Overall business flow
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Fl v the blanks

Wireframes

Wireframes are rough sketches of the different dashboards and pages that would be
required to carry out the above flow through the business.

They don't look exactly like the CRM/HubSpot will look, but just show clearly the

iInformation that each department may require on each page to run their area of the
business.

The purpose of the wireframes is so all teams and departments can see exactly how

the CRM will work, and plan exactly what information should be displayed on each page
to carry out roles and tasks.

These wireframes are a rough start that each department can build on to plan what
they would like on each dashboard.

When the information and dashboards are planned, the wireframes will be updated
and become the blueprint for how HubSpot /| Contra build the CRM.

They are just the instructions for how the CRM should be set up, so everyone can plan

together as a firm what each page should look like before giving the final brief to
HubSpot.

All fields / data [ information points shown on these wireframes are changeable - they
are just a starting point.

IN order to complete the brief for implementing HubSpot, all teams would need to

collaborate to identify the most important information on each page, and meet up to
finalise the wireframes.
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BD Front-liners

1.

T ——

Front end

BD eSS

Encouraging

meetings. ~ business

Purpose:

Next page

Keep all BD activity in a single source of truth so anyone can follow-up

to any activity and nothing falls through the cracks.

Tasks overview

1. Setting up meetings with BD contacts
2. Holding meetings with BD contacts
3. Off-the cuff conversations at events

4. Cold emails / reaching out on LinkedIn

Outlook

Any BD related email,

Tt At AT e TERAL TR T A AT A AT
AL A A A LA - Attt AL
11 AT A A A A AL AL
Ml M AL Y LA A AL MA VR LY A
11 T-NMA L LA e At AL

*Dummy mock-up. Actual screen below

File Message Insert  Opbons  Format Texd Review Help  Acrobat
T , . Y ] 2 -
0 A Al @ R [! EI E M Follow Up
Faste i} i : Address Check  Attach Signature  Attach File Assign High Importance
. ] = = Book Mames File = - wia Link Policy = .|, Low Importance
Clipboard Basic Text Hames Ineiude Adebe Adrobat Caltabarate Tags ]
= To Lawra Bead
Send Ce
Subyec
Lindsay
Lindsay Gibson
Head of Marketing

o) B

T- 0330 175 9912 | wwweatichriaw, oo, uk

46 Tower Street | Harrogate | North Yorkshire | HGI 1HS

Offices also at:
Spaces, 125 Deansgate | Manchester | M3 28Y
Spectrum House, Bond Street | Bristol | B51 3LG

Ranked in
Chambers
& Partners

n their chosan fleld they ore
My Second (O Nong
Enowladabie, koo
innovative and resourcofiul

Band 1 Law Firm

Tech tasks

1. Outlook - track emails

2. Create new contact

3. Search for, locate and update existing contact
4. Forward to follow-up team LG [ LR

5. Create tasks for follow-up team LG [ LR

% Track email

Any comms with any brand
hew leads.

Create new contact
Create a new contact
which will become their
permanent record in CRM.

Any new comms with any

. . existing contacts.

Update existing contact
Search for contact, add
any new communications or
tasks to their contact
for follow-up team to act
upon.

Any team member who
needs to be aware of
this interaction can be
notified by email.

Forward to team

E.G. Can LR send them a
referrer pack?

Create any specific
tasks relating to this
contact that need
carrying out.

Create task

E.G. Book an IDRN Tour

[=][=] ; D—] i . ) Track Ermail ‘>>- D
& [8 & L @ B|R|E @ L
Dactate Al Editor Immersive MHew Sales |[Confact Legts CRM Vna View
Apps Feade Scheduling Poll | Teoks < | Profiles Insights  Templates
Viobce Appi Sensitnaty Edstar lmmersive Fing Time HubSpot M Add.in My Templates -
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INgle contact page

2. 3.

» Follow-up

Picking G Ongoing

Marketing &

Purpose: Single source of truth for a contact

Tasks overview

1. Get an overview of the contacts activity

Tech tasks

1. Send, receive and manage comms

2. See

. See g

comms with this contact

2. Create tasks

referrals made by this contact

3
4
5

HubSpot

Manage communications

Manage pipeline / referrer comms

Contact name Referrals
Contact details
Contact type
CO ﬂtC] Ct owner Client name Referral date Matter opened CGrade A Case owner Case status Revenue Open case
. . Client name Referral date Case declined Grade C Case owner Case status Revenue Open case
Communication tools
: : : : : Client name Referral date Matter opened Grade A Case owner Case status Revenue Open case
Notes Email Calls  Meeting Tasks
Client name Referral date Matter opened Grade A Case owner Case status Revenue Open case
Status
Tt AL AT e AL R TRt Ao A
T e e w Client name Referral date Matter opened Grade A Case owner Case status Revenue Open case
T AL AT W Ay R Tt A A A
ML LA T A A LA T A e AL
Client name Referral date Matter opened Grade A Case owner Case status Revenue Open case

M A LA A AL B LA AT A MA T A AT
ML AT A A LA T A AL

*Dummy mock-up. Actual screen below

Contocts Conversations

Marketing

Attachments

FSA
Referrer pack

Any other documents?

A1l fields displayed here

Referrer comms can be customised.

management.
What would be the most

useful information here

See at a glance where
for all team members?

contact is up to along
relevant comms pipeline

Sales service Sequences Reporting

« Contacts

§Eg - Lindsay Gibson

Heod Oof l'JI_JILM," ng ot [._ - LOw

Actions ~ Activities o ~ Data Quality Feedbacks (0) + Add

the Data Qualbty Feedboacks associated with this record

Q Collapse all =

Meetings ~ Attachments Add -

Nole Email Coll Torsk Mestng More
November 2023

~ About this contact
> Meeting - Hubspot | IDR Law | Demeo hosted by Rebecco McGookin

> Meeting - Rebecca | Lindsay | Sync on Demo hosted by Rebecca MoGooki

IrCw .Co. Lk

» Meeting - Hubspot | IDR Law | Marketing & Sales Demo hosted by Rebecca MoGooki

019/ UKLS IntiSmallBusiness /UK

» Meeting - Hubspot | IDR Law | Contra Agency | Intreduction hosted by Rebe

Phone number: 03301759912

> Email
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| atest BD tasks

ddddddd
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engaging. =~ Encourage

Marketing &

Next page

Purpose:  Follow-up / engage team can check daily to see where everything is
up to and what needs doing

Make sure nothing from the front-line falls through the cracks

Tasks overview

1. Check latest tasks from front-liners

2. See who needs following up

3. Prioritise most important tasks / comms

4. Keep engaging

5. Move them down the funnel

6. Encourage joining IDRN

HubSpot

Recent activity

Tasks

Tech tasks

1. Filter tasks and recent comms to identify most
important jobs of the day/week

2. Check the dashboard to recent BD activities
3. Email contacts / leads
4. Set up meetings with new leads

5. Engage with marketing / IDRN etc.

Not sure what this dashboard
would / should 1ook 1ike???

LG and LR to define whats most
important on here to do their
jobs.

Open contact

Next page



BD recent referrals dashboard

Next page

| —

< Referral |

eeeeeeee
engaging.  comms

ppppp

ppppppppppp

Purpose: See all recent referrals at a glance

Gedared around helping Partnerships team keep on top of all referrer
comms, both manual and automated flows

Improve referrer experience

Tasks overview Tech tasks

1. See all recent referrals 1. See at a glance the status of recent referrals

2. Open referrer contact to keep track of where they
are up to on the referrer comms pipeline

2. Make sure they receive engagement comms

3. Basically a list of all enquiries that came from o
referrer

Contacts /| BD Leads [ Referrers

HubSpot

What filtering requirements would

. . be useful?
Filters Filter by?????
. Al1 converted
Useful links?
A1l declined
Name Firm Type Date of referral Grade Referral status Subscriber
Still at enquiry stage
P| pe | | Nnes John smith Law & Co. Law Firm 14/07/23 A Case opened Yes Open contact
CO MmMms tem p I ates John Smith Law & Co. Law Firm 14/07/23 Interview booked Yes Open contact
T raimnin g John Smith Law & Co. Law Firm 14/07/23 Declined Yes Open contact
John Smith Law & Co. Law Firm 14/07/23 Case opened Yes Open contact
John Smith Law & Co. Law Firm 14/07/23 Case opened Yes Open contact
John Smith Law & Co. Law Firm 14/07/23 Case opened Yes Open contact

Next page



BD referrer tracker

T —

< Referral

mmmmm

up
optimisation S

Marketing &

Purpose: Check on status of referrers [ referral stats.

Geadred towards analysing and measuring referral trends over time

Tasks overview

1. Keep track of the best referrers - take action

2. Keep track of the worst referrers - take action

3. See how referrers are growing / dropping off

4. Easily access all important referrers

HubSpot

Filters

Name

John Smith
John Smith
John Smith
John Smith
John Smith

John Smith

Firm

Law & Co.

Law & Co.

Law & Co.

Law & Co.

Law & Co.

Law & Co.

Type

Law Firm

Will writer

Law Firm

Law Firm

Law Firm

Law Firm

Contacts / BD Leads [ Referrers

Number of referrals

23

19

23

23

23

23

Tech tasks

1. Filter referrals to see success over time

Referral value

£115,203

£124,094

£115,203

£115,203

£115,203

£115,203

Subscriber
Yes Open contact
No Open contact
Yes Open contact
Yes Open contact
Yes Open contact
Yes Open contact

This is how you would see the
original audiences:

sub-non ref [<1 refs, sub]
non-sub ref [>0 refs, non-sub]
sub ref [>0 refs, sub]

So you could easily see which
referrers were / were not IDRN
subscribers,

And which subscribers haven't
referred yet.

Basically, are they a
subscriber?

Possible ways to filter referrals

Last three months referrals

Last six months referrals

Last years referrals

Sort by recency of referral (show
the Tatest referrers)

Sort by number of referrals

Sort by value of referrals

Sort by subscriber status

Sort by contact type

Sort by enquiry grade??7??

Sort by conversions vs declines??

Show contacts with <1 referrals
(show contacts who haven't made a
referral yet)

Next page
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New enquiry page

Purpose: Form for entering new enquiry details.

1BC

Gravity forms

Triage thebest

SSSSS

O

Next page

Gravity Forms is the platform on which the Claim Checker is built, and it integrates

seamlessly and easily with HubSpot.

Following completion of the Charity CC, any form can be created with no extra dev

COSL.

In the same way that the Claim Checker assess the merit of a 1975 claim, any form
could be created that provides a rough pre-triage grading, which could be displayed

clearly on any HubSpot dashboard or page. Useful for triage?

RT mentioned the Charity CC entries having useful informmation which helped easily
assess the case. Expanding on this, we could set up any form to gather any information
that would help triage and legal teams in their day-to-day assessment of enquiries.

Different forms could be created and tailored for the different routes to triage, showing
the most useful information to see at a glance the nature of the case, with a clear pre-

grading (AB,C).

Routes to triage via unique Gravity forms

All these Gravity forms in blue could be configured to pre-grade enquries and
collect only most useful information for triage / legal teams.

All data passed straight into HubSpot CRM & dashboards.

IDR website

V2 Claim Checker,
wherever it IS hosted

Referrers

Most important referrers could
have their own unique Gravity Form
tailored to their requirements.

These Gravity forms could be used
to train referrers where required -
so they understand which cases
should or shouldn't be sent??

Charity CC

Streamline triage

Pre-grade cases
for legal teams

Define enquiry
call structure for
new staff /
sickness cover

Triage

Triage
Gravity
form

NWR

Society of
Will writers

Will Check

IDRN
contact form

Legal teams

O,

Next page



ENQuiry page

. Lawyer
Enquiry e
meetin g
eeeeeeeeee Con
Triage he b . ol
sssssssssssssss i
d CL
- Iawy—ers — — el ',;’,,—":i
. RT
Trlage D P Lawyers ES

CH

Purpose: Single source of truth for an enquiry for triacge and legal teams

Tasks overview

1. Get an overview of the enquiry activity
2. See all comms with this enquiry

3. See who referred this enquiry

4. Maonage communications

5. Manage pipeline / enquiry comms

HubSpot

Enquiry hame

Contact details

Activity

Date of enquiry

Similar to existing Perfect Portal page

Enquiry owner
Date of owner change
EnqQuiry status

A AN AT A AL P LA

2nd Call

. . 1L ML AV A e e A
Communication tools
Notes  Email Calls  Meeting Tasks e “”“”1”“”’”;:Z“;;:n::*
B W T B T B B e R A 1 ATV AL
Initial details e T e L A A
it A AL Y L A AL e A
1P A L VA oA iAo -
Status
Tt A NMA AT e AL Y T
1 A LA T Al A
Enquiry created owner
T A AT e Ty P T

A A AT A TNAL e T

1L TNA LAY L A aAA AL

Enquiry comms management.
*Dummy mock-up. Actual screen below

See at a glance where

enquiry is up to along

relevant comms pipeline

« Contacts Achions -

Activities

.- Lindsay Gibson

Heod of Marketing ot [DR Low

Coaill Task Meeting More
November 2023

~  About this contact
> Meeting - Hubspot | IDR Law | Demo hosted by Rebecco McGox

> Meeting - Rebecca | Lindsay | Sync on Demo hosted by Rebecca McGoo

¥ Meeting - Hubspot | IDR Low | Marketing & Sales Demo hosted by Rebe

Tech tasks

1. Send, receive and manage comms
2. Create tasks
3. Assign new enquiry owner

4. \/iew date of owner change

Attachments
Will

Probate certificate

Case status
All other documents

Case status

A1l fields displayed here
can be customised.

What would be the most

useful information here
for all team members?

o ~ Data Quality Feedbacks (0)

ta Qualty Feedboacks associated with t

Collapse all =

Meetings ~ Attachments
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ENnquiries dashboard

Purpose: Single source of truth for all current enquiries for triage and legal teams.

ssssssssss

. ,
e

Lawyer
meeting

ttttttt
SSSSS

Shows all enquiries up until matter opened or declined

—eaemmIREN]

Geared around helping teams convert the best enquiries

See at a glance the grade of the enqguiries

Tasks overview

1. Get an overview of all recent enquiries
2. Manage booking interviews

3. Help getting all the best cases get converted

HubSpot

Useful links?

Calendars
ISMUS
Training - ES

Referrers

Enquiries

Filters

Client Name

John Smith

John Smith

John Smith

John Smith

John Smith

John Smith

Referrer

Law & Co.

Law & Co.

Law & Co.

Law & Co.

Law & Co.

Law & Co.

Grade

Date of enquiry

14/07/23

14/07/23

14/07/23

14/07/23

14/07/23

14/07/23

Tech tasks

1. Open enqguiries

2. Filter / search enquiries

Enquiry status

Interview booked

Interview booked

Interview booked

Interview booked

Interview booked

Interview booked

Enquiry owner

Richard Thomas

Richard Thomas

Richard Thomas

Richard Thomas

Richard Thomas

Richard Thomas

Open enquiry

Open enquiry

Open enquiry

Open enquiry

Open enquiry

Open enquiry

What filtering requirements would

be useful?

Grade
Dates
Referrer??

Enquiry owner?

Next page
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Further dashboards?? @

Next page

Finance

Any more? Current open matters? (Would require CRM/LEAP connection)
Financial dashboard - All current open cases + all closed cases with revenue?

ALL enquires including converted matters + declined cases (Comprehensive
ist of all enquiries ever)

Any more?

Next page



Latest enquires

Nature of dispute Intention of claimant | Is there a will?

John Smith Left out of will, will invalid £150,000 - £500,000 Pursue claim Yes
Jane Doe Promises not kept £0 - £150,000 Gathering info Yes
Jack Jones Not what they wanted £0 - £150,000 Gathering info NoO
Jemima Puddleduck Information withheld £1,000,000 + Legal action No

Thisis just adummy mock up to demonstrate the results of the last survey.

All other required fields would also be on this dashboard, such as:

Date, Owner, Lead source, Referrer, appointment booked, matter opened / declined, closing revenue, etc.
You can have as many as you want.

And you can filter the enquiries, for example: only show estate values over £500,000

And following the first meetings with the agency who are onboarding the new CRM, we have seen how
easy It is to configure these dashboards - so nothing is set in stone, and if you wanted, you could try new

options for how the enquiry details are shown on this dashboard, as often as you want.

And if you click on an enquiry it opens the individual enquiry page, which shows all the details anyway



