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READ ME

This document is intended for the internal use of recipients only and may not be
distributed externally or reproduced for external distribution in any form without the

written permission of Zoho Corporation Pvt. Ltd.

Confidential Information. © 2016, Zoho Corporation Pvt. Ltd. All Rights Reserved.




@@ ) CRM

Zoho CRM 2016 - What’s New and Improved

1. Multiple channels, one conversation.
e |IMAP Integration
e Email Insights
e Social Selling

o Call Analytics

2. Gain actionable insights.
e GameScope
e Reports
e Dashboards

3. Be productive.
o (CalDav
o Workflow Automation
o Advanced Filter
e /oho CRM Home
e Setup
e CRMViews

e Record’s details page
4. Security and access privileges.

e Record-level Sharing

e Users & Control
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1. Multiple channels, one conversation.

IMAP Integration

Access customer emails on the fly.

Email remains one of your most important mediums of communication with your leads,
prospects and customers. So why is it that your CRM data and emails are stuck in
separate tabs? Set up your primary email account using IMAP and receive mails from
your business email clients such as Zoho Mail, Gmail, Google Apps or Yahoo inside CRM.

IMAP makes sure that you can see all your emails on all your devices and at all times.

IMAP Integration

Incegrate your Email Services with Zohoe CAM through IMAR

ncoming Mail Server

Accound Type Ghiail -

SEreEr Mama imag.grrail.oam byt
Ligsrmama

Pasiward

Configure your email account in Zoho CRM via IMAP Integration, to receive your
customers’ emails inside Zoho CRM. Since the IMAP protocol enables multiple device

sync, you can reply to customers’ emails on the move. Learn More
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Email Insights

Insights for successful email campaigns.

You need to know how your email campaigns have been received, and which ones
have got the best responses. Find out the behavioral response patterns of your leads,
prospects and customers. Get comprehensive reports on how each of your email

campaigns performed.

Template Analysis

Create a unigue list of email templates and view a detailed report of the top performing
templates. This will include figures on templates sent to the users, the highest tracking

rates, ones with the highest open rates, and most replies.

T Oy

Email Templates

Bhrigear b5 O ewT Off [Emall TRMpLaners bn v s IOMBITR. T Can W TN [emphees for perspnalined mass mading ard Work oy alern

m i Wil

Pubdic Email Templates

Welcome 1o Zylcer Welcoma Comacts Puarricin. Doy Ty thons, Coen (]
Hapgy Thaenkighdng Thankegidmg day withos Coriacis jnete lurganll pylonr. com ol 3
Subscription Hemnd  Reminder Cordacts  nancyStredBrylorcom [T
Big Dwal Alen Big Dwal Alen Mysertials  patricis Beoybe 0yl coer b ®
Rew Pricing Announ Announcement Condacts john smishiiryllopr.com (T}

Confidential Information. © 2016, Zoho Corporation Pvt. Ltd. All Rights Reserved.




Openrate analysis
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Get comprehensive statistics on who opened your emails or clicked on links, so it's easier

to follow up. Learn More
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Count-wise
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Social Selling

Connect, engage, and sell more.

Manage all your social conversations across Google+, Facebook and Twitter. Make
real-time responses to posts from your prospects and leads when they happen. Track @
mentions, maintain personal handles and pull info from social media directly into CRM

and a lot more.
Customers Open Potentials ~ Leads / Contacts

Fings Aings Fings

_ William Foce Tll‘lﬂ"lhl Larsen Jack Wikson
T L ned o Dyllosr s gt i
L L ey L

-@ Heather Yamane H Friva Mehra 'ﬁ Mok Ellsworth
LT -y L » ~ i
I Arrtraien v ]

Use Streams to get real-time social updates from your contacts. Or switch to Pings to
receive notifications when your contacts mention or tag your social pages and handles.

Learn More

Pings Ltreams

ﬂ Jack Wison
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Call Analytics

Calls are usually difficult to track, but important nonetheless. Use call analytics to stay

updated on all telecommunication like:

e Number of unanswered calls

e (Calls scheduled vs calls made etc.

Calls made by each sales rep

6 | 90.6TH ) “ Tim Simpson
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2. Gain actionable insights.

GameScope

Liven up your workplace.

GameScope for Zoho CRM is way more than just leaderboards or rewards, and

@Ak 1 CRM

involves more than creating games with entertainment value. It is a way to liven up your

workplace and change the way you work.

Set up fun sales contests with the peer-to-peer GameScope feature. Use trophies and

badges to motivate and engage your sales team. Learn More

= Potentials closure =

Fathima Yilmaz
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Reports

Reports every business leader needs.

Reports help you track trends in sales, marketing, customer engagement, and identify the

road blocks in your sales process.

Reportsin Zoho CRM 2016 now come with additional folders and options,

besides having an improved interface.

Reports - Before

" {JE REP-D"'[‘E Create Report Create Report Folder Beport Scheduler

3 Recently AoCessed Reports

Aeport Mame Aepart Folder Mame Desorigticn

Lesds by Owenérship Lesd REports Ledds and thair Owmers.

Leads wisited Leasd Reports Sumimany repaon

Lead visits Lesd Reports Detads of pages visited by leads

Leads wisits Agcount and Contact Reports Matrix repart

Today's Sales Pegerial Repons Sales happened 1oy,

Potentials Closing by this Month Potential Reports Potentials that are Closing by this month
Leads By Spirce L REpoeTs: L Frgim arious Sources,
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Reports - Now
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e The Reports module now has additional default folders such as Favorite Reports,

Recent Reports, Reports Created By Me.

e The Create Report Folder and Report Scheduler buttons have been moved from the

main screen to be a part of the report folders. Now create a report folder right when

you create a report. Schedule a report by accessing the Scheduled Reports folder.

o Access deleted reports from the Recently Deleted reports section. Learn More
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Send mails to users, groups or roles

Lizads by Cramesrship
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Create charts from the reports
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3. Dashboards

Visualize your sales metrics.

Dashboards in Zoho CRM help you get a snapshot of your organization’s key metrics. You
can easily visualize the patterns and trends in sales, marketing, support, and inventory

related data.

Dashboards are created from reports. Dashboards in Zoho CRM 2016 come with a host

of new folders and options.

Dashboards - Before

Dashboards

Switch to Dashboard: paential Dashboards « G0 to Dashboard List

Pipeline by Stage Edit

i feation W Py Araiyias B Vi Propediton
B 4. Decision Makirs B PrepoaalPrice Quots I Mapotation/R s
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Dashboards - Now

Cashboards . 1! Pofertial BCashboandy m

Pigspling: by Profabikty Polentials by Type

Lred CasFdurarh

derrmd grall Ciorlaad Claesbidbe:

Corpaign Demhicaeth
Caar i S [eantsason ¥ j

Frocae] Dasdnreasvh 1 ¥ L
i
]
Wirvai i £ Lk 4 ] ——
[ i
ey DAt . I I L]

Lo o T B

What has Changed?

e Improved interface.
e Dashboards now have new default folders such as favorites.

e You can now have 10 components in Dashboards. Learn More
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3. Be Productive

CalDav

All your events on one calendar.

Since you have your iPhone with you, why visit CRM to see what you've planned for the
day? CalDav allows you to maintain one calendar for business and

personal events, so you don't miss out on anything.

Once you configure CalDav in your Apple device, you can create, view, and
reschedule CRM events from your native calendar. You can also view your calendar on a

MacBook or iPad. Learn More

Cancel CalDAV Next

Server calendar.zohocrm.com
Username patriciab@zillum.com
Password eesssessssne

Description calendar.zohocrm.com
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Workflow Automation

Flowchart-based workflows for easy automation.

Flowchart based workflows help you streamline your sales, marketing, and support
processes. Use simple flowcharts to write rules that suit your unique business needs.
Improve the efficiency and effectiveness of your sales team by eliminating redundancies

and automating the mundane tasks.

Workflow rules in Zoho CRM 2016 now follow a simple, visually improved flow chart

based design.

Workflow Rules - Before

Earlier, the components, Basic Information, Rule Trigger, Rule Criteria and Actions were

presented in different sections.

Wk Bl [ e ] e 8T T e el B Tk T o e e e R | B

Pl erisiraramien
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Workflow Rules - Now

Big Deal Rule o
& POt

What has Changed?

Exnpcute this woridios during o recosd pciion
Create or Edit

[
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As you can see, the components of a workflow rule have been presented in a

different design.

1. The rule trigger can be defined under WHEN
2. Therule criteriais now defined under WHICH RECORDS

3. Instant Actions or Scheduled Actions are associated to the rule. Learn More
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Advanced Filters

Get precise search results.

Advanced filters help salespeople find what they're looking for ten times faster than
conventional search does. This means less time is spent on navigating the CRM, and

more time on prospecting.

Choose from around 40 unigue search parameters, in any combination of your choice
and zero in on the ideal search result. Advanced Filter increases the relevance of results
obtained by your search process, and takes away the burden of manually looking through

entries.

With a regular filter, your search is based on field values - for example, all

leads whose state is “California”. This is pretty straightforward. While with advanced
filters, you can run intelligent searches based on the activities associated to the records,
such as leads “that have no open activity associated to them” Or “potentials without any

notes for the last 6 months”.

My g -
B3 durnivimion
PR T AT o
e
i, Pty gy P S T (T e | W
= Pt By T B
I "
e vy Curep S s b
E] Erail Sursan r (R LT
-
, e Pl ity MUsmdeyr b=l
-
EJ bastan ki ¥ Eligey T g™y
B e iy Pt MITE
[
Sty dandalied L vl Charion Tee Feoiugees Lo
LEY. WETE T I Wi A Ui
Iy
e Ahpopoidan Sl boastsl
"
B et St St Comotny

Confidential Information. © 2016, Zoho Corporation Pvt. Ltd. All Rights Reserved.




@Ak 1 CRM

The screenshot above is an example of a search conducted using the advanced filters

to narrow down on idle leads. Similarly, you can apply the advanced filter to records by

using a combination of different criteria that meet your purpose. Some examples are as

follows:

1. Potentials that are “closing this month” and have “overdue tasks”.

2. Potentials that are “closing this month” and have no activities

associated to them so far.

3. Contacts to whom emails were sent but they were not opened.

You can not only use the filters to search for records with the criteria applied,

but also act upon them instantly.

1 Potential selected. ﬂ"m"-_ﬁﬁg'ﬁ"‘” Macro Delete

Bl Activities
Without Open Activity
OwerDue
Activity Due
=) Without Any Acthity

due in 4

Aictivity Done

weaks

L | POTEMTIAL NAME

Long Term Senice

Total Count: ##F

Mass Update
Change Crwner
Create Task

Send Mail

Print Mailing Labels

Mall Merge

You can run macros, delete, mass update records, and send email and so on

as required directly from the list view.

Learn More
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Zoho CRM Home

The Classic View - Before

The Classic View consists of 3 components by default - Tasks, Events and
Pipeline by Stage. This view is unigue to a user. With the Home tab set in the
Classic View, a sales rep will be able to plan his/her day easily. Here is a

snapshot of the Classic View in the previous Ul.

ey Tewen
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The Classic View - Now

Here is a snapshot of the Classic View in Zoho CRM 2016.

E Wolcome Palricia Boyle 1 e Sumed IO W e TR
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Earlier you had to switch between the Classic View and Customized View using the

Views icon.

s+ |[=

Now you can switch between the views by clicking on the Classic View

and Customized View links on the Home screen.

4 Getting Started 55 Customised view Classic view

Earlier, clicking on an activity from the Classic View took you to the Activities list view. It

will now take you to the Activities CRM view.

In Zoho CRM 2016, you can now change the due date from the Classic View on the fly.

Taday's Tasks -

[ Legal camtract
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The Customized View - Before

The Customized View lets you add components from other modules such as
Leads, Contacts, Dashboards etc and personalize your Home tab. Here is a
snapshot of the Customized View in the Old Ul.
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The Customized View - Now

The Customized View of Zoho CRM 2016 lets you add up to 10
components. You can also resize them and arrange them on the screen to

personalize your Home tab.
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Recent Items - Before

Earlier, the Recent Items icon was found on the left hand corner of the Zoho

CRM screen. It displayed 10 recent items.

Recent items - Now

In Zoho CRM 2016, you can access the Recent Items from the bottom right

corner of the screen. The pop up window now displays 20 recent items.
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TODWY

Call for Acme Inc demo
Calks - Mar 1 04:16 PM

© 3

Besides the Recent Items icon, you can also access Reminders and Feedback icons from

the bottom right corner of the screen.
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Tab groups - Before and now

Earlier, Tab Groups was found next to the Zoho CRM logo. Now it is part of
the Modules menu bar. You can also create and manage Tab Groups right
from the drop down in Zoho CRM 2016.

@oc. i cRM &

Mome  Leass (RSO m

20
All Open Leads E
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B blarm, ™ Card & 20 Take Mowe Mt ™
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g Vol Greups
# Gales Groug
Markating
w il Tales

LA Manage

In Zoho CRM 2016, you will now be able to see your company logo only on
the Home page and not on the other pages. This is to give you more space

on your CRM screens to work with. Learn More
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Setup

The Setup screen of Zoho CRM has now been improved from the perspective
of design as well as usability. You now have the various CRM settings better
organized on the Setup screen. You also have a Search option to quickly

fetch the setting you are looking for.

Earlier, you could access the Setup page by clicking on the Setup link in Zoho

CRM. Now, to access the Setup page, log in to your Zoho CRM account and
click (the Settings icon) > Setup. .

Setup - Before
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Setup - Now
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Setup

GEMERAL

Fersonal Settings
Comparny Detais
Emanil Sattings
Gamification

AUTOMATION

‘Winrclliow Aulamation
Assignment Rules
Case Escalation Rules
fApprowal Processes

Predictive Search

USERS & COMTROL

Users
Security Conirpl
Tarrkory Managemsant

AP, APPS & INTEGRATIONS

WeD Forms

Social Imegration
Google Apps
Zono Apps
Other Apps
Daveloper Space

CUSTOMIZATION

Modues
Mad Templates

Copy Customization

DATA ADMINISTRATION

Impon
Expon
Storage
Recycie Sin
dapdit Log

The Search tool autosuggests results as you enter a keyword to find a

particular setting. Learn More

Setup

GENERAL

Pr

Prafdes,

Approval Processes

Zoho Apps

Personal Settings

Company Details

Oaher Apps

PR LY SN
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List Views

Zoho CRM comes with different views of displaying data to help your sales team act
quickly and decisively. Each view is designed for a different way of working. Use them to

target customers geographically, edit their records in bulk, and filter your data.
Zoho CRM 2016 presents you with 3 views for a list of records in a

module. They are as follows:

e ListView
e CRMView
e /oho Sheet View

List View - Before
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List View - Now
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What has Changed?
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The List View options with the exception of Add New (+) and Import

have been moved inside More options.

Dashboards

LEAD OWNER
Patricia Boyle
Patricia Boyle
Patricia Boyle
Patricia Boyle
Patricia Boyla
Patricia Boyle
James Watsonhale
James Watsonhale

James Watsonhale

larmae 18'alcmsnl @lo

."Il
‘ -
| ¥ Irmpart e .

COMPANY
Acme Inc,
Acmie e,

Acme Inc.

Acme Inc

Trescon Lid

Little Company of Mary
Los Robles Reglonal M

California Casualty Mai

Wbl ™ mee

Mazs Transfer

Mass Delete

Mass Update

Mass Conwvert
Assignmeant Rules
Mass Email
Autonresponders
Schedule Mass Email
Approwve Leads

Deduplicate Leads

Zoho Sheet View

Hrimt Vienws

e You will be able to see the due date of a task associated to a record in the Module list

view.

e The List View of modules across Zoho CRM now present a new set of advanced

filters. More information on advanced filters is presented in a separate section.

e Toggle between the List View and Map View by clicking on the corresponding View

icons.
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Record’s Details Page

The record details page of all modules has been redesigned for better user

experience.

Lead’s detail page - Before
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What has Changed?
e Related lists can be accessed from the Related List links available on the left.

e Quicklinks were available on the right panel of the details page. Now they are

available on the bottom left under the LINKS section.

o SEND MAIL and CONVERT are available as clear call-to-action buttons on the Lead’s
details page. Further options that were previously available under More Actions and

Settings are now available under the MORE icon.

More actions on the Lead’s details page - Before
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More actions on the Lead’s details page - Now

5 Mr. John Wayne - acme inc .
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You can see the same changes implemented in the record’s details page of

other modules as well. Following are snapshots of record details page from

Contacts, Accounts and Potentials.
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Contact’s detail page - Before
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Contact’s detail page - Now

James Smith roew

Contact Chwrar

Emsail
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Lead Source
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James Smith R
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Account’s detail page - Before
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Account’s detail page - Now
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Potential’s detail page - Before
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Did you know?

@Al | CRM

R WAL

£

You can now change the stage of a potential on the fly from the Potential’s details

page without having to edit the record. Simply click on the desired stage from

the Quick Stage-Update section.The stage is updated instantly. Learn More
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4.Security and access privileges.

Record-level Sharing

Share Individual records with colleagues.

Share records to get your sales reps working together on big deals and avoid the
confusion caused by duplicating a customer’s information in multiple places. Keep your

data secure by choosing which customer information you'd like to share.

Record level sharing is useful when multiple sales representatives collaborate to close a
deal. You can share contacts, accounts, and potentials with peers and also define whether
you want to give them a read only or read/write access. When you're sharing a contact

information with your colleague, you can also share the associated potentials.

Contacts - Share

Tim Simpson Head Dinly Read Wrke -

Confidential Information. © 2016, Zoho Corporation Pvt. Ltd. All Rights Reserved.




@Ak 1 CRM

Users and Control

The Users & Permissions section has now been renamed as Users & Control in Zoho
CRM 2016.

Users & Control - Old Ul
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Earlier, all the permissions and security based settings were grouped under
Users & Permissions. There were no divisions for user-based settings and

security-based settings. Learn More
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Users & Control - New Ul

In Zoho CRM 2016, the Users & Permissions section has been organized better
under Users & Control, which has 3 sections: Users, Security Control and Territory

Management.

Setup
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Earlier, Territory Management was a separate section under Setup. Since it is also a data-

sharing based setting, Territory management has been grouped under Users & Control.
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Territory Management

Territories Territory Rules  Assign Territories

Territory Hierarchy
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Contact Us

We are positive that you will like the additional features and improved interface
of Zoho CRM 2016. Take a look at these changes mentioned and let us know your
honest feedback. Write to us at support@zohocrm.com for questions, comments and

clarifications.
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