UK PM Development Specification Document
Please ensure you complete all fields and provide any additional supporting evidence as further attachments within the ticket raised.
	Your Name:
	Sarah Stewart


	Today’s Date:
	22nd July 2019


	Associated UKPM Name:
	Sarah Stewart




	Request Type:
	☒New Development     ☐New Report        ☐Improvement            
	



	Parent task
Connection:
	☐Yes            ☒No                       
 If yes, please share task ref/connection:  
                         	



	Brand(s)
	☒Ocean Florida	☒Ocean California          	☐Winged Boots 
☐Ocean Beds                  ☐Ocean Holidays                          


	Product Type/Module(s)
	☒Sales	(SPP)		☐Product (PS)			☐Flight (FS)
☐Concierge (CG)	☐Customer Service (CSB)	☐Ticket (TS)
☐Travelling Web            ☐OF Website                    	☐OC website
☐OH Website                 ☐WB Website                  	☐G2B
☐MMB                             ☐Journey Admin              	☐Qubit
☐PPF                                ☐NPS                                              ☐My Quote
☐Other


	User Role(s)
Required
	☒Management		☒Agent			☒Agent Supervisor
☒Contact Agent	☒Contact Supervisor		☐TD Load
☐Contractor		☐Ocean Beds			☐Destination	
☐Agency		☐Analyst 			☐Analyst Restricted
☐Admin                           ☐Contact Referrer                        ☐NA



	Project Title:
	Parked Nurture	


	Importance Level:
	☐Critical                   ☐High                   ☒Medium                 ☐Low


	Task board URL and Task Ref:
	Insert the task URL you have used when creating this task on the task board:
https://ocean-holidays.leankit.com/card/737621665





	Project goal:







	Using bullet points please tell us what you hope this project will achieve/solve:

· Leads that are in the Parked queue until a set date and time will go into an automated Parked Nurture Queue to see if the customer is still wanting a holiday.
· An automated Email and SMS will go to the customer when they go to Parked Nurture.
· By doing this it will stop a manual process for sales agents re-engaging with these leads after long periods of time by Phone, Email or SMS themselves when we could be busy with new leads in the CRM.
· Customer wanting to enquire about holidays will respond and will be processed by the sales agents then.


	User story:











	Using bullet points please explain how you expect a user to interact with this development/task and include impact areas:

1. New Queue: Nurture Parked 
2. New Lead Status: Nurture Park
3. Current rule - leads would move to the pending queue on the scheduled date and time. 
4. New rule - system will auto move the lead to a new queue called Nurture Parked and the customer will be contacted by Email/SMS.
5. Exception for the new rule - This would be if a lead is currently within an ACTIVE queue in the CRM. If a lead is within an active queue, then Parked Nurture will not happen, the lead will automatically be Archived.
Queue: As you mentioned that Lead will move from Parked Queue to Nurture Parked except Active status but you mentioned Parked queue in Active as well so I think this new rule will not applicable for any lead.  Also how auto Archived functionality will work?
Reply – Parked was typo and now have removed from the active list
Pooja 20/01/2020: Please remove ‘Park and Nurture Park Staus’ from this exception rule only, that means if any lead exits in Allocated, InProgress, Quoted, Chased, Break Up, Cold, Hot, Awaiting Confirmation, committed status and mark the all PARKED lead as archive and send email to MGT and Agent(if allocated to an agent then copy will send to agent also just for their own lead, mention in point 7). This exception probably run for once when we go live for first time to manage the lead which already in park for long time and same time other agent are communicating with the same customer. 
6. We need to notify the agent and sales management of an active lead in the system, but the parked lead is archived. This can be viewed in the contact record also.
7. If active lead is in the system and user has left the business or not allocated to an agent this will just send to Sales MGT
8. This rule will apply for all leads whether they were moved by CT process or by MGT/Agents manually into Parked queue.
9. Definition of Active queues:
Active queues: Allocated, InProgress, Quoted, Chased, Break Up, Cold, Hot, Nurture Parked, Awaiting Confirmation, committed

Freeze/non-active queues: Booked, Exhausted, Nurture Exhausted, TD Load, TD Completed, TD Error, TD Confirmed

10. Email and SMS:
When a lead is auto moved from Parked to Nurture Parked then an automated Email and SMS will be sent to the customer. 

Pooja 20/01/2020: When lead is allocated to an agent then agent phone number and name will replace in the content and FROM name will also show as agent name. Else what is in the original email content will send and Ava will show in the FROM name. This has been added on 16th Jan 2020.

If a customer replies to the email send from Agent name, then reply will register in the Sales conversation and a task will create. Lead will move into Allocated queue followed by allocate notification to agent.
If a customer replies to the email send from CT (Ava) then reply will store in CT Conversation and a task will create for CT.
Missing email will as same as now for both CT and Agent. 
NOTE: If MGT perform adhoc as Park task then it will act as CT

Subject: OH###### Your holiday is now available!
Hi [FIRSTNAME],
It’s [NAME] here from Ocean [BRAND], we spoke about your next holiday however it wasn’t available at the time.
Good news, your [SEGMENT] holiday for [DEPARTURE MONTH] [DEPARTURE YEAR] is now available!
Please call me on [NUMBER] as soon as you can, early bookers usually get the best deals! Your reference is [OH######].
Alternatively, just reply to this email.
Kind regards
[NAME]
Ocean [BRAND]
[NUMBER]
 
SMS
Hi [FIRSTNAME], it’s [NAME] here from Ocean [BRAND]! The holiday we previously spoke about for [DEPARTURE MONTH] [DEPARTURE YEAR] is now available! Please call me on [NUMBER] and I will be able to help you right away. Your reference is [OH######]. Alternatively reply to this text and I can help that way too. Thank you, [NAME]


EMAIL TEMPLATE

Hi Tessa

You previously contacted us at Ocean Florida about your next holiday however the prices hadn’t been released yet. 
We’re delighted to let you know that we can now put together a competitive quote.
Are you still looking for your holiday? If you are, please reply to this email and we’ll be in touch to get some further details.
Kind regards,

Ava
Ocean Florida

TEXT TEMPLATE

Hi Tessa. We’re now able to put together a competitive quote for the holiday you were looking for. If you’d still like a quote, please reply YES to this message and we’ll be in touch. Thank you, Ava.

Templates for Email and SMS will be stored in Journey Admin - https://www.journey-crm.co.uk/Admin/ManageTemplate

11. Action on Inbound call/email/text:
CT Agents:
If lead not allocated to any Agent:
If user receive any email/text from customer, then inbound task will create, and they can   
perform any action on them accordingly. If they get and inbound call from customer, then
MGT/CT   user can move that lead to Pending from status change pop like they do now. 

*MGT/CT users can perform same action which they can now on Parked lead and same will apply for Nurture Parked. 
.
Sales Agents: 
If lead is allocated to any agent:  
When a response(text/email) received from customer for which allocated to agent and enquiry is sitting Parked/Nurture Parked, then enquiry will move into Allocated queue and an email notification will send to advising that Lead is allocated from Parked.
Query: Do we need to consider response only for those notification email which we will send at the time of moving lead from Parked to Nurture parked? If yes then it will only available in Nurture Parked queue.
Reply – It will be all responses regardless of parked nurture template. It will be for all email or SMS replies from that customer

*MGT user can move lead from Parked and Nurture Parked to any other status as like they can now. Usually they move lead to Cold status so same Parked rule will apply on Parked Nurture.
Agent rule will be same for Nurture Parked as Parked queue and for Status change. 

**When any email/text reply received from customer and owner of that lead is on holiday/day off then current same rule will apply here. 

Agent is set as on holiday/day off – reply notification email will send to Agent and Sales MGT
Agent is left the business –reply notification will send to Sales MGT
Query: if agent left the business and in case if we didn’t assign any Nurture Parked lead to any agent then what will happen to move in allocated query if we get any response from customer?
Reply – If reply from customer and enquiry is not allocated to any agent name then the lead will move to pending queue. And agents will draw leads via auto allocate

12. Nurture Parked Queue: 
We add a new queue along with a new lead status called Nurture Parked. 
No user role will have permission to move a lead into this queue manually, lead will move automatically via scheduler 
New Status will only show in enquiry search page not in status change pop anywhere in the system (but show in list when lead is in Nurture parked and user is moving out that lead)
New queue will be replica of Parked queue with same filters and sorting and status change functionality/concept. 

From Nurture park leads will auto move to Exhausted queue after 7 days (if no activity happen, like we do for Cold and Break up). Here No Response – Nurture Parked reason will store. Here exhausted template will not send to customer. Reason stats will appear on MGT console also.
Development Note: internally we will move lead through COLD->Break Up status and then move to Exhaust so can store reason in COLD reason list. This will appear on MGT console as well. 

13. Re-log Lead logic change and Auto Archive:
When agent re-log any lead then old (previous) lead (from where they click to relog lead button), will auto archive (Archive by name will be, agent who is relogging the lead). 
A condition will check here, if same customer lead exists in other active queue status for same agent or in any other agent’s active queue status then a warning message will prompt to agent’s screen with below message. 
(Prevent Users to add lead which already exists in system’s active queue list)
Query: We are assuming you are talking about the Re-Log button in Allocated queue so when agent will click on this button then we will implement above logic to move the lead in Archive.
Reply – Yes we are referring to the Re log button.

Applies when lead is in the - Allocated, InProgress, Quoted, Chased, Break Up, Cold, Hot, Nurture Parked, Awaiting Confirmation, committed, Parked, Pending, CT In progress, Nurture, Nurture Exhausted 

Case 1: If system finds enquiry with same agent but not count ref from he/she re logging lead:

Popup: System found an enquiry <OH Ref> with same customer in <queue> queue. Would you still like to proceed with new lead?
If user selects YES then a new enquiry will be created. 
If user selects NO then discard changes.

The system has found <an enquiry, if 1 enquiry/enquiries, if multiple> (<OH REF, comma separated if multiple>) from the same customer in the <queue> queue. Would you still like to proceed with new lead?


Case 2: If system finds enquiry under another agent’s name

Popup: System found an enquiry <OH Ref> with same customer in <queue> queue under <agent>. Would you still like to proceed with new lead?

The system has found <an enquiry, if 1 enquiry/enquiries, if multiple> (<OH REF, comma separated if multiple>) from the same customer in the <queue> queue under <agentfullname>. Would you still like to proceed with new lead?


If user selects YES then a new enquiry will be created and notification will send to other agent who own the other lead along with a copy(cc) to creator, advising that
Email: Hi <agent name>,
<creator name> has added a new enquiry for customer <customer name>. You’re also working on an enquiry <OH ref> from same customer.
Thanks,
Admin

Note: if lead is not allocated to any agent then Case 1 pop up will come.

Query: 
1.If we find multiple active enquiry OH ref then what we need to display on above pop up message, it will be display as comma separated or need to display anyone OH Ref. 
Reply –
System found an enquiry <OH Ref>, <OH Ref>,   with same customer in <queue> queue. Would you still like to proceed with new lead?
So yes separate with comma
The system has found < enquiries, if multiple> (<OH REF, comma separated if multiple>) from the same customer in the <queue> queue. Would you still like to proceed with new lead?
OR
The system has found <an enquiry, if 1 enquiry/enquiries, if multiple> (<OH REF, comma separated if multiple>) from the same customer in the <queue> queue under <agentfullname, if multiple then show all names>. Would you still like to proceed with new lead?


2. The count ref will be consider according to brand wise or for both (OF/OC) together.
Reply – Yes both brands

3. What will happen if both cases (Case 1 & Case2) are true?
Reply – Case 1 will always take priority and surface this message to the user, if the user selects the outcome YES to case 1 then it will then surface Case 2 message to the user

Above both cases also applied when agents/CT/MGT create new enquiry from allocated queue manually.


** Few first weeks auto allocate enquiry feature may allocate enquiries from any particular customer whose other enquiry is already in under process with another agent name.

14. Auto Archive for Parked: 
 If any lead is sitting in Parked/Nurture Parked queue and same customer submit new enquiry (from web) then, a notification will be sent to Sales MGR, TL and Sales support to informing that
Email:
Hi MGR,
We have received a new enquiry <OH ref> from customer <customer name>. System also found existing enquiry <OH Ref> from same customer in Parked/Nurture Parked status.  System auto marked the existing enquiry <OH ref> as achieved. Please take required action accordingly.
Thanks,
Admin
This action will be taken irrespective of enquiry date, means enquiry which is in parked queue could be a day, week, month or year old. Duplicate lead check rule will be override here
[bookmark: _GoBack]Pooja 20/01/2020: I have removed the Nurture park from this rule because if lead in Nurture park then it means its last stage for park process. So if lead is added from the website then and same customer lead sitting in Park then it will be auto archived and a email will shoot to sales MGT. 

Query: In this case, if we receive new enquiry of same customer which has Parked/Nurture Parked enquiry then we will count this new enquiry as “New” status and will moved Parked/Nurture Parked enquiry into Auto Archive as per email template message.

Reply – This is correct, However, this would look for a lead that is in NEW queue or Allocated in the case of a dupe lead. And then perfect the above action as agreed.
In the scenario that there is multiple leads within parked or parked Nurture and a new lead comes into NEW or allocated for dupe lead then the system would auto archive ALL those multiple leads. And add in ALL oh references in the email


15. Parked queue 
We want to make an amendment to what date a user can select for when they are parking a lead. Currently a lead is Parked, and a user can select any date from it being the time day right up until 2040 onwards etc.
We need to now only allow a user to be able to Park a lead from + 1 month from the enquiry date to no more than 2 years from the enquiry date.
Example – Enquiry date is 1st July 2019
User can park this lead from any date between 1st August 2019 up until 1st July 2021.
If a user attempts to park a lead earlier than 1st August 2019 or after 1st July 2021 then a warning pop will appear.

‘You can only park a lead that is 1 month – 2 years from the enquiry date. Please reselect a valid date’.

Also, a user can’t park a lead later than the departure date of the enquiry. I.e. departure date is 1st November 2021 they can only park a lead before 1st November 2021 and not 2nd November 2021 onwards for example.

If a user attempts to park a lead for after the departure date of the enquiry, then a warning pop will appear.

‘You are trying to park a lead for a date that is after the departure date of your enquiry. Please reselect a valid date’




Task Breakdown:

New Queue: Nurture Parked :
add new queue with all filters searching sorting status change functionality same parked queue
add new status only on enquiry search page 
Estimate: 5 days 

Scheduler changes :
change the rule of moving leads (Parked to nurture parked)
archive lead from parked queue(if any other is exist on active queue)
notify the agent and sales agent based on agent active or left state when moving to archive 
preview archive lead into contact record(only archived from the parked queue)
send email and sms  to customer
Estimate: 6 days 

Action against response from email or SMS:
Create Inbound task (not allocated to any agent)
move task to allocate queue(Allocate to any agent )
move task to pending queue(agent has left the business)
send email(manage left/holiday and active status )
Estimate: 4 days
 
Move lead to Exhausted(from nurture parked) (scheduler):
Add reason when move(Fixed)
Show on management console
Exclude sending exhausted template
Estimate: 2.5 days

Re-log Lead logic change:
create new lead 
archive the old lead 
Prevent Users to add lead when re logging (Confirmation)
prevent users to when create the enquiry from allocate queue and customer contact (Confirmation) 
Estimate: 2.5 days

Create enquiry from web change:
Archive the all lead from the parked and nurture park 
send email notification 
Estimate: 1.5 days

Moving to parked queue:
warning pop up when  parking a lead according to parking date 
warning pop up when parking a lead after the departure date 
Estimate: 1.5 days

	Add external system URL link:
	Please provide external system URL link if known:




For DS purposes only:
	DS Developer Name:

	Please insert developers name who will be working on this task:


	DS Designer Name:

	Please insert designers name who will be working on this task:


	Specification reviewed and agreed with UKPM:

	Please insert details once the task has been reviewed and both parties are agreed:

Name of Developer (s) that have reviewed this task:

Please insert total amount of days you have estimated for the task:

Estimated Designer Time: Not Required

Estimated Development Time: 23 Days

Estimated Testing Time: 3 Days

Total Development and Testing Time: 26 Days




