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To accompany the Silverbear Sales, Marketing & Fundraising Modules

To help Silverbear clients use the Sales functions on Silverbear, including creating and
developing leads, converting into Opportunities, and using the quotes and orders
functions

Please note that configuration will have taken place and may be continuing on your
environment, and forms and layout options are likely to change. This guide should be
used purely to give you an overview of navigation.

!

Silverbear Fundamentals — Introductory Memberships Subscriptions and
products — Introductory

Silverbear Fundamentals —
Intermediate

Advanced finds

*pre-requisite skills are covered in these modules

I

UCI — Sales, Marketing, and Fundraising: Sales



UCI — SALES, MARKETING, AND FUNDRAISING: SALES

1.1. What are Leads?
Leads are early-stage enquiries from individuals or businesses. They may be from contacts
or organisations that already exist on your system or they may be from other interested
parties who you do not yet want to add to your CRM until you have found out more about
them and whether they will have relationship of some kind with your own business.
Recording them as a Lead allows you store their information and potentially progress them
into a paying client through a qualification process.

1.2. What are Opportunities?
Opportunities are the next stage in the lead management process — a lead will become an
opportunity once you have qualified it and decided it should now be an opportunity
record. This allows you to differentiate between your new and your qualified leads. There
is additional functionality connected to Opportunities, for example you can create a quote
from an Opportunity record

2.1. Manually through quick create

e Press the + button on the top menu bar and choose Create Lead

xport to Exce g @8 Import from Excel N &7 Quick Campaign ;'{j Open Dashboards A
@

ase and Enquiry h this view 2
2 Competitor

Knowledge Article

Lead

. Member/ Contact

Opportunity

Press + on the top menu bar and then
Lead

Product

harvel Lid

Silverbear
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Quick Create: Lead x

Detats e Complete the quick create record
e - Conport Menberthp ey e Note that this is not the full Lead record card

btgetamont | riqom but just the basic details

Furchase Timeframe This Quarter

e Press Save & Close

Lead Source External Referral
Persanal Information e You will be able to access the full record card
e (from Recent or by searching) later to enter
more information and progress the lead

Last Name *  Peterson
Job Title HR Director
Compzny Name * Patrick Consulting

Contact Details

Email Miranda@patrickconsulting.com

Q

Mobile Phone 0789 4249755

Description

Complete the short form and press
Save and Close

g

2.2. Manually through the main Lead record card

e Go to the Sales work area (your relevant work area may be labelled different, e.g.
Sales & Marketing)

e Click on the Leads menu option

e You will see all current leads (you can change the view, sort, filter etc to manage
your list of leads)

UCI — Sales, Marketing, and Fundraising: Sales 6
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= © | Eowcnat | New| ()Bcken @ Deite | v CQEmaistnk | v B Pow v M Munfepod v G b Tempstes v [ Bt Boe I import om B ) QuickCampsn ) OpenDunboards B Crste view
@ Home

© Recent ~
& Pined

All Leads

| vame

Wy Work
# Dusnoowrds

R Actvies

Gutomers
1 accounts
R Memoers /Contacts

[ s
New 1411172020 1048

New 05/08/2020 10:20

& emoesn 3 Quaiied 030872020 11:34
O subscriotions New 20/08/2020 14:07
B Purchesed Products

B moces

o On the Sales work area, choose the

s Leads option

e Press + New on the Command Bar

e Complete the record — you will notice that there are many more fields than on a
quick create form, particularly if you access the different tabs

e Press Save on the Command Bar

Complete the form and press Save

2.3. By Importing a list

e Before you can import a list of leads you need to have a correctly formatted excel
sheet with those leads on them.

e The easiest way of doing this is to either look at an existing lead record and see how
the fields are labelled, or have a view set up with the columns of information you
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are likely to import e.g. First Name, Second Name, Lead source and then Export
that view.

e Please see the Silverbear Fundamentals Intermediate module for more information
on creating views. To export a view, click Export on the Command bar once you can
see the view on the screen.

e After exporting the view and looking at examples you can use this as a template for
your import

e You might want to do a test import first into your UAT before importing into Live

AutoSave (@ off) DE Lead import - Saved -
File Home Insert Draw Page Layout Formulas Data Review View Help Dynamics NAV
4 cut Calibri Ju YA A | E=20 8 BwepTet General
Paste E@ Copy ~ o A e = (= = o, 0 0
B T U~ i~ - - | === =3 | EH - T ~ 1 J
«  <¥ Format Painter = = —-— ET=E=== MErge&'.Center g % 9 %0
Clipboard [} Font [ Alignment [ Mumber
L8 - K

i First Name B Last Name B Topic

2 |Annie Archer Event Corporate booking crm admin External Referral
3 |Blenda Blessed Potential Legacy crm admin Trade Show
4 |Claire Cooper Unknpwn crm admin Trade Show
5 |David Dawes Unknown crm admin Trade Show
6 |Edward Ellerton New Membership crm admin Trade Show
7 |Fiona Fullerton New Membership crm admin Trade Show
8 |Greta Gothenburgh Potential new member crm admin Trade Show
9 |Harriet Hamptons Membership crm admin Trade Show
10 |lan Irons Events enquiry crm admin Trade Show
11 |Junita Joacainera Potential Member crm admin Trade Show
12 |Kira Kallipense Membership crm admin Trade Show
13 |

14 |

e Once you have your list ready, navigate back to the list of leads (go to Sales and
then choose the menu option Leads) and press Import From Excel on the Command

_ —
v [l Delete | v r@eEmalalink | v P Fow ~ [ RunRepert v EE ExcelTemplates v 3 Exportto Exce ~ @ Importfrom Excel | ~~  £J QuickCampaign ) OpenDashboards [ Create view

Topic
Event Corporate bocking

Potential Legacy

Unknpwn @ om acmin

e Choose your file and press Next

e On the next page you can choose if you will allow duplicates to be created during
this import process.

e You can also Review Mapping. This is particularly useful if you are importing a list of
leads and you haven’t used an export to create your template but instead need to
choose which fields on your list represent which fields in CRM.

Back Review Mapping Finish Import

UCI — Sales, Marketing, and Fundraising: Sales 8



e Press Finish Import once you are confident that the fields will be mapped correctly
(the right data will go into the right CRM fields on a Leads record)

e You should then see a message “your Data has been submitted for import”

e The process will take a few minutes, or longer if you are importing a great deal of
records. You can follow the progress by choosing the Track Progress button. This
will take you to the My Imports view which will show all imports, current and
processed and will show you any errors which have occurred

e From My Imports you can click through completed imports to see successes and
failures

e As part of the sales process you will develop the information you have for a lead and
populate more of the fields on the record.

e Some of this can be entered through the Qualification process (see next section),
however some fields are built into the record card. Most fields are optional as
standard but a detailed lead record is very useful in terms of business insights

i Dynamics 365 5B M ip S D search

Emily Johnson External Referral ~ Warm  crm admir
¥ Dashboard Lead - 5B Lead t
B Activities Load to Opportunity Sal... |03 ® ) 3
Active for less than one mi... Qualify (< 1Min) £ Develop & Propose & Close
ustomers

Genera| Details Notes & Activities  Preferences  Enquiries  Related
—_—

Corporate Membership Enquiry
Salutation Miss Business Phone 020 55566654
Emily lome Phond
Last Name Jahnson Mobile Phone
le CEO
mpany Name Johnson Global Other Phone
b Site https://wwwjohnson.com

E-mail ceo@johnson.couk A Membership
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# Dynamics

My Work

#  Dashboards
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the Rating (Hot, Warm, Cold) allows you to identify how likely a prospect is to lead
to a sale —this field can be used in views to pull out leads of a certain rating

You might find it helpful to use the Assign process (click Assign on the Command
Bar) to allocate leads to individual team members

The Notes & Activities screen allow you to add and view interactions between your
company and this lead

The Preferences screen should be used to record and check the ways you are
entitled to contact this lead — e.g. by Bulk Email

Choose Related and then Competitors to store information about any competitors
that your lead is considering

Click Related and then Marketing Lists to add this record to an Existing Marketing list
or create a new Marketing List

Along the top of the screen is a business flow which will help you carry out the steps
to Qualify this lead (turn it into an opportunity)

You can click on the different sections to see the details of the stage requirements.
Note that not all fields will need to be completed

The Qualify stage allows you to enter specific procurement information as well as
link the lead to an existing Account or Contact

B Sove @ Save & Close — New [I] Delete () Refresh @, Check Access &7 Qualify B Process o' Disqualify [, Addto Queue [P Queue Item Details

365 S8 Membersip Sid - Ut p — m

Emily Johnson External Referral ~ Warm  crm admin
Lead = SB Lead ad Source Rating e

P Activities
Qualify (< 1 Min) & Develop 8 Propose 8 Close >
Customers General Details Notes & Activities Active for less than one minute B3 X
(B Accounts
e © Comorstem PO Comat? . If this lead relates to an existing
. Wiss Contact or Account you can choose
Purchase Timeframe This Quarter
1 Loads ey them here
@ Opportunities Estimated Budget £25,000,00
Last Name * Johnson
M Competitars Purchase Process Membership
Job Title CEO \dentify Decision Fox
Collateral Makar & completed
Eb Cuobes Company Name Johnson Globi Capture Summary . Other Phone
B Orders Web Site hetpsy/iwww ¢ @  Pager
® Prodas Fo! o Gotmon - 0 Membarship
B Sales Literature
H Sales ¢ (=] Open  Stalus: Open unsaved changes [ Save
e To move on to the next stage you will need to Qualify this lead — this will then

change the Lead into an Opportunity — press Qualify on the Command bar. When
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this process is complete a new record will be created with all of the information
from the lead and the lead will close

e To close the lead without qualifying choose the Disqualify option on the command
bar and then the most relevant reason

——— _

s Qualify Hi Process 15 Disqualify [ Add to Queue D Queue ltem Details A,

Lost

Develop (6 Mo| Mo Longer Interested Propos

Canceled

When you first create an opportunity from a lead the new opportunity will appear on a
screen.

A new Contact and or Account/Organisation will have been created alongside the
Opportunity record. If you already selected the Contact and/or Account on the lead
record then the Opportunity will be linked to those instead

To access a list of opportunities go to the Sales work area and choose the Opportunities
menu option

The information from the lead record will have been transferred to the opportunity,
however now you can start to develop this further by adding further details such as
Stakeholders and other information to enrich this record

You will also be able to start building a quote — see the following sections

The timeline has been transferred from the lead and you can continue to update this by
adding new interactions

Using the business flow at the top of the screen allows you to show how this
opportunity is progressing

UCI — Sales, Marketing, and Fundraising: Sales 11
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e e o e
- e @t @ Sneacow b (Nt Q Crecckoms 8 Comsvion © Comsion [} Recsuse ooty @ 2, g 0 B - B a
i ~ Corporate Membership Enquiry . rs—

O} O Q l
Quity Develop (3 M) propase cow

Summary Products  Quotes  Field Service  Flles  Related

Comporste Membership Engary  Timeline

[ rre—
[ pre—r— Na notifications or suggestions

Continue to use the Business Flow to
guide you through essential tasks

i e Enrich the record by completing
o further information on this
e e Opportunity

6. Building a quote/proposal — stage 1: adding Products
o Silverbear allows you to build a quote using the existing products and pricing on
your CRM. This is optional, if you do not wish to create a quote then you can still
record the opportunity as lost or won — please see later sections

e To begin this process, click on the Products tab and click the magnifying glass at the
end of the Price List field. You may have different price lists for different periods,
currencies, and different types of clients. Choose the correct option for this
opportunity

o Press Save

O O {
pon o pox 2 (]

Products Quotes Field Senice  Flles  Ralated

First select the most relevant Price

List for this Opportunity

[ B ) Bv»’

e To add products and build up a quote, press + Add Product

e Go to the Existing Product field and type in part or all of the product you would like
to add to a quote
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e You may the option to switch the pricing from Use Default to Override price (which
allow you to enter a specific price for this opportunity)

e Add the Quantity and any Manual Discount

e Press Save & Close

e Repeat the process for any further products

e The Total will update on the product tab

Dynamics 365

5B Membership Std - UCI

far Home

@ Recent o~
Corporate Memb...
Corporate Memb...
Emily Johnson
All Leads
All Opportunities
lan Irons
hMembership
Harriet Hamptons
Events enquiry
Greta Gothenburgh

57 Pinned AV

My Work

% Dashboards

B Activities

Customers

Accounts

8 Members / Conta...

Sales
& Leads
|] Opportunities

2 Competitors

Collateral
Quotes
Orders
Invaices

® Products

E Sales

“ B save

Corporate Membership

g Save & Close

[i] Delete

Opportunity Line - OpportunityProduct

General Related

() Refresh @, Check Access [ EditProperties [ Email a Link

Press Save & Close to return to the
previous screen

£ Select Product

Existing Product

Pricing

Pricing

& Price Per Unit

& volume Discount
Quantity

& Amount
Manual Discount
Tax

& Extended Amount

@ Existing

* M Corporate Membership

@ Use Default

£1,000.00
£0.00

*100.00000
£100,000.00

£5,000.00

£95,000.00

You may be able to toggle this to
allow you to override the price,

otherwise it will be defined by your
price list

Set the Quantity and any Manual

Discount.

The Extended Amount will appear

after pressing Save

<>
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B¥ Opportunity: Opportunty Corpe X | - o x
€3> C @ bSed-4d4a-526- 21230 77817153990 -0811-blac-000d3a25bc didormid=st37a4a7-0168-4162-a475- beSabd6Te657
= & Eme @onescem s () mmen O creccaces 8 Comaswen  ©Comssion [] Recct Oppotnny ) ComentoWoreorer A, Awgn I Emwaire ] Deee B o v i s e —

~ Corporate Membership Enquiry
© fecent ~ Opportunity  Opportunity

Comonta arD, o) Lr
Quy Dewesop (10 Min) erepae

Comorte Marn

Summary Products Quotes Field Sarvice  Files  Related

Price List [ Price List 2021
P . > ® Corporate Membership Not Configured Primary Unit £100000 100.00000 £500000 £95,000.00
el e acn Your Products will then be added to
o the Opportunity and the Total

. Amount will be updated

[ - B - CE

7. Building a quote/proposal — stage 2: Creating the Quote

You may want to use this record to create a written quote which can be emailed.
e Press the Quotes tab

e Press +New Quote on the Tool Bar

Membership Std - UCl P search

& BSwe @ SmefCowe -+ New ()Refiesh @ CheckAccess @ CosessWon (O Closesslost [ Recaiculste Opportunity [ Comvertto WorkOrder &, Assign (R Emalalink [ Delete B3 Process 12 Share

Corporate Membership Enquiry
opp opportuniy -

crm admi
v
ity - Opportunity Ouner
)
o4 2\
Qualify Develop (23 Min) Propose
Summary  Products  Quotes  Field Service  Files  Related
+ NewQuote (O Refresh  of Flow v [ RunReport v @8 Excel Templates

v| quoreo Efective From ~ EreciveTo Crested On

Press Quotes Press +New Quote

e Complete the Quote by adding any further products, or editing existing ones
e Adjust pricing and/or discounts as required

e Complete billing and payment term information

e Press Save once completed
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B2 Quote: Quote: Corporate Memb X | 4 - & x

& B @onescom o dew [ Ceewe () Reen  © Ceceaces B SmonmPDE AT Look Up Ao

e Corporate Membership Enquiry .
e T Press Activate Quote once you have
sl [ . W completed it
. § —
B & s :
& Pmed ~ EMective From 04/202 PRl ——
S ot e m || o= - You can add further products at this
R stage, or edit existing ones
—

@ Lead

@ orponunites

Iy ADDRESSES

= . : : .

Do e Further discount options are available
B oes Bl To Gty

) G - Bill To State/Province

[« B ¢

e When you are happy with the Quote, press Activate Quote on the Command Bar to
move it from Draft to Active stage. This will effectively lock the quote

e [f you need to change the Quote after activating it, you will be able to press Revise.
This will create a copy of your original quote which you can work with

e Press Export to PDF for email and print options to send this quote to your
prospective client

Corporate Membership Enquiry (9900000 WOWON VDN Progress
Guote - Quote ok o | St | W | a

Summary  Detaits  Kelated

Quote 10 * QuO-0100I I

Press Revise to create a second

(D Corporate Me. NotCon..  Primary Unit £,00000 10000000 £ . . . .
~~~~~ : version of this quote which you will
o be able to revise

Export to PDF allows you to email or
print the Quote
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8. Converting a Quote to an Order
In this scenario your Quote has resulted in an order and you want to record this through
the CRM. If you want to close the Quote instead then see the section below.

e Press the Create Order option on the Command Bar.
e A Pop up will appear with some options on how you would like to progress

e Choosing Yes to Close the Opportunity will give you the chance to choose how you
want the Revenue to be created

e [f you want to attach further quotes and orders and continue working with the
Opportunity record then choose No

e Press Save once done, an Order record will be created and the Opportunity will be
changed to Read Only with a Status Won if you have chosen to close it.

Create Order

Use this guote to create an order.
You can change the Date and the

Description

Status Reason * Wan

Date Won *14/0472021

Description Immediate membership required

If No is selected then you will need to
close the Opportunity separately

Close Opportunity | yaz

Calculate actual *

revenue from quotes Vs

Choose Yes to for the Quote total
Cancel revenue to be used or No to enter
your own Revenue Total
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9. Accessing Orders
e Orders can be accessed from the Sales Work Area — then choosing Orders.

e They can also be accessed by clicking Related and then Orders when viewing the
Quote record connected with this Order. You may also find them linked to the
Contact and/or Account depending on your setup

e A Pdf version of an Order can be created and then emailed or posted to a client.
Click the drop-down arrow next to Word Templates on the Command Bar when
viewing an order to choose any template which have been created for your
environment

e Please note that there is no link between an Order and the Silverbear Cart
functionality. In order for the correct records to be created in Silverbear, an order,
once processed would need to be re-created through the CART

10. Closing an opportunity in different ways
If you have not chosen the route of creating an order and closing the Opportunity that way,
you can close the Opportunity directly and show whether it was won or lost.

10.1. Closing as Won
e Press Close as Won on the Command Bar

Press Close as Won

Cutomar
& Ao

sais

@

] Ore

Consteat

B aun

B o

B o

® sroau

[ B 5

e A Pop-up will appear
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Close Opportunity

Provide the following information about ub Actual Revenue and C|Ose Date can be
opportunity is being closed. ed.ted
|

Status Reason * Won

Actual Revenue * £95,000.00

Close Date *15/04/2021

B Competitor s

Description Must be fulfilled ASAP

A Description might be useful. This
can appear on a view

10.2. Closing as lost

e Press Close as Lost on the Command Bar

e Complete the form to build up data on lost Opportunities

Close Opportunity
Provide the following information about why this
opportunity is being closed.
Status Reason * Qut-Sold
Actual Revenue * £0.00

Close Date * 15/04/2021

Competitor 2 Acme Ltd

Description Competitor offered 50% discount

UCI — Sales, Marketing, and Fundraising: Sales
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In order to monitor, develop and progress these records we recommend the use of views,
charts, and dashboards. Please see the Silverbear Fundamentals Intermediate guide for
more information on these processes. Some useful suggestions on views are shown below:

11.1. All Open Opportunities
E¥microsoft | Dynamics 365
ADVAMCED FIND
—_n_—l | ' - [ Gave & = Group AND o
EEE v * [ Edit Columns [i= Group R
Query  Saved  Resufts e Save ) Clear Diownload Fetch
Wiews o Edit Proparties = Detzil: XML
Show Wiew Cuery Debug
Look for: | Cpporunitizs hd Use Saved View: | All Cpportunities
w SISt Equals Cosn
A
11.2. All Open opportunities belonging to the current user

This will show opportunities which are owned by the current Dynamics user. This
ownership can be established if that person creates the opportunity record, but also if it is
assigned to them. An opportunity or lead can be assigned to a user through pressing the
Assign button on the Command Bar

EEmacroson | Dynamics 365

FALE ADVANCED AND
_—ﬂ . ' - (==l -y
o 1 . — ﬁ Edit Columns ‘gi
Query Saved Results  New  Save . ) Downlgad Fetch
Views 2 Edit Proparties XML
View Debug
Look for: | Oppartunisiss w | UseSavad View: | All Opportunities
quals Co=n
Equals Current Usar hd
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11.3. All opportunities (belong to the current user) with a Rating of Hot or Warm

== Advanced Find - Microscft Dynamics 365 - Google Chrome

& sbcons-sandbox.crmd.dynamics.com/main.aspx?appid=cb638546-b5e9-4dda-b26f-2f2a02876a64 8 extraqs=%3F%26Enti
B microsct | Dynamics 365

li!! ADVANCED AND
H save & y [i= Group &ND
Ega m ! J = Bt Columns < [i= Group CR
Query m Results Mew Save 5 Edit Properies Clear = O Du\mlﬂmm
Show iew Query Debug
Look for: | Opportunities | Use Saved View: | All Opoortunities
v St Equals Cpen
v Cwmer Equels Curren: User
v femng Eouals (Feswem ] ..
Select
11.4. All Opportunities (belonging to the current user or a member of the current

user’s team) with a rating of Cold, over £1k in value that were created this year

This is the type of view you may use to try to reactivate old prospects

== Advanced Find - Microseft Dynamics 365 - Google Chrome

8 sbcons-sandbox.crmd.dynamics.com/main.aspxTappid=cb638546-b5e9-4dda-b26f-2f2a02876a648extra

¥ Microsoft | Dymamics 365
m ADVANCED AND
@ m ' : H Gave hs \/2 [i= Group AND
L Edit Columns = Group OR

Query  Saved  Rasufts Iewr Clear Downlead Fetch
Vi XML

[EZ# Edit Properties = Detaiks
Show Wiew Query Debug
Look for: | Opporunities A Use Sawed View: | All Cpoortunitiss

w Status Enuals Cpen

w  Cwmer Equals Cusrent Ussr Or User..

w Rating Enuals Cold

w  Est Aevenus Is Greatar Than 1.000,00
v Crestedn (Thistesr V]

Salect
11.5. All Opportunities belonging to the current user won this month

L L L g T I A ]

B wicroscft | Dynamics 365
m ADVAMCED AND
@ m ' : E Save A3 :2 [I’; Group AND *
. [ Edit Colurnns [f= Group OR ‘g

Query Saved Results Mew  Save Clear Downlgad Fetch
Vigwz [EZ# Edit Properties = Details XML
Show View Cuery Debug
Laook for: | Oppaorunitiss hd Use Saved View: | [nzw]
w Status Equals Won
w Actual Close Dste Thiz Manth A
Szlect
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