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CRM - Designing a Dialog Flow

Purpose: A flow defines the sequence of actions that Online Marketing will perform after the
dialog is deployed. The flow consists of a series of steps (actions) defining how you will reach
the dialog's target audience and how you will handle respondents and subsequent follow-up
interactions.

Certain actions in the flow are scheduled to occur at a specific time. Other actions are triggered
by a response from an individual in the target audience, such as displaying a particular web page.

At a minimum, a dialog must have at least one trigger —either a Date/Time trigger or an External
Event trigger. Date/Time triggers can have broadcast email or custom action extensions
following; External Event triggers can have a Landing Page, Web Link Promo, Standalone Web
Page, or Single Email.

The following instructions provide examples for designing a Dialog Flow.
NOTE: Make sure you have your audience identified and any emails or web documents created
before you begin designing the flow (See job aids for Creating Email and Web Documents).

Example 1 — Simple Broadcast: A broadcast email is sent to a target audience. The email may
contain a link directing the user to a web page.

Step Action

1. In CRM, navigate to the Dialog Designer page. Select Main Menu > Marketing »
Dialog Designer

Favorites : Main Menu > Marketing > Diglog Designer
- - -

Dialog Designer

No results have been found or no search has been performed.

Add Dialog

Use Saved Search -

*Business Unit

Dialog ID

Dialog Name begins with
Status =

Owner ID begins with

Start Date ==

LI LS R AL I K |
1

End Date ==

Sous o - F [ Per I ezt
Search Clear B Gave Search Criteria ]j Delete Saved Search W\"1'._), ersonalize Search

[[ case sensitive
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Step Action
2. . i | .
Use the Add Dialog button | Sl ' to create a new dialog or use the
Search feature to find an existing dialog.
3. Click the Flow tab.
Dialog | @aEUE ( Audiences Documents || Elements Team
4. Start the dialog by adding a Date/Time Trigger, which will send the target audience
a broadcast email.
. . . &J
Click the Date/Time Trigger element |/ from the bottom toolbar. Enter a Name
and Description for the External Event Trigger. Select the Start Date and Start
Time. Click the Apply button.
Date/Time Trigger
**Name |Start_Broadcast Description The start trigger to launch email for UNI open =
DTrigger On Demand ause]
Start Date |07/03/2013 @ Start Time|9:1LAM
Recurring Options
[ Repeating Trigger Repeat ) Indefinitely
*Frequency Hourly - @ until a specific date
End Date,iEﬂ End Time,i
Element Connections
Next Element - This element proceeds to the Next Element on 07/03/2013.
( apply D cancel || Delete |
Result: The Event Trigger is added to the flow.
M Audiences Documents Elements Team
Start_Broadcast
e
7/3/2012
5. To add a broadcast email, highlight the Date/Time Trigger you just added (the
broadcast email element becomes available). Click the Broadcast Email element
. .
&
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Step Action

6. Complete the Broadcast Email details: Name, Documen (NOTE: Document must
already be created and attached to dialog), Description, Audience, Timing.

Broadcast Email

"NamelUNI Open House Broadcast Email

Description

pDocument UNI Open House Broadcast Email - %

Character Set Windows 1252 (Latin1) - Email Address to Individuals.People.Email
Use

Track Open Rate || Update invited for Event

Dedup Options Unigue Systemn ID

Associated Audiences

Associated Audiences

Audience

Rachel_Test_Audience

| Add Existing Audience |

©® Execute immediately after previous activity
) Execute at a specified amount of time after previous activity

Delay 0 Delay Units Days -

Element Connections

Next Element

-

This element proceeds to the Next Element On Queue.

Web Link Connections

No web link connections have been added.

| Add Temporary Web Link |

Cross Dialog Links

Mo cross dialog links have been added.

| Add Temporary Cross Dialog Link |

7. Click the Apply button.

Result: The Broadcast Email element is added to the Flow.
Start_Broadcast

(©

On Trigger
UNI Open House Broadcast Email
mta e,

e

on Queus

Tip: Drag & drop elements to spread out so that it is easier to view.

8. The target audience responds by viewing the email and using their browser to open
a link to the specified Landing Page. Make sure the link exists first.

Double-click the Broadcast email element.
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Step Action
9. In the Element Connections section, click the Add Temporary Web Link button.
Element Connections
Next Element > This element proceeds to the Next Element On Queue.
‘Web Link Connections
Link Name Link Type
|P|_|rp|E i ] Bxternal  «
C:_ Add Temporary Web Link _D
Cross Dialog Links
Mo cross dialog links have been added.
| Add Temporary Cross Dialog Link |
| apply || cancel || pelete |
10. Enter the Link Name, Link Type, and select the appropriate value in the Connect
to Web Page field.
Element Connections
Next Element - This element proceeds to the Next Element On Queue.
Web Link Connections
Link Name Link Type Connect to Web Page
@ |Open House Invite Internal - -
11. Click the Apply button.
Result: The target audience has been directed to a link within the email.
Start_Broadcast
%
COn Trigger
\UNI Opean House Broadcast Email
£ta
[~
______ On Queus
I%_Dpen House Invite
Page 4 Last Updated: 7/8/2013




University of

Northernlowa

Job Aid — CRM Designing a Dialog Flow

Example - Survey: An External Trigger allows a target audience to respond via link to a landing
page. The landing page directs the user to submit information. Based on the answers, user
receives a confirmation email.

Step Action
1. In CRM, navigate to the Dialog Designer page. Select Main Menu > Marketing »
Dialog Designer
Fa'.rovr'rtes Mainlﬂenu » Markveting > Diglog Designer
Dialog Designer
v Seary !
No results have been found or no search has been performed.
Add Dialog
Bt
Use Saved Search -
*Business Unit = - -
Dialog ID = -
Dialog Mame begins with  + [
Status = hai il -
Owner ID begins with -l
Start Date == ol [ ]
End Date == =40 B
Search Clear B save Search Criteria ﬁ Delete Saved Search ﬁq.:'e:'scnalize Search
__ Case Sensitive
2. . : .
Use the Add Dialog button Aisiniiinio to create a new dialog or use the
Search feature to find an existing dialog.
3. Click the Flow tab.
Dialog oW Audiences || Documents || Elements Team
4. Start the dialog by adding an External Event Trigger, which will send the target

audience to a landing page.

. _ >
Click the External Event Trigger =) element from the bottom toolbar.
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Enter a Name and Description for the External Event Trigger. Click the Apply
button.

External Event Trigger

[**Name]survey_Trigger ] Description This trigger goes to the survey| EE

Element Connections

Mext Element - This element proceeds to the Next Element On Trigger.

(L Apply JD Cancel | ‘ Delete |

Result: The External Event Trigger element is added to the Flow.

" Dialog " Audiences | Documents | Elements | Team

E

Survey_Trigger

&
On Trigger

Highlight the Survey_Trigger element.
Survey_Trigger
b
on Trigger

Note: If you did not create a landing page previously, do so now by selecting the
Documents tab, select Web Document from the Create New Document field, click the
Create button.

Click the Landing Page element EJ

Enter a name for the Landing Page. Select Landing Page document.

**Name |Landing_Page_Rachel Description @

Document -

On Submit Options
Update profile for matching respondents Add new respondents to profile
Update custom profile for matching organizations Add new organizations to profile

Element Connections

Mext Element - This element proceeds to the Next Element On Submit.

Web Link Connections

Mo web link connections have been added.

| Add Temporary Web Link |

Cross Dialog Links

Mo cross dialog links have been added.

Add Temporary Cross Dialog Link |

Click the Apply button.
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Step

Action

10.

Highlight the Landing Page.

M Audiences Documents Elements Team

Survey_Trigger Landing_Page_Rachel

%‘:ﬂ ’_/_ 5*1*
On Trigger On Submit

11.
Click the Decision Point element lgj
Note: If you did not create intermediate pages previously, do so now by selecting the
Documents tab, select Web Document from the Create New Document field, click the
Create button.
12. Enter the name and If criteria.
melDancE or Debate Description @@
*And/Or Field *Operator Value
Individuals.People.First Name @, equals + |Dance F[=
Click the Apply button.
13. .
Click the Intermediate Page element U
Enter the name (in this case, Dance), select the corresponding Intermediate page in
the Document field.
e aan:e Description @@
Document Dance_Intermediate_Page - F%
Click the Apply button.
14, Repeat step 13 for the other option(s).
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Step Action
15. Return to the Decision Point (double-click the Decision Point element in the flow)
to connect the Intermediate page elements that were added in the previous steps.
**Name Dance or Debate Description @
*And/Or Field *Dperator Value
Individuals.People.First Name OJ equals » |Dance El
v If the above conditions are true, then go to the specified action.
IEunnectiun To Dance - Branch Name True
¥ If the above conditions are false, then go to the specified action.
|Eunnectiun To Debate - Branch Name |False
Apply Cancel Delete
Click the Apply button.
16. At this point, the flow should look like this:
Survey_Trigger Landing_Fage_Rachel
i =+ Dance or Debate
On Trigger®™ On Submit®™—m—no 0 1__ <.-}
v Trua—0 Dance
» Falae"—\\ —
. On Submit
Debata
On Submit
17. Highlight one of the Intermediate pages.
Da:e
On Submit
18. . .
Click the Final Page element. @J
Note: If you did not create a final page previously, do so now by selecting the Documents
tab, select Web Document from the Create New Document field, click the Create button.
19. Complete the details for the Final Page element: Enter the name and select the

Final Page document you created, from the Document drop-down field.

**Name Final Common Page Description @
Document Final_Common_Page - F%
Click the Apply button.
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Step Action
Double-click the other Intermediate page. In the Element Connections section,

20.
select the Final Common Page as the Next Element.
**Name |Debate Description
Document Debate Intermediate_Page - %
[F] Update profile for matching respondents [F1 Add new respondents to profile
[F] Update custom profile for matching organizations [F] Add new organizations to profile
|NEIt Element Final Common Page bl This element proceeds to the Next Element On Submit.
Click the Apply button.
20. Click the Save button. - Save |
Your flow should look like this:
Survey_Trigger Landing_Page_Rachel
=) . Dance or Debate
On Trigger®™ On Submit®™——m—n0o01___ <,-}
W True —_— Dance Final Common Page
» FElSE"‘\\ TT— ﬂ_ _D
\x\ On Submit Iu' On Display
Debata f
On Submit ™
21. Add the confirmation email. Highlight the Final Common Page.

Fimnal Commaon Page

=

On Display

Click the Single Email element l% Note: If you did not create a confirmation email
previously, do so now by selecting the Documents tab, select Web Document from the

Create New Document field, click the Create button.

Complete the details for the Single Email element: Enter the name and select the
Confirmation Email document you created, from the Document drop-down field.

22.

**Name Confirmation Email Description @
Document Confirmation Email - |
Character Set Windows 1252 (Latinl) - Ignnre "Do Not Email”
Crrack Open Rate
Click the Apply button.
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23. Final flow should look like this:

Survey_Trigger Landing_Page_Rachel

L '_/'_ i Dance or Debate
On Trigger On Submit®P——___ 0

¥ True H"“—«R_R_
® Falze

Elements tab should look like this:

Dance

On Submit

Debats

Final Commeon Page

&

On Submit

Dialog Elow Audiences | Documents Team

Confirmation Email

on DiEp'E}"H\\\_
b

On Queus

Per: Find | View All
Type Dialog Element Complata? Connections
)‘@, Survey Trigger ld’ Primary Connected to Landing_Page_Rachel.
=) Landing Page Rachel W Primary Connected to Dance or Debate.
lDehate "4 lPrimarv Connected to Final Common Page.
Dance W Primary Connected to Final Common Page.
5 lFinaI Common Page lq/ .Primarv Connected to Confirmation Email.
©  Dance or Debate v Tl
= Confirmation Email 4 MNa Primary Connectian.

4 1-7 of 7 I3 Last

I
i
i
i
i)
f

| # Check | [E Ootions | ELink Report | BM Clone | @ Search | F Add Dialog | Top of Page
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Elements
Button Description
y Date-Time Trigger
- External Event Trigger
= Landing Page
= Intermediate Page
= Final Page
—_ Standalone Page
o Web Link Promotion
Xy Broadcast Email
54 Single Email
o Update Profile
o Decision Point
= Custom Action
=
L Push Lead
L& )
l,;fﬁ Broadcast Print Correspondence
=l
l% Single Print Correspondence
J
st Broadcast Telesales
[w—-f Single Telesales
|_J.'_I. % i
Canvas Scroll (down, up, right,
ZJ )P4 left)
l:c @ |, Canvas View (zoom in, zoom out,
IS return to original view)

Note: You may delete an element from the flow by clicking on the Elements tab, and using the
Delete icon I for that element.
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