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Nextiva CRM: Leads and Opportunities

Nextiva's Customer Relationship Management tool (CRM) enhances customer
relationships by tracking the customer journey from recruitment to cancelation. Nextiva
CRM improves business productivity, customer sentiment, profitability, and
communication processes all within one system, increasing customer loyalty and
retention.

For sales teams and business development reps, pipeline analytics are key to measuring
growth or decline, which is essential to any organization. Whether you prefer using
visual views (Board/Kanban view) or tracking using searchable lists of prospects, Nextiva
CRM Leads and Opportunities will elevate your team to save time and energy.

TIP: Start utilizing our default or custom stages for Opportunities, then
implement Nextiva CRM Automation to create outbound communication with
prospects throughout recruitment.

Use Nextiva CRM Leads and Opportunities to:
e Identify sales prospects.
e Convert Leads to Opportunities to accurately track pipelines.
e Utilize Opportunity stages based on your company needs.
e View sales analytics and customer insight.
e Communicate via CRM.
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Logging In

1. Visit www.nextiva.com, and click Login to log in to NextOS.
2. From the NextOS Home Page, select CRM.

Welcome to NextOS!

m Voice & Analytics Unified communications for every business

@ CRM Manage customers and your pipeline
Chat Engage in real time conversations

Surveys Collect powerful feedback

Analytics Insights to drive your business

Cospace Collaborate with your team

NextOS Home Page

Leads

Leads in Nextiva CRM help sales agents and managers manage and qualify potential
prospects and access key performance indicators at the speed of light.

Creating Leads is the first official stage of the sales life cycle. Often a “discovery” call
occurs during this stage to determine whether the Lead is real and interested.

Click Lead from the left panel to view all Lead records in Nextiva CRM.
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http://www.nextiva.com/

Leads 50 ~ [1]

Lead View

Users can perform the following actions in Lead view:

A. Add New: Click the Plus (+) icon to add new: Account, Contact, Case, Lead,
Opportunity, Product, or a custom option.

B. Export Leads: Select the checkbox next to any Lead and click Export to create
a .csv file.

C. View Lead Details: Click the Lead for more information.

D. More Options: Click the Ellipsis (...) next to a Lead to Watch, Open in
Background, and Delete. Watch allows you to receive alerts if the Lead is
changed. Open in Background opens a new tab with the Lead. Delete may not
be an option for all Users, based on permissions.
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Creating Leads

1. Click the Plus (+) icon and select Lead.

= Vs Morgan Baker X @
7 Account
= Leads 24 Contact
] Case
Contact Name V Am yany V.V
Lead
Morgan Baker N Inc.

> Opportunity

* Product

Lead Option
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2. Complete the New Lead form. Click Create.

@ New Lead

Lead Details

CONTACT NAME

OWNER

PHONE

+1

Cancel

DEPARTMENT

EMAIL

SOURCE

AMOUNT

nextiva
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Lead Workspace

Click on any Lead to view all details. In the Lead Workspace view you can see and edit
Lead details, send emails, add notes, and qualify the Lead to an Opportunity.

= % Morgan Baker X

¥ Morgan Baker

Details  Audit log

Lead Details

Morgan Baker
Edward Kupp

+18085552323

System Information

2020-04-08 07:40 AM

uf
2020-04-08 07:40 AM

®

Interaction History

ABC, Inc,

$8500

Edward Kupp

Edward Kupp

G )
?) &

& Macros

|

Looks quiet here

jon or leave an internal comment
about this Lead

Add Interaction ~
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Details Tab

Within the Details tab view and edit the Lead information, such as the contact name,
company, phone number, email, and more.

= Y+ Morgan Baker

% Morgan Baker

Details  Audit log

Lead Details
Morgan Baker

WNEF
Edward Kupp

+18085552323

System Information

2020-04-08 07:40 AM

2020-04-08 07:40 AM

ABC, Inc.

$8500

Edward Kupp

Edward Kupp
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Qualify a Lead

When a prospective customer has more than a 10% chance of becoming a sale (or
whatever likelihood you choose), it's time to qualify the Lead and convert it to the
Opportunity stage. Sales associates and managers can easily track Leads and prospects
through all stages of the sales life cycle under Opportunities in Nextiva CRM.

Qualify Leads to Opportunities by clicking the Qualify button on the top-right corner.
Once a Lead has been qualified to an Opportunity, it cannot be moved back to the Lead

stage.
= Ve Morgan Baker X f a = @ ) e
V2 Morgan Baker =6 Macros
Details  Auditlog Interaction History =2 v
Lead Details
Morgan Baker ABC, Inc

Edward Kupp

+18085552323

$8500

System Information

. Looks quiet here

2020-04-08 07:40 AM Edward Kupp 2 CON\ tion or n internal nt
art a conversation or leave ernal comme

A E about this Lead
2020-04-08 07:40 AM Edward Kupp

Add Interaction v

Qualify Button
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Opportunities

Accurately tracking potential sales is vital to a company'’s success. Not only can you
manage each stage of the sales life cycle simply and professionally, but by associating
your specific Products and pricing to CRM, the system will automatically calculate the
value of the Opportunity too.

Click Opportunity from the left panel to view all Opportunity records in Nextiva CRM.

= | Opportunities 0 - @]

Proposal/Quote

Closed/Won ~ : 201 2902 :

Proposal/Quote ~
Closed/Won ~

Closed/Won ~

Opportunity View
Users can perform the following actions in Opportunity view:

A. Add New: Click the Plus (+) icon to add new: Account, Contact, Case, Lead,
Opportunity, Product, or a custom option.

B. View Options: Select Table or Board view. For information, see below.
Export Opportunities: Select the checkbox next to any Opportunity and click
Export to create a .csv file.

D. View Opportunity Details: Click the Opportunity to view more information.

E. More Options: Click the Ellipsis (...) next to a Lead to Watch, Open in
Background, and Delete. Watch allows you to receive alerts if the Lead is
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changed. Open in Background opens a new tab with the Lead. Delete may not
be an option for all Users, based on permissions.

TIP: Users can override the Product total by entering an amount to reflect discounts
or markups.

Table View

The Table view displays a list of Opportunities as rows in a table with columns of
information.

Opportunities 50 ~ (1]

pportunity
rtiarres = NeedsAssessment =  Pnone
40000  Clesea/Wen =
Keyin Brevii - Neeas Assassment = Reference
—  NeedsAssessment = Prone

Emezgancy HVAC Don lachos - Proposal/Quote

" Jgmsman 325000 ClosesMion =

£ ag $350000  PropossiQuote ~

Table View
In the Table view, Users can easily manage their Opportunities:

e View important Opportunity information such as the Contact, the value of the
proposed sale, the current stage of the sale, expected close date, and more.

e Click-and-drag columns to customize the layout.

e Search, filter, and sort the information in each column.

nextiva

© Nextiva, All Rights Reserved




e Click to view and edit the details of an Opportunity.
e Export the Opportunities to a .csv file by clicking the Export icon at the top-right

corner of the window.

Board View

12

The Board view displays both Leads and Opportunities as tiles on a board to help sales
members better visualize their pipeline.

i Asa oeu Al Owners Al Departments
Lead Needs Assessment Value Presentation Proposal/Quote Closed/Won Closed/Lost
Ashley Wiggins Mommas and the Tapas Top of the Muffin to You! Emergency HVAC Stephanie Small Quick Towing Company
50 50 50 %0 $1.400
Ashley Brewski Brothers Taproom Mom's Tattoo Shop CDP - Annual Service Cont... Phoenix Escape Rooms o+ pddanctnes dest
0 0 599 $3.500 $250
Kermit Thefrog Fast Paint e Phoenix Art Tokyo Noodles - Enterp...
0 0 9 $3.000
Jeremiah Bullfrog + padnother deal Advanced Body Shop PHX Radio
$300 $24 $150
Danny Schmidt Delish Monthly Service Contr...
+ Add another deal + Add another deal + Add another deal
Board View

In the Board view, manage and track sales from start to finish:

e Qualify a Lead by clicking-and-dragging the tile from the Lead column to the first

Opportunity column.

NOTE: Once a Lead is qualified, Users cannot click-and-drag the tile back
to the Lead column.
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e Move Opportunities through the stages of a sale (by default these stages are
setup: Needs Assessment, Value Presentation, Proposal/Quote, and
Closed/Won or Closed/Lost).

e View how much revenue is predicted for each stage.

e Add a new Opportunity by clicking the Add deal + button at the top-left corner
of the window or the +Add another deal button at the bottom of any column
but the Lead column.

e Add a new Lead by clicking the +Add another deal button at the bottom of the
Lead column.

e Filter by Owner and Department.

e Search by Lead and Opportunity name.

e Click the record name to view and edit the details of that record.

Creating Opportunities

1. Click the Plus (+) icon and select Opportunity.

1]
+)

- Account

P Contact les
Case
Owner V ™
Lead
i Kris Jacobson
) Opportunity
Kris Jacobson
Product

CDP- Annual Service ... Kris Jacobson

Phoenix Art Kris Jacobson
Advanced Body Shop Kris Jacobson
Tokyo Moodles - Enter...  Kris Jacobson
Opportunity Option

nextiva

© Nextiva, All Rights Reserved




14

2. Complete the Opportunity Details section:
e Opportunity Name (required)
e Primary Contact (required)
e Account: The Account associated with the new Opportunity.
e Owner: The User who owns the Opportunity.
e Department: The department of the owner.
e Amount: The value of the proposed sale.
e Stage (required): *Customizable

o Needs Assessment: The sales agent is still learning more about the
prospect, their business needs, and their pain points with their
existing product, as well as working to identify a product package
to provide them.

o Value Presentation: The sales agent moved to demonstrating
solutions and presenting products based on the specifics identified
during the previous stage.

o Proposal/Quote: This stage varies widely from company to
company, and may include things like delivering a quote or
proposal.

o Closed Won/Lost: As the sales process comes to a close, the sales
agent asks the prospect to finalize the deal, which ends in either a
win or loss of a sale.

e Source: How did they hear about your company (Phone, Email, Web)?
o Expected Close Date: This is great for more accurate pipeline predictions.
¢ Actual Close Date: Celebration time.

3. Click Create.

nextiva
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2 New Opportunity

Opportunity Details

OPPORTUNITY NAME

PRIMARY CONTACT + ACCOUNT

EXPECTED CLOSE DATE ACTUAL CLOSE DATE

Opportunity Details

Opportunity Workspace

Click on any Opportunity to view the Opportunity Workspace. This Workspace allows
Users to easily view and edit Opportunity details, Relationships, Analytics, Interactions,
and more. Click any tab at the top to view key information or add new elements

without navigating out of the Workspace.
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5 Phoenix Escape Rooms ¢ Macros
Overview  Det Related  Analytics  Account Activities  Audit log Interaction History =

Opportunity Overview SENTIMENT TREND

spe Rooms " & KrisJacobson
.1 ’
sed/Won Positive ||

CUSTOMER FEEDBACK TREND

4.4 stars

Account

®

Opportunity Workspace

Overview Tab

By default, the Overview tab shows the Contact name, phone number, email, and
shipping and billing addresses. Contacts and Accounts associated with the Opportunity
also appear on the Overview tab.
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OPPORTUNITY

Phoenix Escape Rooms

Overview Details Related Analytics

Opportunity Overview
Phoenix Escape Rooms

Closed/Won

Contacts

® -
ACT NAM
Jake Smith

jake@phxescape.com

4802700403

T ACTIVITY

= Jake owns three escape rooms in Phoenix, AZ. ...

Account
MU MA M|

Phoenix Escape Rooms

Account Activities Audit log

SENTIMEMT TREND

Positivex

CUSTOMER FEEDBACK TREND

4.4 stars

sad

Positive language detected base

Overview Tab

Details Tab

The Details tab shows the potential value of the sale, the current sales stage, and more.
Users can also view and edit the Contact and Account associated with the Opportunity.

nextiva
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OPPORTUNITY

Phoenix Escape Rooms

Overview Detalls Related Analytics Account Activities Audit log

Opportunity Details

OPPORTUNITY NAME
Phoenix Escape Rooms

PRIMARY CONTACT ACCOUNT

Jake Smith Phoenix Escape Rooms
OWNER DEPARTMENT
kris.johnson@nextiva.com Sales

AMOUNT QUOTED AMOUNT
$250

STAGE SOURCE
Closed/Won Phone

SCORE PROBABILITY

4 100

EXPECTED CLOSE DATE ACTUAL CLOSE DATE

Details Tab

Related Tab

nextiva
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The Related tab displays all relationships associated with the Opportunity. For example,
an Opportunity may have multiple contacts, which are setup as a relationship. Click
Choose relationships and select: Attachments, Contacts, or Products from the drop-
down menu.

Overview Details Related Analytics Account Activities  Audit log

Show  Choose relationships

Please select related items to show

Use control on the top to show related information you need for work.

Related Tab

To associate an existing Account with an Opportunity, for example, hover over the top-
right corner above the table and click Add.

Overview Details Related Analytics Account Activities  Audit log
I

Show  Contacts

£L  Related Contacts () Add (%) Createnew
SHOWING 1-1 OF 1
[] CONTACTNAME ¥ ™ EMAIL ¥ MOBILE PHONE v WOR  {8%
|:| Jake Smith jake@phxescape.com
4 »

Add/Create New Options
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Analytics Tab

On the Analytics tab, view and quickly reference the Sentiment Trend and Customer
Feedback details.

e Sentiment Trend estimates how happy the customer is based on the most
recent interactions. Nextiva CRM calculates this metric by gathering positive and
negative keywords in the Account’s activities and SmartTopics. This can be
customized based on customer needs and industry.

e Customer Feedback Trend reports the outcome of any surveys the customer has
completed.

Account Activities

If there is a Case associated with an Account, the Account Activities tab will display all
Cases related to the Opportunity. Users can sort Cases by last Created or Updated, or
filter only Unassigned Cases.

Interaction History

Users can also create a Note, Email, and Log Interactions by clicking the Plus (+) icon on
the bottom-left corner of the Interaction History feed.

KJ  Kris Jacobson Sep 18 11:39 AM

& KrisJacobson ©f Logzec Sep 18 11:40 A

T
i
i

Interaction History Feed
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Notes

Internal communication regarding a prospect or customer is often just as important as
direct-to-customer interactions. Notes about a customer’s specific requests or
limitations, or anything at all, will be logged and tied to the prospect throughout their
relationship with your organization. This keeps all communications centralized and easy
to reference or search.

TIP: Flag special or VIP notes to see them any time the Account or Contact is
accessed.

Adding Notes

Add Notes associated with anything in Nextiva CRM. Just look for the Interaction
History.

Click on one of these:
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CRM Icons

For example, let's open an Account to view the Workspace and Interaction History.
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= =) Heartt Services X ¥ Pumpkin Spice Recipe X

& Heartt Services

Overview
e

Account Overview Account Experience Score

Recent Cases

’E\, Create Case

Learn about interaction
Experience

(%) Add Existing Case

Recent Opportunities (1)
Customer Feedback Trend
Musica

Stage: saleStage
Contacts

@ -
Learn about cu:

Terry Heartt surveys

mer feedback

80555334 i
4805553343 Sentiment Trend

theartt@heartt.com

None

Related  Analytics  Activit Interaction History

rt a conversation or leave an internal comment

m

Macros

Looks quiet here

about this Account

Add Interaction W,

Interaction History

KJ  Kris Jacobson [

MNote

Al ¢ B+ D P

Interaction History & New Note
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Interacting via Email

24

Interact with potential prospects via email also within Interaction History.

Interaction History

KJ  KrisJacobson [

Email

» From: Genera
TD: lavlor Smitk
SUhiECt: Request: Update Payment Due Date
Hi Taylor,

We have updated your billing date as requested.

A Arial 16

0

Cec Bec

New Email

nextiva
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Logging Interactions

Log inbound or outbound calls and any other communications.

25

Interaction History

INESD. F R T
KJ  KrisJacobson [J
&  Kris Jacobson

Log interaction

TYPI DIRECTION

Inbound

=

B I

le

ID

A
Sep 18 11:39 AM
Sep 1811404
o

Time: Tue, Oct15,01:23 PM

Log Interaction
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