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P22. Lead Management
Presentation

Lead management is one of the functionalities of the CRM that allows:

To respond to customer and prospect requests 
To identify business opportunities within our web audience
To collect marketing and business data related to leads, prospects and customer that informs 
business decisions

Training Materials

Lead Management Playbook 
for Core CRM 
Prelaunch Demo video 
recording

 Lead Management Novecare
 Process & Training NEW

Topics Covered

Definitions and Objectives
Helpful tool
Assigning a lead (queue management)
Treating a lead
Closed statuses
Mandatory Fields
FAQ

Definitions and Objectives

What is a Lead?

Each Lead is a person with a request for information from Solvay. They are a mix of existing 
customers, new contacts from existing accounts, distributors, universities, new prospects and 
people looking for something we don’t offer.

Why is lead management important? 

Solvay reputation: >20k leads interact with our lead management process each year
Lead volume is increasing: 2021 shows a 30% increased compared to 2020
Customer experience: ~2% are existing customers and ~40% are new contacts from existing 
accounts
Revenue: effective lead management contributes to Solvay's revenue and ongoing improvements 
can help us to improve the ROI

Strategy & Objectives

Primary objective is for all leads to be closed within 5 days of creation.

To achieve this goal, we are:

Improving response rate to give leads best possible experience 
Improving process efficiency to reduce burden on commercial teams 
Monitoring lead process with key data sets, e.g. closing reasons, # of existing customers, tim
e spent in open state, digital opportunities
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Legacy reference 
materials

CRM Lead Management (Obso
lete)
Training Materials (Obsolete)
Functional Design 

https://docs.google.com/presentation/d/1FYPGOGDnOH-ze2H6GBPTtT2bjL5U7xMHxlRKWFO5UnQ/edit#slide=id.g100e5bdb64a_0_0
https://docs.google.com/presentation/d/1FYPGOGDnOH-ze2H6GBPTtT2bjL5U7xMHxlRKWFO5UnQ/edit#slide=id.g100e5bdb64a_0_0
https://drive.google.com/file/d/18DsltaCrMjnLsMqFGnDJJmP2LmG8sFrL/view?usp=sharing
https://drive.google.com/file/d/18DsltaCrMjnLsMqFGnDJJmP2LmG8sFrL/view?usp=sharing
https://docs.google.com/presentation/d/179FxbMFGV4Ug0rSoZMZUxqH2vO2tVPTgLp9TgDj-3E4/edit?usp=sharing
https://docs.google.com/presentation/d/179FxbMFGV4Ug0rSoZMZUxqH2vO2tVPTgLp9TgDj-3E4/edit?usp=sharing
https://wiki.syensqo.com/pages/viewpage.action?pageId=168789106#P22.LeadManagement-definitions
https://wiki.syensqo.com/pages/viewpage.action?pageId=168789106#P22.LeadManagement-tools
https://wiki.syensqo.com/pages/viewpage.action?pageId=168789106#P22.LeadManagement-queue
https://wiki.syensqo.com/pages/viewpage.action?pageId=168789106#P22.LeadManagement-treating
https://wiki.syensqo.com/pages/viewpage.action?pageId=168789106#P22.LeadManagement-cdlo
https://wiki.syensqo.com/pages/viewpage.action?pageId=168789106#P22.LeadManagement-faq
https://wiki.syensqo.com/pages/viewpage.action?pageId=168789106#P22.LeadManagement-top
https://docs.google.com/presentation/d/1_uY2wRtMwSUa7uCBN4RmvDwh94C5J-bKhD4PqJfoHd0/edit?ts=5ba0c2b2#slide=id.p3
https://docs.google.com/presentation/d/1FrD4sZnloFwVuPBzwAtpFSFtWqGQNWv4-awyxWaxTA4/edit?usp=drive_web&ouid=107785305954146763445
https://wiki.solvay.com/display/ISAPPSUP/FD+-+P22.+Lead+Management


Helpful 
Tools

Status 
Path
The status 
path is how 
we record the 
progress of 
the Lead. By 
properly 
assigning the 
correct status, 
we can better 
prioritize our 
Leads and 
take 
appropriate 
action. 

The best 
practice is to 
close a Lead 
within 5 days 
of it's creation. 
30 days is the 
maximum 
number of 
days a Lead 
should remain 
open. 

Path 
Guidan
ce
By opening 
the Path 
Guidance you 
can access:

Descriptio
n of the 
status
Links to 
training 
materials
Mandator
y fields 
which are 
editable

Learn more 
about the path 
guidance

https://docs.google.com/presentation/d/1FYPGOGDnOH-ze2H6GBPTtT2bjL5U7xMHxlRKWFO5UnQ/edit#slide=id.g100e5bdb64a_1_1
https://docs.google.com/presentation/d/1FYPGOGDnOH-ze2H6GBPTtT2bjL5U7xMHxlRKWFO5UnQ/edit#slide=id.g100e5bdb64a_1_1
https://docs.google.com/presentation/d/1FYPGOGDnOH-ze2H6GBPTtT2bjL5U7xMHxlRKWFO5UnQ/edit#slide=id.g100e5bdb64a_1_1


Relate
d 
Contac
ts & 
Leads
The Related 
Contact and 
Related Leads 
all you to 
immediately 
see if a 
contact exists 
for the lead 
and recent 
leads which 
belong to this 
customer. 

Email 
Templa
tes
Quick Reply 
templates are 
designed to 
help the Lead 
Management 
Process by 
automatically 
adding the 
Lead’s request 
information in 
the body of 
the email so 
you don’t have 
to. 

The Quick 
Reply 
template will 
automatically 
include the 
following 
information:



1.  

a.  

2.  

a.  

b.  

c.  

d.  

3.  

a.  

In 
salutation 

Lead’
s full 
name

In main 
message:

Date 
requ
est 
subm
itted
Type
of 
requ
est 
subm
itted
Relat
ed 
prod
uct 
asso
ciate
d 
with 
the 
requ
est 
(if 
appli
cable)
The 
quest
ion 
asked

In 
signature

Your 
nam
e, 
job 
title 
and 
email

Learn how to 
use Quick 
Reply 
templates

Return to top of page

Assigning a Lead (queue 
management)

Return to top of page

Treating 
a Lead

https://docs.google.com/presentation/d/1FYPGOGDnOH-ze2H6GBPTtT2bjL5U7xMHxlRKWFO5UnQ/edit#slide=id.gfb7f2ac2a6_0_14
https://docs.google.com/presentation/d/1FYPGOGDnOH-ze2H6GBPTtT2bjL5U7xMHxlRKWFO5UnQ/edit#slide=id.gfb7f2ac2a6_0_14
https://docs.google.com/presentation/d/1FYPGOGDnOH-ze2H6GBPTtT2bjL5U7xMHxlRKWFO5UnQ/edit#slide=id.gfb7f2ac2a6_0_14
https://docs.google.com/presentation/d/1FYPGOGDnOH-ze2H6GBPTtT2bjL5U7xMHxlRKWFO5UnQ/edit#slide=id.gfb7f2ac2a6_0_14
https://wiki.syensqo.com/pages/viewpage.action?pageId=168789106#P22.LeadManagement-top
https://wiki.syensqo.com/pages/viewpage.action?pageId=168789106#P22.LeadManagement-top


Evaluati
ng the 
Lead

a. 
Determine
if the 
Lead is 
an 
existing 
customer. 
Review 
previous 
Lead 
requests.

b. Check 
comments
field for 
informatio
n. 

c. Review 
Lead’s 
personal 
informatio
n 
(company,
country, 
etc.)

d. Review 
Lead 
request



Respon
ding to 
the 
Lead
The best 
practice when 
responding to a 
lead is to email 
them directly 
from Salesforce. 
You will find 
Quick Reply 
email templates 
which automatica
lly add the Lead’
s request 
information in 
the body of the 
email so you 
don’t have to. 

Learn how to 
use Quick Reply 
templates

If you need 
more 
information 
from the Lead 
before you can 
help them: 

e. Email 
Lead 
using the 
Quick 
Reply 
Templates

f. Select 
“Waiting 
for more 
informatio
n”

g. Select 
“Mark as 
Current 
Status”

When you have 
answered their 
request, you are 
ready to close 
the lead.

https://docs.google.com/presentation/d/1FYPGOGDnOH-ze2H6GBPTtT2bjL5U7xMHxlRKWFO5UnQ/edit#slide=id.gfb7f2ac2a6_0_14
https://docs.google.com/presentation/d/1FYPGOGDnOH-ze2H6GBPTtT2bjL5U7xMHxlRKWFO5UnQ/edit#slide=id.gfb7f2ac2a6_0_14
https://docs.google.com/presentation/d/1FYPGOGDnOH-ze2H6GBPTtT2bjL5U7xMHxlRKWFO5UnQ/edit#slide=id.gfb7f2ac2a6_0_14


1.  

2.  

3.  

4.  

Closing 
the 
Lead
You have four 
choices for 
closing statuses 
when you are 
closing a lead:

Converted: 
The Lead 
has a clear 
project or 
business 
potential 
and you will 
work 
directly with 
them to 
qualify the 
sale
Treated: 
The Lead 
does not 
have a 
clear 
project at 
this time 
but there is 
potential for 
future 
business 
from this 
relationship
Passed to 
Distributio
n: The 
volume 
needed is 
too small to 
treat directly
Abandoned:
The lead 
has no 
business 
potential for 
Solvay

Learn more 
about selecting 
each status

Return to top of page

Closed Statuses

https://docs.google.com/presentation/d/1FYPGOGDnOH-ze2H6GBPTtT2bjL5U7xMHxlRKWFO5UnQ/edit#slide=id.g100e5bdb64a_5_122
https://docs.google.com/presentation/d/1FYPGOGDnOH-ze2H6GBPTtT2bjL5U7xMHxlRKWFO5UnQ/edit#slide=id.g100e5bdb64a_5_122
https://docs.google.com/presentation/d/1FYPGOGDnOH-ze2H6GBPTtT2bjL5U7xMHxlRKWFO5UnQ/edit#slide=id.g100e5bdb64a_5_122
https://wiki.syensqo.com/pages/viewpage.action?pageId=168789106#P22.LeadManagement-top


1.  

2.  

Converted
Select this status to close 
Leads who have a clear 
project to support and are 
ready to convert to 
opportunity

Be selective and careful when 
converting a lead. Ensure that:

The opportunity value 
falls within your GBU 
guidelines
All mandatory fields are 
complete
You have found the 
correct existing account 
when possible and you 
are part of the account 
team
You follow the correct 
account creation 
process when needed

Mandatory Fields

GBU
BU
Address
Job Department
Function
Partner Type
Partner Sub Type
Product Code
Corporate Group
End Use

FAQs

Q: Why do I have to add the complete address? 

A: Complete address is essential for contact and account creation 
and therefore needs to be mandatory for conversion. If you are 
converting a Lead to a new Contact with an existing account, please 
manually copy the address from the account and add it to the Lead. If 
you are converting a Lead to an existing Contact, you may add any 
characters to proceed and the existing Contact will not be impacted. 

Q: What if I don't know the Product Code? Why is it mandatory? 

A: Product codes are essential for some processes related to 
Opportunities and had to be mandatory for Lead Conversion. Often 
the Product Code is assigned at form submission. But if you do not 
have a specific product code you can enter any characters to 
proceed, for example: N/A. 

Q: What happens to the Lead when converted?

A: When a Lead is converted into a Customer, the Lead record 
becomes obsolete and the information in the lead is incorporated into 
the Contact record so you can focus one record. 

Q: If the Lead has quote or sample request information, what 
happens when converted? 

A: There are two scenarios:

Convert the Lead to an Opportunity, create a new Sample or 
Quote from the opportunity and the date related to the Sample 
or Quote will automatically be incorporated.
If you need to bypass the opportunity, you should copy the 
Sample or Quote data before converting the Lead. 

Treated
Select this status to close 
Leads who have been 
treated  have potential and
for future business

If you have answered the 
Lead’s request and 
determined that at this time 
there is no sales opportunity 
at this time but see potential 
for future sales opportunities, 
then select this status.

Closing Reasons you will 
be asked to select:

Answered question
Passed on to external 
agent
Passed on to Solvay 
employee outside CRM
Sample Sent
SDS/Regulatory info 
provided
Technical data provided

Passed to 
Distribution

Abandoned



Return to top of page

Mandatory Fields

Lead Creation

These fields must be completed in order for a lead record to be 
created in Salesforce. Missing data will result in errors. 

Email
Name (First Name is 
optional, Last Name is 
mandatory)
Company
Question Asked 
Language (default is English)
Lead Currency (default is 
Euro)
Lead Status (default is 
Unqualified for digital 
campaigns and Qualified for 
Web-to-Lead requests)
Lead Owner (default uses 
Salesforce Assignment rules, 
can be customized for digital 
campaigns)
Source (default is Web)
Type (defined by the Web-to-
Lead form used)
Marketing Source (manually 
defined by digital campaign 
or automatically defined by 
Type) 

Process Critical

These data fields are essential for related processes, like lead 
assignment automations, campaign reporting, etc. These fields 
should be included in any form a customer submits to Solvay. 

Country (mandatory on all 
forms)
Function (mandatory on all 
forms)
GBU (defined by product, 
product family or campaign)
BU (defined by product or 
campaign) 

Lead Conversion

In addition to all previous fields, these fields must be completed 
by the Lead Owner before a Lead can be converted to a 
Contact. Missing data will result in errors. 

Partner Type
Partner Sub Type
Product Code
Corporate Group
End Use

Frequently Asked Questions

Return to top of page

https://wiki.syensqo.com/pages/viewpage.action?pageId=168789106#P22.LeadManagement-top
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