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1. Workflow 
The workflow has changed slightly since v1.1 ς there is no longer validate or repair steps in it. They may be 

reinstated post phase 1 . The Opps In step will now automatically assign the Opportunity to a team (based on 

headcount) and then move it straight to the Allocate Q (in a similar way to MicApplication) 

Opp In Q Validate

Opportunities In Workflow

(same for Resells / Outbound) 

Allocate Q

Referral Q

Repair Q[invalid]

[New]

[Existing]

START

Allocation

(Manual / Auto)

Repair

[Fixed ï unallocated]

Final Q

[Not Fixed]

Capture 

Reason

NEXT 

WORKFLOW

Qualify Q

Qualification

Data Capture1

Call Back Q

[Unavailable]

Call Back

|_

[Negative Qualification]

(shopper / not interested)

Quote Q

[Domestic / Existing / Expert]

[Qualified]

END

Queue

Task

|_

User Task

Timed Task

KEY

Automated Task
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2. HUB Journey ς Queues and Screens 

2.1 Allocate Queue and Opportunity Allocation Screens 

When a new opportunity comes into or is created by the HUB (but not pre-allocated to an agent) ǘƘŜ άNew 

Opportunities ς Allocateέ vǳŜǳŜ ǎƘƻǿǎ ǘƘŜ ƴǳƳōŜǊ ƻŦ ƴŜǿ ƻǇǇƻǊǘǳƴƛǘies that require allocation. A team leader who 

Ƙŀǎ ƳŜƳōŜǊǎƘƛǇ ǘƻ ǘƘŜ άOpportunity Allocationέ wƻƭŜ ǿƛƭƭ ǎŜŜ ǘƘŜ vǳŜǳŜ ƛƴ άYour Itemsέ ς this will also show the 

number of new opportunities assigned to his or her sales team that need to be allocated to individual consultants.  

 

The user should click on the above ǉǳŜǳŜ ǘƻ ōǊƛƴƎ ǳǇ ǘƘŜ άOpportunity Allocationέ ǎŎǊŜŜƴ ς see below: 

Opportunity Search Search

UnallocatedAssigned to

SelectOpportunity Status SelectPartner

SelectChannel SelectCampaign

SelectOpp Type

SelectTeamText hereOpp ID

Text hereWOO Start Date

Text hereWOO End Date Show New Today

(6)

(10)

(3)

Opp Id Created Partner Contact Business Name Phone No Email Assigned To Contact  Details

 Consultant  Search

Invalid Allocate Delegate Auto On

SelectSupplier

Proportional Allocation

Please note the word Agent will be replaced with Consultant in the following screen prints 

 

The opportunity allocation screen is similar to that found in MicApp and contains two components: 

¶ Opportunity Search control and Results data grid 

¶ Consultant Search control and Results data grid 

The Opportunity Search Control can be reused across the HUB but in this instance will default to show unallocated 

opportunities (i.e. Opps with an unallocated status). It will also default to show ǘƘŜ ŎǳǊǊŜƴǘ ¢ŜŀƳΩǎ ƻǇǇƻǊǘǳƴƛǘƛŜǎΦ 

The Opportunity type may default to Inbound via web service opportunities ς but could initially show all. 
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The Opportunity Search control allows the user to search for opportunities by: 

¶ Opportunity ID 

¶ Opportunity Status 

¶ Opportunity Type 

¶ Assigned To 

¶ Sales Team 

¶ Partner / Channel / Campaign 

¶ Supplier 

¶ Window of Opportunity (WOO) Start and End Dates 

¶ Show new today filter 

The data returned in the results grid may vary depending on where the control is embedded. 

 

The Consultants Search control will default to show sales consultants (Consultant Type) assigned to the current team 

leader (Consultant Team) ς it will not show leavers or those who are currently flagged as absent (on leave or 

otherwise) ς you can show the latter ōȅ ǳƴŎƘŜŎƪƛƴƎ ǘƘŜ ά{Ƙƻǿ !ŎǘƛǾŜ hƴƭȅέ ōƻȄΦ 

Consultants who are currently away from their desk or on the phone will be highlighted in red to indicate this. This 

functionality will only be available if a PBX integration solution is implemented (like Zeacom/Corebridge).  

A team leader would normally select a valid opportunity and select the most appropriate consultant and then click 

[Allocate]. The [Allocate] button should only be enabled once this has happened. 

Opportunity Search Search

UnallocatedAssigned to

SelectOpportunity Status SelectPartner

SelectChannel SelectCampaign

SelectOpp Type

SelectTeamText hereOpp ID

Text hereWOO Start Date

Text hereWOO End Date Show New Today

(6)

(10)

(3)

Opp Id Created Partner Contact Business Name Phone No Email Assigned To Contact  Details

 Consultant  Search

Invalid

       Invalidate Opportunity 

Can it be Repaired?

If No, why not? Select

Please Add Any 

Comments

Yes No

ProcessCancel

Invalid Allocate Delegate Auto On

SelectSupplier

Proportional Allocation
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If the opportunity appears to be missing key information or is obviously test data the team leader can select the 

opportunity which will enable the [Invalid] button ς clicking this button then forces the team leader to decide if the 

opportunity should be repaired or not (see screen above). 

The invalidate pop up appears as shown here ς Note: in phase 1 the repair option will be unavailable ς this means 

the user can only invalidate an opportunity here ς he/she must therefore give a reason for invalidating the 

opportunity: 

       Invalidate Opportunity 

Can it be Repaired?

If No, why not? Select

Please Add Any 

Comments

Yes No

ProcessCancel

       Invalidate Opportunity 

Can it be Repaired?

If No, why not? Duplicate Lead

Please Add Any 

Comments
Adding a comment is not 
mandatory but can be useful ï if 
other is set above the comment is 
mandatory

Yes No

ProcessCancel

Attempt  to repair invalid opportunity Fail lead as it  is a duplicate /  test  /  spam /  other  

 

When allocating an opportunity to a consultant the following confirmation is required by the team leader (note: for 

multiple allocation the wording will be slightly different): 

Opportunity Search Search

UnallocatedAssigned to

SelectOpportunity Status SelectPartner

SelectChannel SelectCampaign

SelectOpp Type

SelectTeamText hereOpp ID

Text hereWOO Start Date

Text hereWOO End Date Show New Today

(6)

(10)

(3)

Opp Id Created Partner Contact Business Name Phone No Email Assigned To Contact  Details

 Consultant  Search

Invalid

       Confirm Opportunity Allocation 

Are you sure you want  to allocate opportunity 

120933 to consultant  Name Here?

Conf irmCancel

Invalid Allocate Delegate Auto On

SelectSupplier

Proportional Allocation

 
 



8 
 

If the team leader is away or in a meeting, and we have PBX integration (Like Zeacom) with the HUB, we will 

automatically be able to switch from manual allocation to auto allocation. This will allocate the next lead to the 

consultant with the best eligibility index who is available (again Zeacom can be used to indicate presence). The team 

leader may wish to have the option to manually switch on auto allocation or delegate the allocation role to another 

team member. The latter can be done via the user setup and configuration screens but there will also be a [Delegate] 

button to allow this to be done quickly and conveniently from this screen ς when a delegated user is selected the 

button will read [Revoke].  The allocate queue will appear ƛƴ ǘƘŜ ŘŜƭŜƎŀǘŜΩǎ ά¸ƻǳǊ LǘŜƳǎέΦ 

To switch on auto allocation the team leader can manually click on the [Auto On] button ς when automatic allocation 

is on the button reads [Auto Off]Φ ¢ƘŜ !ǳǘƻ ǎŜǘǘƛƴƎ ƻƴƭȅ ŀŦŦŜŎǘǎ ǘƘŜ ǘŜŀƳ ƭŜŀŘŜǊΩǎ ǘŜŀƳ ς it takes precedence where 

the role has been delegated to a team member. With Zeacom we can use presence to switch on automated 

allocation if it detects a team leader is not at his / her desk or is on a break.  

The calculation of the eligibility index needs to be confirmed by the business but should probably look at the existing 

о tΩǎ - pipeline / performance (live rate / conversion rate) / presence. 

Another option for allocation is the ability to allocate a proportion of existing opportunities to an individual. Say 

there are 300 SSE renewal opportunities and 6 outbound consultants ς the team leader may wish to allocate 50 to 

each. The team leader can easily do this by checking the Proportional Allocation check box, selecting the individual 

and clicking on the [Allocate] button. The following pop up will appear: 

Opportunity Search Search

UnallocatedAssigned to

SelectOpportunity Status SelectPartner

SelectChannel SelectCampaign

SelectOpp Type

SelectTeamText hereOpp ID

Text hereWOO Start Date

Text hereWOO End Date Show New Today

(6)

(10)

(3)

Opp Id Created Partner Contact Business Name Phone No Email Assigned To Contact  Details

 Consultant  Search

Invalid

       Confirm Proportional Allocation 

There are 10 unallocated opportunit ies that  

match the current  search criteria ð how many 

do you wish to allocate to Consultant Name

Conf irmCancel

Invalid Allocate Delegate Auto On

SelectSupplier

Proportional Allocation

Enter Number As a Number

 

The team leader can enter the number of opportunities and click [Confirm] ς the number can not be greater than the 

current returned number of opportunities. Another option is the team leader can allocate a percentage of existing 

opportunities by entering between 1 and 100 in the number text box and selectinƎ ά!ǎ ŀ tŜǊŎŜƴǘŀƎŜέ ŦǊƻƳ ǘƘŜ 

combo box shown above.  
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2.2 Repair Queue and Repair Opportunity Screens 
If the automated opportunity validation has flagged an opportunity as invalid or a team leader has identified an 

opportunity to be invalid but fixable the opportunity moves to the repair queue: 

 

The repair queue is a Group queue only ς ǾƛǎƛōƭŜ ǘƻ ǳǎŜǊǎ ǿƛǘƘ ƳŜƳōŜǊǎƘƛǇ ǘƻ ǘƘŜ άhǇǇƻǊǘǳƴƛǘȅ wŜǇŀƛǊƛƴƎ wƻƭŜέΦ 

Items in the queue are processed on a first in first out basis. 

The user should click on the above queue ǘƻ ōǊƛƴƎ ǳǇ ǘƘŜ άOpportunity Repairέ ǎŎǊŜŜƴ containing the oldest 

opportunity that requires repairing: 

Repair Opportunity

SelectPartner

Opp Id: 123456

(6)

(10)

(3)

Invalid Repair

(5)

Repair Opportunity

Customer Company LimitedBusiness Name

MrTitle

First Name

Last Name

Middle Name

Jonathan

Michael

Dubois

Landline

Mobile 07880 76784

Email

Ability to google business name /  

domain name part of email address

Managing DirectorPosition

Post Code BH9 1EF
Auto populate address fields by using GB Address or 

Ecoes or PH Megafile or similar

SelectChannel SelectCampaign

 

 

Opportunities will normally require repairing when no contact information is available or is incorrect ς i.e. there is no 

working phone number or no email address. 

The Repair Opportunity screen allows the user to do a Google search (and possible Yell lookup) using the business 

name with the intention on getting a valid phone number for the business or a suitable email address if no phone 

number can be acquired. The screen may alloǿ ǳǎ ǘƻ Řƻ ǎŜŀǊŎƘŜǎ ŀƎŀƛƴǎǘ ǘƘƛǊŘ ǇŀǊǘȅ Řŀǘŀ ǇǊƻǾƛŘŜǊǎ ƭƛƪŜ tIΩǎ ƳŜƎŀŦƛƭŜ 

or GB Address or Ecoes to have a better chance of getting genuine contact info. 
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LŦ ǘƘŜ ƻǇǇƻǊǘǳƴƛǘȅ ŎŀƴΩǘ ōŜ ǊŜǇŀƛǊŜŘ ǘƘŜ ǊŜǇŀƛǊŜǊ ǎƘƻǳƭŘ ƛƴǾŀƭƛŘŀǘŜ the opportunity (by clicking the [Invalid] button) 

ŀƴŘ ƎƛǾŜ ŀ Ŧƛƴŀƭ ǎǘŀǘǳǎ ƻƴ ǿƘȅ ƛǘ ŎƻǳƭŘƴΩǘ ōŜ ǊŜǇŀƛǊŜŘΥ 

       Invalidate Opportunity 

Main Reason?

Sub Reason Business Name not found in Searches

Please Add Any 

Comments
Adding a comment is not mandatory but can 
be useful

ProcessCancel

Missing All Contact Data

Capture f inal reason for failed opportunity  
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2.3 Qualify Queue and Opportunity Qualification Screens 
²ƘŜƴ ŀ ƴŜǿ ƻǇǇƻǊǘǳƴƛǘȅ ƛǎ ŀƭƭƻŎŀǘŜŘ ǘƻ ŀ ǎŀƭŜǎ Ŏƻƴǎǳƭǘŀƴǘ ǘƘŜ άNew Opportunities ς Qualifyέ vǳŜǳŜ ǎƘƻǿǎ ǘƘŜ 

number of new opportunities that require qualification by that consultant. A Sales Consultant who has membership 

ǘƻ ǘƘŜ άOpportunity Qualificationέ wƻƭŜ ǿƛƭƭ ǎŜŜ ǘƘŜ vǳŜǳŜ ƛƴ άYour Itemsέ ς this will also show the number of new 

opportunities allocated to him/her.  

 

The user should click on the abƻǾŜ ǉǳŜǳŜ ǘƻ ōǊƛƴƎ ǳǇ ǘƘŜ άNew Opportunity Qualification Wizardέ ǎŎǊŜŜƴǎΦ ¢ƘŜ ƴŜȄǘ 

opportunity presented to the user is normally the opportunity with the oldest allocation date ς i.e. first in first out. 

The wizard is split into 3 steps ς the first step is shown below: 

New Opportunity Qualif icat ion Wizard

Salutation

Hi [am I speaking]/ [can I speak] to JONATHAN DUBOIS - Iõm calling with regards to the call back request made via the MONEYSUPERMARKET 

website

Lorem ipsum dolor sit amet, consectetuer adipiscing elit, sed diam nonummy nibh euismod tincidunt ut laoreet dolore magna aliquam erat volutpat. Ut wisi 

enim ad minim veniam, quis nostrud exerci tation ullamcorper suscipit lobortis nisl ut aliquip ex ea commodo consequat. Duis autem vel eum iriure dolor in 

hendrerit in vulputate velit esse molestie consequat, vel illum dolore eu feugiat nulla facilisis at vero eros et accumsan et iusto odio dignissim qui blandit 

praesent luptatum zzril delenit augue duis dolore te feugait nulla facilisi. 

Step 1 - Greeting Step 2 ð Initial DC Step 3 ð More DC

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Integer tempor pulvinar ante, vitae egestas turpis tristique a. Sed vel sagittis leo. Vivamus 

malesuada metus ac nisi fringilla sit amet ullamcorper purus consequat. Donec blandit, massa at elementum imperdiet, diam mauris eleifend purus, vitae 

porttitor turpis erat vitae nulla. Nulla facilisi. Integer vehicula tincidunt est id iaculis. Maecenas libero augue, aliquet nec dapibus in, hendrerit at tortor. 

Vivamus fermentum rutrum diam, ac eleifend risus venenatis vel. Sed dui nisi, blandit eget eleifend id, luctus vel mauris.

About Our Service

note: if phone integration is complete 

clicking phone no will auto dial

note: salutation will vary depending on partner /  channel /  campaign

note: content may vary depending on partner /  channel /  campaign

Other notes: 

Will need to create 

another copartner table 

to hold salutation and 

greeting messages for 

each partner /  channel 

or campaign

Will require an 

additional field in the 

users table to hold 

UserLevel ð i.e. 

beginner /  

intermediate /  advanced

Exclamat ion icon ð 

causes sales checklist fly 

out to appear ð checklist 

contents tba by LHS

Version info: 

This version of the wizard 

is for web service 

opportunities ð and 

beginners

Cust Type:     NEW

User Type:     BEGINNER

Opp Source:  INBOUND 

      WEB /  EMAIL 07880 767848Click to call

Captured Contact  Details Opp Id: 123456

Stonebridge Decorators LimitedBusiness Name

Contact  Name DuboisJonathanMr

Ability to google business name /  

domain name part of email address

Review the following Electric Gas Telecoms Mobiles Insurance BroadbandWater

     C
h

e
ck

list
         M

a
k
e
 a

 R
e
fe

rra
l

U
       A

rra
n

g
e
 a

 C
a
ll B

a
ck

(

)

CancelNext  ><  Back

Qualify Opportunity

Possible Opportunity /  Business Matches (using Business Name and/or Opp ID) EnterOpp Id:

 

Step 1 clearly indicates to the consultant the brand and the contacts details sent in via the web service. The 

consultant call the customer and should follow the salutation script and about our service script to ensure a 

ŎǳǎǘƻƳŜǊΩǎ ŜȄǇŜǊƛŜƴŎŜ ƻŦ aŀƪŜ Lǘ /ƘŜŀǇŜǊ ƛǎ ŎƻƴǎƛǎǘŜƴǘ ς the scripts will need to be provided by the Marketing 

department. They will vary depending on the Partner, Channel, and Campaign.  

Step 1 will also take the Business name and look it up and return any system / opportunity matches  - it will also 

indicate if the match has an open opportunity against it from the same source (Partner) ς the idea being if an open 

opportunity already exists for a customer, from the same source, he/she is redirected to the previous sales 

consultant and/or opportunity (and the current opportunity is closed as a duplicate). 




























