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Presenter Notes
Presentation Notes
WELCOME!! Thank you for joining me today at improveit 360! If you have not joined me for a past webinar please locate the Handouts section, there is a copy of today’s presentation in the Handouts section. And you’ll want to locate the Questions window and post any questions you have today. If your question pertains to the topic, I may read your question aloud to the group otherwise I will address all the questions in the chat. 



Agenda
Review the common Appointment Scheduling functionality:
• Scheduling Calendar – from Appointment Creation Screen Flow 

 Distance to Staff Address and Distance to Next Appointment
 Staff Capabilities & Territories Filters

• Time Block Scheduling
 Assign Sales Appointments to Reps later using Dispatcher
 Group Appointments by Territory or Product Category

• Staff Calendar Filtering 
 Staff Filters: Product Categories, Territory
 Calendar Tile Filters: Appointments, Project Activities, Events  

• Scheduling Settings
 Set Default Duration for Sales Appointments and Project Activities
 Select Scheduling Settings: Time Block Calendar and/or Scheduling Calendar

• Reporting
 Sales Appointment Report Count Fields – what is “Issued” and “demoed” and how 
does that relate to Resulting?

Presenter Notes
Presentation Notes
Today we will review the features of the Scheduling Calendar and Staff Calendar including Distance to Next Appointment, we will look at Time Block scheduling and the best use cases for using Time Blocks instead of assigning appointments to Reps at the time the Appointment is Set. We will review the Staff Calendar Filtering options, including Sorting Staff by Score. Finally, we will look at the out of the box Calendar Preferences and which fields can be displayed on the Staff Calendar out of the box and we’ll look at how our team can display custom text or custom images on the calendar using out of the box fields. Finally, we will touch on what Sales Appointments are counted as Issued and Demoed in Reports based on the Result chosen. HINT: Resulting the Appointment is required for it to be counted. 
Before we get started, I have a poll question for everyone… would you please let us know how long you have been a User of improveit 360 Lightning? 



Scheduling Calendar

Available from…
• Account page: click Schedule 

Sales Appointment
• Sales Appointment page: 

click Reschedule 

Presenter Notes
Presentation Notes
The first tool we will look at is the Scheduling Calendar which appears when we click the Schedule Sales Appointment button from either the Account or Sales Opportunity pages. The Scheduling calendar is also available from any Sales Appointment already created when we click Reschedule from any Sales Appointment page. 





Scheduling Calendar

• Sorts Staff by Name, Score or 
Distance to Appointment

• Filtered based on Product 
Categories (selectable)

• Filtered by Territory 
(selectable)

• Distance to previous/next 
Appointment and Staff

Presenter Notes
Presentation Notes
The Scheduling Calendar can sort your Staff members by their Names (alphabetically) that’s how it defaults, or you can Sort by the Score field or sort them by the Distance to the Sales Appointment. 

The Scheduling calendar Filters on the Product Categories from the Sales Opportunities, in this example the Contact is interested in Doors and Flooring so we’re looking for a Staff member who can sell both Doors and Flooring. 

This Calendar is also Filtering Staff based on their Territory assignment and the Territory of the Sales Appointment. So if the Address of the Sales Appointment is in Cincinnati the system will filter for Staff who work in the Cincinnati Territory. 

Both Product Category and Territory are manually selectable so if you need to look outside of the Territory for a Rep to run the Appointment, you can that if you so desire. So now let’s take a look at this Calendar in our system for a real time look at these features… 

Daniel Lockwood example: remove Roofing Filter, Add Cincinnati Filter: choose Cindy Sales Rep with 5 star rating




Staff Capabilities, Territories & Color 
The most common reasons someone does 
not show up on the Calendar. 
• Set Capabilities 
• Show on Calendar
• Territories 

Presenter Notes
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Next up let’s talk about a common Admin pitfall around Calendar Filtering. When Filtering the Calendar and a staff member does not show up that you are expecting to see, it is most often either the Capabilities on the Staff record have not been set appropriately OR the Territories have not been assigned correctly. First let’s look at Capabilities on the Staff record. Navigate to the Staff Tab, then select the person who should be visible on the Calendar. In the Capabilities section, add Sales Capabilities for individuals who will be assigned Sales Appointments and add Project Capabilities for those individuals who will be assigned Project Activities to install your products. 

Territories is a multi-select Picklist on the Staff record, even if the User is Inactive, you will still need to set the Territory values on their Staff record. Territories is a multi-select field because a Staff member could work in several Territories throughout their work week. We might have a Rep who drives between Columbus and Cincinnati running Appointments all along the I-71 highway. We would give that Sales Rep’s User record both the Columbus and Cincinnati territories, so that if we were trying to schedule an Appointment in either of those Territories, this person would be available to select. 

I threw in two other Staff settings that most Admins like to customize. Once of those is Staff Calendar Color. When looking at the Calendar each person on your team can have their Appointments show up in a specific Color. Some companies organize teams so that all Sales Reps are in shades of Blue, Service is in shades of Green and Production is all shades of Red and Orange. 

The last setting is Staff Score. This is simply a field on the Staff record that data can be entered into and then Sorted on the calendar. You may want to have an ADL (Average Dollars per Lead) as the Score for Sales Reps, or your Production team might be given an NPS score (Net Promoter) based on the survey feedback after their installs are complete. So however you are scoring and rating your teams, those scores can be entered on the Staff records and used to Sort folks on the Calendar. And I’ll show you a real world scenario of what this would look like a little later in today’s webinar. 

First let me show you on our system where you can adjust each of these settings on the Staff records and then we will dive into those Distance to Staff and Distance to next Appt calculations on the calendar… 

Example Staff: Cecil Service is expanding his role with our company. He was previously a service tech but he will now be doing Window and Door Sales as well. I’ll Edit his Staff record and add the Sales Capabilities for these other two Product Categories. If someone were taking on another Territory, this is where I would add that Territory assignment to their Staff record. Then our Calendar Color picker is in the upper right corner. Click into the picker tool to select any color you like. You can also copy/paste the hexadecimal code if you want multiple Staff members to be the exact same color. Last is the Staff Score field. I mostly just wanted you to note where it is located and that you can Edit the value in the field. And then last thing is the Address record related to this Staff member. If there are more than one Address record the system will use the one with a Type of Primary for the Distance calculation. 





Distance to Next Appointment

• An Address record related to the Staff record determines the Distance to the first 
Appointment of the day
• Distance to/from Calendar Events is not Calculated (lunch meeting in this example)

Presenter Notes
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Let’s dive deeper into the Geolocating and Distance to Next Appointment feature… 

Address records store the Geolocation information and Addresses can be related to Sales Appointments, Projects and Staff members. 

You will want to have an Address record for each Staff member to indicate where they are leaving from each day. If they typically come into the office and then head to their first Sales Appointments, you should list their Address as your office location, but if they leave from their residence each day, you’ll want to list that address on the Address record related to their Staff member. This ensures the most accurate Distance to Next calculation for the first Appointment of the day. In this example, Ingrid’s home address is 8.1 miles from her first appointment of the day with Marissa Massucci. Her afternoon appointment with Teresa Dunn is only 3.7 Miles from the first Appointment. 

It’s important to note that our Geolocating feature only works for improveit 360’s Address object. If Address details are stored on any native Salesforce objects like Events or Tasks, those records will not have a Distance to Next calculation. In this screenshot Ingrid has a lunch meeting scheduled between her two Sales Appointments but we cannot tell how far her lunch meeting is from the other Appointments on her Calendar. 




Distance to Next Appointment

• Use the Update Address Modal to re-Verify and re-Geolocate
• If one or both addresses on the Calendar have not been Geolocated, no Distance can 
be displayed 

Presenter Notes
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Talking a little more about the Distance to Next Appointment feature. With any software there are a few caveats . With the Distance to Next Appointment geolocating occurs when the Address record is created OR if you open the Address record and use the Update Address modal in the upper right corner. We recommend always using the Address lookup feature and using the suggested Address from the drop-down menu for best Geolocation results. 

Note that if one Appointment has been Geolocated and does have Lat and Long but the Appointment next on their calendar does not, the system cannot calculate the distance. Some of our clients will review a Report of the Sales Appointments with Address records where the Geolocated checkbox is False, and try to clean up Unverified addresses. Using that Suggested Addresses feature can often prevent an Address from being entered incorrectly, or without enough data to Geolocate. We always recommend using the improveit 360 Smarty Streets Suggested Address feature, whether from the Quick Lead tool or from the Address creation screen itself. 



Toggle between Scheduling Tools

• Expand Time 
Blocks Scheduling 
Calendar and it 
automatically 
collapses the 
Scheduling 
Calendar
• …and vice versa
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Next is Time Block Scheduling. 

The Time Block Calendar and Scheduling Calendar will not be visible at the same time. You will either use the Scheduling Calendar to assign the Appointment to a Rep, OR your team will use Time Blocks and Assign Appointments to a Block of Time instead. I’ll show you how a Sales Manager will use the Dispatcher tool to later assign Appointments to individual Reps… but first let’s get into the Setup of Time Blocks… 

This feature involves a couple of different tools on different Tabs. The Create Time Blocks tab is where your Scheduling Manager or Admin User will create a series Time Blocks, allowing for a specific number of Appointments during that block of time. If you have Users in different Time Zones, be sure the person creating the Time Blocks initially is in the same Time Zone as the Users that the Time Block is intended for.  




Time Block Scheduling 

• Allows quick assignment to a Block of 
time, rather than a specific Rep
• Appointment Schedulers unfamiliar with 
Sales Reps 
• Capacity Scheduling allows blocks to be 
filled, and Appointments assigned to the 
Reps later, using the Dispatcher tool

Presenter Notes
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So again, we’ll go to the Create Time Blocks tab to create a series Time Blocks, allowing for a specific number of Appointments during that block of time. In this example, I have four Service Techs available and they can each run 1 Appointment between 9am and 11am each day on Monday  Wednesday and Friday. I will set the Capacity to 4 and I do not want to allow for Overcapacity Scheduling. 

Time Blocks are great if the folks setting your Appointments are not entirely familiar with your Sales Reps or their locations and you have a Sales Manager or Scheduling Manager who ultimately assigns Appointments to Reps and your setters just need to confirm a time slot with the Contact then quickly move on to their next call, Time Block scheduling will work well for your company.
 
Time Blocks are also useful if you serve a large geographic region and need to keep Appointments segmented and easier to group together for better route planning and we’ll talk about route planning a little more on our next slide with the Dispatcher Tool and that Distance to Next Appointment feature again. 

Capacity Scheduling is also helpful for Call Centers which are typically trying to quickly select an available time slot (not a Sales Rep) and disposition that call and move on to the next call. 



Time Block Scheduling 
Staff Availability vs Capacity Scheduling
Assign a Specific Rep to the Time Block
versus
No Staff related to
the Time Blocks

Presenter Notes
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There are two different types of Time Blocks, Capacity Scheduling which is the most common and we just described and then Staff Availability. 

Staff Availability works well if you have Reps who work in more than one Territory but can only be assigned a certain number of Appointments each day between both Territories. 

In this example, Cincy Cincinnati Sales works in both Columbus and Cincinnati but due to drive times, she can only run 1 Appointment in each Territory each day. We want to create a Staff Availability Time Block for Cindy so that she doesn’t accidentally get overbooked. When we are setting that Appointment with the homeowner, our setter is just confirming the date and not the time. Our Sales manager will be calling back to confirm the time and do the final assigning of that Appointment. Cindy might be in Columbus in the morning and in Cincinnati in the afternoon but that is up to the scheduling manager or Sales Manager to do the final confirmation and set the time. 

Before we get into the Dispatcher tool, which assigns the Appointments to Reps, let’s first look at the Creation of Time Blocks and using both Capacity Scheduling and Staff Availability time blocks.

Example: Create a Time Block for Cincy Cincinnati, only 1 slot per day so we want to be sure to uncheck the Create One Time Block for Multiple Territories. This will give us one Time Block for both Cincinnati and Columbus. Some days she might run both her Appointments in Columbus and other days she may be driving between the two territories to make both Appointments. 

When we save those time blocks, they will go onto the Time Block calendar. As those slots are filled, we will watch the color change from white to orange. Then if we need to change the Capacity for some reason. Let’s say Cindy is taking the day off on July 3rd prepping for a big cook out on the 4th so we want to change just that one Time Block. We can either Delete the Time Block which you would click View Record and then your User profile would need to have Delete permissions on Time Blocks to delete the record. OR you could simply change the Capacity of that one Time Block to zero (0). The Time Block will still show on the Calendar, but you will not be able to add Appointments to it and it would show 0 Capacity. 

 



Dispatcher tool
• See Distance to Next and Previous Appointment
• Quickly Assign a Rep

Presenter Notes
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The next piece to this feature is the Dispatcher tool. This is what the Scheduling Manager or Sales Manager will use to dole out those Appointments. This tool can also be used to assign any unassigned Project Activities. So first you will use the Filters to choose which records you’d like to assign. If I am assigning Appointment just in a specific Territory I can limit the Sales Appointments I see in the tool by using that Filter. 

If I have a Rep who is particularly good at selling a specific product category, maybe I want to filter for Roofing and make sure that I assign all the Roofing leads to Sylvia Sales before I assign our other Appointments. This tool also shows this distance between the Appointments already on the calendar and the Appointment you are setting. Let’s take a look at this tool in real time. 

Example: Daniel Lockwood appointment for Roofing is the only roofing lead currently to be dispatched. We want to make sure to give it to our best performing Rep, which is Sylvia. 





Staff Calendar
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Another tool that many improveit 360 Users will use to Assign or Reassign Appointments is the full Staff Calendar. This is the most robust calendar in the system displaying both your Sales and your Production Teams. It will display Sales Appointments, Project Activities and Events related to each Staff member. Let’s dig into some of the main features of the Staff Calendar. 



Staff Calendar Filtering Filter the Items on the Calendar 
by: 
• Territories
• Product Categories

Filter Staff members by:
• Territories
• Capabilities (Sales, Projects) Product Categories 

Filter on the Type of Calendar Item as well

Presenter Notes
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The first set of Filters, will Filter for Staff allow you to just see Staff in a specific Territory, or see just the folks who sell a specific Product Category. 

The second Filter is filtering the Calendar Items that are displayed, and you can Filter to see just Calendar Items in a specific Territory or for a specific Product Category. These Filters use OR filter logic so if I were to select Flooring AND Roofing the system would show me all Calendar Items for either Flooring OR Roofing, and would not be looking for Calendar Items where the contact is interested in both Flooring AND Roofing. 

The final Filter is a broad Filter for Calendar Item Type… so you can see just the Sales Appointment, just Project Activities, just Events or a combination of these types. 





Staff Calendar Views
Views: Day / Week / Work Week 
• Sort Alphabetically or by Score
• Display Staff in Rows, grouping each 

Staff member’s events together
• Scroll down to see more Staff
• Use Staff Filters to reduce number 

of Rows displayed

Scheduling Tip: 
Sort Staff by Score and always assign the 
top performer to the most valuable leads 

Presenter Notes
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Filters , Views and Sort Order are different. So now let’s talk about the Views and Sorting available from the Staff Calendar. Day/Week and Work Week views display all Events, Sales Appointments and Project Activities group by the Staff member assigned to them. If you have set Calendar Colors on your Staff members, the calendar will display those colors, respectively. 

The Staff Sort feature allows you to reorder the Staff and the order the appear on the Calendar based on Staff Score. I’ll show you our example of using Staff Score to help assign the top performing Rep to the Appointment in just a few slides. 




Staff Calendar Drag and Drop
Quickly Re-Assign by dragging and dropping
Move Appointment to a different day or time
NOTE: Unassigned Appointments will not show up on the Calendar
Use the Dispatcher tool to assign any Unassigned Appointments

Presenter Notes
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Last feature of the Staff Calendar is the Drag and Drop scheduling tool within the Staff Calendar. You can simply click on one of those Appointments and drag and drop it into the row of the Staff member you want to assign it to. The Calendar block will change to the color associated with that Staff member. You will see those changes take effect immediately once you click Confirm.

So now let’s take a look at the full Staff Calendar in real time and use those Filters, Views, Sort order and we’ll use the Drag and Drop feature to re-assign and Appointment.  



Scheduling Settings

Presenter Notes
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Next up is Scheduling Settings. This is part of the Custom Settings menu and allows Admins to quickly change which Tools your team uses to set Sales Appointments and schedule Project Activities. Here your Admin can also set the default duration for Sales Appointments and Project Activities. 
From this menu Admins can enable the Scheduling Calendar which allows assignment directly to a Staff member, or you can enable the Time Block Scheduling tool, or both. If both are enabled, both tools will be visible on the Scheduling page but not at the same time. Only one can be expanded at a time. If you have the Scheduling Calendar expanded, then the Time Block Calendar will be collapsed and vise versa. 
The way we navigate to this menu is by going to the Setup menu, searching for Custom Settings. Go to that Custom Settings menu and then click Manage next to Scheduling Settings. 



Staff Score and Custom Staff Icons

Custom Staff icons 
provide at-a-glance data

Assisting Appointment 
Schedulers 

Be sure to Assign the 
best possible Rep to 
each Appointment

Sort by Score - Sylvia 
should be at the top! 

Presenter Notes
Presentation Notes
I mentioned using Staff Score to sort your staff and put the highest performers on the top of the calendar so let’s dive deeper into this feature. 

Staff Score is a number field that allows for up to 9 digits before the decimal and can be used to store NPS (Net Promoter Score) or even larger numbers like an ADL (Average Dollars per Lead) or NSLI (Net Sales per Lead Issued). 

If you have a report with metrics that you would like automatically populated into the Staff Score let a member of our team know. We can create a customization in your system to auto-populate data into the Score field on a Weekly or Monthly recurring basis using your existing Report data. 

In this example we have a Star Rating that is based on the Staff Score. We’ve displayed images with the number of Stars for at-a-glance data on the Calendar. Even though our Rep Sylvia Sales is a little bit farther away from this Appointment, she has a 5-star rating so we may want to consider assigning this Appointment to her instead of Sammy.

There are a few moving parts to this customization. First, we are collecting survey data and using a Reporting Snapshot of our survey results on a weekly basis. That report data is stored on a custom object and a Flow automation updates the Staff Score based on records created on the custom object from our Reporting Snapshot.  

Once the Score field is populated, a Formula Text field referencing our different number of Stars as File images can be used to show a visual representation of the Staff Score on the Calendar. In this example, we are giving a 5 Star rating based on the Staff Score. If you would like our team to setup a customization like this in your system, simply open a Support Ticket and let our team know you’d like custom Calendar icons and describe what you would like for your Calendar. 



Calendar Tile Custom Icons

Supports custom 
text fields and 
small custom 
icons or images: 

Customization: 
Starts at $500

Presenter Notes
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Similarly to displaying icons for Staff to give better at a glance details, we can also setup custom icons for Sales Appointments and Project Activities. In this example we are displaying icons based on the Appointment Type field. If the Appointment Type is New we display the letter N, if the Appointment Type is Follow Up we have this icon that looks like a person inside the circle, and if this Appointment is a Cancel Reset it shows an X inside the circle. And we have another icon for Rehash Appointments. So that on the calendar we can easily distinguish these from one another quickly. In this example system, our Green check mark icon indicates the Appointment has been Confirmed. But you may have your own ideas for what types of icons you’d like displayed on your calendar. 

If you are comfortable creating Asset Files in Salesforce and writing Formula fields, you are welcome to create these on your own. But if this is intimidating our team can build a customization around calendar icons starting at $500 for one custom field to be displayed as an image. Maybe you want the letter P to be displayed for Project Activities that your company has already obtained a Permit for those jobs. Your creativity means the possibilities are endless. Let us know what you have in mind for your Staff Calendar, and we’d love to help you make that vision a reality. 



Appointment Report “Count” Fields
Not Resulted? 

• Not Issued
• Not Demoed
• Not Run

Appointments 
MUST be 
Resulted to 
Count in 
Reports

An “Issued” Appointment MUST have a Status Detail of one of the 
following: 
Sold, Demoed Not Sold, Follow-up, No Show, Not Demoed, or One Leg 

Presenter Notes
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The last official item on our agenda today is Reporting metrics and how Sales Appointments are counted in Reports. The most important thing to remember is that every Appointment needs a Result. Only Appointments which have a Result will be counted as Issued, Demoed, Run. Basically if the Appointment has not been Resulted, our system has no idea what the outcome was… did your Rep run the Appointment or not? We need your team to enter a Result for each and every Sales Appointment so that Report metrics are accurate and so that your team has follow up actions for Appointments that didn’t sell on the first try. Which is another good segway…



Sales Opportunity tracking

Dead and Sold

Complete the Sales Opportunity

Not Sold – allows your team to continue 
working the lead until it sells 

Presenter Notes
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Each Product Category the contact is interested in has it’s own Sales Opportunity and your team may want to continue working those Sales Opportunities until they Close. Be sure in the Resulting flow that you are not selecting Dead if you plan to someday reach back out. The Result of Dead halts any re-marketing from the system. It tells the system that you never plan to work that lead again. Do I would avoid Dead unless it’s truly a lead you do not want. If it’s a mobile home and you don’t do any work on mobile homes then mark it Dead but otherwise everything should be a Result of Not Sold and then in the Result Detail give more reasoning as to why it wasn’t Sold on the first attempt. 





How to Reach Us

1. Admins – Use the Toolbar within 
your system: Click Support

2. Open a Ticket at:
https://i360lightning.zendesk.com/

3. Or Email Us: 
support@improveit360.com 

Support Office Hours: 
Monday – Friday, 9am-5:30pm Eastern time  

Presenter Notes
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The last thing I have to share is simply how to get in touch with our team. If you are the Admin User at your organization, you can click the Support link in the lower right corner of the utility bar and click then open a Ticket on our Support site. If you don’t have a login or you can’t remember your login to the help center, you can always email us at support@improveit 360 .com 

I have one last poll question, we just want to know if you learned something new today about improveit 360. Let me know in the poll if today had some new information or if you are one of our seasoned Admins and you are ready to dive into more advanced topics. 

mailto:support@improveit360.com


Thanks 
for Attending
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I want to thank you all for your time today, We hope you’ll come and join us again for a future webinar. Have a great afternoon. 
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