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What is Front?

Columbia’s Student Communication Hub




Why Front?

QzﬁAggregating and

routing messages ~(>

Resolving and responding@:
©" tostudent requests

Measuring and evaluating
student communications



Student
Communication
Hub

ﬁ Andy Nelson Follow up
& My Inbox

Andy Nelson
&8 Shared Inbox Follow up Hiteam,
I I = info@... & GEnEs We need to update Zur order. \/\/(ta’re ‘0( )
capacity, so we need more time to clear ou
Fro nt tranSforms a your StUdent == orders@.... thepinvgﬁory Can you give me a call to
. . . . . n SMs discuss rescheduling to next week?
communication into one, centralized hub. With ¥ sescet Andy,SVP Operatons
. . W Twitter N

emails, apps, and teammates in one place, 1§ @ohaticonyou ol p it Ancy scee

Front makes it simple for every person in your
company to have an impact on the student

experience.
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Navigation
in Front

Your multi-channel
command center

You can use Front on:

° Desktop app

° Web app

° Mobile app (Android and iOS)

https://front.com/download

Application
Switcher

e 8 8 .

(4 Compose

Me ~
3 Inbox
Assigned to me

Shared with me

Individual
workspace

Discussions
Jessica Lee
v Starred
Drafts

<7 Sent

Onboarding Team
v @ Team inboxes
Onboarding
Client Services Team

® Support Inbox

Team
inboxes

Assigned conversations

Search Bar

Q Search Jessica Lee

Open S| ec \ Spar

T Newest v

[

Jessica Lee v

Renewal

Hector Rubio

AUG 28, 6:04 AM

Renewal
I'd like to renew my Front con!
To: jessicalee@cloudcontentconsulting.com

Hector Rubio Subject: Renewal

Partner opportunity

So far the implementation is goi
Slack AUG 26, & 4 Reply
Leslie Behum just joined your w...

Head to Slack to say hi to Leslie.

Blair Avinash
Total webinar attendance

Team, we had the biggest turn

Leyton AUG 26, 6:04 AM
Analytics question
| would like to explore the analy

Hector Rubio AUG 25, 6:04 AM
Partner opportunity
So far the implementation i

Michelle Thorton AUG 23,

Customer onboarding
Don't forget to join us for the cu. o Add a comment or add others with @

Comment will be visible to only you

Hector Rubio (finalproduction.club) <hector@finalproductio

Settings

© W @ 3 Archiveinmyinbox
NS °v Assign

I'd like to renew my Front contract, can someone please put me in contact with sales?

[CRCRONmET

Navigation
Pane

Conversation Conversation
list pane

Plug-ins
pane


https://frontapp.com/download

Your New Workspace

Your Individual Workspace is now composed of 4 main sections:

1. “Assigned to me” - All messages assigned to you from your
organizations shared inboxes

Individual

2. “Shared with me” - All messages from shared inboxes where
Workspace

you’ve been invited but are not the assignee

3. “Discussions” - internal discussions with your colleagues on
Front; no more forwarding or needing to check separate
applications

4. Personal Inbox - your synced existing work email (example:
matthew@company.com), by default all messages are private

Your Team Inboxes will display below your Individual Workspace
and will show any shared Team Inboxes you have been given
access to.

Team Inboxes
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Me -~
v 5 Inbox
+) Assigned to me
9 Shared with me
() Discussions
Jessica Lee
T Starred
(5 Drafts
</ Sent

Onboarding Team

v @ Team inboxes

Onboarding
Client Services Team

® Support Inbox




Team Collaboration

Understand how to use Front capabilities to provide the best in ¢
service for your teams and students




Team Collaboration

Unassigned Assigned Archived Snoozed Trash Hector Rubio (finalproduction.club) <hector@fi...
To: onboarding@cloudcontentconsulting.com
Subject: Attn: Webinar date?

JUL 21, 11:38 AM

Newest v
Can you share the time and date of the upcoming cloud webinar? Hector Rubio
Hector Rubio

8 0 & W - [y \ Assign @ Customer Succ... v To unsubscribe from this group and stop receiving emails from it, send an email to
onboarding+unsubscribe@cloudcontentconsulting.com.

Partneroppor‘ Assign B O

Search Samantha Wong

Hector Rut apAYS & & @ I 0 @leslie can you help me out? JUL 21, 1:50 PM
To: custom 2 Unassigned )

Subject: Pz =
Q. Matthew Meeks Leslie Balcer

S0 far the implem (@ Brett Henderson san we discuss a ° Yes of course! JUL 21, 1:50 PM
partnership oppor -
m Maria Silva

Assign Conversations Comments & @Mentions
Gain clarity on who is working on what by assigning a No more cc, beg, reply all, etc. Commenting and
conversation to yourself or a teammate so the whole team @mentions lets teams work together and share
knows who is responsible for handling that conversation. knowledge in real time directly within Front.
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& Assigned to you, moved to Operations, tag added

B 4 other conversations with Sarah Jones in the last 7 days ~ VIEW X

5 Shared with 3 participants

Team Collaboration

From: quotes@cloudcontentconsulting.com
d g Cc Bec Subject [

To: Sarah Jones

Type your message...
Arthur

Cloud Content Consulting

Sans-Serif = &

(c]

B »

“© 0BG T

( Add a comment...

oeo )

Commer

Shared Drafts

Create and edit drafts together in real time! Collaborate
and share knowledge right where student conversations

are happening.
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(4, Compose v

Me « [/, New message

v 3 Inbox () New discussion
#) Assignedtome 7
9) Shared withme 3
@ Discussions

© Jessica Lee

Internal Discussions

No more internal emails to collaborate about other
emails! Instead, you can start a discussion with your
teammates to collaborate in the same place where you

manage your student communications.



Team Collaboration

' Confidential — Do Not Distribute

Move to

[Q fsearch...

Contact
Data
Design
Finance
Live Chat

Marketing
INIalal

Support + Design
32 people can view

Move Conversations

Make sure communications are handled by the right team.

Simply move conversation to another inbox when a task is for another team.

Tip: If a conversation is sent to two inboxes and are merged,
select the conversation should live in.



Demo




Individual Productivity




Individual Inbox

e Alongside managing your team emails in Front,
you have the ability to connect your personal
work email to Front as well.

e By connecting your individual inbox to Front, you
can manage all of your email communications in a
single space reducing the need to jump between
systems.
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Me a

v 59 Inbox

+) Assigned to me

92 Shared with me
¢ Discussions
Jessica Lee
Yy Starred
(5) Drafts
</ Sent




Message Templates

e Save time in your day to day by creating Message
templates for questions that are asked often.
Hover over each message template to see a
preview of the copy! Use dynamic variables {{ to
plug in names or emails.
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Responses

[Q [Search...

Create

& New from draft

Hi Sophia, just wanted to let you know ab...

Recent

Q4 Product Feedback &

Hi {{recipient.name}}, Hope you are doing well...

Billing Update 02/21

Hello, As your team is growing, we would like t...

Support Gmail outage

Hello, We're curently having technical difficulti...

Super response &

This is just a cool respo...

Q4 Product Feedback

 CD.

Hope you are doing well today. How
things are doing at the moment? Let me

know if there's anything | can do to help.

| just wanted to share with you some
product updates (on what has been
shipped in Sept/October and the plan
for Q4).

As you can see below, our team has




Tags

e Use Tags to categorize your communications to
better manage your conversations.

e You can have your “labels” and “folders” import into [ISearch
Front as Tags I

e  Private Tags - private tags will always appear with a l Recently used
lock icon to distinguish them. When you add a private
tag to a team conversation, it’s still only visible to you.

{7 45 min warning

ACC
e Team Tags - When you apply a team tag to a team ©
conversation, it will be visible to everyone with @& Billing
access to it. Applying a team tag to a private )
conversation in your inbox will not share it with your ) Expedited Quote Request
team automatically. ? Urgent
«
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Rules

e Front’s powerful rules engine lets you build
sophisticated workflows to automate manual
tasks and processes which dramatically improve
operational efficiency while retaining the human
touch.

e  Save time by creating automations for redundant
actions like archiving clutter emails or
auto-tagging certain types of conversations.
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2

Assign with load
balancing

Assign messages to
the teammate with the
lightest workload

.2

Assign based on
keyword

Assign conversations
that includes a certain
word or phrase

2

Assign with round
robin

Assign messages to
the teammate with the
lightest workload

.g

Assign based on
tag

Assign conversations
that have been tagged
with a particular tag

2

Assign based on
sender

Assign conversations
sent to this person,
address or number

.2

Custom assign rule
Choose your own
criteria to assign
conversations



Demo




“Inbox 0” Mentality




Classic email workflow

&
(®  Unread first

(O starred first

Priority Inbox

Customize

Multiple Inboxes

Customize
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I Inbox 9396
=
Drafts [5] O

Sent ltems 1

Open in New Window

New Folder... [}

Deleted Items ' | Rename Folde

Clutter

Conversation

Junk Email x

News Feed (&)
b Outbox[3] | %

RSS Subscript (3
I> Search Folder.

2l

> online archi .

v

b sharepoint |

Copy Folder

Mark All as Read
Clean Up Folder
Delete All

Show in Favorites

Sort Subfolders Ato Z

Move Down

Properties...

20
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“Inbox O”

(4 Compose

Me ~

v 9 Inbox 4 [ Open  Archived Snoozed] Trash  Spam

%) Assigned to me Newest v

9) Shared with me Hector Rubio ©20

Partner opportunity
So far the implementation is going great, thanks for ...

() Discussions

Essieaee Hector Rubio 23D
57 Starred Growth potential
We're going to need to add another team next quart...
(5 Drafts _

</ Sent

' Confidential — Do Not Distribute




Archiving Conversations

© W Q| T Archiveinmyinbox

: 0 0 v Assign

aopened

Archive Button

The Archive button at the top right of any conversation
(or keyboard shortcut “E”) is for when you don’t need to
reply and not additional action is needed from you.

r Confidential — Do Not Distribute

B Draft SHARE DRAFT

B 19 other conversations with Hector Rubio in the last 7 days. VIEW X

From: jessicalee@cloudcontentconsulting.com
To: Hector Rubio Cc Bec Subject (F

Jessica Lee
jessicalee@cloudcontentconsulting.com

Sans-Serif v u v Av £ v B I US

nemooaE | ez |

“Send & Archive”

When you send a message you should Send and
Archive when you’re sending a response and no
additional action is needed from you at this time.

23



Snoozing Conversations

: &) o v Assign

Reopened

Snooze Button

The clock icon at the top of any conversation is for when you

don’t need to take action on that conversation at this time - it

will move the conversation to the Snoozed Tab in your inbox
and re-open at the time that you snoozed it to

r Confidential — Do Not Distribute

B Draft SHARE DRAFT

B 19 other conversations with Hector Rubio in the last 7 days. VIEW X
From: jessicalee@cloudcontent§or Send & Snooze &
To: Hector Rubio
This evening
pe Later today 3:02 PN
= TEst d, Aug 10, 2022, ¢
Jessica Lee ALBHG N
Tomorrow Wed, Aug 10, 2022, 9:(

jessicalee@cloudcontentconsultifg.
This week Tht

Next week Mon, Aug 15, 2022, 9:(

Sans-Serif 14 v Day & Time

mowmooas

“Send & Snooze”

When you send a message and you need to be sure to follow
up if you don’t hear back, you should Send and Snooze to
have the conversation re-open if no response comes in

24



Demo




Best Practices

A few of our favorite recommendations to make you all professional “Fronteers”




Easily find your emails
using Search in Front

ADVANCED SEARCH & SEARCH BUILDER
° Type + to conduct an advanced search.

° Search Builder is a quick and easy way to build a filtered
search based on the most common search criteria.

' Confidential — Do Not Distribute

HType + for advanced search

Recent searches
O, “Ariel”
(‘/\, " Reci n

©. "emma@frontapp.com”

Suggestions
® Unread
© Snoozed
(@ My mentions

? Attachments

27



Quickly View Student
Context

WITH CONTACT DETAILS PLUG-IN

° See your entire student history across all channels you
have access to in Front

° See whether students have reached out via email, text,
WhatsApp, phone calls and who has handled those

messages

° You will only see messages you have access to - either sent
directly to you or in an inbox you are a part of

' Confidential — Do Not Distribute

Contact Details P X

Hector Final Producti... 8 v

‘ - Hector Rubio
Final Production
VIP Clients +

About ~ + Add

83 hector@finalproduction.club

Contact owner (test marie)
@® Adam Petna

Conversations «

Last 7 days

® Customer Success 0 @

Re: UrgentRenewal & U... 23m

@ Sales
Hello Partnership opport...

@ Sales
When is the webinar?

28



Enjoy your vacation

WITH FRONT, THE BALL WON'T BE DROPPED

° Set yourself out of office when you’re on vacation.

° Front will make sure conversations don’t get stuck in your
“Assigned to me” section

° Your teammates can step in to help out while you’re gonel!
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Jessye Levy
@jessye
{5 Settings
() Help
(D Talk to us
) Recommend Front
€ What's new

<) Sign out

[E Guide to the new Front

O P
N

Search...

Out of Office
Mute notifications, unassign new messages

Do Not Disturb

Do Not Disturb Schedule

6:00 PM 9:00 AM

g

I'd like to learn more about pricing.

O
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Resources




Front General Resources

RESOURCE DETAILS
Front Support Support@frontapp.com

Hours: 24/5 (Mon-Fri)

Front Help Center Help.frontapp.com
e How-to articles
® Glossaries
e Training recordings
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@

bl [@a INBOX &

000D

Need resources?
Webinars, guides, and E-
books to help you get the

most out of Front

7 View resources

Quick question?
Z Go to Help Center

& Email support

31


mailto:Support@frontapp.com

Q&A







