Acme Download 
Email Response & Reseller Follow-Up Process
Schedule

Following is an 11 step schedule showing our email, call and Webinar follow-up, and how soon it would occur after the download. Our system would generate the emails and follow-up appointments automatically. Resellers get the leads just before the webinar--so they can introduce themselves and invite the prospect personally. It is based on a 30 day trial period.
	Steps
	Time Period
	Email

	1
	Upon Download/Access
	Thank you. Installation instructions. Request to add us to your approved email list. Personal invitation. “I will be your contact and assistant…” 

	2
	Day 3
	- Link to the product Quickstart Guide. 

- 30 day Special offer during trial (discount or free add-on (support, maintenance, or other product). Test the offer and see what increases conversion ratio.

	3
	Day 5
	Email invitation to attend a personal or group Webinar. 

	4
	Day 5
	Lead sent to Reseller (email includes lead and instructions)

	4
	Day 5

 
	Reseller calls prospect to introduce himself, invite to Webinar, discuss special or close

	5
	Day 6 - 8
	Webinar (group – personal if scheduled). Typically held on Wednesday at 12:00 pm and Friday at 1:30 - all CST.

	6
	Day 6 - 8
	Email thank you for attending OR sorry, re-invitation to attend next Webinar (done in GoToWebinar)

	7
	Day 15
	Apx. 15 days to take advantage of special offer.

	
	
	STOP process if in the SALES pipeline (quote, sale complete)

	8
	Day 26
	Only a few days to take advantage of special offer. Reiterate webinar IF did not attend)

	9
	Day 32
	Thank for downloading the software. Past 30 days. Link to Survey

	10


	32 days after download
	Phone. Follow-up on survey if not completed. Ask if have any questions, time frame for decision, schedule to another Webinar if missed the first one, or close.

	11
	Day 60
	Ongoing promotional email

	Following are sample emails, phone dialogue and process according to our products and schedule.




Step 1
[Subject] Download Link to Your Acme Trial
Hello [NAME],

Thanks for your interest in Acme™. My name is John and I will be your personal contact at Acme to ensure you have a positive evaluation experience while testing out your 30 day Acme trial. Please do not hesitate to call me with any questions.
This email contains the link to your installation instructions. You can get started with Acme by clicking the link and following these steps (if you have already registered, start at step 7):
Here is a short video tutorial on how to install Acme.

You can also refer to our Installation Guide which contains details on Configuration. 

I encourage you to use the simple Acme configuration wizards which will help you get up and running as quickly as possible.

Getting Help

============

Please refer to the Installation Guide and Reference Guide for more detailed installation instructions, or refer to these videos about installing Acme. You can also access your registration details and instructions on installing license keys in our member area.  

I’ll be sending you a few additional emails during your evaluation process to see how you are doing and offer support. Please call or email me directly with any questions.
Sincerely,

John
**********

John Doe
Acme™

JohnDoe@Acme.com

http://www.Acme.com

Direct: (XXX)XXX-XXXX
P.S. Please add me to your approved email list (white list--if you have a filtering application installed) so you can receive my support emails.  Thank you.
Step 2
Subject: Special Offer for Acme within Trial Period, Help Resources…

Hi [NAME],

I am pleased to announce that we are running a special Acme promotion.  This offer is only available if you order Acme during the 30 day trial period.
If you order Acme within the 30 day trial period, you will be given a full year of maintenance free (a 25% value) for an on-premise license, or we will upgrade you to 24/7 premium support for the first year (18% value) if you order using a subscription model (monthly or annual).

To take advantage of this offer, please call or email me directly. 

Get Help Now
===========

Free trials of Acme are provided with online support via our Acme Forum. You can find most of the answers you need, but our support staff monitors the forum and provides quick responses if needed.

http://www.Acme.com/forums/forum.php
As a Acme subscriber you will have additional support options including Email Support, Helpdesk Tickets, and both Business Hour Phone Support and 24/7 Phone Support.
You can reach me by phone or email during business hours (Mon-Fri, 9AM-5PM CST) if you have any program questions, or I can connect you with our Sales Engineer for anything technical.
Thanks,

John
**********

John Doe

Acme™

JohnDoe@Acme.com

http://www.Acme.com

Direct: (XXX)XXX-XXXX

Step 3

Subject: 17 minute online demo of Acme
Hi [NAME],

Even though you have downloaded a trial version of Acme, you may not have installed it yet, or you may not have time to take it through all its paces.  That's why I want to invite you to see it LIVE at a Acme webinar:
17 minute online demo at 12 pm Wednesday or at 1:30 pm on Friday CST

Within minutes, you’ll be able to see how the software works, the key features, and whether or not Acme can meet your needs.  The demo only takes a brief 17 minutes—and you can remain after if you have any specific questions.
Please go to webinars.Acme.com to view the customer webinar calendar, choose an available date and time, and follow the instructions to quickly register (it only takes a minute). 
The system will send you an immediate confirmation and then a follow-up email just before the meeting as a reminder.
I hope to see you there.

Best Regards,

John
P.S. I have also assigned one of the friendly Acme reseller partners to help you on a local basis--they should call or email you for a brief time to chat.

**********

John Doe

Acme™

JohnDoe@Acme.com

http://www.Acme.com

Direct: (XXX)XXX-XXXX

Step 3
Email sent to the channel managers to forward to the reseller with the lead contact information.
*****************

Subject: Acme Qualified LEAD - Please follow-up ASAP

[name],

A prospect has downloaded the software or a white paper. 
I have sent them an email invitation to attend the webinar. I also told them that I have assigned a Acme reseller to call them (a copy of the email is on the bottom of this email).  Below is the prospects contact and qualifying information:
[image: image1.png]FirstName: % Tog

LastName: % Finch

Company, * SOMNAS - Ted

Email Address: * tedfinch@yahoo.com




(second part of the registration...)
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Next Steps
Please also confirm that you have accepted this lead (reply with the word ACCEPTED) in the copy so I know you have seen it and will follow up. If I do not receive this response within 24 hours--I will assign it to a different partner or talk to them directly. 
Please contact the prospect immediately to personally invite them to the webinar (it dramatically increases attendance)--I also included a copy of a possible dialogue below.  This is a chance for you to engage with the prospect--the webinar will show them the product, then you can follow-up afterwards to send a quote and close the deal. 

After the webinar (of which you can attend with them if you wish), you will receive an email on whether or not they attended so you can adjust your approach accordingly.
This lead is now yours (if accepted)--best of luck in your efforts to help them purchase Acme and whatever hardware and services you include. Let me know if you have any questions, need help with the quote, need to work with the Sales Engineer (SE), etc.
Thanks,

John

**********

John Doe

Acme™

JohnDoe@Acme.com

http://www.Acme.com

Direct: (XXX)XXX-XXXX

P.S. Below is a copy of the e-mail I sent them, plus a copy of the proposed dialogue to help you engage.
**********  Email sent to prospect *******

Subject: 17 minute online demo of Acme
Hi [NAME],

Even though you have download a trial version of Acme, you may not have installed it yet, or you may not have time to take it through all its paces.  That's why I want to invite you to see it LIVE at a Acme webinar:

17 minute online demo at 12 pm Wednesday or at 1:30 pm on Friday CST

Within minutes, you’ll be able to see how the software works, the key features, and whether or not Acme can meet your needs.  The demo only takes a brief 17 minutes—and you can remain after if you have any specific questions.

Please go to webinars.Acme.com to view the customer webinar calendar, choose an available date and time, and follow the instructions to quickly register (it only takes a minute). 
The system will send you an immediate confirmation and then a follow-up email just before the meeting as a reminder.

I hope to see you there.

Best Regards,

John
P.S. I have also assigned one of the friendly Acme reseller partners to help you on a local basis--they should call or email you for a brief time to chat.

**********

John Doe

Acme™

JohnDoe@Acme.com

http://www.Acme.com

Direct: (XXX)XXX-XXXX

*******  Proposed Phone Dialogue  **********

PHONE DIALOG

Hi, is this [Prospects Name]?

This is _______ [first name]. I’m a reseller partner with Acme. The company sent you an email about a short 17 minute product demo this ___________ [day/time of webinar] and I am calling to see if you’d like to attend. [shut up and wait for a response]

[If yes, then move to the close]

If no:

That’s fine. Is there a better time that works for you? 

[try to setup another time for the webinar (schedule online) or a personal demo (then the Acme sales engineer can help you.  If you can't then the following questions might help you to further qualify and engage the prospect]

· By the way, have you had a chance to install the demo?

· How did that go for you?

· Tell me what you're trying to do?

· What options are you considering?

· What's your time frame?

· Why did you download Acme--what were you hoping for?

· Would it help to see those features and how it might work?

· How about we let you take a look. [attempt again to close for the webinar or a personal demo]

CLOSE

Would you like me to fill out the online form for you to attend the webinar right now? It's short, but should help a lot. [start filling out the online form. If they can't make that time, ask for a few good times, then check and schedule a one-by-one demo with the Sales Engineer]
That’s great and thanks for the info. There should be several companies attending and you’ll get an automatic email notification.  I’ll be looking for you and will follow-up afterward to answer any additional questions... and then I'd be happy to send you a quote.  Thanks for your time.

VOICE MAIL

Hi [prospect first name], this is [FIRST name]. I'm following up on software you had questions about.  (xxx) xxx-xxxx [your phone - say is SLOW enough they can write it down].

[CONCEPT: do NOT leave information about the webinar (they have the invitation email already--you want to TALK and connect with this person to change it from a cold email to a warm person. Then you can present the webinar info, further qualify and engage the prospect. The key to getting a call back is "curiosity" so the less you say, the more curious the prospect is which generates a dramatic increase in call-backs. Use the dialogue above--it works]

Step 4
Group Webinar.

· Introduction & Overview.  Introduce yourself, then explain that you’ll show a few slides to explain the unique positioning of the product, then you’ll get right into a live demo. The demo will only take 17 minutes and then you’ll answer any questions. Explain how attendees can stick around for questions or log-out at that time.

· Show slides

· Go through product

· Q & A

Step 5
If attended:

Subject: Thanks for attending the Acme demo
[NAME],

Thanks for attending the Acme demo. Hopefully it was worthwhile. One of the friendly Acme reseller partners has already been assigned to follow-up, answer any questions and give you a quote if you want one--they may have contacted you already.
Special Offer

Remember: If you order Acme within the 30 day trial period, you will be given a full year of maintenance free (a 25% value) for an on-premise license, or we will upgrade you to 24/7 premium support for the first year (18% value) if you order using a subscription model (monthly or annual).

You may also wish to download the latest white paper on Acme here or check out the case studies here.  Please call if you have any questions or if nobody else follows up--and I'll get you the help you need.
Thanks,

John
**********

John Doe

Acme™

JohnDoe@Acme.com

http://www.Acme.com

Direct: (XXX)XXX-XXXX

If did NOT attend:

Subject: The Acme demo

[NAME],

I saw that you were registered for the Acme demo, but I didn't see you there--it happens. Please go to webinars.Acme.com to view the customer webinar calendar, choose another available date and time, and follow the instructions to quickly register (it only takes a minute) that might work better for you.
In the meantime, one of the friendly Acme reseller partners has already been assigned to follow-up, answer any questions and give you a quote if you wish--they may have contacted you already.

Special Offer (gone from WEBINAR email)
Remember: If you order Acme within the 30 day trial period, you will be given a full year of maintenance free (a 25% value) for an on-premise license, or we will upgrade you to 24/7 premium support for the first year (18% value) if you order using a subscription model (monthly or annual). Talk to your reseller or contact me directly (if your reseller hasn't done so already) about the special.
You may also wish to download the latest white paper on Acme here or check out the case studies here.  Please call if you have any questions or if nobody else follows up--and I'll get you the help you need.

Thanks,

John
**********

John Doe

Acme™

JohnDoe@Acme.com

http://www.Acme.com

Direct: (XXX)XXX-XXXX

Step 6
Subject: Only a Few Days to Take Advantage of Acme Special… 
[NAME],

Thank you for evaluating Acme.  Your trial period is coming to a close in a few days and I want to see if you have any questions or issues that I can help you with before the trial ends.

In addition, you still have time to take advantage of the special offer that is available during the trial period.
Special Offer

If you order Acme within the 30 day trial period, you will be given a full year of maintenance free (a 25% value) for an on-premise license, or we will upgrade you to 24/7 premium support for the first year (18% value) if you order using a subscription model (monthly or annual).

Also, please visit our support forums at http://www.Acme.com/forums/forum.php or contact me if you have any questions about Acme or would like to place an order.

Thanks,

John
**********

John Doe

Acme™

JohnDoe@Acme.com

http://www.Acme.com

Direct: (XXX)XXX-XXXX

Step 7
Subject: Acme Trial Period has Ended, Chance to Win Apple TV
[NAME],

Your Acme trial has ended. I really appreciate your taking the time to try it out. Within the next 48 hours, I would also appreciate your taking a few minutes to complete a short 10 question survey.

Complete the survey, get a chance to win an Apple TV
All who complete the questionnaire will automatically be placed in the regular drawing to win an Apple TV. This questionnaire gives us valuable feedback about the features you liked and didn't like, and your answers will help us to continually improve Acme. 
You can find the survey at  trialend.Acme.com
Thank you for your interest and for providing valuable feedback.
Best Regards,

John
P.S. Click here to see the cool features of the Apple TV

**********

John Doe

Acme™

JohnDoe@Acme.com

http://www.Acme.com

Direct: (XXX)XXX-XXXX

Acme Trial User Survey Questions

----------------------------------------------

