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STEP 1

Sales Submits Intake Ticket

Sales fills out Intake Date, Time Block (8am, 11am, 1pm), Products Covered On Intake, and adds 
the email of the Contact receiving the Invite.
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STEP 2

Ticket Is Assigned ENT Division PRIOR to Team Assignment

As the Ticket goes through the Assignment process, the division is assigned to either Enterprise 
or SMB.
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STEP 3

Team Lead Is Assigned To Ticket. Ticket Is Then Assigned From Team Lead to 
AM.

Client Services Leadership assigns Intake to Team Lead in the Assignee field. Team Lead will 
receive a task for "Assign Intake to AM". Team Lead updates Assignee field and marks task as 
complete. This action will kick off several actions for the new AM assignee responsible for the 
Intake.

STEP 4

AM Assigned Stage Task Generated

Three new tasks are generated for the AM: Send Welcome Email, Ensure Zoom Meeting is 
Shared With Client, Check-In With Specialist.
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STEP 5

Resource Note Auto-Generates

In addition to the tasks, a note will automatically be added to the Ticket record and pinned. This 
note contains links to resources to help educate users on how to facilitate the On-Boarding 
Process in HubSpot.
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STEP 6

AM Sends Welcome Email & Completes "Welcome Email" Task

After sending the Welcome Email to the Client, the Account Manager will mark "Send Welcome 
Email To Client" as Completed. This action triggers the Ticket to move from "AM Assigned" to 
"Pre-Intake Preparation".
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STEP 7

Pre-Intake Preparation Tasks Generated

Several new activities are generated for the AM to prepare for the Intake Call. These tasks have 
a 3 business day window to be completed but do not necessarily line-up with the scheduled 
intake date.

STEP 8

AM Starts "Review Client Questionnaire" Task

As part of the templatized Welcome Emails available in HubSpot, we have a Questionnaire 
clients can fill out to provide information before the actual Intake Call. Their responses can 
be reviewed inside HubSpot by following the next steps.
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STEP 9

Option 1: AM Finds Form Response on Activity Feed

AM goes to the "Activity" tab and selects "Filter Activity"
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STEP 10

AM Selects "Form Activity"

AM Selects "Form Activity". If the client has filled out the form, a new activity will appear in the 
feed that links to their response.
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STEP 11

Option 2: AM Navigates To Forms Directly

To get to the Forms section directly, the AM should select "Marketing" from the left-hand 
navigation sidebar and then select "Forms" from the dropdown.
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STEP 12

AM Filters For Intake Forms

To filter for Intake Questionnaire specific forms, type in "Intake" in the Search bar.
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STEP 13

AM Selects Intake Questionnaire Based On Product Mix

Select the Intake Questionnaire that is appropriate based on the Product Mix the client is 
signed on for. Within the form, you can access the client's submission directly.

STEP 14

AM Pre-Fills Intake Playbook

For the "Pre-Fill Intake Playbook" task, review the Sales activity on the Company record and 
begin filling in the Intake Playbook (See Next Step)
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STEP 15

AM Opens Playbook Record On Ticket

In the Playbooks card on the right-column, select the relevant playbook to the product mix 
for the intake. You can search for specific playbooks using the Search bar if the relevant one 
is not shown in the preview.
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STEP 16

AM Fills Out Playbook

Playbook will open in a pop up window. AM fills out playbook to the best of their ability. Any 
responses received from the client via the questionnaire should also populate in the Intake 
playbook.
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STEP 17

Playbook Auto-Saves As It Is Updated

Playbooks automatically save as you fill them out so they can be opened and closed without 
losing any data.
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STEP 18

AM Completes "Pre-Fill" Task Once Playbook Is Updated

After pre-filling the Intake and prepping for the Intake, mark the "Pre-Fill Intake Playbook" task 
as complete on the Ticket record.
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STEP 19

Task Descriptions Populate With Instructions

Each Tasks in the Ticket workflow should have instructions on how to complete it. More 
complex tasks will have external links to additional resources.
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STEP 20

AM Completes All Pre-Intake Tasks

As Pre-Intake Preparation Tasks are completed, AM marks each task as complete on the Ticket 
record.
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STEP 21

Ticket Stage Moves to "Intake Call" When Intake Date Is Within 1 Day

Once the Intake Date on the Ticket is 1 day from now, the status of the Ticket will automatically 
jump to Intake Call. This will generate a few new tasks for the AM.
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STEP 22

Intake Tasks Are Generated

A set of three new tasks will be generated for the Account Manager to complete either 
on or directly after the Intake. This includes completing the playbook, linking the GMC (if 
Ecommerce), linking Meta Business (if Social), and Moving The Ticket Status after Intake.

STEP 23

AM Completes Intake Tasks

AM marks each task complete when the action is completed.
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STEP 24

AM Moves Ticket Status Forward Once Intake Call Is Completed

With the Intake Call Completed, move the ticket status forward from Intake Call to Intake 
Call Completed. This is done manually by the AM and serves as the trigger for a new set of 
post-intake tasks that need to be completed before the build can start.
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STEP 25

Post-Intake Tasks Are Generated

Several Post-Intake Tasks are generated for the AM to complete. Many of these tasks are 
familiar actions taken in Quickbase or with the Specialist post-intake.

STEP 26

AM Marks Each Post-Intake Task As Completed

As the AM completes each task, mark them as completed on the Intake Ticket record.
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STEP 27

With All Post-Intake Work Completed, AM Completes "Move Ticket Status To 
Begin Build" Status

STEP 28

Click on Intake Call Completed
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STEP 29

AM Manually Moves Ticket To Begin Build

AM moves the Ticket Status property to Begin Build. This action kicks off the Build in the 
corresponding On-Boarding Project of the Service.

STEP 30

AM Completes "Move Ticket To Begin Build"
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Never miss a step again. Visit Tango.ai

25 of 26

https://tango.ai?utm_source=pdf&utm_medium=pdf&utm_campaign=workflow%20export%20links
https://tango.ai?utm_source=pdf&utm_medium=pdf&utm_campaign=workflow%20export%20links



