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  Staff Sets Parameters

Trigger

Customer online tells 
system they want an 

appointment

System tells 
customer 
when to 
come in

3+ days forward
assign to staffmember who has least # of 
appts on that day or next availble time slot 

•
•

Customer 
told when to 
come in

Receives 
email telling 
them who is 
coming in 
the following 
days

Off-line

Off-line

Customer 
accepts this 
date/time

Customer 
declines this 
date/time 
and 
requests 
another

Customer 
cancels 
appointment 
without 
making 
another

End

Customer  
does not 
show at 
appointed 
date/time

End

Customer 
cancels 
appointment 
and makes 
another

End

Add/edit/remove leasing staffmember record

<firstName> <lastName> 

1

For each date in the calendar,
set which leasing staffmembers are available.

2

<# appointments they can have per working day>
<Appointment type> (multiple OK)
<emailAddress>

 Le
as

ing
Cu

sto
m

er
Sy

ste
m

NAM leas-
ing staff and 
Customer 
meet offline 
at appointed 
date/time

End

NAM Leasing 
staffMember pre-
pares contracts 
before customer’s 
appointments if 
necessary 

DRAFT IN PROGRESS

betty
New Stamp2



element^n Client

Date

Project Functional Requirement 

user
experience Department

Leasing

com
Leasing Auto-Noti�cations

28 December 2008

CP-RD011.1-a BP-011.1-a
Sy

ste
m

Cu
sto

m
er

Le
as

ing

Customer lease due to expire in 30 days

End

Auto-email and 
SMS sent 
informing 
customer of lease 
expiration 
escalation.

Lease-
expiration 
escalation 
process 
initiated.

Customer lease expired

Person 
responsible for 
lease expiration 
escalation 
notified.

Customer 
lease expires

30-day 
Renewal 
business  
process 
initiated.

NAM Leasing 
person responsible 
for leases expiring 
w/in 30-days 
notified.

Customer’s lease 
due to expire in 

30 days.

Business Process(es) Page 1 of 1

O�-line 
interaction

Customer lease due to 
expire in 90 days

End

Customer 
receives SMS 
and email (even 
if they have set 
notification 
setting off).

Customer 
makes 
appointment 
with leasing via 
online booking 
system

Customer 
goes to NAM 
leasing office 
without an 
appointment

Trigger Trigger Trigger

Auto-email sent 
reminding customer to 
make appt to renew.
If customer owes $, 
tell them how much 
they must pay in 
order to renew lease.

Auto-email sent 
reminding customer to 
make appt to renew.
If customer owes $, 
tell them how much 
they must pay in 
order to renew lease.

Lease status 
and $0 
balance due 
is updated in 
system.

Customer 
Svc person 
updates info 
in system

Customer sees 
reminder notice 
online in My 
Account

Customer’s lease 
due to expire in 

90 days.

Customer 
takes no 
action

End

Lease status 
and $0 
balance due 
is updated in 
system.

End

Lease status 
and $0 
balance due 
is updated in 
system.

Customer 
Svc person 
updates info 
in system

Q: Which system holds 
the lease expiry date? 
CRM or  Prop Manager? Q: Who will draft text of 

these auto-emails? I can 
do �rst drafts.

Customer renews lease in person.
May pay outstanding invoices in person.

Customer renews lease in person.
May pay outstanding invoices in person.

Customer renews lease in person.
May pay outstanding invoices in person.

O�-line 
interaction

Customer 
receives SMS 
and email (even 
if they have set 
notification 
setting off).

Customer 
makes 
appointment 
with leasing via 
online booking 
system

Customer 
goes to NAM 
leasing office 
without an 
appointment

Customer sees 
reminder notice 
online in My 
Account

Customer 
takes no 
action

Customer 
Svc person 
updates info 
in system

O�-line 
interaction

Customer 
receives SMS 
and email (even 
if they have set 
notification 
setting off).

Customer 
makes 
appointment 
with leasing via 
online booking 
system

Customer 
goes to NAM 
leasing office 
without an 
appointment

Customer sees 
reminder notice 
online in My 
Account

Customer 
takes no 
action

End
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