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Information to check before relying on it

« US SMS rules: TCPA consent requirements, FCC rulings and carrier A2P 10DLC brand and campaign
registration requirements change; check current FCC guidance, carrier rules and your messaging
provider's documentation.

» Australian Spam Act 2003 requirements (consent, sender identification, functional unsubscribe) as
described by ACMA at the time of writing; check the ACMA website.

« UK and EU rules (UK GDPR, EU GDPR, PECR and the EU ePrivacy framework, including the soft opt-
in) as described by the ICO and EU authorities at the time of writing; check current guidance.

- Review platform policies (for example Google's prohibited content rules on incentivised reviews and
review gating) and consumer protection rules on fake reviews change; check current platform policies
and regulator guidance.

- CRM platform features, including those of GoHighLevel, change over time; check the vendor's
current documentation.
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A CRM (customer relationship management system) is only as useful as the processes built around
it. Many service businesses buy a CRM, import their contacts, and then carry on managing leads
from their inbox and memory. Others automate everything at once and end up sending confusing,
duplicated or non-compliant messages.

This blueprint takes a middle path. It shows you how to design CRM automation step by step,
starting from your customer journey and data, then building the workflows that matter most for a
service business: fast lead response, nurture, appointment reminders, no-show recovery, review
requests, reactivation and reporting. It finishes with a 30/60/90-day implementation plan and a
worked ROI example.

It is vendor-neutral. The concepts apply to any CRM that supports contacts, pipelines, automated
messages and reporting. Where helpful, we mention that all-in-one platforms such as GoHighLevel
bundle many of these features; our GoHighLevel overview explains what that platform covers.

Always check the current features of whichever platform you consider.

Nothing in this guide is legal advice. Messaging and privacy rules vary by country and change over
time, so check your obligations with a qualified professional.

Start with the customer journey

Automation should support how customers actually move from first contact to repeat business.
Before touching any software, map that journey on paper.

Step 1: list the stages

A typical service business journey looks like this:

—

Discover: the person becomes aware of you (search, ads, referral, social, signage).
Enquire: they call, fill in a form, message or book.

Qualify: you find out whether you can help and whether they are a good fit.
Quote or consult: you give a price, assessment or consultation.

Decide: they accept, delay or decline.

Deliver: you perform the service.

Follow up: you check satisfaction and ask for a review.

Retain: you remind them about maintenance, renewals or related services.

© ® N O o A W N

Refer: happy customers introduce others.

Step 2: note what happens at each stage today
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For each stage, write down who does what, how long it takes, what information is captured, and
where things go wrong. Useful questions:

« How quickly do we respond to a new enquiry, honestly?
« How many enquiries never get a reply?

 How do we remember to follow up on quotes?

« How many booked appointments do not show up?

 When did we last contact customers from a year ago?

Step 3: find the leaks

The biggest opportunities are usually in a few predictable places:
« Slow or missing first response to new leads

 No follow-up on quotes that are not accepted immediately
 No-shows without reminders or recovery

 No review requests, so happy customers stay silent

« Past customers forgotten after the job is done

Rank the leaks by estimated value and ease of fixing. That ranking becomes your automation
roadmap. The lead conversion calculator, missed call revenue calculator and appointment no-show

cost calculator can help you put rough numbers on each leak.

Journey mapping worksheet (template)

Stage:

Customer goal at this stage:

Our goal at this stage:

Channels used (phone, form, SMS, email, chat, in person):
Who is responsible:

Information we need to capture:

Current response time / handling:

What goes wrong:

Automation opportunity:

Human touch that must stay:

The last line matters. Automation should handle reminders, routing and routine messages so that
people have more time for conversations that need judgement and warmth.

Design the data model

A clean data model makes automation reliable. A messy one causes wrong messages, duplicate
contacts and useless reports. Design it before importing anything.
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Core objects

Most CRMs use similar building blocks, though names vary.

Object
Contact

Company
(account)

Opportunity
(deal)

Pipeline

Appointment
Task

Note / activity

What it represents

An individual person

A business or household

A potential sale

A sequence of stages for

opportunities

A scheduled meeting or job

A to-do for a person

A record of interactions

Examples of key fields

Name, phone, email, consent status, source, owner

Name, address, industry, size (mainly for B2B)

Service, value, stage, expected close date, lost reason

New lead, contacted, qualified, quoted, won, lost

Date, time, type, staff member, status

Due date, owner, related contact

Calls, emails, texts, meeting notes

For most consumer service businesses (trades, clinics, salons, detailers), contacts and

opportunities do most of the work. B2B services usually need companies as well.

Pipelines and stage definitions

A pipeline stage should describe a clear, verifiable state, with entry and exit criteria, so everyone

moves deals the same way. Keep it short: five to eight stages is enough for most service

businesses.

Example pipeline stage definitions for a service business (copy and adapt):

Stage Entry criteria

New lead

Contacted

Qualified

Enquiry received from any source

Two-way conversation has happened

Need, location, budget range and

timing confirmed

Appointme  Date and time confirmed

nt booked

Quote sent  Written quote delivered

Won Customer accepted and job

scheduled or paid
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Exit criteria

First contact
attempt made

Qualified or
disqualified

Appointment or
quote scheduled

Appointment
attended or missed

Accepted, declined
or expired

Job completed

Typical automation

Instant confirmation, assigh owner,

create task

Follow-up tasks if no reply

Booking link sent

Reminders

Quote follow-up sequence

Job prep messages, handover
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Lost Declined, unresponsive after Reopened if they Record lost reason, long-term
seqguence, or not a fit return nurture if consented

For detailed guidance on stages and pipeline design, see the sales pipeline setup guide.

Custom fields versus tags

Both add information to records, but they serve different purposes:

 Custom fields hold a specific value for each record: service interested in, property type,
vehicle model, preferred contact time, lead source, lost reason. Use fields for anything you will
filter, report on or insert into messages.

« Tags are labels for grouping and triggering: "newsletter-subscriber", "vip", "requested-

callback". Use tags sparingly and with a naming convention.

A common failure is tag sprawl: hundreds of inconsistent tags created ad hoc ("Facebook lead",
"fb-lead", "FB") that nobody understands. Prevent this with a documented list.

Data dictionary (template)

Field / tag name:

Type: (text, dropdown, number, date, checkbox, tag)
Allowed values:

Required? (yes/no, and at which stage)

Who or what sets it: (form, staff, automation)

Used in: (which workflows, reports, messages)
Owner:

Essential fields for automation

At minimum, capture:

« Lead source (dropdown, not free text)
« Service of interest

« Consent status per channel (email marketing, SMS marketing), with date, method and
wording of consent

e Owner (who is responsible)

« Stage (from the pipeline)

 Lostreason (dropdown)

« Last service date (for reactivation and maintenance reminders)

Consent fields deserve particular care. You should be able to show when, how and to what a
person agreed.
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Lead capture sources

Every channel that produces enquiries should feed the CRM automatically, with the source
recorded. Common sources:

+  Website forms: connect them directly to the CRM, with hidden fields for UTM parameters. The

UTM link builder helps keep campaign tags consistent.

* Phone calls: use call tracking or a CRM phone number so calls, missed calls and voicemails
are logged.

« Missed calls: trigger an immediate text-back where the caller has not opted out and local
rules permit, plus a task to call back.

« Online booking: booking tools that create or update the contact and appointment.

« Ad lead forms: lead forms on ad platforms connected via integration so leads arrive instantly,
not in a weekly download.

« Social and chat messages: where supported, route them into a shared inbox tied to the
contact.

 Email enquiries: forward or connect a shared inbox.
 Walk-ins and referrals: a quick internal form staff can complete in seconds.
For each source, test the whole path: submit a test lead and confirm it creates one contact (not

duplicates), sets the source, assigns an owner and triggers the right workflow. The lead capture
and follow-up guide goes deeper on channel setup.

Deduplication rules

Decide how the CRM matches incoming leads to existing contacts (usually by email or phone).
Without clear rules, one person can end up as three records receiving three sets of messages.

Speed-to-lead workflows

The first response is often the most important automation you will build. People who enquire
frequently contact several providers, and a quick, personal reply shows you are organised and
interested.

The workflow
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Trigger: New lead created (any source)
1. Instantly: send confirmation by the channel they used or consented to.
SMS example: "Hi [first name], thanks for contacting [business] about [servicel].
[Staff name] will call you shortly. Reply STOP to opt out."
Email example: confirmation plus what happens next and expected response time.
2. Instantly: notify the assigned owner (app notification, SMS or email) with lead
details.
3. Instantly: create a task "Call [name] within [target] minutes".
4. If no call logged within [target] minutes: notify a backup person or manager.
5. If the call is unanswered: send a short text or email with a booking link (if
consented).
6. If still no contact: move into the new lead follow-up sequence below.
Stop conditions: lead replies, books, is marked contacted, or opts out.

Business hours and after hours

Decide what happens outside working hours. Options include an honest after-hours message
("We're closed now and will call you from 8am"), a booking link, or an answering service. Some
businesses use Al voice or chat assistants to handle after-hours enquiries; if you consider this, see
the Al receptionist automation guide and make sure callers know how to reach a person.

Respect quiet hours for texts and calls. Sending marketing messages late at night is poor practice
and may breach rules in some places.

New lead follow-up sequence (template)

Timing is an example. Adjust to your business, and only send marketing messages where you have
the consent required.

Day 0, minute 0: Automatic confirmation (SMS or email)
Day @0, within 5-15 min: Call attempt 1 (task for staff)
Day @, +1 hour: If no contact, SMS: "Sorry we missed you, [first name]. When's a

good time to
chat about [service]? Or book here: [link]. Reply STOP to opt

out."

Day 1: Call attempt 2 at a different time of day

Day 1: Email: helpful answer to a common question about [service], plus
next step

Day 3: SMS or email: short check-in, one question ("Are you still
looking for help with [service]?")

Day 5: Call attempt 3

Day 7: Email: example of recent work or FAQ, with booking 1link

Day 14: Final message: "I'll close your request for now. Just reply if

you'd like help later."
Move to Lost (reason: unresponsive). Add to long-term nurture
only if consented.

Keep messages short and human. Avoid pretending automated messages are hand-typed if that
would mislead; simple, helpful and honest works well.

CRM Automation Blueprint | FreeToolShelf Page 8 of 22


https://freetoolshelf.com/resources/crm/ai-receptionist-automation/

Want this to run automatically?

A CRM with built-in automation, such as GoHighLevel, can capture leads, send follow-ups and
reminders, and track your pipeline in one place. Everything in this guide can also be done manually
or with other tools. Some links on our site are affiliate links.

Read our GoHighLevel overview

Nurture sequences

Not every lead is ready now. Nurture keeps you in touch, helpfully, until they are. It also applies to
quoted-but-undecided prospects.

Quote follow-up sequence (template)

Trigger: Opportunity moved to "Quote sent"
Day 0: Email: quote attached, summary of what's included, how to accept, who to
ask.
Day 2: Call or SMS: '"Did you get a chance to look at the quote? Happy to answer
questions."
Day 5: Email: answers to common questions about this service (process, timing,
warranty).
Day 10: Call: check if anything is holding them back (timing, budget, scope).
Day 21: Email: "Your quote is valid until [date]. Would you like us to hold a
slot?"
Day 30: Mark quote expired. Ask for the reason (optional one-question reply). Move
to Lost with

reason, or keep open if they asked you to follow up later.
Stop when: accepted, declined, or they ask you to stop.

Only include expiry dates and scheduling pressure if they are true. Artificial urgency damages trust.

Long-term nurture

For people who opted in to marketing but did not buy, a monthly or quarterly helpful email is often
enough: seasonal tips, answers to common questions, a recent project, and a simple way to get in
touch. Segment by service of interest so content is relevant.

Appointment booking and reminders

For businesses that run on appointments (consultations, inspections, treatments, detailing,
lessons), reminders are among the simplest automations with a clear benefit.
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Booking best practice

« Offer online booking with real availability, buffer times and travel time where needed.

« Capture what you need to prepare: service, address, vehicle or property details, special

requirements.
« Send an instant confirmation with date, time, location, what to bring and how to reschedule.

« Make rescheduling easy. A customer who can reschedule in two taps is less likely to simply not
show.

Reminder sequence (template)

At booking: Confirmation (email and/or SMS): date, time, address, prep
instructions, reschedule link.

Offer to add to calendar.
48 hours before: Reminder with "Reply C to confirm or R to reschedule" (or a 1link).
24 hours before: Reminder if not yet confirmed; notify staff of unconfirmed
appointments.
2 hours before: Short reminder, directions or "your technician [name] is on the
way" if relevant.
After: Mark as attended or no-show (manual or via booking system);
triggers next workflow.

Appointment reminders are generally treated as service messages rather than marketing, but rules
differ by country and channel, so confirm what applies to you. For more detail, see the appointment
automation guide.

Worked example: the cost of no-shows

Illustrative numbers:

e 80 appointments per month
* No-show rate 15%: 80 x 015 =12 missed appointments

« Average appointment value $150: 12 x $150 = $1,800 of booked revenue at risk each month
If reminders and easy rescheduling reduced the no-show rate to 8%:

e« No-shows: 80 x 0.08=6.4
e Appointments recovered: 12 - 6.4 = 5.6

e Revenue retained: 5.6 x $150 = $840 per month

Your figures will differ. Estimate yours with the appointment no-show cost calculator.
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No-show recovery

Even with reminders, some people will miss appointments. A calm, friendly recovery sequence can
rebook many of them.

No-show recovery sequence (template)

Trigger: Appointment marked "no-show"
+15 minutes: SMS: "Hi [first name], we missed you today at [time]. No problem,
things come up.

Would you like to rebook? [link]"

+1 day: Call attempt from staff.

+3 days: Email: rebooking link and a reminder of the benefit of the service.

+7 days: Final message. Tag "no-show" and move the opportunity to an appropriate
stage.

Stop when: rebooked or they ask to stop.

Keep the tone non-judgemental. If you have a cancellation or no-show fee, state it clearly at
booking, not for the first time after the missed appointment, and make sure it is fair and lawful
where you operate.

Review requests (done properly)

Reviews influence how new customers choose, and many happy customers simply need a
reminder. The key is asking consistently and fairly.

Rules to follow

+ Ask all customers, not just the ones you expect to be happy. Many platforms prohibit
"review gating", which means screening customers first and only sending satisfied ones to
leave public reviews. At the time of writing, Google's review policies prohibit discouraging
negative reviews or selectively soliciting positive ones.

« Do not offer incentives for reviews (discounts, gifts, entries into draws) where the platform
prohibits it. Google's policies, for example, prohibit offering incentives for reviews at the time of
writing.

* Never write fake reviews or ask staff, friends or family to review as customers. Many
consumer protection regulators treat fake or manipulated reviews as misleading conduct.

Do not suppress or hide genuine negative reviews where that misrepresents your reputation.

+ Respond professionally to all reviews, including negative ones.
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You can still ask for private feedback, but offer every customer the chance to leave a public review
too, and handle complaints in their own right.

Review request sequence (template)

Trigger: Job marked complete / appointment attended
+2 to 24 hours: SMS or email: "Thanks for choosing [business], [first name]. If you
have a
moment, we'd appreciate a review of your experience: [review link].
If anything wasn't right, reply here and [name] will sort it out."
+3 days: One gentle reminder if no review link clicked (optional).
Stop: After one reminder, or when they reply or opt out.

Alert a manager when a customer replies with a problem, so it gets handled by a person quickly.

Reactivation campaigns

Past customers already know you. Reactivation reminds them you exist when they are likely to

need you again: annual servicing, seasonal work, follow-up treatments, maintenance or renewals.

Types of reactivation

 Time-based reminders: "It's been 12 months since your last service." Triggered from the last
service date field.

» Seasonal campaigns: before winter, summer or peak seasons relevant to your service.
* Win-back: customers who have not bought in a long time.

* Old leads: people who enquired but did not buy, where they consented to marketing.

Consent first

Before any reactivation campaign, check that each contact has the consent required for the
channel in their country. Old lists often lack proper consent records. Where consent is unclear, a
lawful email to existing customers (where permitted) asking them to opt in may be the safer route.
Check with a professional.

Worked example: reactivation

Illustrative numbers:

e Past customers: 600

« With valid consent and current contact details: 70%, so 600 x 0.70 =420

« Booking rate from a well-targeted campaign (example assumption): 5%, so 420 x 0.05 = 21
bookings
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« Average job value $250: 21 x $250 = $5,250

Treat the booking rate as a hypothesis, not a benchmark. Run a small test on part of the list first
and measure.

Reactivation message (template)

Subject / SMS: [First name], time for your [service] check?

Body: Hi [first name], it's been about [X months] since we [did service] at
[location/for vehiclel].

Many customers book [service] around now to [benefit]. Book a time here: [link] orx
reply with a

question. [Business name] | Reply STOP to opt out / Unsubscribe: [1link]

Pipeline hygiene

Automation built on stale data sends the wrong messages. Schedule regular maintenance.

Weekly hygiene routine

* Review every opportunity with no activity in the last 7 days and set a next step or close it.
e Check that every new lead has an owner and a source.

 Merge duplicates.

« Confirm won and lost opportunities have values and lost reasons.

» Check workflow error logs and failed messages (bounced emails, undelivered texts).

Monthly hygiene routine

« Audit tags and custom fields against the data dictionary; remove unused ones.
» Review opt-outs and bounce lists and confirm they are suppressed in all workflows.
« Test each workflow end to end with a test contact.

» Review message content for accuracy (prices, hours, staff names, links).

CRM launch checklist

[] Customer journey mapped and top five leaks ranked

[] Pipeline stages defined with entry and exit criteria

[] Data dictionary written for fields and tags

[] Consent fields created with date, method and wording captured

[] Every lead source connected and tested with a test lead
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Deduplication rules set and tested

Speed-to-lead workflow live with owner notifications and escalation

Quiet hours set for SMS and calls

Reminder and no-show workflows tested

Dashboard showing core KPIs built

Staff trained on stages, tasks and when to override automation

Reporting and KPlIs

Opt-out keywords and unsubscribe links working and honoured across all workflows

Review request workflow sends to all customers, with no gating or incentives

Measure a small number of metrics consistently. Report by lead source and by staff member

where relevant.

KPI
Leads

Speed to lead

Contact rate

Booking rate

Show rate

Close rate

Average job value
Revenue by source

Review requests sent vs reviews
received

Reactivation bookings

Customer lifetime value

Formula
Count of new leads

Median minutes from enquiry to first
human contact

Leads contacted / Leads

Appointments booked / Leads

Appointments attended / Appointments
booked

Won / Opportunities that reached a
decision

Revenue / Won jobs
Revenue attributed to each source

Reviews / Requests

Bookings from reactivation campaigns

Average value x purchases over time

Why it matters
Volume by source

Early indicator of conversion

Shows follow-up coverage

Qualification and follow-up
quality

Reminder effectiveness

Sales effectiveness

Pricing and upsell
Where to invest

Reputation process health

Value of past customers

How much a customer is
worth

Use the customer lifetime value calculator and customer acquisition cost calculator to connect

CRM data to marketing decisions.
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A simple weekly dashboard (leads, speed to lead, booked, shows, won, revenue) reviewed in a 15-
minute team meeting will do more than a complex report nobody reads.

Consent and compliance basics

Messaging rules are strict in many countries, penalties can be significant, and the rules differ
between jurisdictions and channels. The overview below highlights what to check. It is not legal
advice; consult a qualified professional for your situation.

Principles that apply almost everywhere
+ Get clear consent before sending marketing messages, especially by SMS, and record it.
« ldentify your business in every message.

* Provide an easy way to opt out (for example, reply STOP for texts, an unsubscribe link for
email) and honour it promptly across every workflow.

« Separate service messages from marketing. Appointment confirmations differ from
promotional offers, but the boundary can be narrow; check local rules.

+ Keep records of consent and opt-outs.

 Respect quiet hours and frequency.

United States

At the time of writing, key areas to check include:

« TCPA (Telephone Consumer Protection Act): governs automated calls and texts. Marketing
texts sent with automated systems generally require prior express written consent. FCC rulings
and court decisions continue to shape the rules, and some states have additional laws.

- A2P 10DLC registration: US mobile carriers require businesses sending application-to-person
texts from standard 10-digit long code numbers to register their brand and messaging
campaigns, usually through their messaging provider. Unregistered traffic may be filtered or
blocked.

e CAN-SPAM Act: covers commercial email, including sender identification, a physical postal
address and a working unsubscribe mechanism.

Australia

At the time of writing, the Spam Act 2003, enforced by the Australian Communications and Media
Authority (ACMA), requires commercial electronic messages (email and SMS) to be sent with
consent, to identify the sender, and to include a functional unsubscribe option. Privacy obligations
may also apply under the Privacy Act. Check the ACMA website for current guidance.
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United Kingdom and European Union

At the time of writing, electronic marketing is governed by privacy and electronic communications
rules (PECR in the UK, national laws implementing the ePrivacy framework in EU countries)
alongside data protection law (UK GDPR and EU GDPR). Generally, marketing emails and texts to
individuals require consent, with a limited "soft opt-in" exception in some circumstances for
existing customers. You also need a lawful basis for processing personal data and must honour
data subject rights. Check the ICO (UK) or your national data protection authority for current
guidance.

Other countries

Canada, New Zealand, India and many other countries have their own anti-spam and privacy laws.
If you message people in several countries, the rules of the recipient's location may apply.

Compliance checklist

[] Consent wording on forms is clear and separate from terms and conditions

[] Consent date, method and wording are stored on each contact

[] Every marketing message identifies the business and includes an opt-out

[] Opt-outs are processed automatically and removed from all marketing workflows

[] SMS sending registration requirements for your country (for example, A2P 10DLC in the US) are
complete

[] Quiet hours and sending frequency limits are configured
[] Privacy policy describes CRM data use and messaging accurately

[] A professional has reviewed your setup for the countries you message

30/60/90-day implementation plan

Rolling out automation in phases lets you fix problems while they are small. For a broader view of
choosing and setting up a CRM, see the CRM implementation guide.

Days 1 to 30: foundations and speed to lead

 Map the customer journey and rank the leaks.
« Define pipeline stages and write the data dictionary.
« Set up consent fields and opt-out handling.

« Clean and import existing contacts, with source and consent status where known. Do not
message imported contacts until consent is confirmed.
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» Connect lead sources (forms, phone, booking, ad lead forms) and test each one.

* Launch the speed-to-lead workflow and owner notifications.

e« Complete any SMS registration required in your country before sending texts.

» Record baseline metrics: leads, response time, booking rate, show rate, close rate.

Goal for day 30: every lead lands in the CRM with a source and owner, gets an instant
confirmation, and gets a fast human follow-up.

Days 31 to 60: follow-up, booking and reminders

* Launch the new lead follow-up sequence and the quote follow-up sequence.
e Set up online booking, confirmations and reminders.

 Launch no-show recovery.

« Train staff on moving stages, logging calls and handling replies.

« Start the weekly hygiene routine and weekly KPI review.

Goal for day 60: no lead or quote is forgotten, and appointment show rates are measured and
improving.

Days 61 to 90: reputation, retention and reporting

e Launch the review request workflow (no gating, no incentives).

» Build reactivation campaigns using last service date, starting with a small test segment.
e Launch long-term nurture for consented leads.

» Build the KPI dashboard and compare against the baseline.

e Run the monthly workflow audit.

+ Decide the next improvements based on data.

Goal for day 90: the full journey from enquiry to review and repeat business is supported,
measured and reviewed regularly.

Want this to run automatically?

A CRM with built-in automation, such as GoHighLevel, can capture leads, send follow-ups and
reminders, and track your pipeline in one place. Everything in this guide can also be done manually
or with other tools. Some links on our site are affiliate links.

Read our GoHighLevel overview
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Worked ROl example

Before investing time and money, estimate whether automation is likely to pay for itself. The
numbers below are illustrative assumptions, not benchmarks or predictions. Run your own figures
in the CRM ROl calculator.

Assumptions

* 120 leads per month

e Current lead-to-booking rate: 25%

e Current show rate: 75%

o Close rate on attended appointments: 50%

» Average job value: $600

e Gross margin: 50%

« CRM and messaging cost (example figure): $300 per month

e Setup time: 20 hours at $50 per hour = $1,000 one-off

Before automation

« Bookings: 120 x 0.25 =30

e Attended: 30 x 0.75 =225

e Customers: 22.5 x 0.50 =11.25

« Revenue: 11.25 x $600 = $6,750 per month

(Fractional customers are averages over time.)

After automation (assumed improvements)

Assume faster follow-up lifts the booking rate from 25% to 30%, and reminders lift the show rate
from 75% to 85%. Close rate and job value stay the same.

* Bookings: 120 x 0.30 = 36

e Attended: 36 x 0.85 =30.6

« Customers: 30.6 x 0.50 =15.3

» Revenue: 15.3 x $600 = $9,180 per month

The return
o Extrarevenue: $9,180 - $6,750 = $2,430 per month
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« Extra gross profit at 50% margin: $2,430 x 0.50 = $1,215 per month
« Net monthly gain after CRM cost: $1,215 - $300 = $915
o First-year net gain: ($915 x 12) - $1,000 setup = $10,980 - $1,000 = $9,980

« Months to recover setup cost: $1,000 / $915 ~ 11 months

Sensitivity check

What if only the reminders worked, and the booking rate stayed at 25%7?

e Attended: 30 x 0.85=25.5

« Customers: 25.5 x 0.50 =12.75

e Revenue: 1275 x $600 = $7,650

o Extrarevenue: $7,650 - $6,750 = $900

o Extra gross profit: $900 x 0.50 = $450

« Net monthly gain: $450 - $300 = $150

The investment still pays in this scenario, but only just, and it would take $1,000 / $150 ~ 6.7

months to recover setup. Always test a pessimistic case. If the result only works under optimistic
assumptions, start smaller or focus on the single highest-value workflow first.

Also consider benefits that are harder to quantify, such as fewer forgotten tasks and less time
spent chasing, and costs that are easy to forget, such as staff training time and ongoing
maintenance.

Choosing a platform

This blueprint works with any CRM that can handle your workflows. When comparing options,
check:

» Contacts, pipelines and custom fields that match your data model
Workflow automation with triggers, delays, conditions and stop rules
Two-way SMS and email from the same contact record

» Call tracking and missed-call text-back where you need it

e Online booking and calendar sync

» Review request features that follow platform rules

« Consent and opt-out handling

* Reporting you can customise
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Integrations with your website, ad platforms and accounting tools
Data export, so you are not locked in

Support, onboarding resources and your team's ability to use it

Some all-in-one platforms, such as GoHighLevel, combine CRM, messaging, booking, pipelines and

automation in one system; see our GoHighLevel overview for what it includes. Other businesses

prefer a simpler CRM connected to separate tools. Compare current features, terms and pricing

directly with each vendor, and trial with your real workflows before committing.

Common mistakes

Automating before mapping the journey. You end up automating a broken process.

2. Messaging without consent records. Importing an old list and texting everyone is a serious
compliance risk.

3. No stop conditions. Sequences that continue after someone replies, books or opts out annoy
people and can break rules.

4. Too many stages and tags. Complexity makes data unreliable.

5. Free-text sources and lost reasons. Use dropdowns so you can report on them.

6. Removing the human. Automation should prompt timely personal contact, not replace it.

7. Review gating or incentives. These can break platform rules and remove reviews you worked
for.

8. Set and forget. Prices, staff, hours and links change. Audit monthly.

9. Not testing. Always run a test contact through every workflow before launch and after
changes.

10. Measuring activity instead of outcomes. Messages sent is not a result; bookings, shows and
revenue are.

11. Launching everything at once. Phase the rollout so problems are easy to trace.

Glossary

CRM: Customer relationship management software for tracking contacts, deals and
interactions.

Contact: A record for an individual person.
Opportunity (deal): A potential sale tracked through pipeline stages.

Pipeline: An ordered set of stages representing progress toward a sale.
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 Custom field: A field you create to store business-specific information on a record.

* Tag: A label used to group or trigger actions on records.

«  Workflow (automation): A set of automated actions triggered by an event or condition.
« Trigger: The event that starts a workflow, such as a new lead or a stage change.

« Stop condition: A rule that ends a sequence, such as a reply or opt-out.

« Speed to lead: Time between an enquiry and the first meaningful response.

* Nurture sequence: A series of messages over time that keep prospects engaged.
 No-show: A booked appointment the customer does not attend.

+ Review gating: Screening customers and asking only happy ones for public reviews; prohibited
by many platforms.

+ Reactivation: Campaigns aimed at past customers or dormant leads.
« Deduplication: Merging or preventing duplicate records for the same person.
e« TCPA: The US Telephone Consumer Protection Act, governing automated calls and texts.

« A2P 10DLC: The US registration system for business texting from standard 10-digit long code
numbers.

« PECR: The UK Privacy and Electronic Communications Regulations.
 GDPR: The General Data Protection Regulation (EU) and its UK equivalent, UK GDPR.

« Soft opt-in: A limited UK/EU exception allowing certain marketing to existing customers under
conditions.

e ROI: Return on investment.

Next steps

1. Complete the journey mapping worksheet and rank your top five leaks.

2. Estimate the value of each leak with the missed call revenue calculator and appointment no-

show cost calculator.

3. Write your pipeline stage definitions and data dictionary.

4. Run your own numbers in the CRM ROI calculator, including a pessimistic scenario.

5. Check the consent and SMS registration requirements for every country you message, with
professional advice where needed.

6. Follow the 30/60/90-day plan, starting with speed to lead.

7. Continue with the lead capture and follow-up guide, sales pipeline setup guide and

appointment automation guide.
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Free tool: CRM ROI Calculator

Try it free in your browser, no sign-up needed.

https://freetoolshelf.com/business-tools/crm-roi-calculator/

Good CRM automation is not about sending more messages. It is about making sure every enquiry
gets a fast response, every quote gets followed up, every appointment gets a reminder, every
happy customer gets asked for a review, and every past customer hears from you at the right time,
all while respecting consent and keeping people at the centre of the process.

N
Keep learning
Find the online version of this guide, related free tools and more guides at https://
freetoolshelf.com/resources/.
https://freetoolshelf.com/resources/crm/crm-automation-blueprint/

y,
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