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Does client find 
appropriate time

Schedule a Dialogue Process
Client wants a dialogue

Client has dialogue with 
analyst

Dialogue is 
not held

Does AE qualify 
this as a presales 

opportunity?

AE approves as pre-
sales oppurtunity

Client Services 
forwards the 

dialogue request to 
appropriate analyst

Client 
searches for 

topic

Client chooses analyst 
and time

Client is 
unsure/can’t 

find topic

Is Client subscribed to 
associated coverage 

area?

Yes

Invitation is sent to analyst –
Client is notified the process is 

started

Does analyst 
accept?

Analyst accepts the 
appointment, 
SalesForce is 

updated by website 
to say scheduled

Client clicks on 
“Request a dialogue”

Client enters 
request for 

topic

Yes

Client needs 
multiple 
analysts

Time cannot be 
scheduled within 72 
hours of the dialogue 
and no further out 
than today + 30 
calendar days.

No

1

No

3

Analyst 
declines the 
appointment

No

No

Client 
Services 

intervenes
2

timeout

Yes

Notification is 
sent to 

clientservices
@burtongroup

.com

Client is notified that 
someone from Client 
services will contatct 

them

Client services 
notifies AE of 
presales opp.

Client services 
touches base with 

customer 

Dialogue item is created in 
SalesForce by website.

Nag message is sent 
to Client Services. 

Service Director, and 
Analyst every 48 

hours

If not accepted 
Dialogue request is 

canceled 24 hours prior 
to scheduled time

Analyst does
not respond

Analyst accepts

System 
emails 
Client 

Services, 
Service 
Director, 

Gary Hein 
and 

Customer 
informing 
them of 

cancellation
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Analyst workflow

Dialogue is held

Analyst 
enters 

availability 
in Outlook

Availability is 
required

Subject: Dialogue availability

Required Fields
To: Virtual calendar user

Location: Conference phone number

Start time / End time

Required fields 
trigger the 
dialogue 

availability

Availability is 
displayed on 

client site

Client requests 
dialogue

System adds 
dialogue to 
exchange

Invitation shows 
up  in analysts in-

box

3

1

2

Will the analyst 
perform this 
dialogue?

Analyst accepts 
dialogue request

What needs to be 
changed?

Different Analyst Multiple Analysts Other

No

4 5 6

Yes

Manual process 
by Analyst using 
their standard 
Outlook calendar

The analysts enter a block of 
time for dialogues.  If they 
want time between 
dialogues, the dialogues 
need to be scheduled 
separately as the web site 
books any available one hour 
blocks.  

The SDs are still responsible 
for making sure what ever 
availability is required from 
their team every week.

Possible 
consulting?

7

Assigning of analysts to topics

Entry in SalesForce 
created

There will be an interface in 
Sharepoint that allows the 
SD to map individuals to 
topics – database is currently 
being built.
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Client can’t find topic

Multiple analysts

Pre‐sales

Unable to find topic –
User fills in other on 

client site

Website sends 
notice to Client 

Services

Does topic fit one 
of the services?

Client Services finds the correct 
service and forwards a dialogue 

request to the appropriate 
analyst.

Dialogue request reaches a 48
hour timeout (weekends not 
included preferred) without a 

response from the appropriate 
analyst

Website/Salesforce 
sends notice to 
client services 

Is the requested 
Analyst available?

Client Services bumps the 
dialogue request in front of 

the analyst again

Client Services calls the client 
and discusses the issues to 

make sure they can make the 
right match. 

Yes

No

Request timeout

Yes

Client Services forwards the 
dialogue request to the 

appropriate alternate analyst.
No

Website sends email to 
client services with 

request for topic not in 
coverage area

Client services contacts 
customer to verify 

request and capture 
nature of dialogue

Client Services 
checks with the 

correct AE

Client Services finds the correct 
service and forwards a dialogue 

request to the appropriate analyst.

Client Dialogue request flags 
Salesforce because they 
checked that they want to 
schedule multiple analysts

Client Services identifies the 
correct analysts and looks at the 

calendar for the Dialogue 
resource

Multiple analysts will end up 
being a very manual process

Manually Creating Dialogues

For some reason a 
dialogue request is 

kicked out of the 
standard workflow

Is there an 
overlap 

available?

A meeting request is 
created in Outlook and 

forwarded to 
appropriate analysts

Yes

Client services 
coordinates an off-
schedule time for 

dialogue to take place 
and sends out 

invitations

No

Can the website 
be used to complete 

the process?

Client services logs in as 
client and chooses 
appropriate items

A meeting request is created 
in Outlook and forwarded to 

appropriate analysts

Does AE approve 
request?

Client Services finds the correct 
service and forwards a dialogue 

request to the appropriate analyst.

Yes

No
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Dialogue request 
is scheduled at 

the website

Parallel dialogue 
record created in 

Salesforce

Known requirements for 
Salesforce.
____________________

Service Directors want a 
report/mail that allows them 
to keep tabs on their analysts

Dialogues are recorded in full 
in Salesforce

Possibility to forward 
dialogue as a pre-sales 
event

Possibility to forward the 
dialogue to the “rainmaker for 
that particular service

Client Services may need to 
modify dialogue elements

Analysts may need to modify 
dialogue elements

Analyst receives 
request – 48 hr 
Timer starts (not 

Salesforce) 

Does Analyst 
accept Dialogue 

Request?

Analyst 
accepts 
request

Analyst 
declines 
request

Yes

timeout

No

Client 
Services is 
notified of 
timeout

Analyst 
updates 

request in 
Salesforce

Dialogue is 
held with 

client

Client Services 
reviews dialogue 

request

Is the right 
analyst assigned 

to it?

Is the analyst 
assigned to it 

available?

Yes

Yes No

Client Services 
pings analyst to 
remind them of 
client dialogue

Client services alerts client 
to possible delay, logs 

conversation in Salesforce.

No

Client services 
assigns dialogue to 
appropriate analyst

Client services alerts client 
to possible delay, logs 

conversation in Salesforce.

Possible 
consulting 

lead?

Analyst alerts “Rainmaker” or 
possibly consulting and provides 

info through Salesforce

Analyst closes record out in 
Salesforce

Salesforce

Analyst 
updates 

SalesForce 
with reason
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Customer initiates a dialogue 
request from any quick links 
section throughout the site.

Schedule Dialogue Interface

The Dialogue Routing Topics are 
maintained by the Service directors in 
SharePoint at this time.

The user is taken to a 
page that is focused on 
scheduling a dialogue.  

When the user can’t find the 
topic they want, or want 
multiple analysts, they can 
make a request for a separate 
topic that can then be identified 
by client services.

Headline message –
user should not be able 
to hide this

Other results that match the search term but don’t fall under the 
subscription are shown in this area.  The links are originally 
hidden and are shown when the user clicks on the title or 
triangle next to the title.  Triangle changes direction and links 
are shown.

It will be explaining that the topic is not currently part of their 
subscription and that client services/their AE may be able to 
schedule something for them.

Please note this 
is now two links, 
not one!
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Other Topic or Multiple Analysts Requested by Client
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Selecting the Time, Analyst, and Topic

An option is available at the 
bottom of both the analyst 
and topic selector that 
allows the client to alert 
client services.
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The analyst should 
make sure that their 
number for 
conferencing is 
included as part of 
the original schedule 
so it can be passed 
on to the end user.

Recurrence is something 
that might be used though 
we can’t count on it being 
used by the individual 
analysts.

Mac users will have access 
to this feature either through 
Parallels, or Windows 
Remote Access.

Subject is not queried or 
required

Dialogue resource can be 
selected to avoid fat finger 
errors.  The exact address 
can be set at a later date.

Dlgrq@burtongroup.com
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SalesForce Required Fields



Wireframe Template – Burton Group Page 10 of 10

This document is proprietary and confidential.

Contact: daveb@burtongroup.com or enelson@burtongroup.com

Report Format

A weekly report is generated based on the 
availability of analysts from the previous week.

This information is gathered by Exchange 
which is then queried by SharePoint.  A report 
is then created in Excel format.

The Service Director (or individuals with the 
correct access rights) can subscribe to receive 
this report in Excel format delivered to their 
inbox every Monday morning or, have a link 
delivered that takes them to the appropriate 
folder in SharePoint.

Currently, this assumes that each and every 
analyst is assigned to one and only one 
service and therefore service director.
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