Ocean Florida Trade – CRM – Development
User Story/Goal
How this brand operates?
Ocean Florida Trade operates in quoting ‘Trade Member Agents’ holidays, who then pass on quotes to their customers. We don’t deal directly with a customer as will always quote and book via a Trade Member Agent.
Currently the Ocean Florida Trade team don’t work from a CRM. They work from an email inbox and do all quotes via there. When it comes to bookings, they add them directly onto TD via the Trade member profile. 
We now need to automate their processes to allow for future growth, so we want to have them join the CRM under a new Brand.
Features within the CRM will try to be consistent with the other brands, but there will be some differences due to how we receive enquires/how we quote/book. All of this will be outlined below.
CRM Core Functions:
· New CRM Brand
· Create Trade Client
· Managing inbound emails to CRM
· Create Enquiry – Phone and Web Leads 
· Create Quote
· Book Now
· Queues and rules/G2B Statement List
· Enquiry Search
· G2B Booking/Send to client to confirm
· TD Load
· Product cases
· Flight cases
· CSB 
· Amendments
· CMS Admin
· Reporting
· Big Query 
· CMS – Add Consortium
· Domain


Tasks

1/. New CRM Brand/Module/User Role

A new Brand to be added to Journey CRM called – Ocean Florida Trade
[image: ]
OFT brand will have 3 modules
· SPP Sales
· Customer Service
· Product System
· Flight System (part of OF/OC brand so it will not show to OFT users)
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OFT brand will have 3 user roles
· Management
· Agent
· TD Load Team
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Brand identifier in CRM:
OT leads in the CRM will be shown as per below.
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2/. Create Trade Member
Add a new menu option for Trade Member user.
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Create Trade Member:
This will have below fields: 
TD Membership ID – This information will be put from Top Dog and will be used in the auto load booking process to load client profile. This will only accept number. 
Association Code: This is free textbox which can accept both character and digits.
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A user can search trade member from below form: 
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Trade Member record: This will be like ‘Corporate client’ record of WB brand but with limited information. All the enquiries will be connected to trade member record. 
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3/. Managing inbound emails to CRM
We will be adding a new email inbox which will be having all the email copies of oceanfloridatrade@ocean-holidays.co.uk. 
New email address: oceanfloridatrade@oceanholidaysmail.com

NEW Queue
J-CRM will read the inbox and create enquiries in the CRM which will land in NEW queue. 
Email body text will be added in Sales Conversation section just like we have for PS trade client. It will show the subject line at the top. (use Sales module design here, below is just a mock-up)
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All the enquiries landed in the NEW queue will have different action next to it. 
· Edit
· Link (this will open a pop-up)
· Delete
Link pop-up mock-up:
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Link icon on NEW queue-
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Edit New Enquiry:
When a user edits a new enquiry from NEW queue and save after completing all the mandatory fields then that enquiry will move into Pending queue. A record will be added in the timelines. 
Action Enquiry: 
· Link Conversion 
If a user decided to link that enquiry information as a conversation for existing enquiry, then user will put OT reference (can’t be from NEW status – show an error message if its NEW enquiry ref) in the textbox and click on link conversation button. This action will add the conversation associated with current enquiry to OT reference which added by user. 
If email address doesn’t match with OT ref enquiry’s email address, then on Enquiry Reference textbox change event, it will show below message to user 

Both enquiries have different trade agent email addresses. The system will add new trade agent email address <current enquiry email address> under the conversation recipient list of <OT reference>. Please make the required changed on the enquiry <OT Ref> manually after linking conversation.

Example: 
Original enquiry belong to Agent Sarah
New enquiry belong to Agent Matt
If trade agent Matt enquiry’s conversation will link to trade agent Sarah’s enquiry, then both will have different emails. Further communication should be sending to both trade agent Matt and Sarah. 

A notification will send to owner (OT agent) of the enquiry (OT ref added by user) and auto forward concept will apply here as well just like we have in other brands.
Auto-forward team manager address: oceanfloridatrademanagers@ocean-holidays.co.uk
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If email address doesn’t match with OT ref enquiry’s email address, then it will show on that enquiry as per below design under the conversation recipient list.
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· Create Case
When a user decides to convert a NEW enquiry into a case then user will put OT reference for which he/she wants to create after sales case (can’t be from NEW status – show an error message if its NEW enquiry ref) and click on create case button. 
When an agent clicks on link case then create case pop up will open with details of OT reference added by agent. Agent can complete the rest of the form and create a case. 
OT brand will use same enquiry nature and type as OF/OC
Current enquiry’s conversation/email body text will be added into CS note section. 
4/. Create Enquiry – Phone and Web Enquiries
Phone: Any enquiry which is created from the CRM (Create New Enquiry), will consider as phone lead if OT agents are adding it. 
Web Leads: Any enquiry which are coming via email inbox, will be considered as web lead and if a MGT user creates an enquiry then that will be considered as web enquiry. 
** Lead Type – All enquiries will be categories under Unqualified type 
OFT enquiry form will look like below-
** Customer Quote section will not be required for OFT.
When a user will select Consortium then member will bind accordingly. 
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5/. Create Quote

[image: Graphical user interface, application, chat or text message

Description automatically generated]

Template: 
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Manage from CMS (SPP Template section https://www.journey-crm.co.uk/Admin/ManageTemplate 
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SPP quote form will be same as OF/OC. 
Hold Name will not be required for OFT brand. 
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Email preview: 
· No Links will be added with products
· Change the timing
· No quote footer
· No closing text in the footer section
· Added new section called BOOK NOW
· Added Quote Number below to Quote reference: This will be the number of that quote/requote, e.g when an agent sends his/her first quote then number will be #1 and on second #2 and so on.
· Remove below section:
· 
[image: ]
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banner from the bottom 
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OFT Quote Template sample design: 
‘Your Itinerary and Cost Overview’ section will changed as per below mock up and rest of the quote design will remain same. 
Please make sure that when you copy the text within that box into word doc or outlook email then it should be pasted as normal text, not as table, which means, all the information of that box will be under 1 td tag for email design and responsive can be managed accordingly. 
[image: Graphical user interface, text

Description automatically generated with medium confidence]

Sample quote design. Changed areas are highlight below.
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6/. Book Now 
Please correct the spelling of ‘availability’ in the below content.
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Customer Details section: 
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7/. Queues and rules: 
· A sales agent can use auto allocated button feature only if Allocated queue is empty of that user. REMOVE
· A sales agent can only move a lead in to complete state (Quoted, Chased, HOT, COLD, Break-up, Parked) when a basic quote has been sent on it. REMOVE
· A sales agent can’t move a lead into Chased status until a chaser template is sent on it. REMOVE
· A sales agent can’t move a lead back to the allocated queue, only MGT users has these permission. REMOVE
· A sales agent can move lead into In progress and after 12 hours that lead will move back to allocated queue automatically and a basic quote is require to move that lead into any other status keep
· A sales agent can’t move a lead directly in booked state like (TD LOAD, TD COMPLETE, Awaiting Confirmation, Committed and TD Error). These states can only be managed through G2B quote. keep
· A sales agent needs to add some alternative on SPP quote but this will manage via CRM permission so we can manage this rule through CRM directly. REMOVE
· A sales agent can’t use bulk chase and break up with Email and SMS keep
· A sales agent can’t send a conversation/SMS/Quote to any customer/trade agent until lead is allocated to him/her. REMOVE
· A sales agent can search their own lead through Enquiry Search. But if they use Name, OH Reference, Email and Contact number field then system will look up in entire database and show the result to agent, irrespective of to whom that lead is allocated and what status of that lead is. Want any agent to see all results
· A sales agent can look up for any contact via contact search record section yes

8/. Enquiry Search
Below search have few new fields and some are removed. This will work on same concept as OF brand. 

[image: Graphical user interface, application, Word

Description automatically generated]

9/. G2B Booking/Send to client to confirm
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Passenger Details:
This form will also show trade member email address next to BCE email address. 
When user select the Lead Pax then it will show 2 more field for that passenger. Lead Pax Email & Lead Pax Phone Number. Both will be optional. 
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** Lead Pax Phone Number – this doesn’t require to use Twilio formatted text box. Please use normal textbox. Only allow numbers but doesn’t need to be validated. 
Deposit: 
Deposit/Rule will be managed in the CMS as same as OF brand. 
Deposit option on G2B pricing tab will only show Invoice.
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Send to Client to Confirm:
This button functionality will change for OFT brand. 
When a sales agent sends G2B quote to Trade agent via Send to Client to Confirm button then booking will move into Awaiting confirmation and below steps will be followed –
· Trade agent will receive email in same format as OF.
Subject Line: ##OTReference## - Complete Your Booking
Content: 

Hi ##TradeAgentFirstName##,

Your booking is almost completed, there are just a few simple steps to get this done.

1. Check through the passenger details and ensure they are correct. Once submitted they will be the exact details used to finalise your reservation.
2. Complete any missing passenger information
3. Tick the checkbox to confirm you have read the terms & conditions
4. Select ‘COMMIT BOOKING’ to secure your holiday
Please click the following link where you will be prompted to provide any missing data: Click Here 

You will need the following reference to access your details: ##OTReference##.

Once your booking is confirmed, you will receive a confirmation e-mail, usually within 24 hours. If you have any queries whatsoever or if you prefer to complete your confirmation on the phone, please call us on ##OceanAgentTelephone##.

Kind regards,
Pooja Jangid
##OceanAgentTelephone##. (01708200521)

Note for developer: Token are used for give idea what value will bind here. Please use same token values which we use for other brand to keep the token name consistent. Number added in the signature is just for sample and will not be added in the actual email.

Trade agent will login into web portal to complete the information using email address and OT reference.
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Welcome Portal screen after login:

Content: 
Hi ##TradeAgentFirstName##,
Your booking is almost completed, there are just a few simple steps to get this done.
1. Check through the passenger details and ensure they are correct. Once submitted they will be the exact details used to finalise your reservation.
2. Complete any missing passenger information
3. Tick the checkbox to confirm you have read the terms & conditions
4. Select ‘COMMIT BOOKING’ to secure your holiday

Once your booking is confirmed, you will receive a confirmation e-mail, usually within 24 hours. If you have any queries whatsoever or if you prefer to complete your confirmation on the phone, please call us on 

##OceanAgentTelephone##.
Kind regards,
Pooja Jangid
##OceanAgentTelephone##
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Passenger Section:
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· Remove Address section
· Remove Lead Pax detail section
· Added Email Address and Phone number columns in the pax grid which will only be enabled for lead pax and will be read-only.
· In Additional Information, we change 1 statement (please be informed that if middle names are…) to ‘Middle names are required if included on Passport.’


Rest of product sections will show as same as OF brand along with the additional information statement. 
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Pricing section: 
· Added a new statement for the deposit. This is mandatory to tick before committing the booking. 
· Today’s Deposit changed into Deposit Due

Pooja will discuss this with Steve if we can share T&C on public link without compromising on the security.
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Thank You Page: 
Content: 

Thank you for providing passenger details 
Your reservation is almost complete and we will be in touch once we have confirmation. 
Thank you for choosing Ocean Florida 
##OceanAgentFullName##
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· Trade agent will commit the booking no email will send here. 
· As soon as they commit that booking will move into TD LOAD state and no email will send at this stage as well.
· Booking will not pass-through Committed queue. No payment will be taken. 














10/. TD Load
All the OFT bookings will be loaded on a new retailer (Ocean-Florida Trade). 
TD reference prefix: TOF
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This retailer will work like corporate client of WB brand
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All the bookings will have consortium and each consortium will have a unique TD membership ID. So, whenever a TD Load user load a booking into TD then it will on Ocean-Florida Trade retailer and client profile will have the TD Membership ID. Trade Agent name and email or any other details relating to this, will not push into TD. Passenger which are added on the G2B form, will push under passenger section. 

11/. Product cases
Implementation should be as per OF/OC
All the OFT PS cases will show under PS case and team need to login into OFT brand to access these cases. 

12/. Flight cases
Ocean Trade FS cases will manage in same way we manage WB FS cases. 
All brand cases will be managed from OF Flight module. 
Brand related changes will be covered here. 
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13/. CSB 
This will be exactly same as WB CSB module. 
CSB module will show only OFT CS cases. 
Amendment form will have different concept which will be covered in the next section.
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14/. Amendments
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If an agent tick Include Amendment Form, then below pop up will show after saving the case as same as we have WB brand. 
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15/. CMS Admin

We will accommodate Ocean Florida Trade in CMS.


16/. Reporting
This will build in Phase 2. 

17/. Big Query
We will push Ocean Florida Trade brand data into BQ. 

18/. Create Consortium 
This will manage from CMS. 
Menu will be added under Enquiry Master:

[image: Graphical user interface

Description automatically generated with medium confidence]
[image: Graphical user interface, application, Teams

Description automatically generated]


· New email domain 

Require new email domain which will be used in all OFT brand email. 
@oceanfloridatrademail.com
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Sean O'meara Subject : British Airways Holidays - LCYATE
29 Jun 2021 at 1200 P
Morning,

Please see the below booking -

BA Holidays booking reference:LCYATE
oceanbeds ref: 190069

Hotel name: Windsor Hills Resort Executive Plus Homes
Customer name: Mr Sean O'Meara

Check-in date: Tue 17 Aug, 2021

Check-out date: Tue 31 Aug, 2021

Room type: 5 Bedroom Home

‘The guests would like to know if a pool will be included at their home with pool heating or do they need to add these as optional extras?

Many thanks, Robyn
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<No Name> I couldn't find the flight details below (probably being dim.) could you tell me departure / arrival / stopover times or point in the right direction to find them?

- 26092021123
nevuser@emailadress com

Many thanks
Anne
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Three Easy Ways To Pay

 Spread Your Deposit

Split your deposit into 5 even payments, then pay your balance on or before the due
date

 Spread Your Deposit & Balance
Fay your deposit and balance in instalments by direct debit up until the due date

+ Pay Your Balance In Full
Make a payment by card or bank transfer at the time of booking
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r Itinerary and Cost Overview

Flights: American Airlines, American Airlines Economy, Edinburgh to
Orlando International on 09/08/2022

Vehicle Hire: 1 x 7-Seater Mini Van with Inclusive Insurance (2
Drivers), 17 days (2 drivers)

Attraction Ticket: 6 X Ocean Explorer - Experience Orlando for FREE
Full costing of above itinerary:
Per Person: £1,037.57

Total cost: £7,270
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Quote Reference: 0T603092
Quote Number: #3

Hi ##TradeAgentFirstName##

Please see your requested quote below. If you have any questions or would like to book this
for your dient please reply to this email or call 01708200521, we are open 9am to 6pm 7 days
per week. Please note quoted prices are subject to availability until a confirmed booking is

made.

Kind regards,

##AgentFirstName##

Gick here to submit dient details and book this holiday
(subject to availability). Your Ocean Florida agent will be BOOK NOW
in contact to confirm availability and confirm booking.

?—‘

CLIENT QUOTE IN BRIEF

I’VE BASED YOUR QUOTATION ON: 2 ADULTS

r Itinerary and Cost Overview

Flights: American Airlines, American Airlines Economy, Edinburgh to
Orlando International on 09/08/2022

Vehicle Hire: 1 x 7-Seater Mini Van with Inclusive Insurance (2
Drivers), 17 days (2 drivers)

Attraction Ticke

2 6 X Ocean Explorer - Experience Orlando for FREE
Full costing of above itinerary: C——
Per Person: £1,037.57

Total cost: £7,270

CLIENT QUOTE IN DETAIL

A

DEPARTURE DATE FROM: TO:
Fri, 15 Jul 2022 Birmingham Orlando International
AIRLINE: CLASS:
American Airines American Airlines Business
Class
DEPARTURE DATE FROM: TO:
Mon, 25 Jul 2022 Orlando International Birmingham
AIRLINE: CLASS:
American Airines American Airlines Business
Class

« Personal in-flight entertainment
« Right-sharing agreement with British Airways
« One of the worlds leading airtines

You will be travelling AMERICAN AIRLINES BUSINESS CLASS.

« Additional legroom and 6 foot 4 inch lie flat seats

« 10inch personal Samsung Galaxy Tablet on the Boeing 767 flying to and from
Europe

« Personalised service and increased cuisine options

« 3 bags of checked-in luggage (lenient weight allowance)

Vehicle Hire
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Good news! Thank you for requesting to book this package. We will be in fouch ASAP fo confirm
availabily and to confirm the final details with you (we are open 9am to 6pm, please note the
booking is not confirmed unfil you hear from us). Please select from one of the opfions below:

I will enter clients details to request booking

I would like you to call me

Your lfinerary and Cost Overview
I'VE BASED YOUR QUOTATION ON: 2 ADULTS

 Attraction Tickets: 2 x Aquatica Orlando Meal Deal

Per Person £11

Full costing of the
Total Cost for 2 people £22
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nerary:
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Pooja Test

Logout

Booking Reference

Your Ref Your Consultant
(OH603092 Sarah Test Agent

Welcome

Hi##TradeAgentFirstNames#,

Your booking is almost completed, there are just a few simple steps to get this done

1. Check through the passenger details and ensure they are correct. Once submitted they will be the exact details used to finalise your reservation.

2. Complete any missing passenger information
3. Tick the checkbox to confirm you have read the terms & conditions
4. Select COMMIT BOOKING ' to secure your holiday

Once your booking is confirmed, you will receive a confirmation e-mail, usually within 24 hours. If you have any queries whatsoever or if you prefer to complete your confirmation on the phone, please call us on

##OceanAgentTelephonet

Kind regards,
Pooja Jangid
##OceanAgentTelephonet
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Passenger Information 0

No. of Adults (12+) No. of Children (2 yrs to 11 yrs) No. of Infants (0-23 months)

2 0 0

Passenger Title “First Name Middle Name “Sumame “Date Of Bith ~ *Nationality *Email Address  “Phone Number  Special Req Wheelchair
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Additional Information
 Middle names are required if included on Passport.
2 You must notify the airline if you require assistance at the airport or have any special dietary requirements.
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Flights

Flight 1
Flight Type Airline Locator
One Way Direct sDG

Passengers on Flight

All Passengers

Codeshare / Carrier Airiine Cabin Class Flight Number
British Airways Briish Airways World Traveller Plus FA123

(Premium Economy)
Departure Airport Departure Date/Time Artival Airport Arival Date/Time
Manchester 2811012021 14:18 Orlando Intemational 28/10/2021 18:18

Luggage Allowance Per Adult
2x23Kg

Additional Information

3 Please be aware that if you or any of your party has a nut allergy, itis your responsibility to speak to the airline directly to make any necessary amangements.
UK citizens who are seeking to travel to the United States under the Visa Waiver Program(VWP) are now subject to enhanced security requirements. To complete your ESTA go to here

3 Please also be aware of important changes that have been made to passport requirements for entry into the US. If you're planning to travel to the US on the Visa Waiver Programme on or
after the 1t April 2016 you must be a holder of an ePassport. A simple way to check that you've got the correct passport i to look for the ePassport symbol on the front cover. For more
information and advice, please refer to www.gov.uk/foreign-travel-advice/usa/entry-requirements

 To enable you to book and pay for your seats through BA you must pay your balance in full, your booking then becomes non-changeable/non-refundable. Free seating does apply 24hours
prior to departure.
Exceptions to the rule

+ Every class apart from First charge to book seats unless it's been booked as a basic ticket economy (hand luggage only) BA will allocate a seat when check in opens.
+ Executive club member can book seats/ Bronze 7days/Silver and Gold free at time of booking.

+ BAensure to sit each child of under 12yrs next to an adult

+ Free when travelling with an infant under 2years who won't be travelling on a seat on their own. You can choose a seat for you and everyone in your booking. (Only if you are on the
same PNR)

+ No charge if you have specific seating requirement because of your disability.
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Vehicle Hi

Note: The driver age must be 25+ years unless a Young Driver Policy has been applied

Vehicle Hire 1

Duration Car Type Hire Type Main Driver

14 Nights 15 Seater Full Size Van Gold Insurance (Inc up to 4 Drivers Plus. et .
Excess Refund)

Pick Up Location Pick Up Date & Time Drop off Location Drop Off Date & Time

Cape Canaveral 28/1012021 19:18 Orlando Intemational Airport 171172021 21:00

Additional Information

 Additional drivers names can be advised on pick up of your vehicle if your booking includes this.

 Alamo Car Hire offer computerised kiosks in many locations to make your car hire pickup quicker and easier as you do not need to queue at the rental desks. In order to use the kiosks, after
you have received your car rental voucher, you will need to register online for ‘Alamo Save Time'. Full details and instructions will be sent to you prior to your departure.

2 You will be required to present your photo license on collection of your vehicle.

9 Please take your time to read the important notes we will send you regarding vehicle hire, such as collecting and returing your vehicle as we do not want you to face difficulties at the hire
desk, such as aggressive upselling tactics,

3 Please note the lead driver must have a valid credit card in their name. However accepted cards types do vary between local suppliers,
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Pricing & Paymen!

TOTAL PRICE
Deposit Due Balance Due Date
£40.00 2210412022

Total Holiday Price
£40.00

(O Please note you will be liable for the deposit due when committing this booking,

() Please read & accept our Terms & conditions before confirming the booking.
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Thank you

Thank you for providing passenger details.
Your reservation is almost complete and we will be in touch once we have confirmation.

Thank you for choosing Ocean Florida

##0ceanAgentFullName##
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