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rDesk CRM Stage Release Notes, version 9.2

Real Estate Digital is proud to announce the release of rDesk CRM v9.2. Releases will occur
during the evening on the night before the date shown.

Stage release date: June 13, 2013

Production release date: June 26, 2013

We recognize that our release notes can be lengthy at times so to help you identify the items

that should be read and previewed first in Stage, we added a © Read Me First symbol to the
title.
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Usability

O Single View of Contacts and Leads
rDesk Elementool Ticket: 13620

We know it has been confusing for your agents to have two different places to see all of their
contacts and leads. As part of our unified platform project, we now have a single view where
you can see all contacts and leads, as well as take actions (add, accept, assign, decline, delete,
etc.), filter, and manage (add activity, send an email) from one location.

For the newer users among us struggling with the difference between what is a lead versus
what is a contact, we now have one name for all ... “contact”. You will see subtle label changes
to this point. A lead (routed from your website or third-party lead source) is simply a type of
contact. The contact type (contact or lead) will be viewable in the grid and the actions available
for the contact will depend on the type as well as the role of the user.

Agents can now manually add a contact and select a type (which allows the new contact to be
added to a group) and source (which helps identify the source of the lead). We also added a
“Save & Add New” button to the new contact overlay so you can quickly enter additional new
contacts one after the other.
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Q|
New Contact
Primary Contact Fe
First Name * Middle Name  LastMName *
Hame:
Prefic  Suffix Designation  Nickname
Title Company =
Company:
Home Phone Work Phone
Phone:
Mobile Fax
* At least one phone OR email is required
Use for APM
Primary Email:
Secondary Email:
Alternate Email:
* At least one phone OR email is required
Website:
Preferred Contact
Method: No preference ~ Time: No preference -
Lead Status: -
Address -
Address Type: Home :
Street:
City:
State: v
Zip:
Options rFs
Type: Source:
[Select any that apply] -~ rDesk - Manuallnput -
Absentee Owner =
Active Listing
Business Associate
Buyer 2
Notes S
SAVE SAVE & ADD NEW CANCEL
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As an Admin (CoBrand Admin, Lead Admin, Customer Care), you can distinguish when
manually adding a contact if it is a lead or not by checking a new box ... “Mark As Lead”.
(Agents can only manually add contacts.)

Options .
Type: Source:
[Select any that apply] - rDesk - Manuallnput -

Absentee Owner |
Active Listing

Business Associate [T mark as a Lead
|Buyer =

Assign to Company 2/ Assign to Me

Notes

SAVE SAVE & ADD NEW CANCEL

The Admin tabs (Customer Care, Company Leads, Company Leads Deleted, Office Leads, etc.)
will remain the same and now be found under the Contacts left nav menu by default.

W | Leaas past 30 days Selectad Leads (0)

—— y comact_cusomercare [ PT) Company ases e
Fil =] [Manage = Total Company Leads (29.426)
;
7
"

n33§

)

BER R B
k3

)

Note: Our rDesk Mobile platform will also show a combined contacts and leads view. The Leads
button will no longer be available and all contacts and leads will be under Contacts.

[Screen shot to be added]

Benefits
v Eliminates confusion as to what is a lead versus a contact
v Improves agent productivity since all are located in one place

v' Completes the first step needed for the rDesk Unified Platform Project where all contact
information resides and is managed in rDesk CRM
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Note: In our next release, we will be redesigning the Contacts user interface as well as
introducing a new all expanded Contact record! We will also be creating a separate section for
managing and assigning leads for Admins.

Action Plan Manager

We had such an overwhelming response to our new Action Plan Manager that we continued the
work in this release. We have added many of your suggestions which including placement of the
red asterisks for required fields, removing default date range for recurrence, replacing the edit
with the copy icon, as well as the following;

Enable Publish/UnPublish Icon in Badge
rDesk Elementool Ticket: 13661

We have enabled the publish/unpublish icons that display in the badge so an Admin user can
publish the plan from within the plan instead of having to go back to the Action Plans view.

e
[&” Action Plan Manager « acioneins ecum'ng

An Action Plan is a series of online activities. Just click on each to view or edit.

Benefits
v' Saves time by eliminating the need to navigate elsewhere to publish or unpublish an
Action Plan

Make the View filter Dynamic
rDesk Elementool Ticket: 13660

We have made the View filter dropdown display the types of action plans (System, Company,
Office, User) available to the logged in user.

@Action Plan Manager ianase Emai Aciviies

Aseries of online activities that are automatically scheduled on your behalf. You can create, edit, copy or delete an action plan.

Action Plans Total: (54)

show 50 ems 1] a

Owner Title 4 Actiities Publish Actions

A TRearle = /s 1
Benefits
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v' Improves usability by not displaying blank results if action plans for the chosen filter are
not available to the user

Add a Link to Quick Email
rDesk Elementool Ticket: 13703

We added a link within Action Plan Manager so a user could easily launch Quick Email to select
and send a single action plan activity to a contact.

@Action Plan Manager ianage £mail Actiities »

A series of online activities that are automatically scheduled on your behalf. You can create, edit, copy or delete an action plan.

Action Plans Total: (54)

show | [TITEEM[=] | View user Q
Owner Title 4 Activities Active Contacts Publish Actions
A ZRear|e a — = |
L e 0 View =] Pan |
1 2uue © — = |
A anothernewpin | @ : e = an |
L Christine's Task Plan | @ L L =] |
L Convof **Recur| = 0 iest = |
AL Coovof*tRearill = o iew = P |
A Coovof*Recurl2ll = 0 Mien = P |
L Cony of 12-Month Agent Attribute Posteard Series | @ 5 View = Pl |
L oy of 12-Month Agent attribute Posteard Series [11 | @ s iew = |

&3 Quick Email | Manage Email Options 2 Next—

Benefits
v Improve usability by allowing user to email action plan activities without having to
navigate out to Quick Email

Revised Occasions
rDesk Elementool Ticket: 13876

We have updated and have made additional occasions available when creating calendar driven
action plans to include the following;

Martin Luther King Day, Presidents' Day, Daylight Savings Start, First day of Passover,
Easter, Memorial Day, Labor Day, Rosh Hashanah, Yom Kippur, Columbus Day,
Daylight Savings End, Veterans Day, First Day of Hanukkah, Thanksgiving
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@Action Plan Manager « actonpans A < | [ Calendar Driven

An Action Plan is a series of online activities. Just click on each 1o view or edi.

Action Plan Title (Tip: Use a title to help identify in the future)

groups test Created: 04/17/2013 Cancel | Preview
‘Who can use this? Please decide who is authorized to use this action plan. -
Manage Activities Total: (1) Add and manage all of the activities associated with this plan ~
+ Add Email Activity ~ Display logo and my photo at the top of each email activity
Activity Type Category Send Date or Occasion Actions
¥ | Client For vife Letter 1 - Initial Letter Email Email 01/01/0001 or | | = X
Frevew
Manage Recipients Total: (1) Add and manage all of your recipients such as contacts or groups. ~
+ Add Recipients Stat a
Contact/Group Name ate Status Remove
i Absentee Owner 2013 Scheduled b 4

Benefits

v" Improves usability by giving additional options when creating action plans based on
annual varied date occasions

Note: We removed Independence Day/4th of July and Christmas since they occur on the same
day each year.

Ability to Print
rDesk Elementool Ticket: 14033

We had added a Print button that will allow users to print a single activity or all activities within
an Action Plan. You can find this available in three locations when you click Preview either from
the summary view, a plan, or a single activity. From the plan, you will receive a printed version
for each activity. This does not apply to task plans or tasks mingled with activities within a plan.
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REAL ESTATE DIGITAL

Action Plan Preview: _AAA111 | iz @

Activity Name: Active Buyer Postcard - Benefits
Subject: A Helpful Note For Homeowners

Benefits

(10f2)

] »

Email Preview: Active Buyer Postcard - Benefits | £}

Subject: A Helpful Note For Homeowners

Benefits

n

Benefits

v Improve usability by offering the option to print out action plan activities

User selection for View will “stick”
rDesk Elementool Ticket: 13945
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Patched on 4/26/13

When a user selects a View from the dropdown list, it will remain at that view as the user
navigates to other pages within CRM.

@’Action Plan Manager ianage emai Actviies »

A sernes of online activities that are automatically scheduled on your behalf. You can create, edit, copy or delete an action pian.

Action Plans Total: (39

*+Create New Action Plan Show 10#tems [=] View| (I ¥ Q
Ay

Benefits
v Improves usability by maintaining the user selected preference

Message for Second Activity on Recurring plan
rDesk Elementool Ticket: 14017

Patched on 4/26/13

If a user tries to add a second activity to a recurring plan (which is designed for one activity), a
message will display indicating that the original activity will be replaced.

Do you want this activity to replace the current activity for this plan?

-

Benefits
v' Improves usability by confirming with user that they want to replace the activity

New Flyer Templates
rDesk Elementool Ticket: 12723

We have added brand new flyer templates and you can find them in a new folder called “New”.
Built by our own UX team in HTML, we will be adding more as we continue to plan for our new
Flyer redesign in a future release.
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Dashboard Start 8080V SCH  selectlisting | Flyer information  Print Fiyer

Contacts

Calendar L. Step2of5 .o
Click on the folders New
Quick Email below to see all .
templates by category. Select the flyer you would like to create from the templates
Marketing below and proceed to the next step.
D ™ —
Action Plan Manager | Ba5|c' =
Neighborhood Reports g ;’ass'c . -
El
School Reports o MoFd)ern H
cua 1 Exclusive
Buyer's Tour 1 Elegant e
1 Multi Photo
1 Contemporary ———n
Tools 2 ABCRealty ©) Stucco Taupe € ©) Green Leaves
1 ™y office
Favorites 1 My Company

Services

Administration

Note: Our new flyer templates are “emailable” but only as a PDF attachment, as are the current
templates available.

If you have customized the available flyers, you will not see the ‘New’ folder and the new
templates. Let your Account Manager know if you want us to insert these new templates for

you.

Benefits
v" New templates will improve agent adoption and usage of marketing materials
v Builtin HTML, the new templates will offer more flexibility for revisions and
customizations in future releases
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Add Timestamp for Last Action
rDesk Elementool Ticket: 14080

We have added the timestamp for the Last Action to the grid view for all contacts and leads.

Dashboard My Contacts Customer Care ([« """ /]I_"} Company Leads (Deleted)

Filter [=] | manage [=] Total Company Leads (29,372)

Filter Name: All Leads past 30 days Search: — Contact Info — Selected Leads (0)
Groups -
Lead Admin 0 st 2222588 zzist 22503 Bos-team com ‘Company Website | Contact Form Buyer 0512213553 AM  [05/221135:53 AM | zzOAAgent zzOAABCReslly  Yes Fz3

Reports
Import [F] zsesiaute  zzmsscoent

Buyer 05211214 AM  O%21139:14 AM  Chiistine Marsusan Yes &
E catio.

Fxport

The Last Action is the last event performed by the contact, which is different than the Last
Activity which is a user or system activity and is captured in the Contact history.

Benefits
v' Exposing the timestamp in the grid view will improve lead capture and conversion

Warning Message when removing Contact from Group
rDesk Elementool Ticket: 13305

We have added a new message that displays when a user removes a contact from a group so
they have the opportunity to cancel beforehand.

Are you sure you want to remove
contact(s) from the group?

Remove Contact from Group |

Benefits
v Improves usability as it prevents users from accidentally removing a contact from a

group
O Read Me First
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Configurability

OADility to Opt Contacts Back In
rDesk Elementool Ticket: 13391

We have added the ability for CoBrand Admins, Franchisor Admins and Franchisee Broker
Admins to opt contacts back in that have accidentally opted out of APM, Flyers and Quick
Email. For companies that use Quick Email to do internal emails blasts, this will reduce the
common request for our development team to add their users back in.

Under Administration, CoBrand Admin, you will find a new tab called “Opt Out” where you will
see a list of all of your unsubscribed contacts from the beginning of time. You can search by
name or email address and once found, you can click the Opt In icon which will resubscribe the
contact to receiving all marketing emails for your company.

Domains Design Accounts Penmissions BrokerDocs Dashboard Email Reports Themes —Teams @

Opt-Outs Total: (27)

Use this page to select and opt in contacts that have accidentally unsubscribed from Action Plans, Flyers and Quick Email

Show | 10items [=] Q

First Name Last Name Email Assigned To opt-outDate y Type OptIn
UseSecond Email usesecondemail@qa-team.com Woodgate, Patricia 2/19/2013 & =
22im ZzBrown ZzzJim.zzBrown@ga-team.com Woodgate,Patricia 11/28/2012 B =
zzTom 2zSmith zzTom.zzSmith@ga-team.com Woodgate, Patricia 11/28/2012 I 8 =
22Agentadmin ZzClient zzagentadmindient@qa-team.com Woodgate, Patricia 11/28/2012 B =g
Tom Baker tom.baker@ga-team.com Woodgate,Patricia 11/28/2012 ] =
2zMNew zzZContact ZZnewzcontact@qa-team.com Woodgate, Patricia 11/14/2012 ] =
2zTestEventPrimary 2zADD2Calendar 2zADD2Calendar@ga-team.com Woodgate,Patricia 11/14/2012 B =
UseThird Email usethirdemail @ga-team.com Woodgate,Patricia 11/14/2012 I 8 =
UseSecond Ernail usesecondemail@qa-team.com Woadgate,Patricia 11/14/2012 B =
ZzzTestUnsub zzcomp ZzTestUnsubcompany @qa-team.com Markuson, Christine 11/12/2012 B =g
2 3 Next —

Since we need to be sensitive to CAN SPAM Compliance requirements, we will display a
responsibility message that will need to be checked to resubscribe the contact, along with a link
to the policy.
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Optlin

Would you like to Opt back in this contact?
Disclaimer

El\ acknowledge and accept that this contact may have requested to Opt
Qut of receiving a form of email communication and therefore by Opting this
contact back in take full responsibility for this action per CAN SPAM
Compliance rules.

o EE

For Calendar-Driven and Recurring Action Plans, the contact will be reinstated to receive the
next activity in the plan. For Day Interval Action Plans, the contact will be reinstated to receive
the next activity in the plan according to the schedule that was originally established when the
contact was added to the plan.

If the contact is listed more than once in the list, as they may have unsubscribed from multiple
users or varied emails, opting them in on one, will opt them back in for all.

We have two CoBrand attributes to control this feature; one to hide the tab (and functionality
altogether) and another to be able to simply search and view the list of unsubscribed contacts
but not have the ability to opt contacts back in.

Please let your Account Manager know if you wish for us to apply one of these attributes for
your company as by default all will have access to this feature.

Benefits
v" Reduces need for development to do this task for internal contacts
v’ Offers top level admins the convenience and control to opt contacts back in

Change Timestamp for APM
rDesk Elementool Ticket: 13441

We have changed the timestamp (or time of day) for when action plan manager emails are sent
from 12 midnight central standard time to 9 am based on the time zone of the user (this will help
those of you that cover multiple time zones)

The exception to this will be for Day Interval plans where the activity is set for “0” which will be
sent immediately. The following activities will be sent at 9 am based on the time zone of the
user.
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For action plan activities exceeding 10,000 emails per company, they will be sent in 10,000
increments every % hour until completed.

|Plan Type Added as Timestamp

Contact 9:00 AM based on time zone of user®

Group

Calendar Driven .
Routing Rule

Groups - from Group Ul

Contact Immediately for Day set at "0", 9:00 AM based on time zone of user for following activities

Group

Day Interval -
Routing Rule

Groups - from Group Ul

Contact 9:00 AM based on time zone of user®

Group

Recurring -
Routing Rule

Groups - from Group Ul

*For email activities totaling more than 10,000 contacts per company, the remainder will be sent in increments of 10,000 every 30 minutes until complete

Benefits
Improves lead capture and conversion by sending marketing emails during the business day

Apply Updated Routing Rules to Retracted Leads
rDesk Elementool Ticket: 14071

We have added the option to apply the updated routing rules to retracted leads when it is an
updated lead.

O Read Me First
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Dashboard (. c 00 L Service Regions  Lead Routing Groups  Lead Categories  Routing Rules  Lead Parser

LIRS ABC Realty Demo

Calendar
© Office: -- company level -- E|
Quick Email

Marketing © Lead Routing Options for: | Updaled Leads j

Choose the methods for automatic routing of company and office level leads, in the order of precedence:

1o [T Do Not Route leads that match the selected Lead Category(ies): Select one or more categories
[ECLEs [ Route leads to listing agents (agent does not need to be in Lead Routing Group)

Services o ng agents

Administration [T Route leads to Customer Care and auto-accept

Cobrand Admin Route leads by Category |RealtorLeads (Company) B
Has Property (Company) M

Beverly Hills (Company)
Commercial Leads (Company) |
Commercial Property (Company)
Multi Family (Company) LA
Customer Care (Compan

+4

Note: Prioritization applies to both new and updated leads.

To Add/Edit Routing Categories go to: Lead Categories
To Add/Edit Members in Routing Groups go to: Lead Routing Groups

[ Route leads to agents based on agent regions using the zip code of the most recent property in lead info

g ng Group
[ Route leads to agents based on agent regions using the zip code of the lead

T “J.“-—"J\d:a——&rr‘-_r-" P o ST S

© Lead Retraction Options

Specify whether and how to retract any leads automatically routed to the agents that are not yet accepted
by the agents.

[¥IRetract to Customer Care and auto accept lead after 2 [=] retractions
DAssign to original Customer Care user
¥l Disable Auto Lead Acceptance when leads are assigned to users
[¥|Enable retraction of unaccepted leads after 5 Minutes|~|
Schedule
Weekday settings
@ Daily
© week Days Only

From: |8 [~] J00[=] |AM[~] until: |7 [=] :j00[=] PM[=]

This feature is controlled by a CoBrand attribute so for those of you that have a different set of
routing rules for updated leads, versus new leads, you will have to specify if you wish this
option.

Please let your Account Manager know if you wish for us to enable this attribute as it will be off
by default for most companies.

Benefits
v' Improves lead capture and conversion for those that have different routing options for
new versus updated leads

Notify Company or Office (Broker) when Lead is returned
rDesk Elementool Ticket: 13592
O Read Me First
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REAL ESTATE DIGITAL

When a lead has been retracted or declined and has been routed to all possible groups, and the
lead is returned, you now have the option to send an email notification to your Company or

Office (Broker) Lead Admin.

Service Regions  Lead Routing Groups  Lead Categories  Routing Rules  Lead Parser

ABC Realty Demo

Contacts
Groups ® Office: -- company level -
Lead Admin pany k]
Reports
Import © Lead Routing Options for: |New Leads  [r]
Export
Wirs Online Choose the methods for autematic routing of company and office level leads, in the order of precedence:
Most Active
[CIDo Not Route leads that match the selected Lead Category(ies): | Select one or more categories +
[#IRoute leads t ng agents it does net need te be in Lead Routing Group)
Calendar Allow hultin ents
- ~ [T Automatically accept leads
Quick Email
[IRoute leads to Customer Care and auto-accept
Marketing [CJRoute leads by Category [Realtor.com (Company) s
Trulia (Company) T
Tools Beverly Hills (Company)
Commercial Leads (Company) |=
—— Commercial Property (Company)
larry (Compan: 4
rcos Multi Family (Company) >

T

Nate: Prioritization applies to both new and updated leads.

Administration

Company Admin

To Add/Edit Routing Categories go to: Lead Categories

g2, da/Edit Members in Routing Groups go to: Lead Routing Groups

\ [ Route leads té the next agent m the Derault Lead Routing Group

© Lead Email Notification Options

[CJEnable lead assignment emails to Company Lead Admins

g leads returned to Company

Enable lead notification emails to Company Lead Admins for ex that are not assigned to office or user

[l Enable lead assignment emails to Office Lead Admins (default)
0 no emails for manually assigne fault

[CIEnable lead notification emails to Office Lead Admins for new Office Lead not assigned to user (default)

[[EEnable lead notification emails to Office Lead Admins for existing leads returned to Office that are not assigned to user (default)

[CJEnable lead assignment emails to users with Company Customer Care role

or manually assigned lead

Do no u
[CIEnable lead notification emails to users with Company Customer Care role for new Company Customer Care leads not assigned to office or user

[ Enable lead assignment emails to users wi

in Office Customer Care Lead Routing Group

manually a - ult

[CJEnable lead notification emails to users within Office Customer Care Lead Routing Group for new Customer Care leads not assigned to user

[“Ipisable vCard on lead acceptance notification

[CIRemove seamless login link in the lead notification email

Additional text to be appended at the bottom of the lead notification email sent to users

W«Ja,“"’»ﬁ-‘_ﬂf‘ PV e Sl ¥ et 3 o

[ o un g

Save Options

Benefits

v" Improves lead capture and conversion by keeping company and office admins aware of

returning unassigned leads

Add Rental to Lead Categories
rDesk Elementool Ticket: 13156

O Read Me First
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This will be ready to test beginning on Tuesday, June 18"

REAL ESTATE DIGITAL

We have added Rental to the property type dropdown list under Lead Categories, along with
Residential, Lots and Acreage, Commercial, and Multi-Family.

Dashboard General Options ~ Service Regions  Lead Routing Groups | "2 00& 0| Routing Rules  Lead Parser
Contacts

Contacts
Groups
Reports
Import
Export
Who's Online
Most Active

Category Name:
Description:
Calendar

Quick Email
Lead Source:

Marketing

Tools
Favorites
Lead Type:

Services

Administration

Company Admin

Lead Admin

[ Lead viewed at least

£ Company Lead Categories

Current Categories:|[Select one to edit]

Lead categories are used by routing rules to automatically route leads to email and action plans based
on certain criteria. Please use the following options to configure a new or existing lead category.

[l

Routing Category? [

Company Website
Company Website
Company Website
Company Website
Company Website

-CMA

- Contact Form

- HelloWorld

- Listing Inquiry

- Property Inquiry

i

GroupA
GroupB
GroupC
_GroupD
Absentes Owner

i

[l Lead's average price of viewed properties is at least §

1 IZ‘ properties

Lead searched for properties of type | Residential

Residential

[ Lead viewed properties in these zip colLots and Acreage

Commercial
Multi-Family

Bemo

properties

Add

ected

[C] Email address captured?

[T Phone number captured?

71 Mailing address captured?

Benefits

TT

|
Save

v' Expands lead routing options for assigning Rental opportunities

Sustainability

Exchange Sync
rDesk Elementool Ticket: 14229

Patched on 5/30/13
O Read Me First
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Our team spent a considerable amount of time this release performing extensive analysis and
testing leading to the following substantial improvements to our Exchange Sync functionality.
These included:

Updated MSMQ configuration settings

Code refactoring

Sync Host service converted from IIS to Windows service

Additional RAM on production servers

Improved logging with verbosity levels, auto-archiving and writing from concurrent
multiple threads

ANANENENEN

Benefits
v" Ensure our Exchange Sync services and technology are up to date and can scale to
meet increased demand

rDesk Unified Platform Project (UPP)

We have made the necessary architecture changes needed to support the user interface
revisions you will see in the next releases. In addition, to the items noted above (#13620 and
#14082) a large amount of our development effort in this release was spent completing the
following tasks for the rDesk Unified Platform Project. They are;

v" Implementation of Service Oriented Architecture (SOA) framework

Add support to obtain contact data from rW (contact profile)

Add support for ability for Association/Disassociation of Contact with Agent

Support for contact centric rW features (Saved Search, Saved Property, Recommended
Properties, Sell My Home)

Implement tracking functions for contact scoring data elements

A NERNERN

<

Documentation

As always, we want to make sure that you, your admins, and agents, have easy access to the
current user guides (via the Help link to redassists.com) and that they include the most recent
enhancements and improvements.

For this release, the following user guides have been created or updated and can be found
under these headers,

e Agent Tools
o Action Plan Manager User Guide

O Read Me First
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O O O O

O

Contacts/Leads User Guide (combined Contacts and Leads User Guides)
Groups User Guide

Getting Started with CRM

Flyers User Guide

Mobile User Guide

e Company Tools

O

O O 0O O O O O

CoBrand Admin Opt Out (New!)

CoBrand Admin Broker Docs and Dashboard
CoBrand Admin Domains and Designs
CoBrand Admin Accounts and Permissions
CoBrand Admin Reports and Teams

Flyer Token List (New!)

Lead Routing User Guide

Managing and Assigning Leads (New!)

Change Control

Date Change Category Section
Type
6/10/13 Add Usability Add detail to #14080 Timestamp for Last
Action vs. Last Activity
Configurability Add grid to #13441 Timestamp for APM
6/11/13 Remove Usability Removed #14082 Registered/Associated
Agent in Contact history
Add Configurability Add screenshot for #13156 Add Rental to
Lead Category, ready to test note
6/13/13 Revise Header Prod release date
Add Usability Add detail to #12723 New Flyer Templates

Follow us on Facebook!

O Read Me First
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