphanumeric 

(100) 

Sales Stage* 
Select the sales stage from the drop-down list. 

This filed is mandatory. 
Pick list 

Probability Specify the probability of closing a potential. Text box, Decimal (2, 2) 
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Field Name Description Data Type 

Assigned To 
Select the user to whom the potential has to be 

assigned. 
Pick list 

Description Specify any other details about potential. Text area (long text) 

You can create potentials by: 

¶ Filling details in the potential creation form.  

¶ Using the New Potential, a quick create component present in left hand-side of the 

Potentials Home page  

¶ Duplicating the contact with a few changes from the existing contact details  

To create potentials individually 

1. Click the New Potential link.  

2. In the Potential: page, enter the potential information. 

 

Note: Company name is a mandatory field. Refer to the ñList of Standard Potential-

related Fieldsò section for more details.  

3. Click Save to save the potential information. Potential details are displayed in Potential: 

<Potential Name> page where you can perform the additional operations. Refer to the 

Associating Potentials with Other Records section for more details.  

To create potentials instantly 

1. Click the Potentials tab.  

2. In left hand-side under New Potential section, enter the mandatory details, such as 

Potential Name, Account Name, Expected Close Date, and Sales Stage.  

3. Click Save. Potential details are displayed in Potential: <Potential Name> page where 

you can update the additional details or perform the additional operations.  

To create duplicate potentials 

1. Click the Potentials tab.  

2. In the Potential List view page, select the potential to be duplicated.  

3. In the Potential: < Potential Name> page, click the Duplicate button.  

4. In the Edit: < Potential Name> page, modify some of the potential-related details.  

5. Click Save. Potential details are displayed in the Potential: < Potential Name> page 

where you can perform the additional operations.  

http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Standard_Potential_fields
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Standard_Potential_fields
http://zohocrm.wiki.zoho.com/Working-with-Opportunities.html#Associating_Potentials
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Importing Potentials 

(Access Privilege: Data Import permission) 

You can migrate your potentials from other CRM and Account Management applications. Before 

migrating data, you must convert the data into CSV/XLS format. Import link is displayed only if 

you have privilege to use Import feature. Please contact your administrator in case import link is 

disabled. 

Tips 

¶ Before importing potentials into Zoho CRM, you must have the potentials details in a 

CSV/XLS file.  

¶ You must have privilege to import the potentials in Zoho CRM.  

¶ Before importing the potentials into Zoho CRM close the CSV/XLS file and the 

Spreadsheet program.  

¶ Remove apostrophe any place in the CSV file (For example, ABC's).  

¶ You can import a maximum of 1000 potentials in one import cycle.  

To import potentials 

1. Click the Potentials tab.  

2. In the Potentials: Home page under Potential Tools section, click the Import My 

Potentials or Import My Organization Potentials  button.  

3. In the Specify Import File: page, browse the Potentials-related import file (CSV/XLS 

format) and then click the Next button.  

4. In the Fields Mapping page, map the CSV/XLS column header with potential fields in 

Zoho CRM.  

5. Click the Import  button. It will take a few seconds to complete the importation.  

6. In the Potentials: Home page, imported potentials are displayed under the Potentials List 

section. You can continue the importation further or complete the operation.  
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Associating Potential with Other Records 

(Access Privilege: Read/Write permissions) 

You can create a 360-degrees view of the potential to display all the associated details, such as 

open activities, history of the completed activities, contacts, products, sales stage history, 

attachments, and notes. 

To associate potential with other records 

1. In the Potential page, you can update the following details:  

o Sales Stage History: To display the history of the sales stage.  

o Competitors: To associate competitors to the potential.  

o Contact Roles: To select contacts associated to the potential.  

o Open Activities: To create tasks and events.  

o Closed Activities: To display the completed tasks and events.  

o Products: To add products to the potential.  

o Quotes: To create quote for the potentials.  

o Sales Orders: To create sales order for the potential.  

o Invoices: To create invoices for the potential.  

o Attachments: To attach documents to the potential.  

o Notes: To add notes to potential.  

2. After updating the associated records, you can move to the next record.  

Associating Competitors with Potential 

(Access Privilege: Manage Competitor permission) 

Most of the companies prefer to purchase products after analyzing the track of the different 

vendors. If you are working with a highly competitive market, where your competitors are 

directly competing with you in winning the deals, it is always better to know their strengths and 

weaknesses well in advance so that you can propose your offering in a better way. 

In the competitor page, you can add the competitor's strengths and weaknesses. 

To associate competitors with potential  

1. Click the Potentials tab.  

2. In the Potentials: Home page under Potential List section, select the required potential.  

3. In the Potential Details page under Competitors section, click the New button.  
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4. In the Competitor page, under Competitor Information section do the following:  

o Competitor Name: Specify the company name of the competitor. This is a 

mandatory field  

o Website: Specify the URL of the competitor website.  

o Strengths: Specify the strengths of the competitor's offering.  

o Weaknesses: Specify the weaknesses of the competitor's offering.  

5. Click Save.  

Adding Contact Roles to Contacts 

(Access Privilege: Read/Write permissions) 

While prospecting, you may need to contact different persons (contacts) to finalize the sales deal. 

It is always better to know the contact's role in your prospecting organization, so that always you 

have a right discussion with the right persons. For example, explaining about product price and 

discounts is always better with Financial Manager where as product features with the Product 

Manager. This kind of approach helps you to negotiate with the prospecting organization in a 

better way and cut short the sales lead-time. 

To add contact roles to contacts 

1. Click the Potentials tab.  

2. In the Potentials: Home page under Potential List section, select the required potential.  

3. In the Potential Details page under Contact Roles section, list of contacts associated with 

potential are displayed. Click the Add Role button.  

4. In the Contact Roles Mapping page, for each contact select the role from the Contact 

Role drop-down list.  

5. Once you have completed associating roles to all the contacts, click Save.  

Customizing Contact Roles 

(Access Privilege: Contact Role permission) 

By default, some of the contact roles, such as Decision Maker, Product Management, Purchasing 

and other roles are available. You can customize the contact roles according to your business 

process. 

Note: Users with "Administrator" privilege can customize the contact roles. Please contact 

your System Administrator in case you need some additional roles. 
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To add/modify contact roles 

1. Click the Setup link.  

2. In the Setup page under the Potential Settings section, click the Contact Roles link.  

3. In the Edit Contact Roles page, do the following:  

o Click the Add Role link to add a new role.  

o Click the Delete Role link after selecting the role(s) to delete roles.  

o Modify the existing roles from the Contact Role text box.  

4. Once you have completed updating the contact roles click Save.  

Changing Potential Owner 

(Access Privilege: Read/Write permissions) 

When the prospecting is in progress, occasionally it may be very useful to change the owner of 

some of the potentials in a single step. You can change the owner of an individual potential or a 

group of potentials. 

To change owner of potentials individually 

1. Click the Potentials tab.  

2. In the Potentials: Home page, select the potential.  

3. In the Potential: <Potential Name> page, click the Edit  button.  

4. In the Potential: <Potential Name> page, change the potential owner from the Potential 

Owner lookup field.  

5. Click Save to update the potential owner.  

To change owner of potentials in bulk 

1. Click the Potentials tab.  

2. In the Potentials: Home page, go to the Potential List section and select the check boxes 

corresponding to the potentials. You can also select all the potentials.  

3. Click the Change Owner button.  

4. In the Potentials: Change Owner page, select the user from the Select New Owner pick 

list and click the Update Owner button to change the owner of the potentials 

permanently. 

Warning:  Potentials ownership will be changed to another user, irrespective of its 

existing owner. Use this operation carefully, otherwise potentials belonging to different 

users will be changed to new user. To overcome this problem, first you may search the 
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potentials with a required owner name then change the owner in bulk. 

Exporting Potentials 

(Access Privilege: Data Export permissions) 

Occasionally, it is very useful to export the potentials from the Zoho CRM system to a 

spreadsheet programs for further data analysis. 

To export potentials to external sources 

1. Click the Potentials tab.  

2. In the Potentials: Home page under the Potential Tools section, click the Export All 

Potentials button.  

3. In the File Download pop-up dialog, click Save to save the Potentials files in *.CSV file 

format  

Printing Potential Details 

You can view a printable form and print the potential details using browserôs Print function. 

To print potential details 

1. Click the Potentials tab.  

2. In the Potentials: Home page, under the Potential List section, select the required 

potential.  

3. In the Potential: <Potential Name> page click the Printable View button.  

4. In the Potential: <Potential Name> page, click the Print Page button to print the 

document.  

Viewing Reports 

(Access Privilege: Read permission) 

You can directly access some of the standard reports pertaining to potentials from the Potentials 

Reports section. By default, the following reports are displayed under Potentials module: 

¶ Pipeline by Stage  

¶ Potentials Closing by this Month  
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¶ Sales Person's Performance Report  

¶ Lost Potentials  

¶ Potentials by Type  

¶ Open Potentials  

¶ Pipeline by Probability  

¶ Sales By Lead Source  

¶ This month sales  

¶ Today's Sales  

To view potentials report  

1. Click the Potentials tab.  

2. In the Potentials: Home page under the Potentials Reports section, click the required 

report link.  

3. The report is displayed in Reports page, which can be further customized as per your 

requirements.  

Deleting Potentials 

(Access Privilege: Read/Write/Delete permissions) 

Rarely, you may need to remove the unnecessary potentials, which are lost. This helps you 

manage your potentials in a better way. You can delete potentials either individually or in bulk. 

Warning:  The deleted potentials are temporarily stored in Recycle Bin. If required you can 

restore the deleted potentials again. However, if you delete potentials from Recycle Bin, you 

cannot restore again. 

To delete potentials individually 

1. Click the Potentials tab.  

2. In the Potentials: Home page, select the potential to be deleted.  

3. In the Potential: <Potential Name> page, click Delete.  

4. In the Confirmation dialog, click OK to delete the potential permanently.  

To delete potentials in bulk 

1. Click the Potentials tab.  

2. In the Potentials: Home page, under the Potential List section, select the potentials to be 

deleted using Select Potentials check box (first column).  
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3. Click the Mass Delete button.  

4. In the Confirmation dialog, click OK  to delete the selected potentials permanently.  

Customizing Potentials Module 

(Access Privilege: Customize ZohoCRM.com permission) 

Customization of the Potentials module includes, renaming the tab name, modifying the pick list 

values in standard fields, adding new custom fields, modifying Potential page layout, and 

show/hide the related list views according to your Sales management process requirements. 

For more details, refer to Customizing Zoho CRM 

Setting up Big Deal Alert 

You can use the Big-deal Alert function to notify your management/Colleagues if there is a 

chance of winning a big deal, which you wish to share the good news with them. Sometimes 

executive board members may be interested to know all the Big-deal information well in 

advance. You can send the Big-deal alert as an e-mail notification to all the Zoho CRM 

users/selected users and colleagues not registered as Zoho CRM users. 

To configure big deal alert  

1. Click the Setup link.  

2. In the Setup: Home page, under Potentials Settings section, click the Big Deal Alert link.  

3. In the Workflow Rule page, do the following:  

4.  

o In the Rule Edit section, the Big Alert rule  details are displayed. The default 

criteria is "Amount >= 1000 and the probability = 100". You can change the 

Amount and Probability by editing the existing criteria.  

o In the Related Alerts section, the Alert details are displayed. The default alert is 

"Select the Big Deal E-mail template and send to all the users in Zoho CRM". 

You can change the Alert details by editing the existing alert.  

o In the Related Tasks section, you can add tasks for the Big deal Alert rule.  

For more details, refer to Chapter 25: Managing Workflow 

Configuring Sales Stage Pick list 

You can modify the default stage for new and converted leads. 

http://zohocrm.wiki.zoho.com/Customizing-Zoho-CRM.html
http://www.zoho.com/crm/help/workflow/managing_workflow.html
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To configure Sales Stage Pick list 

1. Click the Setup link.  

2. In the Setup: Home page, under Potentials Settings section, click the Field List link.  

3. In the Potentials List page, edit the Sales Stage field.  

4. In the Edit Pick List page, add/modify values in the Values list box. Once you have 

updated the pick list values you can sort the values alphabetically and use the first values 

as the default pick list value.  

5. Click Save.  

Mapping Stage and Probability Values 

Sales Stage is very important criteria to identify the performance of organization-wide Sales 

pipeline. In the Stage-Probability mapping page, you can perform the following operations: 

¶ Create different types of Sales stages according to your organization-wide Sales process  

¶ Associate Probability values to the Sales stages  

¶ Associate Forecast types (Open, Closed-won, or Closed-lost) to Sales stages  

¶ Associate Forecast categories (Pipeline, Closed, Omitted, Best Case, Committed) - For 

more details refer to Chapter 7: Managing Sales Forecasts  

Tips: 

¶ For a better sales pipeline analysis assign different probabilities to sales stage values.  

¶ For each stage, assign probability in the range of 0 to 100.  

¶ You may consider using probability value as 100 when the deal is closed-won and 0 for 

deal closed-lost.  

To map stage and probability values 

1. Click the Setup link.  

2. In the Setup: Home page, under Potentials Settings section, click the Stage-Probability 

Mapping link.  

3. In the Stage-Probability Mapping page, do the following:  

o Add the Sales Stage and the corresponding Probability  of closing the sales deal  

o Delete Sales Stage and assign the existing Probability  to another Sales Stage 

value  

o To modify the existing Sales Stages, use the Replace option.  
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4. Click Save.  

To map sales stage and forecast type  

1. Click the Setup link.  

2. In the Setup: Home page, under Potentials Settings section, click the Stage-Probability 

Mapping link.  

3. In the Stage-Probability Mapping page, do the following:  

o Add the Sales Stage and the corresponding Forecast Type  

o Delete Sales Stage and assign the existing Forecast Type to another Sales Stage 

value.  

4. Click Save.  

To map sales stage and forecast category  

1. Click the Setup link.  

2. In the Setup: Home page, under Potentials Settings section, click the Stage-Probability 

Mapping link.  

3. In the Stage-Probability Mapping page, do the following:  

o Add the Sales Stage and the corresponding Forecast Category  

o Delete Stage Stage and assign the existing Forecast Category to another Sales 

Stage value.  

4. Click Save.  
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Working with Fore casts 
 

Forecasting provides real-time insight for tracking the sales numbers against quotas, 

probabilities, plans, etc., which helps organization to fine-tune the organization-level sales 

process. For sales mangers, forecast feature provides an overall picture of company sales 

pipeline, as well as those of each individual sales staff performance. Sales Representatives can 

use forecasting to meet/exceed quotas assigned to them and in turn increase company profits. 

Note: In Zoho CRM, you cannot consolidate the individual sales persons' forecasts and 

provide the organization-wide forecast. 

You can perform the following operations in Forecasts module: 

¶ Navigate forecasts  

¶ Search forecasts (Alphabetical or Advanced search options)  

¶ Create list views  

¶ Create new forecasts (Form filling, quick create, or duplicate options)  

¶ Associate forecast with other records  

¶ View forecast reports  

¶ Delete forecasts (individually or in bulk)  

Navigating Forecasts 

(Access Privilege: Read permission) 

You can navigate the forecasts according to the status of the forecasts. 

To navigate forecasts 

1. Click the Forecasts tab.  

2. In the Forecasts Home page, under the Forecast List section, select one of the views 

from Select View drop-down list to display the list of forecasts according to the status of 

the forecasts (For example, Contacted, Hot, Won, and others).  

3. In the Forecast List section, click the Start, Previous, Next, or End links to access the 

respective list of forecasts.  

Searching Forecasts 

http://zohocrm.wiki.zoho.com/Working-with-Forecasts.html#Navigating_Forecasts
http://zohocrm.wiki.zoho.com/Working-with-Forecasts.html#Searching_Forecasts
http://zohocrm.wiki.zoho.com/Working-with-Forecasts.html#Creating_Custom_List_Views
http://zohocrm.wiki.zoho.com/Working-with-Forecasts.html#Creating_Forecasts
http://zohocrm.wiki.zoho.com/Working-with-Forecasts.html#Associating_Forecasts
http://zohocrm.wiki.zoho.com/Working-with-Forecasts.html#Viewing_Reports
http://zohocrm.wiki.zoho.com/Working-with-Forecasts.html#Deleting_Forecasts


ZOHO CRM USER MANUAL 
November 

29, 2007 

 

85 ©2007, AdventNet Inc. All rights reserved.  

 

(Access Privilege: Read permission) 

You can search forecasts alphabetically are filling the required information in Search box. 

To search forecasts 

1. Click the Forecasts tab.  

2. In the Forecasts Home page, under Search section, do one of the following:  

3.  

o Specify the search criteria in the Search field and click the Go button. Or  

o Select one of the alphabetical search links.  

3. In the Forecast List page, a list of forecasts is displayed as per search criteria.  

Creating List Views 

(Access Privilege: Read/Write permission) 

In the Forecast List you can create/modify/delete the custom views, sort columns in the list view 

(ascending/descending order), search the records available in the current list view. In addition, 

you can modify some of the columns in standard list views. By default, the following standard 

list views are available in the Forecasts module: 

¶ All Forecasts  

¶ My Forecasts  

Note: User created list views are displayed under User Created Views category in View 

drop-down list. 

To create custom views 

1. Click the Forecasts tab.  

2. In the Forecasts Home page, under Forecast List section, click the Create View link. 

Note: Under the Forecast List section, some of the standard list 

views are displayed. You can only rearrange the order of the 

columns and add more columns. 

3. In the Create New View page, do the following:  



ZOHO CRM USER MANUAL 
November 

29, 2007 

 

86 ©2007, AdventNet Inc. All rights reserved.  

 

o In the View Information section, specify name of the custom view in the View 

Name (mandatory) field. The custom view name appears in the View drop-down 

list. You can also set the custom view as a default list view by selecting the Set as 

Default View check box. 

o In the Specify Criteria section, specify the filter criteria. For more details, refer to 

the Specifying List View Criteria section.  

o In the Choose Columns section, select the columns to be displayed in the List 

View. For more details, refer to the Selecting List View Columns section.  

o In the Accessibility Details section, select the users to whom custom list view has 

to be enabled. For more details, refer to the Enabling View Access section.  

4. Click Save. The custom list view is displayed in the View drop-down list.  

Creating Forecasts 

(Access Privilege: Read/Write permission) 

In Zoho CRM, you can create forecasts for a financial year and for each quarter by entering data 

manually in forecast details. 

If you have already created forecast for a specific quarter, you cannot create forecast for the 

same quarter. For example, first, you have created a forecast for the Quarter 1 in Year 2006, and 

then you cannot create a new forecast in the same quarter. You can only modify the existing 

quarter details. 

Note: You cannot customize the fields in forecast module. 

List of Standard Forecast-related Fields 

In the Forecast: Edit form, you need to specify the forecast-related information. The following 

table provides descriptions of the various standard fields in the form. 

Field Name Description Data Type 

Year*  Select the fiscal year from the drop-down list. Pick list 

Quarter*  Select the quarter of the fiscal year. Pick list 

Month Display the month of the selected quarter. Month 

Quota Specify the quota for the month. Currency 

Closed Display the amount from the closed won potentials. Currency 

Commit Amount 
Specify the total amount a sales person confident of 

closing during forecast period. 
Currency 

http://www.zoho.com/crm/help/list_views/managing_list_views.html#Specifying_Criteria
http://www.zoho.com/crm/help/list_views/managing_list_views.html#Selecting_Columns
http://www.zoho.com/crm/help/list_views/managing_list_views.html#Enabling_Access
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Field Name Description Data Type 

Best Case 

Amount 

Specify the amount a sales person might be closing. This 

amount can be either more or less than Commit Amount. 
Currency 

Pipeline Displays the amount in the sales pipeline. Currency 

Owned By Displays the owner of the forecast. Lookup 

Created By Displays the person created the forecast first time. Date/Time 

Last Modified By Displays the person modified the forecast. Date/Time 

By default, the person who creates the forecast owns the forecast. If you want to assign the 

forecast to a different user, select the user name from the Change Owner field in the forecast 

details view. 

To create forecasts 

1. Click the New Forecast link.  

2. In the New Forecast: page, select the mandatory forecast-related fields, such as Year and 

Quarter . 

Note: The Year and Quarter  fields are mandatory. Refer to 

the List of Standard Forecast-related Fields section for more 

details. 

3. Click Save. Forecast details for the three months and forecast history are displayed in the 

forecast details page.  

Associating Forecasts with Other Records 

(Access Privilege: Read/Write permissions) 

After creating forecasts, you can add potentials in each month. Once the potential is closed, it is 

automatically displayed under forecast history. All the potentials created/followed-up are 

displayed under sales person's monthly forecast list. 

To associate forecast with other records 

1. In the Forecast: <Forecast Name> page, you can update the following details:  

2.  

o Months list Potentials: To display the potentials in each month. You can also 

add new potential to the month.  

http://zohocrm.wiki.zoho.com/Working-with-Forecasts.html#Standard_Forecast_fields

