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Customers for Life Scoping Questionnaire

[bookmark: _Toc297048368][bookmark: _Toc298158014][bookmark: _Toc298158339][bookmark: _Toc298233897][bookmark: _Toc321909069]The purpose of the document is to capture the Customer’s high-level business overview and intended usage of Salesforce.com so that Partner can quickly and accurately attain implementation scope for delivery of a Statement Of Work (SOW).
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[bookmark: _Toc328469725]Client Overview & Organizational Readiness
Overview of your business (what is your line of business, where are they located, organizational chart).
What are your objectives for implementing Salesforce.com?
What is the expected impact?
What are the ways with which you will measure success of the project (e.g. less administrative time, increased revenue per rep, reduced ramp up-time, etc.)?
Is there an event driving the decision? Old system no longer supported?  License renewal of current system?
What are the main reasons for selecting salesforce.com (e.g. moving to a Cloud Computing model, ease of use, reporting capabilities, etc.)?
What is your implementation timeline? Is there a specific date you are trying to hit for the launch and why? Are there key events between now and then?
How are decisions made within the organization (e.g. consensus driven, top-down)?
[bookmark: _Toc328469726]Client’s Business Process Overview
How many business/operating units will be using salesforce.com and what is the breakdown by group? 
	Total Number of Users

	Marketing
	Sales
	Customer Support
	Management
	Other
	Total

	[bookmark: Text163]     
	     
	[bookmark: Text165]     
	[bookmark: Text166]     
	[bookmark: Text167]     
	[bookmark: Text168]     


 

Is there a standardized business process that is used by the business units (e.g. common sales process and methodology)?  If it is not standard, is it expected to be as part of the SFDC implementation or will disparate processes continue to be supported?
What is the geographic distribution of users (e.g. US, EMEA? APAC?, Japan, etc.)?
If distributed to multiple countries, is there a requirement for Local Language support?
Is there a requirement for capturing local currencies for opportunities?


[bookmark: _Toc328469727]Client’s Current Technology and IT Standards
Is there a current CRM Solution in place?  If so, please provide the following information:
	
	Marketing Automation
	Sales Force Automation
	Customer Service and Support

	Packaged apps
	
	
	

	Homegrown
	[bookmark: Text176]     
	[bookmark: Text177]     
	

	Which operating units?
	[bookmark: Text179]     
	[bookmark: Text180]     
	

	Which specific areas of functionality?
	[bookmark: Text182]     
	[bookmark: Text183]     
	



What are the pains driving the replacement of the existing CRM solution? 
	
	Marketing Automation
	Sales Force Automation
	Customer Service and Support

	Business pains
	[bookmark: Text185]     
	[bookmark: Text186]     
	

	Technology pains
	[bookmark: Text188]     
	[bookmark: Text189]     
	



What other CRM solutions were being considered?
	
	Marketing Automation
	Sales Force Automation
	Customer Service and Support

	Packaged apps
	
	
	

	Homegrown
	[bookmark: Text194]     
	[bookmark: Text195]     
	[bookmark: Text196]     

	Which operating units?
	[bookmark: Text197]     
	[bookmark: Text198]     
	[bookmark: Text199]     

	Which specific areas of functionality?
	[bookmark: Text200]     
	[bookmark: Text201]     
	[bookmark: Text202]     



What system is used for:
a. Managing contracts: 
b. Creating and fulfilling orders:
c. Generating invoices:
d. Manage financials (A/R, General Ledger):

What other systems exist in your organization that have not been mentioned?
a. What solutions? 
b. [bookmark: Text208]Which operating units?     
c. [bookmark: Text209]What areas of focus (sales, marketing, customer support)?      

[bookmark: Text210]What email system do you use?       
[bookmark: Text211]Do you currently outsource any systems?      
[bookmark: Text212]Does your corporate organization (IT, Sales Ops, etc.) have any opinions or special requirements regarding a solution provided as a service?      
What native resources and skill sets (e.g. Oracle apps, Java, or third-party tools) do you have?


[bookmark: _Toc328469728][bookmark: Check1]Client’s Software Deployment/IT Development and Change Control Standards
[bookmark: Text213]What are the corporate development standards (e.g. Microsoft versus Java)?       
Do you have defined enterprise software deployment processes and requirements? For example, does your IT department maintain development, test, and production environments, with rules for creating and promoting software among these environments? 
Have you identified how these processes will handle on-demand software, or will these decisions need to be made as part of this project?
Do you have defined processes for managing application configuration change requests for your enterprise applications? 
[bookmark: Check5]Do any of these requirements differ depending on whether an application is pre-production or post-production? For example, are separate development and test environments required only after an application is in production?  Do change control processes differ for pre- and post-production applications?       
[bookmark: _Toc328469729]Client Management (Business to Consumer)
	Does your company do business with consumers or individuals? 

	· IF Yes:

	· Do you sell to both businesses and consumers/individuals?  No

	· IF Yes:

	· What proportion of your business is B2C and B2B?

	· Do you sell different products to consumers/individuals? How many consumer products do you sell?

	· Do you want to support distinct sales processes for these? 

	· IF Yes:

	· What are these distinct sales processes?


	What is the customer lifecycle for the B2C customers?
	How many consumer customers do you have?

	How many consumer leads do you generate per day on average?

	How many consumer customers do you get per year?

	Where is your consumer data currently stored? (i.e. how many data sources?)

	Do you purge your consumer data into a data warehouse or an external database? 
If you do, how often does this purge process takes place?








[bookmark: _Toc328469730]Marketing Automation (MA) 
[bookmark: Check24][bookmark: Check25]|_| Yes   |_| No

[bookmark: Text215]What are the major pains that exist in Marketing today (Lead Source Tracking, Campaign ROI, Mass Email Execution)?      
[bookmark: Text216]How is the success of campaigns judged today?      
[bookmark: Text217]What percent of the budget is dedicated to lead generation vs. brand awareness vs. field sales support?      
[bookmark: Text218]What percent of your leads are inbound / outbound?      
[bookmark: Text219]Is there a developed Lead Management process? Describe:      
[bookmark: Text220]Are leads captured from the website?      
[bookmark: Text221]Is there a specific group of users that qualify or generate leads?      
[bookmark: Text222]How are leads assigned to telemarketers (queues, state, zip code)?      
[bookmark: Text223]How are leads generated?      
[bookmark: Text224]Describe a typical campaign?      
What type of campaigns are executed:
[bookmark: Check26][bookmark: Check27][bookmark: Check28][bookmark: Check29]E-mail |_|	  	Direct Mail |_|	        Advertisement |_|	    Trade Show |_|

[bookmark: Text225]What is currently being used to track leads and campaigns?      
[bookmark: Check6]

[bookmark: _Toc328469731]Sales Cloud
[bookmark: Check31]|_| Yes  |_| No

[bookmark: Text226]What are the major pains that exist in Sales today?      
[bookmark: Text227]Describe your sales process from lead to close.      
[bookmark: Text228]What is the hierarchy in the sales organization (from top guy to rep)?      
[bookmark: Text229]What is the high-level structure of the sales organization (distributed, indirect / direct)?      
How are your sales reps organized (territory / product / vertical / named / corporate / enterprise, etc.)?
· What is the territory coverage model (e.g. geographic, industry, size)?
· Are territories mutually exclusive or overlapping?
· [bookmark: Text230]Do you have overlays?       

[bookmark: Text231]How are leads distributed to sales reps?      
[bookmark: Text232]What roles deal with repeat business and existing customers (Account Managers)?      
[bookmark: Text233]How do executives currently track or report on deals? How do sales reps share status with management?      
[bookmark: Text234]Is it possible to get a copy of any of these reports?      
[bookmark: Text235]Are sales reps on a quota?  Is the quota based on revenue?      
[bookmark: Text236]Do sales people actively use an individual or enterprise solution to manage their contacts, deals?      
[bookmark: Text237]Do accounts have Parent/Child relationships (National/International accounts)?      
[bookmark: Text238]What are some major accounts / customers?      
[bookmark: Text239]Do you use a specific Sales Methodology (Miller Heiman, Solution Selling)?      
[bookmark: Text240]Describe the products, services, contracts that are sold by your organization.      
[bookmark: Text241]Are the products configurable / complex?      
[bookmark: Text242]Do any of the products or services sold by your organization have recurring revenue?      
[bookmark: Text243]Do you need to track partners on Opportunities or Accounts?      
[bookmark: Text244]Describe how partners interact in deals? Is there a need to collaborate with partners?      
[bookmark: Text245]Who are some of your organization’s partners?       
[bookmark: Text246]Do you currently track competition on deals?      
[bookmark: Text247]How does your sales team currently work offline? Internet access of teams? Types of Devices? Offline / wireless / PDA / Blackberry?      
[bookmark: Text248]What data do they currently have access to offline? What would they want offline?      
Who does order entry?


[bookmark: _Toc328469732]Forecasting 
	Do you forecast by Opportunity total or by Product / Product Family?

	Do you need to override forecasts beyond changing of sale stages?

	Do you need to subjectively evaluate deals?

	Do you need to forecast by month rather than quarter?

	Do you need to track commission schedules?

	Do you split revenue of opportunities amongst more than one sales rep?  

	Do you have a team involved in closing business? If yes, please describe.
Do you need to report on forecasting trends?


[bookmark: Check7][bookmark: _Toc328469733]Service Cloud
[bookmark: Check33]|_| Yes   |_| No

[bookmark: Text250]What are the major pains that you’re experiencing in support today (lack of metrics on staff / customers, call management, lack of shared knowledge)?       
[bookmark: Text251]Who handles support in your organization (Account Managers, CSRs)?      
[bookmark: Text252]How is the support organization structured (Customer Support, Technical Support, Customer Service)?       
[bookmark: Text253]Within a customer support group how are the team structured (by skill set, product, etc)?        
[bookmark: Text254]Is there a Customer Support process?        
[bookmark: Text255]How are cases or trouble tickets logged today? Is there a system used to track this information?      
[bookmark: Text256]How do you assign cases (tiers, by product)? Are they assigned to queues, individuals?       
[bookmark: Text257]How do you receive most of your inquiries (Email, Fax, Phone, Web)?       
[bookmark: Text258]What are the major reasons customers call in (product issues, billing inquiries)? Please provide some specific examples?      
[bookmark: Text259]Do you charge for support?      
[bookmark: Text260]What is the structure of the support department? Who does support report to?       
[bookmark: Text261]Are cases escalated? What is your escalation process?      
Do you currently have a knowledge base or an FAQ to resolve customer of internal questions?      
[bookmark: Text263]Do you receive cases from your website?      
[bookmark: Text264]Do your customers have access to your support system, via the web?      
[bookmark: Text265]How many cases do you receive a day?      


[bookmark: _Toc328469734]Reporting
[bookmark: Text266]What type of reports do you use today (e.g. opportunity pipeline, top sales reps, # of open cases, # of converted leads, etc)?       
[bookmark: Text267]What type of dashboards do you use or would you like to see going forward?      
[bookmark: Check8][bookmark: _Toc328469735]Data Migration
[bookmark: _Toc328469736]Plans
· Account Data Migration Required |_| Yes   |_| No
· Estimated number of Account Records:
· Description of Data:      
· Source System:      
· CSV Input Format Available |_| Yes   |_| No
· Will customer be using Account Sites? |_| Yes   |_| No 
· Will Data be formatted and scrubbed by Customer |_| Yes   |_| No 

[bookmark: _Toc328469737]Account – reconcile with Plans, minimum with a group client.  
· [bookmark: Check34][bookmark: Check35]Account Data Migration Required |_| Yes   |_| No
· Estimated number of Account Records:
· [bookmark: Text268]Description of Data:      
· [bookmark: Text269]Source System:      
· CSV Input Format Available |_| Yes   |_| No
· Will customer be using Account Sites? |_| Yes   |_| No 
· Will Data be formatted and scrubbed by Customer |_| Yes   |_| No 

[bookmark: _Toc328469738]Contact		
· These are internal services or plans, compliance, legal, external servicers TPAs others,  
· Contact Data Migration Required |_| Yes   |_| No
· Estimated number of Contact Records:
· [bookmark: Text272]Description of Data:      
· [bookmark: Text273]Source System:      
· CSV Input Format Available |_| Yes   |_| No 
· Will Data be formatted and scrubbed by Customer |_| Yes   |_| No

[bookmark: _Toc328469739]Activity
· Will you need historical tasks and activities migrated? |_| Yes   |_| No e-mails from Kana
· [bookmark: Text274]Estimated number of activity Records:     
· [bookmark: Text275]Description of Data:     
· [bookmark: Text276]Source System:     
· CSV Input Format Available |_| Yes   |_| No
· Will Data be formatted and scrubbed by Customer |_| Yes   |_| No

[bookmark: _Toc328469740]Opportunity		
· Opportunities Data Migration Required |_| Yes   |_| No minimal from other orgs
· [bookmark: Text277]Estimated number of Opportunity Records:      
· [bookmark: Text278]Description of Data:     
· [bookmark: Text279]Source System:     
· CSV Input Format Available |_| Yes   |_| No
· Will Data be formatted and scrubbed by Customer |_| Yes   |_| No			



[bookmark: _Toc328469741]Product
· Product Data Migration Required |_| Yes   |_| No 
· [bookmark: Text280]Estimated number of Pricebooks/ Products:      
· [bookmark: Text281]Description of Data:     
· [bookmark: Text282]Source System:     
· CSV Input Format Available |_| Yes   |_| No
· Will Data be formatted and scrubbed by Customer |_| Yes   |_| No 

[bookmark: _Toc328469742]Asset
· Asset Data Migration Required |_| Yes   |_| No
· [bookmark: Text283]Estimated number of Assets:     
· [bookmark: Text284]Description of Data:     
· [bookmark: Text285]Source System:     
· CSV Input Format Available |_| Yes   |_| No
· Will Data be formatted and scrubbed by Customer |_| Yes   |_| No

[bookmark: _Toc328469743]Lead
· Will you be migrating leads from your current system or other databases?
|_| Yes   |_| No
· [bookmark: Text286]Source System:     
· [bookmark: Text287]Estimated number of Lead Records:     
· [bookmark: Text288]Description of Data:     
· CSV Input Format Available |_| Yes   |_| No
· Will Data be formatted and scrubbed by Customer |_| Yes   |_| No 
· Will the initial contact and lead migration need to go through campaign(s)? |_| Yes   |_| No 

[bookmark: _Toc328469744]Cases			
· Data Migration Required |_| Yes   |_| No
· [bookmark: Text289]Estimated number of Case Records:     
· [bookmark: Text291]Description of Data:      
· [bookmark: Text292]Source System:     
· CSV Input Format Available |_| Yes   |_| No
· Will Data be formatted and scrubbed by Customer |_| Yes   |_| No

[bookmark: _Toc328469745]Knowledge Articles			
· Data Migration Required |_| Yes   |_| No
· [bookmark: Text293]Estimated number of Solutions Records:     
· [bookmark: Text294]Description of Data:     
· [bookmark: Text295]Source System:     
· CSV Input Format Available |_| Yes   |_| No
· Will Data be formatted and scrubbed by Customer |_| Yes   |_| No
· [bookmark: Text296]Do you wish to track outbound customer related emails within salesforce.com?      
· [bookmark: Text297]For the data to be migrated, how clean is it?      
[bookmark: Check9]

[bookmark: _Toc328469746]Integration
|_| Yes   |_| No
 
High-level integration requirements
· Inbound to salesforce.com
· Outbound from salesforce.com
· Bi-directional between salesforce.com and another system
For each integration point identified above:
· Describe the desired high-level data flow between systems.
· What information (entities) is/are exchanged?
· What are the platform(s) of the target system(s)?
· What is the desired method of access to the target system’s data (i.e. JDBC, flat file, API)?
· What is the required frequency of information exchange (i.e. real time, ad hoc, batch)?
· Does the integration process require creates, updates, deletes, merges, comparison logic, transformations, and/or aggregations?
· If there are multiple integration points, is there a prioritization of which ones should be addressed first?
[bookmark: _Toc328469747]Sharing Model Considerations
How does your organization currently share records:
· [bookmark: Check36][bookmark: Check37][bookmark: Check38]Accounts/Contacts  	|_| Private	|_| Read-Only  	|_| Read / Write 
· Leads  			|_| Private 	|_| Read-Only	|_| Read / Write
· Opportunities  		|_| Private  	|_| Read-Only  	|_| Read / Write
[bookmark: Check10]

[bookmark: _Toc328469748]Training 
· Preferred Training Approach
[bookmark: Check39][bookmark: Check40]	Public Web-based Only 	|_| Yes   |_| No	 
	Private Web-based Only 	|_| Yes   |_| No	 
Train-the-Trainer* 	|_| Yes   |_| No 	 
Custom Onsite 		|_| Yes   |_| No		 

*Requires participation of Customer’s trainers

· Do you have an internal training organization that can be leveraged?
· What types of users will be using the application:
Executives				|_| Yes   |_| No
Management				|_| Yes   |_| No
Account Managers 			|_| Yes   |_| No 
Account Executives    			|_| Yes   |_| No 
Customer Support Representatives	   	|_| Yes   |_| No 
Marketing Representatives			|_| Yes   |_| No 

· How many system administrators will manage your instance of the application? 
· [bookmark: Text300]Will your system administrators be based in one central location or will they be separated into regional areas?      
· [bookmark: Text301]Do you need to deliver your training in multiple languages?      
 (
For more information:
 
Contact your account executive to learn how we can help you accelerate your CRM success.
Corporate Headquarters
 
The Landmark @ One Market
Suite 300
San Francisco, CA, 94105
United States
1-800-NO-SOFTWARE
www.salesforce.com
Global Offices
 
Latin America
+1-415-536-4606
Japan
+81-3-5785-8201
Asia/Pacific
+65-6302-5700
EMEA
+4121-6953700
Copyright 

2012, salesforce.com, 
Inc
.
 All rights reserved. Salesforce.com and the “no software” logo are registered trademarks of salesforce.com, inc., and salesforce.com owns other registered and unregistered trademarks. Other names used herein may be trademarks of their respective owners.
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