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Understanding the basic building blocks of

Salesforce CRM

Do you want to make your reps more efficient, your managers more effective, and watch your bottom line
go off the charts? With Salesforce CRM, thousands of customers have done just that.

To reap all the benefits of Salesforce CRM, make sure your users
understand the basic building blocks of the application. It’s
critical—when CRM projects underperform it’s usually not
because of technology, but because reps don’t use the
application. When we asked around to find out why, we found
that some customers just weren’t prepared for all the power of
Salesforce CRM and didn’t understand how to work with
application’s basic building blocks, which we call “objects.”

In this document, we’ll introduce these objects, provide examples,

and show how they help you manage your pipeline like never before.

You’ll learn to:
= Understand the data objects
= Understand your pipeline

= Reap the benefits

Understand the data objects

Abstract

To take advantage of all Salesforce CRM has to
offer, your sales reps and managers need to
understand how to use the application to
manage each deal. It's the key to accurately
predicting revenue, managing your people, and
continuously improving sales performance.

By Sylvia Lehnen

The graphic below shows an overview of the basic objects and how they relate to each other. As reps work
their deals, these objects hold all the data related to those deals, from the beginning to the end of every
sales cycle. These objects are the basis of well-designed, proven sales process that ensures that all
information is in one place and makes it easy for reps to manage their own deals and for managers to get
complete insight into all deals and customers. Of course, you can customize the process to meet your own

needs; for example, some organizations don’t use leads.
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= Leads — A lead object is a person or a company that might be interested in your product or service; for
example, someone a rep met at a conference or who filled out a Web form. Because leads aren’t
connected to other objects, reps can create new leads without worrying about data quality.

If the rep qualifies a lead and decides to pursue it, the lead is “converted,” which automatically
transforms it into three objects: an account, a contact, and an opportunity.

= Accounts — The account object represents a company. You can create account records for prospects,
customers, competitors, partners, or any other entities that makes sense for your business. An account
record contains—or connects to—all information about your interactions with the company, such as in-
progress and completed deals, your points of contact, and records of past interactions. Think of accounts
as your information backbone, with every other object related to the account.

= Contacts — The contact object stores information about people who work at the companies represented
by the account object. A contact record contains all relevant information about the person, such as phone
numbers, title, role in a deal, and much more. With contacts, you can capture all the personal information
to help you develop the relationships that are so important in sales.

When a rep converts a lead, the information in the lead is automatically transferred to the contact. As
your engagement with a company widens and your reps meet more people, they can keep creating
additional contacts associated with the corresponding account record.

= Opportunities — The opportunity object contains the information for every deal you’re tracking, such as
deal size and expected close date. The opportunity object is at the core of your sales process. By
managing it correctly, you’ll get the most value from your investment in Salesforce CRM.

To gain visibility into your pipeline, you need to make sure that your reps diligently track their deals and
update the opportunity fields with accurate information. This process makes everyone’s life easier. Sales
managers will be able to see how the sales organization is performing in real time, and the sales reps
won’t have to spend hours putting together reports and sales projections. Updating the opportunity object
is so important that many organizations insist that, “If it isn’t in Salesforce, it doesn’t exist.”

= Activities — Activities consist of the tasks, events, calls, and emails that make it possible to track every
customer interaction. Did you just have a phone conversation in which the customer agreed to certain
terms and conditions of an in-progress deal? Click Log a Call on the opportunity record to document any



agreements. Did a customer ask you to send some collateral? Log a task so that you won’t forget. Tasks
and emails can be fully synchronized with Microsoft Outlook.

Example of how objects are used

Let’s say Jenna, a sales rep for Baci Communications, meets Jason from Red Corp. at a conference. Jason
is interested in Baci’s switching equipment and gives Jenna his business card. Here’s how Jenna would
proceed:

1. In Salesforce CRM, Jenna creates a lead with Jason’s contact information.

2. She schedules follow-up calls with Jason and his boss to confirm that the product is a good fit and
that Red Corp. has the necessary budget.

3. In Salesforce CRM, Jenna converts Jason’s lead, resulting in a contact, an account, and an
opportunity. The app automatically converts Jason’s information into a contact, creates an account for
Red Corp., and creates an opportunity for the switching equipment. Jenna also manually adds another
contact with information about Jason’s boss.

4. Jenna then enters all the information about the opportunity that will keep the deal on track. As the
deal progresses, she regularly updates that information. For example, when Red Corp. decides it
needs additional equipment, she updates the projected deal value and creates an additional
opportunity.

5. Each time she has contact with Red Corp.—a meeting, an email, a call—Jenna creates an activity so
that all communications are documented in a single place. As a result, both Jenna and her boss can
always review all interactions to date.

Understand your pipeline
Once qualified leads are converted into opportunities (step 3 above), they feed the sales pipeline. Reps can
also create opportunities directly, without going through the lead process.

When all reps use the opportunity object correctly, they can track their own deals, along with all
communications with their prospects, with various dashboards, reports, and reminders. Sales managers can
track the deals of reps that report to them to identify possible bottlenecks and decide where additional
resources are needed. And the VP of sales can see the company’s entire pipeline to spot emerging trends
and forecast with confidence.

With the process that a rep follows in mind, let’s take a look at the big picture of what happens as an
opportunity moves through the sales stages. Every opportunity includes fields to track critical information
about each deal, such as the deal amount (or deal size), projected deal close date, and probability of close.

Manage your opportunity pipeline
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Here’s an overview of the most important fields in the opportunity object:

= Opportunity owner is the name of the rep responsible for the deal. Correctly assigning owners lets the
sales manager know the performance of every rep and sales manager. It’s the first step toward managing
sales productivity.

= Opportunity name reflects what the deal entails. Your company probably sells multiple products and
services and may even uses multiple discount structures. Although there are advanced features for
product and pricing management, it will help to simply adopt a consistent opportunity naming
convention.

Unless you use the product and pricebook objects, we recommend that your opportunity name contains
account name, product, and price—for example, “Acme Inc.-Blue Series Router XT6800-$25,000.” If
you do use the product object, put all products into a single opportunity.

We also recommend creating separate opportunities for every product or service. For example, if Acme
sells installation services in addition to routers, it could create a separate opportunity named “Acme-Blue
Series Router XT6800 Installation-$2,500,” instead of just adding that amount to the total. Creating
separate opportunities gives you a better, more differentiated view of your business, so you can run
reports that show which products sell best, for which regions, and so on.

= Amount reflects how much revenue the deal will bring in, which typically equals the selling price. Of
course, as your deal progresses, you can keep tweaking the amount field depending on where you are
with your negotiations. It’s vital that the amount field is accurate at opportunity close because that’s the
number that will flow into all your closed business reports.

= Close date reflects when the deal is expected to complete. Keeping your close dates accurate will give
you greater visibility into the timing of your revenue inflows.

= Stage reflects where you are in the deal cycle. For example, Prospecting, Value Proposition, and
Negotiation/Review are some of the names for the stages we use internally at salesforce.com; be sure to
name your stages so they reflect your own sales process. As the deal progresses, reps update the stages.
Each successive stage should be associated with a higher probability of closing the deal, which is
recorded in the Probability field.

= Probability reflects the chance of successful deal close. Salesforce CRM automatically assigns default
probabilities of close to each stage. As you keep honing your sales process, you’ll tweak those
probabilities to better reflect your business.

For additional best practices for managing your pipeline, see the Best Practice “8 steps to unlocking your
pipeline with opportunities.”

Reap the benefits

When your reps correctly manage their sales pipelines, you’ve got the basis for success with Salesforce
CRM. You can now create dashboards and reports to analyze your pipeline—including the progress toward
sales goals, which reps are most successful, how long it takes to convert deals, where deals are getting
stuck, your win/lost trends, and much more.


http://www.salesforce.com/learning-center/before-you-start/best-practices.jsp�
http://www.salesforce.com/learning-center/before-you-start/best-practices.jsp�
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From these dashboards, you can drill down to see the progress on any single deal to decide whether
additional effort is needed to help a deal along. The bottom line: All the information you need to increase
your bottom line is always at your fingertips.

Summary

Be sure your managers and your reps understand the basic model for Salesforce CRM, the objects that hold
critical information, and their role in entering that information to bring those objects to life. This process is
the secret to getting more business and closing more deals. It’s also the basis for using more advanced
features in Salesforce CRM to continually improve your process and your sales performance.
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