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How to Use This Manual

This manual documents ClearPath Consulting's standard method for configuring and operating each area of 
Zoho CRM. It serves two purposes at once: it is the internal reference ClearPath consultants follow on every 
engagement, and it is a work sample provided to prospective clients to demonstrate ClearPath's delivery 
methodology.

Each chapter is organized into numbered sub-sections. Procedures are presented as sequential numbered 
steps. A green Best Practice box highlights a recommended approach; an orange Common Pitfall box flags a 
frequent implementation error; a gold Verification Note marks a claim that could not be confirmed against a 
stable, dedicated Zoho documentation source at the time of writing and should be reconfirmed in the  
client's live environment before being treated as settled fact. Every chapter closes with a Sources list citing  
the official Zoho documentation each procedure was drawn from.
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Chapter 1: Organization Setup & Administration

Every Zoho CRM engagement begins with the same foundational task. The consultant must configure the 
organizational shell before any module customization, automation, or data migration can proceed safely. 
This chapter documents the core setup areas a ClearPath consultant addresses during the first days of an  
implementation:  company-level  configuration,  user  provisioning,  and the  permission architecture  that 
governs who can see and touch what. Each procedure below reflects Zoho's own documented workflow 
rather than assumption or habit.

1.1 Initial Organization Configuration

Company  Settings  function  as  the  control  panel  for  the  entire  CRM  instance.  Zoho's  documentation 
describes this area as governing company identity information, locale defaults, and the access URL that users 
rely on to reach the account. An administrator should complete this configuration before inviting any 
additional users so that fiscal calculations, currency displays, and time-zone-dependent automations behave 
correctly from day one.

Zoho CRM defaults the base currency to US dollars and expects the administrator to adjust it explicitly for  
organizations operating in another currency. The organization's time zone drives workflow rule calculations 
because  "a  day  will  be  calculated  based  on  this  time  zone,"  according  to  Zoho's  Company  Settings  
documentation. This makes the time-zone field far more consequential than it first appears since it silently  
affects every date-based automation configured later in the project.

Procedure: Configure Company Settings

1. Log in with an Administrator profile and navigate to Setup > General > Company Settings.

2. Click Edit and enter the company name, industry, employee count, address, and phone number.

3. Upload a company logo no larger than 20 KB in JPG, PNG, or GIF format, sized to roughly 190 by 65 
pixels for correct display.

4. Set the base currency for the organization. Note that this defaults to US dollars until changed.

5. Under Locale Information, select the organization's time zone.

6. If a custom access URL is required, use the Edit option beside Access URL and enter a value between 
four and thirty characters that begins with a letter or number.

7. Assign a Super Administrator from the pool of active users holding the Administrator profile. Zoho's 
documentation identifies this person as the single point of contact for all Zoho billing and 
subscription communication.

8. Save the configuration.

Fiscal year configuration determines how forecasts, reports, and dashboards group revenue over time and 
should be set immediately after company details. Zoho offers a Standard Fiscal Year option built on twelve 
calendar months beginning in a month the administrator selects and a Custom Fiscal Year option built on 
fifty-two-week retail-style calendars such as 4-4-5 or 4-5-4.

Procedure: Configure Fiscal Year

1. Navigate to Setup > General > Company Settings > Fiscal Year.

2. Choose Standard Fiscal Year for a conventional twelve-month calendar or Custom Fiscal Year for a 
week-based retail calendar.
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3. For a standard fiscal year select the starting month and choose whether the year is labeled by its 
starting or ending year.

4. For a custom fiscal year select a quarter format such as 4-4-5, 4-5-4, or 5-4-4 and set the start date.

5. Add surplus weeks if needed to correct for calendar drift in a custom fiscal year.

6. Save the configuration. The result applies across every forecast, report, and dashboard in the 
account.

Business Hours define the organization's working schedule and feed directly into escalation timing, blueprint 
transition deadlines, workflow rule day-counting, and event scheduling alerts. A consultant configuring this 
early avoids having to retroactively correct SLA and escalation timestamps that were calculated against the 
wrong working calendar.

Procedure: Configure Business Hours

1. Navigate to Setup > General > Company Settings > Business Hours and click Create Business Hour.

2. Choose 24/7 operation, 24/5 operation, or Custom hours with the same or varying schedule per 
day.

3. Select the applicable business days and enter start and end times for each.

4. To support teams across time zones create additional shift hours under New Shift Hours, naming 
each shift, assigning its time zone, and optionally adding up to two break periods.

5. Assign the appropriate users to each shift.

6. Navigate to Setup > Company Settings > Holidays to build a holiday list, either manually or from 
Zoho's auto-populated country holiday suggestions, and associate it with the relevant shift.

7. Save all configurations.

1.2 User Management: Roles, Profiles, and Territories

New clients frequently conflate roles, profiles, and territories because all three affect who can see a given 
record. They are distinct mechanisms and a consultant must be able to explain the distinction cleanly before 
adding a single user. A profile governs feature and module-level permissions. A role governs vertical data  
visibility through an organizational hierarchy. A territory governs horizontal data grouping for sales teams 
organized by geography, product line, or vertical rather than by management structure.

Zoho ships two standard profiles: the Administrator profile which grants access to every feature in the 
account  and  the  Standard  profile  which  grants  limited  feature  access.  A  Team  User  profile  appears 
automatically once team users are added and grants only the minimum access those users require. Custom 
profiles are typically cloned from one of these defaults and then adjusted.

Procedure: Create a Custom Profile

1. Navigate to Setup > Security Control > Profiles and click New Profile.

2. Enter a profile name and select an existing profile to use as a cloning template.

3. Add an optional description.

4. Click Create.

5. Adjust module permissions and feature permissions for the new profile as required.
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Roles determine vertical visibility. Zoho's role management documentation states plainly that a role "defines 
the position of a user within the organizational-wide hierarchy" and that it "can be used to provide or restrict 
access to the CRM data." Users positioned higher in the role hierarchy can always view records owned by  
users beneath them. Users at the same role level cannot see each other's records by default unless the 
administrator enables the Share Data with Peers option. Administrators holding the Administrator profile 
bypass role restrictions entirely regardless of where they sit in the hierarchy.

Procedure: Configure Roles

1. Navigate to Setup > Security Control > Roles and Sharing.

2. Create each role with a name and a defined reporting relationship to the role above it.

3. Assign the finished role hierarchy to users individually under Setup > General > Users.

4. Enable Share Data with Peers only where lateral visibility within a single role level is genuinely 
required.

Territories serve a different purpose entirely. Zoho describes a territory as "the demarcation of the sales  
force structure by which customer accounts are grouped and shared with the sales people," and territories 
can be built  around geography,  industry,  product line,  or  expected revenue rather than management 
reporting lines. Only administrators can enable this feature, and once enabled it allows the organization to 
set separate forecast targets per territory in addition to simplifying record sharing across a matrixed sales 
structure. Territory management is optional and ClearPath typically recommends it only for clients whose 
sales structure genuinely does not map cleanly onto a management hierarchy.

Procedure: Add a New User

1. Confirm that an available user license exists and that the necessary role and profile have already 
been created.

2. Navigate to Setup > General > Users and click +New User.

3. Enter the user's first and last name, a unique email address, the assigned role, and the assigned 
profile.

4. Click Save. Zoho automatically sends an invitation email to the address provided.

5. The user's status remains unconfirmed until the invitation is accepted; status then updates to 
Confirmed.

6. For a user who has not accepted the invitation within seven days, return to Setup > General > Users, 
select the user, and click Re-invite. Users added through import must be re-invited manually since 
import does not trigger an automatic invitation email.

1.3 The Permission Model: How Profiles, Roles, and Sharing Rules Interact

Profiles, roles, and sharing rules operate as three independent layers that combine to produce a user's final 
data access. A profile grants or denies the ability to use a feature or module at all. A role determines how far 
up and down the organizational hierarchy a user's visibility extends for records that the profile already  
permits them to see. A sharing rule then extends visibility further, granting access that neither the profile 
nor the role hierarchy would otherwise provide.

Zoho's own data sharing documentation is explicit about the direction sharing rules operate: organizations  
"cannot use sharing rules to restrict access beyond organization-wide defaults; they can only extend it." The 
record-level access model itself has four tiers: Private, where only the owner and the owner's superior in the 
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role hierarchy can view the record; Public Read Only; Public Read/Write; and Public Read/Write/Delete.  
Superiors in the role hierarchy retain access to subordinates' records regardless of how sharing rules or  
organization-wide defaults are configured.

Procedure: Create a Data Sharing Rule

1. Navigate to Setup > Security Control > Data Sharing Settings and open the Sharing Rules tab.

2. Click Create Sharing Rule.

3. Select the target module and enter a rule name.

4. Choose the sharing type: Based on Record Owner, which shares by role or group, or Based on 
Criteria, which shares based on specific field conditions.

5. Select the recipients of the extended access: specific roles, roles and their subordinates, groups, or 
all users.

6. Set the permission level granted: Read Only, Read/Write, or Read/Write/Delete.

7. Save the rule. Existing rules can later be cloned, deactivated, or edited from the same screen.

Best Practice

Configure organization-wide default sharing settings and the role hierarchy before writing a single 
sharing rule. Sharing rules are meant to be exceptions layered on top of a sound default structure. A 
consultant who reaches for sharing rules first, before the role hierarchy is settled, typically ends up 
rebuilding the sharing model once the hierarchy is corrected. This recommendation reflects 
ClearPath's own delivery experience rather than an explicit instruction in Zoho's documentation, 
though it follows directly from how Zoho describes the layered relationship between the three 
mechanisms.

1.4 First-Week Setup Sequence

Zoho's own onboarding scenario documentation lays out a recommended order of operations for a new 
organization, and ClearPath follows this same sequence with new clients. The sequence matters because 
later steps depend on earlier ones being correct: fiscal year settings depend on locale being set, business 
hours depend on the organization's time zone being confirmed, and user provisioning depends on roles and 
profiles already existing.

1. Complete company details including logo, address, employee count, and phone number, and assign 
the Super Administrator.

2. Set locale information including currency and time zone.

3. Configure the fiscal year start date and format.

4. Define standard business hours, any additional shift schedules, and the holiday calendar.

5. Build the role hierarchy that reflects the client's actual management structure.

6. Create or clone the profiles the organization needs beyond the two Zoho defaults.

7. Add users and assign each one a role and a profile.

8. Layer in data sharing rules only where the role hierarchy does not already produce the desired 
visibility.
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Common Pitfall

Clients frequently ask to add all users on day one before the role hierarchy or profiles have been 
finalized. Zoho requires that roles and profiles already exist before a user can be assigned to them, 
so accepting a client's user list prematurely forces the consultant to either default every user to 
Standard or rework the assignments later. ClearPath's standard practice is to defer bulk user 
creation until after the permission model has been reviewed and approved by the client's project 
sponsor.

Sources

• Company Settings | Online Help - Zoho CRM  

• Setting up Fiscal Year | Online Help - Zoho CRM  

• Defining Business Hours | Online Help - Zoho CRM  

• Adding Users | Online Help - Zoho CRM  

• Creating Profiles - Zoho CRM  

• Role Management | Online Help - Zoho CRM  

• Managing Territories - Online Help - Zoho CRM  

• Setting up Data Sharing Rules - Online Help - Zoho CRM  

• Organization Settings Scenario | Online Help - Zoho CRM  
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Chapter 2: Lead Management

Lead management is where a Zoho CRM implementation either produces measurable sales velocity or  
quietly bleeds prospects into a queue nobody works. This chapter covers the four elements a consultant 
must design in sequence: how leads enter the system, how the system scores them, how the system routes 
them to a rep, and what happens to lead data at the moment of conversion. Every procedure below is drawn 
from Zoho's official documentation for the Leads module and its associated automation tools.

2.1 Lead Capture Sources

Zoho CRM documentation identifies three primary entry paths for new leads: manual entry, bulk import, and 
web forms, with email parsing and third-party integrations serving as additional automated paths for high-
volume or repetitive intake scenarios. A consultant should map every intake channel a client actually uses 
before configuring assignment or scoring rules, since a rule built around one channel will silently fail to catch 
leads arriving through another.

Manual entry remains the correct method for leads gathered offline, such as those collected at a trade show 
or exchanged as a business card. Zoho's documentation notes that leads entered manually can be created  
individually or by cloning an existing lead record and adjusting its details.

Procedure: Manually Create a Lead

1. Navigate to the Leads module and click the plus icon to open Create Lead.

2. Enter the lead's details on the creation page.

3. Click Save. The user who creates the lead becomes its owner by default and ownership can be 
reassigned afterward through the Change link on the Lead Owner field.

Web forms serve as  the primary channel  for  capturing leads  directly  from a company website.  Zoho 
describes web forms as a tool that simplifies "the process of capturing visitors or users information from 
your website into your CRM system," and the same mechanism supports Leads, Contacts, Cases, Vendors,  
and custom modules. Submitted records route to the administrator by default unless an assignment rule has 
been configured to  direct  them elsewhere,  which  makes  web form deployment  and assignment  rule 
configuration a task the consultant should treat as a single unit of work rather than two separate ones.

Procedure: Deploy a Web Form for Lead Capture

1. Build an autoresponse email template that will be sent automatically to the website visitor on 
submission.

2. Configure an assignment rule so that submitted leads route to a specific user or team rather than 
defaulting to the administrator.

3. Create the web form and select the fields it will capture, matching them to fields in the Leads 
module.

4. Configure any additional settings the use case requires, such as duplicate handling.

5. Test the form end to end before publishing it live on the website.

6. Publish the form and embed the generated code on the client's website.

The Email Parser provides an automated path for organizations that receive a high volume of structured 
inbound email, such as inquiry forms forwarded from a third-party listing service. Zoho's documentation 
explains that the parser identifies the variable data within a consistent email template and instructs the CRM 
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"to extract these dynamic values as CRM fields and automatically create records" without manual entry. This 
tool is most valuable when the inbound email format is stable and repetitive; a highly variable email format 
will produce unreliable extraction and is not a good candidate for this feature.

Best Practice

Configure lead source values consistently across every intake channel before go-live. Zoho does not 
enforce a controlled vocabulary on the Lead Source field, so if web forms, manual entry, and any 
integrations are each allowed to write free-text values the resulting reporting on source 
performance becomes unreliable. This is ClearPath's own delivery standard rather than a rule stated 
in Zoho's documentation, and it is worth flagging to clients explicitly during the first-week setup 
conversation described in Chapter 1.

2.2 Lead Scoring Rules

Scoring rules allow the organization to rank incoming leads by how likely they are to convert rather than 
treating every new record as equally urgent. Zoho's documentation states that "scoring rules help qualify 
prospects based on various parameters such as their behavior, insights, attributes, or other key details of  
their persona," and a higher total score indicates a stronger likelihood of conversion. Scoring rules can be 
applied to Leads, Accounts, Contacts, Deals, and custom modules, and each module layout supports up to 
ten configured rules of which a maximum of five may be active simultaneously.

A scoring configuration tracks six distinct values per record: a positive score, a negative score, and a total  
score, with touchpoint-specific variants of the positive and negative scores available for Leads and Contacts. 
Positive points accrue when a defined condition is met, such as engagement with a specific email campaign, 
while negative points are subtracted when an unfavorable condition is met, such as an invalid email domain 
or a bounced message.

Procedure: Create a Scoring Rule

1. Navigate to Setup > Automation > Scoring Rules and click New Scoring Rule.

2. Enter a name for the rule.

3. Select Manual Score as the rule type.

4. Choose the target module, such as Leads.

5. Select a specific layout or apply the rule to all layouts.

6. Add an optional description and click Next.

7. Click Add Criteria to define the field-level conditions that trigger scoring.

8. Click Add Channel to include touchpoints such as email opens, calls, or webinar attendance if 
applicable.

9. For each criterion or channel choose Add or Subtract and enter the point value, then save.

10. Decide whether to expose the resulting score fields on the record layout.

11. Choose whether to recalculate scores for existing records or apply the rule only going forward.

Common Pitfall

Because as many as five scoring rules can be active on a single layout at once, it is easy to build 
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overlapping rules that double-count the same signal, for instance rewarding both "opened welcome 
email" and "engaged with email campaign" when both criteria describe the same event. A 
consultant should map every planned rule against every other active rule on the same layout before 
activation to confirm the point values are additive by design rather than by accident.

2.3 Assignment Rules

Assignment rules automate the distribution of new leads to the appropriate sales representative rather than 
leaving them in an unassigned queue or defaulting them all to a single owner. Zoho's documentation frames 
the purpose plainly: assignment rules exist so records route to reps "with relevant expertise" based on 
criteria such as region, product interest, or lead source rather than being assigned at random.

Two routing patterns are available. Criteria-based assignment routes a record to a specific user or group of  
users when a defined condition is met, such as territory or product line. Round-robin assignment distributes 
records  evenly  across  a  selected  pool  of  users,  cycling  through  them  in  sequence,  which  Zoho's  
documentation describes as ensuring "records will be assigned based on the round-robin pattern" when 
multiple users are selected under a single category. A critical operational limitation applies here: assignment 
rules act only on records created through import, web forms, or the API. They do not act on records created 
manually inside the CRM interface, and unconfirmed users cannot receive assignments regardless of the  
rule's configuration.

Procedure: Create an Assignment Rule

1. Navigate to Setup > Automation > Assignment and click Create Assignment Rule.

2. Enter the module, rule name, and an optional description.

3. Define which records the rule applies to: all records in the module or only those matching specific 
criteria.

4. Choose the assignment method: category-based assignment to individual users, roles, or groups, or 
condition-based assignment tied to specific field values.

5. Optionally enable a user availability check so records are only assigned to users who are online or 
within their configured shift.

6. Optionally configure a follow-up task, such as an automatic call or email task, to be created 
alongside the assignment.

7. Designate a default user to receive records when no primary assignment criterion is met, so that no 
record is left unowned.

8. Save the rule. A module may contain up to twenty-five criteria across its assignment rules.

Assignment Threshold works as a companion control to assignment rules rather than a replacement for 
them. It sets an upper limit on how many records a given user can receive within a day, week, or month, and 
Zoho's  documentation  frames  the  purpose  in  workload-quality  terms:  without  a  threshold,  "sales 
development  reps  may  have  subpar  conversations  if  they  are  assigned  too  many  leads."  When  an 
assignment would push a user past their configured threshold the record is automatically redirected to a  
designated default assignee instead. Thresholds apply to records routed by assignment rules and to web 
form leads that have an assignment rule attached to them.
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Best Practice

Always configure a default user on every assignment rule and confirm that user has capacity 
headroom under any active assignment threshold. A rule without a functioning fallback silently 
drops unmatched or over-threshold leads into an unowned state, which is one of the more common 
causes of a client reporting that "leads are going missing" during the weeks after go-live.

2.4 Lead Conversion

Conversion is the point at which a qualified lead becomes a Contact, an Account, and optionally a Deal.  
According to Zoho's Convert Lead API documentation, conversion checks the lead's data against existing  
records before creating new ones: absent a configured unique field, the system matches the lead's email 
address against existing Contact records and the lead's company name against existing Account records,  
converting  into  those  existing  records  rather  than  duplicating  them  if  a  match  is  found.  Where  the 
organization has defined unique fields on the Contacts or Accounts module, that unique field takes priority  
in the matching order instead.

Deal creation during conversion is optional rather than mandatory. Zoho's documentation states directly  
that "if the lead is not converted to a deal, it will still get associated to the contact and account you specified 
in the input," meaning a consultant can configure conversion to produce only a Contact and Account when 
the client's process does not call for an open Deal at that stage. When a Deal is created, four fields are 
required for it to save successfully: Deal Name, Closing Date, Pipeline, and Stage.

Data carryover at conversion is configurable rather than automatic in every respect. Tags can be carried from 
the  lead  to  the  newly  created  Contact,  Account,  and  Deal  records  through the  conversion  mapping.  
Attachments on the lead can likewise be directed to the Contact, Account, or Deal during the same process 
rather than being left behind on the now-converted lead record.

Procedure: Convert a Lead

1. Open the qualifying lead record and select the Convert option.

2. Review the proposed Account and Contact mapping. If the system has matched the lead to an 
existing Account or Contact based on company name or email address confirm whether that match 
is correct before proceeding.

3. Decide whether to create an associated Deal. If yes enter the required Deal Name, Closing Date, 
Pipeline, and Stage.

4. Review the field mapping between the Lead layout and the destination Account, Contact, and Deal 
layouts to confirm every field the sales team relies on is actually carried over.

5. Decide whether tags and attachments should carry over to the new records.

6. Assign ownership of the resulting records, which defaults to the lead owner unless changed.

7. Complete the conversion. The original lead record is retired from the active Leads view and its data 
now lives across the created or matched Account, Contact, and Deal records.

Common Pitfall

The single most frequent conversion error a consultant will encounter with new clients is an 
incomplete or unreviewed field mapping between the Leads layout and the destination modules. 
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Because Zoho only carries over fields that have been explicitly mapped, custom fields added to the 
Lead layout after initial setup do not automatically appear in the conversion mapping for Accounts, 
Contacts, or Deals. The practical consequence is that sales reps report data "disappearing" at 
conversion when in fact it was simply never mapped to carry over. ClearPath's standard practice is 
to audit the full conversion mapping any time a custom field is added to the Leads module, not only 
during initial implementation.

Best Practice

Treat the Account-matching behavior at conversion as a duplicate-prevention safeguard rather than 
an inconvenience. Because conversion checks company name against existing Accounts by default, 
a consultant should confirm with the client whether their existing Account naming convention is 
clean enough to produce reliable matches, since inconsistent naming, for example one Account 
saved as "Acme Corp" and a later lead's company field entered as "Acme Corporation," will fail to 
match and will instead create a duplicate Account.

Sources

• Webforms | Online Help - Zoho CRM  

• Email Parser in Zoho CRM  

• Creating Leads | Online Help - Zoho CRM  

• CRM | Scoring Rules Knowledge Base  

• Configuring Multiple Scoring Rules - CRM  

• Setting Assignment Rules - CRM  

• Assignment Threshold | Zoho CRM  

• Convert Lead | Zoho CRM API | V8  
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Chapter 3: Accounts, Contacts & Deals

3.1 The Core Sales Data Model

Zoho CRM organizes customer data across four principal modules that together form the backbone of the 
sales process: Leads, Accounts, Contacts and Deals. An Account represents a company or organization with 
which the business conducts commerce. A Contact represents an individual person associated with that 
company.  According to  Zoho's  own documentation a  Contact  is  defined as  one of  "the people  in  an 
organization with whom your company has business communications in pursuit of business opportunities." 
A single Account can carry many Contacts and this one-to-many structure allows a consultant to model an 
entire client organization including individuals from separate departments under one company record.

A Lead is the entry point of this model and represents an unqualified prospect who has not yet been vetted 
as a genuine business opportunity. When a Lead is qualified the standard workflow is to convert it. Lead 
conversion produces a Contact record automatically and produces an Account record as well whenever 
company information is present on the Lead. An administrator may also choose to convert a Lead directly  
into a Contact without generating an Account by leaving the company field blank at the time of conversion. 
This  flexibility  matters  for  consultancies  serving  both  business-to-business  and  business-to-consumer 
clients.

A Deal represents a specific sales opportunity and is the module in which revenue and pipeline stage are 
tracked. Every Deal links to an Account and that Account may in turn carry multiple Contacts. Zoho's 
documentation states plainly that "each deal is associated to an account and each account can have multiple 
contacts associated to that account." Where a single Deal involves several stakeholders within the client 
organization the Contact Roles feature allows more than one Contact to be attached to that Deal with a  
distinct role assigned to each participant such as decision maker or influencer. For organizations that sell 
directly to individual consumers rather than to companies Zoho CRM permits the Accounts module to be 
disabled entirely so that Deals link straight to Contacts without an intermediate company layer.

Best Practice

ClearPath consultants should confirm during discovery whether a client operates in a business-to-
business model a business-to-consumer model or a hybrid of both before finalizing the data model. 
Disabling Accounts for a B2C client removes an unnecessary layer of data entry while a B2B client 
that skips Accounts will lose the ability to roll up multiple Contacts and Deals under a single 
organizational record and will lose visibility into total account value.

3.2 Duplicate Detection and Merge Management

Data quality degrades quickly in any CRM that accepts input from multiple sources such as web forms  
manual  entry  imports  and  API  integrations.  Zoho  CRM  addresses  this  through  a  duplicate-checking 
mechanism built on fields that an administrator marks as unique. Any user holding the Customize Zoho CRM 
permission may designate a field as unique and the most common implementation applies this to the Email 
field within the Leads and Contacts modules though identifiers such as product codes or government 
identification numbers may also be marked unique.

Duplicate checks fire at several distinct points in the record lifecycle. Manual data entry and edits within 
related lists are validated in real time against existing records. Records submitted through web-to-lead or  
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web-to-contact forms are flagged automatically for approval even in organizations that have otherwise 
disabled approval workflows. During bulk import an administrator chooses whether matched records should 
be skipped or overwritten and Zoho notes that the Lead or Contact ID field cannot be mapped when the 
overwrite option is selected. At the API layer three operations enforce the check directly: insertRecord 
blocks creation of a duplicate the updateRecord call prevents a field change that would create a collision and 
convertLead halts conversion when a matching record already exists. The mobile application performs the 
same real-time validation and the  system additionally  strips  the  email  value  from any  cloned record  
specifically to prevent an immediate duplicate.

Beyond detection Zoho CRM provides two related but distinct tools for resolving duplicates once they exist: 
a manual Find and Merge utility available on individual records and an administrator-level Deduplicate tool 
that can merge many matching records across a module at once.

Procedure — Manually Finding and Merging Duplicate Records

1. Open the record suspected of having a duplicate within its module (Leads Accounts Contacts Deals 
Vendors or a supported custom module).

2. Click the ellipsis icon on the Record Details page and select Find and Merge Duplicates.

3. On the Find and Merge page adjust the search criteria by adding or removing fields and specify 
whether a match must satisfy all criteria or any criterion.

4. Click Search to retrieve the list of potential matches.

5. Select at least two of the matching records to merge and click Next.

6. On the Merge page designate one record as the Master Record. Click Select All to keep every value 
from the master record or choose individual field values from the other records being merged.

7. Enable the Show Conflicts Only checkbox to isolate fields whose values differ across the candidate 
records so conflicts can be resolved efficiently.

8. Click Merge to complete the operation.

Procedure — Configuring the Deduplicate (Auto-Merge) Tool

1. Navigate to the target module such as Leads Accounts Contacts Deals or Vendors.

2. Select Actions and then Deduplicate followed by the module name.

3. Choose up to three fields that will serve as the comparison criteria for identifying duplicates.

4. Click Find and Merge Duplicates to run the comparison.

5. Where every selected field matches exactly across two or three records Zoho merges them 
automatically with no further input required.

6. Where field values conflict resolve the conflict immediately in the interface or defer the decision. A 
deferred conflict is sent by email and remains actionable for three days.

7. Confirm the master record. Zoho selects the master automatically based on the most recent Last 
Activity Time among the candidates and this selection cannot be overridden manually.

Only users at the highest role in the organizational hierarchy or with an administrative profile can access the 
Deduplicate tool and only one user per module may run it at a time. In both the manual and automated 
processes attachments notes and activities transfer to the surviving master record while the Created Time 
and Created By fields on the master are drawn from the oldest of the merged records. Ownership of related 
child records generally remains unchanged with one notable exception: within Contacts a related Deal  
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changes ownership if the duplicate Contact and that Deal previously shared the same owner and the same 
logic applies to related Contacts and Deals within Accounts.

Common Pitfall

Merging is permanent. Zoho's documentation states directly that merged duplicate records are 
deleted and the action cannot be reverted and the automated Deduplicate tool additionally 
provides no audit trail once a merge completes. ClearPath should therefore export or otherwise 
back up the affected module before running a first Deduplicate pass for any client and should train 
the client's data owner on this irreversibility before handing off administrative access.

3.3 The Deals Module: Stages, Probability and Multiple Pipelines

The Deals module is where a qualified opportunity is tracked from initial engagement through to a won or  
lost outcome. A Deal can originate through direct manual entry through a bulk import or through the  
conversion of a Lead and Zoho's documentation notes that while selecting an Account or Contact from a 
lookup field's pop-up window a user is also given the option to create that Account or Contact on the fly 
rather than leaving the lookup and returning later.

Every Deal progresses through a sequence of stages and each stage carries three configured attributes. The 
first is a Probability value between zero and one hundred percent that expresses the statistical likelihood the 
Deal will close successfully at that stage. Zoho multiplies this probability by the Deal amount to calculate  
Expected Revenue automatically. The second attribute is a Deal Category which classifies the stage as Open 
Closed Won or Closed Lost. The third is a Forecast Category which determines how a Deal in that stage 
contributes to sales forecasts and which is automatically mapped to the Deal Category so that a stage  
classified as Closed Won feeds the closed forecast while an open stage feeds the pipeline forecast and a lost 
stage is typically omitted from forecast totals altogether.

Since 2021 Zoho CRM has supported Multiple Sales Pipelines which allow an organization to define more 
than one stage sequence for different lines of business within the same Deals module. A pipeline in Zoho's 
own words is "a visual representation of your sales process that shows where your prospects are in the 
buying cycle." A critical architectural detail is that pipelines are scoped to a page layout so a single layout 
may host several distinct pipelines while different layouts can each carry their own pipeline structure 
entirely. Zoho further notes that where the same stage name is reused across different pipelines within an  
account the probability value attached to that stage name will be shared across those pipelines.

Procedure — Creating a New Deal Record

1. Open the Deals module and click New Deal.

2. Enter the Deal Name Amount and Closing Date along with any other required fields.

3. Associate the Deal with an Account and with one or more Contacts using the lookup fields creating 
either record on the fly if it does not already exist.

4. Select the current Sales Stage. Probability Deal Category and Forecast Category populate 
automatically based on the stage-probability mapping already configured for the relevant layout 
and pipeline.

5. Click Save.

Procedure — Configuring Stage-Probability Mapping
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1. Log in with an Administrator profile.

2. Navigate to Setup Customization and then Modules and Fields.

3. Click the ellipsis icon beside the Deals module and select Stage-Probability Mapping.

4. Choose the layout to configure from the dropdown menu.

5. For each stage set the Probability the Deal Category and the Forecast Category.

6. Use the add and delete icons to introduce new stages or remove stages that no longer apply and 
double-click a stage name to rename it. Drag a row up or down to change the order in which stages 
appear on the pipeline.

7. Save the configuration.

Procedure — Creating a New Sales Pipeline

1. Navigate to Setup Customization and then Pipelines.

2. Click New Pipeline.

3. Name the pipeline and select the layout with which it will be associated.

4. Add stages to the pipeline reusing existing stage names where appropriate or creating new ones.

5. Configure each stage's name probability Deal Category and Forecast Category.

6. Optionally mark the pipeline as the default for its layout.

7. Save the pipeline.

Best Practice

A ClearPath engagement should map the client's actual sales stages including any documented exit 
criteria for advancing a Deal from one stage to the next before touching the CRM configuration. 
Assigning realistic probability values at this stage is what allows the Expected Revenue calculation 
and downstream forecasting to be trustworthy rather than cosmetic. A pipeline whose stage 
probabilities were copied wholesale from a generic template without validation against the client's 
historical close rates will produce forecasts that look precise while being systematically wrong.

3.4 Sales Forecasting

Sales forecasting in Zoho CRM builds directly on the stage-probability mapping described above. A forecast 
is defined in Zoho's documentation as "an estimate of how sales will fare in the upcoming fiscal period or 
quarter" and it is generated by aggregating open Deals according to the Forecast Category assigned to their 
current stage. Deals are grouped into as many as five system categories: Pipeline for early-stage open Deals 
Best Case for Deals judged to have better than even odds of closing Committed for Deals nearing certain  
closure Closed for Deals that have already been won and Omitted for Deals that should not count toward the 
projection at all. An organization may also define up to two custom forecast categories for open Deals to  
reflect its own qualification language.

Before  any  forecast  can  be  created  an  administrator  must  complete  a  one-time  organization-wide 
configuration. This configuration selects between a Top-Down model in which leadership sets an aggregate 
target that cascades down through the hierarchy and a Bottom-Up model in which individual contributors 
submit their own targets which roll up to an organizational total. The administrator must also select a single 
hierarchy type of Role-based Reporting-based or Territory-based and must decide whether the forecast will 
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track Deal  Revenue Deal  Quantity or both.  Zoho's documentation carries an important warning here:  
changing this configuration after forecasts already exist deletes current and future forecasts built on the old 
settings although completed historical forecasts are archived rather than lost.

Procedure — Creating a Sales Forecast

1. As an Administrator a user in the organization's highest role or a designated Forecast Manager 
navigate to the Forecasts module and select Configure Forecast if this is the first forecast being 
created for the organization.

2. Choose the Top-Down or Bottom-Up model the hierarchy type and the forecast metric of Deal 
Revenue Deal Quantity or both and confirm the organization's fiscal year.

3. Return to the Forecasts module and click Create Forecast.

4. Select the Forecast Type Forecast Period of monthly or quarterly and the specific period being 
forecast.

5. Name the forecast. Zoho appends the period and year to the name automatically.

6. Define the forecast scope by choosing All Deals or by specifying a filtered set of Selected Deals using 
conditions.

7. Under a Top-Down model enter the company-wide target and cascade it downward through the 
selected hierarchy or under a Bottom-Up model notify users to submit individual targets for 
subsequent manager review and approval.

8. Save the forecast to activate it.

Deal status changes synchronize into active forecasts automatically on a roughly two-hour cycle with a 
manual refresh option available for immediate updates. Zoho's forecasting module also incorporates Zia the 
platform's built-in AI assistant which can flag statistically anomalous performance and generate predicted 
achievement figures based on historical closing trends though ClearPath should present these AI-generated 
projections to clients as directional signals rather than guaranteed outcomes.

3.5 Related Lists and Cross-Module Record Linking

A related list is the mechanism through which Zoho CRM surfaces records from one module on the detail  
page of a record in another module reflecting the underlying relationship between an Account its Contacts  
its Deals and its activities. Zoho's documentation describes the record detail page as "a storehouse of all  
information about the record" combining the record's own field values with associated data drawn in 
through  these  related  lists.  Standard  modules  ship  with  eight  default  related  lists  covering  Notes 
Attachments Products Open Activities Closed Activities Invited Meetings Emails and Social.

Related lists can be customized at two levels. At the layout level an administrator working in the page layout 
editor can drag related lists into position reorder them modify which columns each related list displays and 
even build  custom related  lists  that  surface  data  connected  through less  direct  relationships.  At  the 
individual record level any user with appropriate access can adjust which related lists appear on the page  
they are viewing without altering the layout for the rest of the organization.

Procedure — Organizing Related Lists on a Record's Detail Page

1. Open any record within the module to be customized.

2. Click the ellipsis icon in the top right corner of the page.

3. Select Organize followed by the module name and the word Details.
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4. In the dialog that appears move related lists from the Unselected column to the Selected column 
using the right arrow to display them or move them back using the left arrow to hide them.

5. Use the up and down arrows to set the display order of the selected related lists.

6. Click Save.

Procedure — Customizing the Columns Within a Related List

1. Open a record and scroll to the related list to be adjusted.

2. Click the customize-columns icon in the top right corner of that related list's section.

3. Select which columns should be visible in the list.

4. Click Save.

Zoho notes one constraint worth flagging to clients directly: fields the organization has marked as company-
defined mandatory cannot be removed from a related list's columns regardless of which customization 
method is used.

Common Pitfall

Because related lists are the primary way end users discover connected records a layout that buries 
the Deals related list on an Account far down the page or omits it entirely will measurably reduce 
how often sales reps check pipeline activity for that Account before a call. ClearPath should treat 
related list ordering as a workflow design decision rather than a cosmetic afterthought and should 
sequence related lists on each layout to match the order in which a rep actually needs that 
information during a typical call or account review.

Sources

• Difference between "Accounts" and "Contacts" / Contact Management FAQs  

• Checking Duplicate Records in Zoho CRM  

• Merging Duplicate Records - CRM  

• De-duplicate records (Auto-merge duplicates) - CRM  

• Creating Deals | Online Help - Zoho CRM  

• Multiple Sales Pipeline | Online Help - Zoho CRM  

• Creating and Working with Forecasts | Zoho CRM - Help  

• Page Level Customization (Related Lists) - Zoho CRM  

• Page Layouts | Online Help - Zoho CRM  
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Chapter 4: Customization (Modules, Fields, Layouts)

4.1 Custom Modules Versus Standard Modules

Zoho CRM ships with a set of standard modules that includes Leads Accounts Contacts and Deals among 
others. Zoho's documentation describes these as modules that come "with a set of default fields and layout" 
and that  are  available  to  every  organization regardless  of  edition.  Standard modules  are  appropriate 
whenever the client's process maps onto a conventional sales motion but many organizations manage data 
that has no natural home in that structure. Zoho's own example is instructive: an educational institution has 
little use for a Deals-oriented data model and instead benefits from purpose-built modules such as Students 
Teachers  and Parents.  Custom modules  exist  precisely  for  this  situation and Zoho states  they  let  an 
organization "develop new modules using built-in tools that need no programming skills."

The number of custom modules an organization may create is bound by edition. The Standard edition 
permits  ten  combined  custom  and  team  modules  the  Professional  edition  permits  twenty-five  the 
Enterprise edition permits two hundred and the Ultimate edition permits five hundred. Zoho notes that 
these limits are no longer additionally constrained by user count so a small team on a higher edition is not 
penalized for  a  low seat  count.  Once created a  custom module  can be extended with  custom fields 
configured with single-column or double-column layouts connected to standard modules through module 
relationships and wired into workflow rules mass email macros autoresponders and standard data import.

Procedure — Creating a Custom Module

1. Navigate to Setup Customization and then Modules and Fields.

2. Click Create New Module.

3. Select Organization Module rather than Team Module unless the module is intended to be private 
to a single team.

4. Enter both the singular and plural names for the module in the fields provided in the top left corner.

5. Click Save to generate the initial module structure.

6. Click Add Teamspace to specify where within the organization the module will be accessible.

7. Under Module Permission select which user profiles are granted access to the module.

8. Save the configuration.

Common Pitfall

Zoho's documentation is explicit that a custom module cannot be deleted without permanently 
losing every dependent asset built on top of it including created records custom fields workflows 
email templates and reports. ClearPath should treat custom module creation as a decision with real 
weight during discovery rather than something to prototype casually in a live production account 
and should build and validate new custom modules in a sandbox or trial environment before 
promoting them.

4.2 Custom Fields: Types and Validation

Fields are the atomic unit of data capture in Zoho CRM and the platform offers a substantial library of field  
types beyond simple text. Multi-line text fields come in three variants: Plain Text Small supports up to two 
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thousand characters and supports both encryption and a mandatory setting Plain Text Large supports up to 
thirty-two thousand characters and supports a mandatory setting but not encryption and Rich Text supports 
up to fifty thousand characters with formatting such as bold italics color and lists. Zoho notes that only the  
Plain  Text  Small  variant  is  supported  in  filters  and  search  criteria  which  has  direct  implications  for  
reportability.

Numeric and currency fields include Number Long Integer Decimal Percent and Currency types each of  
which can additionally be configured as a Range and Slider field that constrains entry to a defined minimum 
and maximum with up to nine equal visual intervals. Picklist fields present a single-select dropdown of 
administrator-defined values with support for color coding and value history while Multi-Select Picklist fields 
permit more than one simultaneous selection. Radio Button fields display a small fixed set of choices limited 
to three options per field per layout and can render as either radio buttons or grouped buttons. Lookup fields 
create a one-to-many relationship to another module with a maximum of five lookup fields usable within a  
single search criteria  set  while  Multi-Select  Lookup fields create many-to-many relationships between 
modules and are available only on Enterprise and higher editions. Auto Number fields generate a sequential 
unique identifier with a configurable prefix starting number suffix and optional date pattern. User fields 
allow a record to be associated with more than one owner through either a Single User field of which up to 
five may exist per module or a Multiple Users field of which only one may exist per module supporting up to 
ten users with configurable read-only read write or full access. Record Image Attachment and Image Upload 
fields support visual content up to twenty megabytes per file with edition-based caps on how many File  
Upload fields a module may contain ranging from two on Standard to fifteen on Ultimate. Rollup Summary  
fields available on Enterprise and higher editions aggregate data from a related list through count sum 
average  maximum  minimum  or  date-based  calculations  and  are  themselves  capped  at  ten  fields  on 
Enterprise and fifteen on Ultimate.

Procedure — Creating a Custom Field

1. Hover over the target module click the ellipsis icon and select Fields or alternatively navigate to 
Setup Customization and then Modules and Fields and click the module to open the layout editor 
directly.

2. From the New Fields tray on the left drag the desired field type into the appropriate section of the 
layout on the right.

3. Name the field and configure its Field Properties. Note that requirements vary by type: a Text field 
is limited to two hundred fifty-five characters by default while a Currency field requires the 
rounding option and decimal precision to be specified.

4. Click the settings icon on the field and select Mark as Required if the field must be populated before 
a record can be saved.

5. Select Do Not Allow Duplicate Values if the field should function as a uniqueness constraint such as 
an external identifier or an email address.

6. Configure help text and any remaining field-specific properties through Edit Properties.

7. Click Save. The field becomes available to all users of the organization subject to any field-level 
security applied separately.

Validation rules extend field-level control by rejecting a record on save if its data falls outside administrator-
defined criteria.  Zoho's  documentation notes  an  important  scope limitation:  validation rules  apply  to 
system-defined standard fields and, per Zoho's current documentation, do not extend to custom-created 
fields. Rules also cannot be applied to Multi-Select Lookup Multi-Select Picklist Multi-User Formula Auto-
Number Image Upload or Multi-Line fields.

Page 22 of 45



ClearPath Consulting, LLC Zoho CRM — Standard Operating Procedures Manual

Procedure — Creating a Validation Rule

1. Hover over the module and select Validation Rules or navigate to Setup Customization Modules and 
Fields select the module and open its Validation Rules tab.

2. Click Create New Validation Rule.

3. Select the page layout that contains the field to be validated the specific field itself and the 
validation type of either Criteria-based or Function-based.

4. Choose whether the rule fires on Save Only or on Field Verify and Save.

5. Define up to ten primary conditions describing what constitutes invalid data.

6. Optionally add up to five secondary conditions per primary condition to scope the rule to a subset 
of records such as a specific country or region.

7. Write the alert or error message shown to the user for each condition.

8. Save the rule.

Common Pitfall

Zoho's documentation warns that when a field covered by a validation rule is instead updated 
through a workflow rule Blueprint the API a data import or a web form that automated update 
takes precedence over the validation rule. A validation rule that appears airtight in manual testing 
through the UI can therefore be silently bypassed by an integration or an automation elsewhere in 
the system and ClearPath should test every validation rule against each entry channel the client 
actually uses rather than the UI alone.

4.3 Page Layouts and Layout Rules

A page layout controls which fields and sections appear on a module's record page which related lists are 
attached and how the Quick Create form for that module is composed. A single module can carry multiple 
layouts and different layouts are typically assigned to different user profiles so that for instance a Sales 
layout for the Deals module can differ meaningfully from a Renewals layout on the same module.

Procedure — Creating a New Page Layout

1. Navigate to Setup Customization and then Modules and Fields.

2. Select the target module.

3. On the Module Layout page click Create New Layout or alternatively clone an existing layout to 
preserve a known-good starting configuration.

4. Name the new layout and arrange its fields and sections including the related lists that should 
appear through drag and drop.

5. Click Save Layout.

6. In the Layout Permission popup specify which user profiles may use this layout.

7. Under Layout and Type Assignment designate which layout is the default for each relevant profile.

Layout rules build on a static layout to make the page respond dynamically to the data being entered  
producing what Zoho calls a conditional layout. Zoho's documentation describes the underlying behavior  
directly: "certain fields are shown depending on the value entered in a previous field." The canonical  
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example given by Zoho involves an insurance company whose form hides every commercial-vehicle field 
until the user selects Commercial Vehicle in a prior field at which point those fields appear automatically.  
Zoho's  documentation  treats  "layout  rule"  and  "conditional  layout"  as  effectively  the  same  feature 
described from two angles: the rule is the mechanism an administrator configures and the conditional layout 
is the resulting behavior a user experiences.

Procedure — Creating a Layout Rule

1. Hover over the target module and select Layout Rules or navigate to Setup Customization and then 
Modules and Fields and locate the Layout Rules section for that module.

2. Name the rule and enter a description.

3. Select the layout to which the rule will apply.

4. Choose the primary field whose value will control the rule and define the condition that triggers it.

5. Click Trigger an Action and select the outcome such as showing a field showing a section marking a 
field mandatory or displaying a subform.

6. Add further conditions and actions as needed to cover every branch of the intended behavior.

7. Save the rule.

Best Practice

Because a single field can theoretically be governed by more than one layout rule ClearPath should 
document every layout rule for a client's core modules in a simple rule inventory before build 
begins rather than relying on the interface alone to reveal overlapping logic. This becomes essential 
when troubleshooting a field that unexpectedly appears, disappears, or becomes mandatory during 
a later change request.

4.4 Related List Customization

Related lists were introduced from the record-viewing perspective in Chapter 3. From a customization 
perspective a related list is configured in two distinct places and ClearPath should be precise with clients 
about which one is being changed. The page layout editor is the organization-wide administrative surface:  
within it fields can be dragged into the related list section columns can be reordered or modified and, per 
Zoho's documentation, custom related lists can be created here, changes that apply to every user assigned 
to that layout. Separately any individual user can reorganize which related lists they personally see on a  
record's detail page and in what order without touching the underlying layout at all as covered by the 
Organize Details procedure in Chapter 3.

The distinction matters operationally. A change made in the page layout editor is a governed administrative 
change that affects every user on that layout and belongs in the same change-control process as any other  
layout modification. A change made through Organize Details is a personal display preference and has no 
effect on any other user's view. ClearPath should make this distinction explicit in end-user training so that a 
rep does not mistakenly believe a personal reordering has been applied organization-wide or, conversely,  
that a request to reorder related lists for the whole team can be satisfied by asking every rep individually to 
adjust their own view.

Common Pitfall
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Zoho's documentation confirms that fields the organization has marked as company-defined 
mandatory cannot be removed from a related list's columns under either customization path. A 
request from a client to declutter a related list by hiding a mandatory field cannot be satisfied 
directly and instead requires either removing the mandatory designation from that field, which 
carries its own downstream consequences, or restructuring the layout section around it.

4.5 Canvas: Visual Page Design

Canvas is Zoho's no-code visual design suite layered on top of the standard layout and field infrastructure 
already described. Rather than replacing page layouts Canvas restyles how the data those layouts define is 
presented. Per Zoho's documentation Canvas can be applied to five distinct surfaces: the organization's 
homepage through Home View standard module list views the desktop record detail page the mobile record 
detail page and the record creation form referred to as the Canvas Record Form. On the homepage Canvas is 
described as enabling "role-based action-driven layouts" so that different teams can land on a homepage 
tailored to their function. On a module's list view Canvas allows images buttons fonts and field alignment to 
be customized directly in the record list rather than presenting a plain table. On the record detail page  
Canvas provides layout and styling control beyond what the standard layout editor offers on both desktop  
and mobile.

Access to the Canvas Builder is governed by a specific permission rather than by a specific field or module 
setting. Zoho's FAQ documentation states that "to use the Canvas Builder, a user should have the Module  
Customization  permission  enabled  in  their  profile."  As  of  Zoho's  published  FAQ  content  Canvas 
customization is available for list views while Canvas support for the record edit view was still described as in 
progress, so ClearPath should verify current availability for edit-view Canvas directly in the client's portal  
before promising that capability, since browsed documentation did not confirm it has since shipped.

Procedure — Applying a Canvas View at a High Level

1. Confirm the user account has the Module Customization permission enabled on its profile.

2. Navigate to the module or homepage surface to be redesigned and open its Canvas design suite 
from the customization menu for that surface.

3. Select the page type to customize such as Home View, module list view, record detail page, mobile 
record detail page or the Canvas Record Form.

4. Choose an existing template as a starting point or begin from a blank canvas and use the design 
tools to place and format images buttons fonts and field elements.

5. Preview the design for the relevant profile or profiles to confirm data displays correctly for the 
intended audience.

6. Save and activate the Canvas view for the appropriate layout or profile.

Verification Note

because Zoho's public knowledge base article on Canvas did not specify an exact click-path, an 
edition requirement, or a limit on the number of Canvas views permitted per module, step 2 above 
should be treated as a general orientation rather than a verified exact menu sequence, and 
ClearPath should confirm the live navigation path in the client's own portal at project kickoff before 
it is written into a client-facing procedure document.
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Best Practice

Canvas is a presentation layer and does not change the underlying data model, required fields, or 
automation. ClearPath should always finish core layout, field, and validation-rule configuration first 
and treat Canvas as the final cosmetic pass, since building Canvas views against a layout that is still 
in flux produces rework whenever the underlying fields or sections later change.

Sources

• Creating Custom Modules | Online Help - Zoho CRM  

• Types of Custom Fields | Online Help - Zoho CRM  

• Creating Custom Fields | Online Help - Zoho CRM  

• Field Level Customization | Online Help - Zoho CRM  

• Working with Validation Rules - CRM  

• FAQs: Validation Rules - CRM  

• Conditional Layouts | Online Help - Zoho CRM  

• Page Layouts | Online Help - Zoho CRM  

• Page Level Customization (Related Lists) - Zoho CRM  

• CRM NextGen | Canvas Knowledge Base  

• FAQs on Canvas - Zoho CRM  

Page 26 of 45

https://help.zoho.com/portal/en/kb/crm/faqs/canvas/articles/can-the-page-design-be-customized-for-the-list-view-and-the-edit-layout
https://help.zoho.com/portal/en/kb/crm/customize-crm-account/canvas
https://help.zoho.com/portal/en/kb/crm/customize-crm-account/record-level-customization/articles/page-level-customization
https://help.zoho.com/portal/kb/articles/create-page-layouts
https://help.zoho.com/portal/en/kb/crm/customize-crm-account/customizing-page-layouts/articles/create-conditional-layouts
https://help.zoho.com/portal/en/kb/crm/faqs/automation/validation-rules/articles/faqs-validation-rules
https://help.zoho.com/portal/en/kb/crm/customize-crm-account/validation-rules/articles/create-validation-rules
https://help.zoho.com/portal/en/kb/crm/customize-crm-account/customizing-fields/articles/field-level-customization
https://help.zoho.com/portal/en/kb/crm/customize-crm-account/customizing-fields/articles/use-custom-fields
https://help.zoho.com/portal/en/kb/crm/customize-crm-account/customizing-fields/articles/types-of-fields
https://help.zoho.com/portal/en/kb/crm/customize-crm-account/customizing-modules/articles/customize-modules


ClearPath Consulting, LLC Zoho CRM — Standard Operating Procedures Manual

Chapter 5 — Automation (Workflow Rules, Blueprint, Macros)

Zoho CRM offers four distinct automation mechanisms and a consultant's first responsibility is to diagnose 
which mechanism a given business requirement calls for before configuring anything. Workflow rules react 
to data changes and dates. Blueprint enforces a sequence of stages that a record must pass through under  
human accountability. Macros bundle repetitive manual actions that a user chooses to run on demand. 
Approval processes route records to a decision-maker before a change becomes final. Each tool solves a 
different  governance  problem and misapplying  one  in  place  of  another  is  among the  most  common 
implementation errors ClearPath encounters during CRM audits.

5.1 Workflow Rules

A workflow rule is a background automation that watches for a defined trigger and then executes one or 
more actions once its criteria are satisfied. According to Zoho's own documentation workflow rules can be 
configured  for  every  standard  module  and  every  custom module  in  the  CRM and they  support  four 
categories of trigger: record actions such as create edit or delete a record and time based date and time 
triggers score based triggers tied to changes in a record's engagement score and recommendation based  
triggers tied to Zia's product recommendations. The available actions for a triggered rule include email  
notifications tasks field updates webhooks custom functions record creation automatic assignment of a 
record owner and actions delegated to Zoho Flow. Actions may fire immediately when the rule condition is 
met or may be scheduled to fire at a specific later time.

Because workflow rules operate silently and without requiring a user to take any action they are the correct 
tool whenever the business requirement is "when X happens do Y automatically" and no human judgment or 
approval step is required in between.

Procedure: Creating a workflow rule

1. Navigate to Setup and open the automation area that lists Workflow Rules for the module the rule 
will apply to.

2. Select the option to create a new rule and choose the module the rule will monitor.

3. Define the trigger by selecting a record action a date or time condition or a score change depending 
on the business requirement.

4. Specify the rule criteria that a record must meet before the rule executes. Leave criteria open only 
when every record in the module should qualify.

5. Add one or more actions to the rule from the supported action types: email alert task field update 
webhook function create record assign owner or Zoho Flow action.

6. Indicate whether each action should execute immediately or on a scheduled basis.

7. Review the rule summary and activate the rule so it begins evaluating incoming and updated 
records.

Best Practice / Common Pitfall

Zoho support has confirmed directly in the official help community that a field update performed by 
one workflow rule does not itself trigger a second workflow rule that is watching for edits to that 
field. Zoho's stated workaround is to replace the field update action with a custom function because 
"the custom function field update is considered as edit action instead of update action" and can 
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therefore cascade into further automation. A consultant designing chained automation logic across 
multiple rules must account for this behavior explicitly rather than assume that workflow rules will 
trigger one another the way a spreadsheet formula would recalculate downstream cells.

5.2 Blueprint

Blueprint functions as an online replica of a business process and is the appropriate tool whenever a process 
must  be  followed  in  a  specific  sequence  with  specific  people  accountable  at  each  step.  Zoho's 
documentation describes the two core building blocks as  states and transitions.  A state represents  a 
particular stage in the process such as Qualification Negotiation or Discount Approval on a deal. A transition 
is the connector between two states and it defines the conditions and actions required before a record may 
move forward. Each transition is further divided into three phases. The "before" phase determines who is  
permitted to execute the transition and which records qualify for it. The "during" phase specifies what 
information must be captured from the transition owner at the moment of the move. The "after" phase  
automates whatever should happen once the transition completes including sending an email creating a 
task updating a field applying a tag firing a webhook or running a custom action.

Blueprint differs from a workflow rule in one decisive respect: a workflow rule executes without asking  
anyone for input while a Blueprint transition can require a specific user to manually confirm that a step has 
been completed and can block forward progress until mandatory fields or actions are satisfied. This is what 
Zoho means when it describes Blueprint as guiding a team through systematic execution of a process rather 
than simply automating a reaction to data.

Procedure: Building a Blueprint

1. Navigate to Setup and open the process management area where Blueprint is configured.

2. Select the module the Blueprint will govern such as Deals or Cases and choose the layout it applies 
to.

3. Define the states the record will pass through by dragging them into the Blueprint editor in the 
order the process actually follows.

4. For each transition between two states define the "before" conditions specifying which users or 
roles may execute the transition and which record criteria qualify.

5. Configure the "during" requirements for the transition including any fields that must be completed 
or any checklist items the transition owner must confirm.

6. Configure the "after" actions that should fire automatically once the transition is completed such as 
an email alert a task or a field update.

7. Mark any transition actions as mandatory or optional depending on whether the business requires 
strict enforcement.

8. Publish the Blueprint so the defined transition buttons appear on the record detail page for eligible 
users.

Best Practice / Common Pitfall

because Blueprint enforces a rigid sequence a consultant should map every legitimate exception 
path before publishing a live Blueprint. A sales process that occasionally needs to skip a stage for a 
strategic account will generate constant user frustration and workaround behavior if no transition 
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exists for that exception. This is professional judgment rather than a documented Zoho warning and 
should be treated as such during discovery interviews with the client.

5.3 Macros

A macro is a set of actions that a user runs manually against a group of selected records in a module. Zoho's 
documentation defines macros as bundling actions such as sending a predefined email template updating a 
field and creating a task so that a rep can execute all three in a single click rather than performing them one 
at a time. Macros are fundamentally different from workflow rules and Blueprint because they require a 
human to initiate them. There is no background trigger and no enforced process order. Zoho CRM will also 
auto-suggest a macro to a user after detecting that the same set of actions has been performed on records 
from the same module and the same list view at least three times within a seven day period. A discarded  
suggestion will not be offered again to that user for sixty days.

Macros are the correct tool whenever the requirement is "give the rep a fast way to do a repetitive task on 
demand" rather than an automatic background reaction or an enforced multi-step process.

Procedure: Creating a macro

1. Open the module and the list view where the target records live.

2. Select the records the macro should apply to or wait for Zoho CRM to surface a suggested macro 
based on recent repeated behavior.

3. Click Run Macros and then choose Manage Macros to view existing macros or begin a new one.

4. If building a custom macro select the actions to bundle such as an email using a predefined 
template a field update or a task.

5. Name the macro clearly enough that other users can identify its purpose from the list.

6. Save the macro so it becomes available for future use against qualifying records in that module.

5.4 Approval Processes

An approval process automates the routing of a record to one or more decision-makers before a sensitive 
change is allowed to stand. Zoho's own framing is that "certain actions need approval from one or more 
senior decision-makers" and that the approval process removes the manual burden of tracking which 
records are waiting on whose sign-off. Typical use cases include a sales representative requesting manager 
authorization before extending a customer discount or a marketing campaign requiring joint sign-off from 
both the marketing and finance leadership before it can launch. Configuring an approval process requires 
the Manage Automation permission and according to Zoho's tutorial summary the feature is available in the 
Enterprise and Ultimate editions of Zoho CRM. This edition claim should be reconfirmed against the client's 
live edition at the time of engagement since Zoho periodically adjusts edition-to-feature mapping.

Procedure: Adding an approval process

1. Navigate to Setup then Process Management then Approval Processes and select Add Approval 
Process.

2. Choose the module the approval process will apply to and enter a name and description for the 
process.

3. Select the trigger condition or conditions: record creation record edit or both.
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4. Click Add Rule to this Process and specify the rule criteria a record must meet to enter the approval 
queue.

5. Select the approver type or types from Users Roles Levels Manager Record Owner or Team Module 
options.

6. Choose the approval method: Anyone meaning a single approver can approve the record or 
Everyone meaning all designated approvers must approve either sequentially or in parallel.

7. Define the actions that should occur once a record is approved such as a notification or a field 
update.

8. Define the actions that should occur if a record is rejected.

9. Set the record modification permissions during the approval window by choosing All Fields Specific 
Fields up to twenty-five or No Fields.

10. Assign up to fifteen process administrators who are authorized to override delegate or take over 
pending approvals.

11. Save the approval process to activate it.

5.5 Choosing the Right Automation Tool

A consultant should recommend a workflow rule whenever the client needs a silent background reaction to 
a data event and no human judgment is required in the moment. A consultant should recommend Blueprint 
whenever the client needs to enforce a specific sequence of stages with named accountability at each step 
and needs the system itself  to prevent a record from skipping a required stage.  A consultant should  
recommend a macro whenever reps are already performing the same set of manual actions repeatedly and 
simply need a one-click shortcut rather than an enforced process. A consultant should recommend an 
approval process whenever a record change is sensitive enough that it must not take effect until a specific  
decision-maker has authorized it regardless of whether that authorization also happens to occur inside a 
Blueprint transition. In practice many mature CRM implementations use all four together: a workflow rule 
handles routine notifications a Blueprint governs the deal or case lifecycle a macro speeds up a rep's daily  
correspondence and an approval process gates discount or contract exceptions before they finalize.

Sources

• https://help.zoho.com/portal/en/kb/crm/automate-business-processes/actions/articles/creating-actions-in-  
workflow-rules

• https://help.zoho.com/portal/en/kb/crm/faqs/automation/workflow-rules/articles/faqs-workflow  

• https://help.zoho.com/portal/en/community/topic/workflow-field-update-will-not-triggering-another-  
workflow-rule

• https://help.zoho.com/portal/en/kb/crm-help-old/process-management/blueprint/articles/old-blueprint-  
building-blocks

• https://www.zoho.com/crm/tutorials/blueprint/overview.html  

• https://help.zoho.com/portal/en/kb/crm/collaborate-and-increase-team-productivity/macros/articles/auto-  
suggested-macros

• https://help.zoho.com/portal/en/kb/crm/process-management/approval-process/articles/set-approval-  
process

• https://help.zoho.com/portal/en/kb/crm/process-management/approval-process/articles/add-approval-  
process
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• https://www.zoho.com/crm/tutorials/approval-process/summary.html  
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Chapter 6 — Communication Tools (SalesInbox, Telephony, SalesIQ)

Zoho CRM extends beyond record-keeping into the channels a sales team actually uses to reach prospects: 
email  phone  and  live  chat.  This  chapter  covers  SalesInbox  as  the  CRM-integrated  email  client  email  
templates and the tracking data Zoho calls email insight telephony integration through Zoho PhoneBridge 
for click-to-call and automatic call logging and the handoff of chat-sourced leads from Zoho SalesIQ into CRM 
records. A consultant implementing any of these tools should confirm the client's Zoho CRM edition and any 
required marketplace extension before promising a specific capability since availability differs by edition and 
by installed extension.

6.1 SalesInbox

SalesInbox is described in Zoho's own documentation as an intelligent email tool that integrates seamlessly 
with Zoho CRM so that correspondence and customer data live inside a single interface. Its purpose is to  
remove the constant back and forth between an email client and the CRM by pulling CRM context directly 
into the inbox. Incoming and outgoing messages are automatically sorted into four columns based on the  
sender's or recipient's relationship to CRM data: Deals Contacts and Leads Not in CRM and Colleagues. 
Related emails are pulled from CRM records and updated in SalesInbox in real time as they are sent or  
received in their respective columns. Because the inbox already knows which messages relate to open deals 
or CRM contacts a rep can act on a record directly from the email view such as adding a new lead or assigning 
a follow-up task without switching applications.

Procedure: Working inside SalesInbox

1. Enable SalesInbox for the organization through the CRM email settings area and connect the 
mailbox that reps will use.

2. Confirm that the mailbox's contacts and deals are already present in CRM so that SalesInbox can 
classify incoming mail correctly.

3. Open SalesInbox and review the four default columns to confirm messages are landing in the 
expected category.

4. Select a message tied to a deal or contact and use the available CRM actions inside SalesInbox to 
update the record log a task or advance the deal.

5. Periodically review the Not in CRM column to identify senders who should be added as new leads or 
contacts.

6.2 Email Templates and Email Insights

Email templates allow a single message to be personalized and sent to many recipients at once and they are 
also the mechanism that workflow rules and other automations use when an automated email alert needs to 
go out. Zoho's documentation describes three ways to build a template: assembling one from scratch using 
drag-and-drop components from the component panel  selecting a predesigned template from Zoho's 
gallery or pasting custom HTML directly. Templates use merge field syntax such as dollar-brace notation 
referencing the module and field for example a first name field on the Leads module so that each recipient's 
copy is populated with their own record data drawn from CRM. Templates can be organized into folders and 
shared with all users specific users or kept private.

Procedure: Creating an email template
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1. Navigate to Setup then Customization then Templates then Email and select New Template.

2. Choose the module the template will be associated with from the dropdown.

3. Choose a creation method: build from scratch with the component panel select a predesigned 
gallery template or paste custom HTML.

4. Enter a template name and subject line.

5. Insert merge fields where personalized data should appear and complete the body content.

6. Save the template to an appropriate folder or save it as a draft to finish later.

Zoho CRM also tracks engagement on sent emails through a capability generally referred to in Zoho's own 
community documentation as email insight which records when a recipient opens a sent email and when a 
recipient clicks a link contained in that email. This data becomes visible against the corresponding record 
and can inform follow-up timing. Note for the reader: the exact configuration path and edition availability of 
email open and click tracking could not be confirmed against a stable dedicated help.zoho.com article during 
this research pass and should be verified directly in the client's CRM instance before being described to a 
client as a guaranteed capability.

6.3 Telephony and PhoneBridge Integration

Zoho PhoneBridge is Zoho's cloud telephony integration layer and its own marketing page describes it as 
helping  a  business  find  the  telephony  application  best  suited  to  its  needs  and  then  integrating  that 
application with Zoho products  including Zoho CRM Zoho Desk Zoho SalesIQ Bigin  and Zoho Recruit. 
Depending on the specific provider connected through the PhoneBridge Marketplace features can include 
multi-level IVR call transfer and conferencing auto attendant call recording and analytics a power dialer  
custom caller ID voice recognition voicemail-to-text transcription toll-free numbers number porting and 
SMS. Zoho's help documentation states plainly that telephony integration with Zoho CRM is enabled only  
when the provider extension is installed through the Telephony Marketplace and that attempting to connect 
a provider outside that path will produce an error.

Once a telephony provider is connected reps gain click-to-call directly from the Leads Contacts and Accounts 
modules by clicking the telephone icon next to a phone number on the record's detail page. An incoming or 
outgoing call  triggers a pop-up business card view of the associated record so the rep has immediate 
context. Both inbound and outbound calls are logged automatically once completed and every logged call 
appears in the Calls module under the All Calls list view. A rep can enter a call description that writes  
automatically into the Description field of that Call record and can create a follow-up task or schedule a  
subsequent event directly from the call screen. When an inbound call arrives from a number not yet in the 
CRM the rep is given the option to create a new contact after the call ends.

Procedure: Enabling telephony and logging a call

1. Install the desired telephony provider extension from the Zoho Telephony Marketplace.

2. Navigate to Setup then Channels then Telephony and select Enable Telephony.

3. Confirm the connection between the provider account and the CRM organization following the 
provider's specific authentication steps.

4. To place a call open a Lead Contact or Account record and click the telephone icon beside the phone 
number.

5. Use the business card pop-up to confirm the correct record during the call.
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6. After the call enter a description and create any needed follow-up task or event before closing the 
call screen.

7. Verify the completed call by opening the Calls module and selecting the All Calls list view.

Best Practice / Common Pitfall

Zoho's own documentation notes that click-to-call functionality is limited to the Leads Contacts and 
Accounts modules and that certain provider configurations remove standard in-call controls such as 
the keypad mute and hold. A consultant should confirm with the client's chosen telephony provider 
exactly which in-call controls will be available after installation rather than assuming full parity 
across every PhoneBridge Marketplace listing.

6.4 The SalesIQ-to-CRM Handoff

Zoho SalesIQ is Zoho's live chat and visitor tracking product and its integration with Zoho CRM allows a 
website visitor engaged in a live chat conversation to be converted into a CRM lead directly from the SalesIQ 
operator interface. Zoho describes this as turning a website visitor into a CRM lead "with a single click while 
conversing with them." Zoho's AI chatbot Zobot can qualify and capture prospects around the clock and 
push qualifying visitors into CRM without a human operator present. Where a Clearbit-style enrichment 
integration is active additional company and personal detail such as industry technology stack name role and 
social profiles can populate the corresponding CRM fields automatically at the moment of conversion.  
Visitor and chat transcript data stay synchronized between SalesIQ and CRM so that a returning visitor's 
history is available to whichever rep next engages them and a visitor's behavioral engagement level based 
on traffic source visit frequency and page activity is pushed into CRM as a visit score. Reps can also attach 
tasks and notes to the relevant CRM lead directly from the chat window and can hand a conversation to the 
appropriate CRM-assigned staff member with the full collected prospect context carried forward.

Procedure: Converting a SalesIQ chat visitor into a CRM lead

1. Confirm the SalesIQ and Zoho CRM integration has been activated for the organization from within 
SalesIQ settings.

2. During or after a live chat conversation open the visitor's information panel inside the SalesIQ 
operator window.

3. Select the option to add the visitor to Zoho CRM as a lead.

4. Confirm or edit the fields being pushed to CRM including any enrichment data available for the 
visitor.

5. Attach the chat transcript context so the resulting CRM record retains the conversation history.

6. Assign the newly created lead to the appropriate rep or let existing CRM assignment rules route it 
automatically.

Best Practice / Common Pitfall

because the SalesIQ integration page emphasizes ease of setup without documenting a detailed 
configuration sequence a consultant should not assume the handoff is a zero-configuration default. 
Lead assignment rules scoring thresholds and duplicate-check behavior for chat-sourced leads 
should be explicitly configured and tested with the client before go-live rather than assumed to 
work identically to leads sourced from a web form.
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Sources

• https://help.zoho.com/portal/en/kb/crm-plus/user-guide/exclusive-email-client-for-sales/articles/salesinbox-  
overview

• https://help.zoho.com/portal/en/kb/crm/customize-crm-account/customizing-templates/articles/email-  
templates

• https://help.zoho.com/portal/en/kb/crm/extensions/telephony/articles/enable-disable-telephony  

• https://help.zoho.com/portal/en/kb/crm/extensions/telephony/articles/working-with-telephony  

• https://www.zoho.com/phonebridge/telephony-integrations-for-zoho.html  

• https://www.zoho.com/salesiq/zoho-crm-integration.html  
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Chapter 7: Reports, Dashboards and Zia Analytics

Zoho CRM separates data analysis into three connected layers. Reports extract and organize records into 
readable tables. Dashboards translate those reports into visual components that a manager can scan in 
seconds. Zia, Zoho's artificial intelligence engine, adds a predictive and conversational layer on top of both. A 
ClearPath engagement should configure these three layers in sequence: confirm the standard report library 
meets the client's baseline needs, build custom reports only where gaps remain, then assemble dashboards 
from the resulting reports before layering in Zia's anomaly detection and forecasting tools.

7.1 Standard Reports and the Report Library

Zoho CRM ships with more than forty pre-built standard reports distributed across the standard modules  
including Leads, Deals, Accounts, Activities, Campaigns, Cases, Products, Quotes and Invoices. These reports 
are organized automatically into folders such as Deal Reports, Forecast Reports and Campaign Reports so 
that a new account does not begin with an empty reporting library. Each standard report can be used exactly 
as delivered or opened in the report builder and modified to fit the client's terminology and workflow.  
Zoho's own documentation states plainly that these reports "can be either used as it is or customized further 
as per your business requirements,"  which should guide the consultant's  default  posture:  inspect the 
standard library before building anything from scratch.

To locate and open a standard report the following procedure applies.

1. Open the Reports tab from the main navigation.

2. Browse the automatically generated folders or use the search bar to locate a report by module or 
name.

3. Click the report to open it and review the columns, filters and grouping already applied.

4. Use the Favorites option to pin frequently referenced reports for faster access by the client's team.

7.2 Building, Filtering and Grouping Custom Reports

When a business question is not already answered by the standard library the administrator constructs a  
custom report. A custom report begins with a primary module and can incorporate related modules through 
parent and child relationships. The builder distinguishes between an inclusive relationship, which returns 
primary records regardless of whether a related record exists, and an exclusive relationship, which returns 
only primary records that have a matching related record. Columns can be added or removed and reordered 
by drag and drop. Filters narrow the data set through date-based criteria or through advanced criteria built 
on  any  field.  Grouping  segments  the  output  by  a  chosen field;  grouping  by  both  rows  and  columns 
simultaneously produces what Zoho calls a matrix report.

1. Open the Reports tab and click Create Report.

2. Select the primary module from the dropdown list.

3. Add related modules if needed by clicking the plus icons above (parent modules) or below (child 
modules) the primary module.

4. When adding a child module choose whether the relationship should be inclusive or exclusive.

5. Click Continue to generate the base data set.

6. Add or remove columns using the checkboxes and reorder them as needed.
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7. Apply filters to limit the records shown, including date-based and advanced field criteria.

8. Apply row grouping, column grouping or both to segment the results.

9. Name the report, assign it to a folder and save.

7.3 Exporting and Scheduling Reports

Reports and raw module data can be exported in Excel, CSV or PDF format, and each format carries its own 
volume ceiling. PDF and Excel exports are capped at 2,000 records per batch. CSV exports allow 20,000  
records from the first page of a report and 2,000 records from each subsequent page. Zoho further limits an 
organization to five exports of 20,000 records from a first page in a single day regardless of which report is  
being exported. A report can also be placed on a recurring schedule so that it is delivered automatically  
rather than exported by hand each period.

1. Open the Reports tab and select Scheduled Reports from the left sidebar.

2. Click New Report Scheduler.

3. Choose the report to schedule and decide whether to include the record ID column.

4. Select an export format and set the start date, start time, repeat frequency and end condition.

5. Choose a delivery channel and add the recipients who should receive the report.

6. Click Schedule to activate the recurring delivery.

Best Practice

because a scheduled report caps out at 2,000 records per delivery, a consultant should verify the 
intended recipient's actual reporting volume before relying on a schedule for compliance-sensitive 
or board-level reporting. A report that silently truncates at 2,000 rows can mislead a client who 
assumes the export is complete.

7.4 Dashboards and Analytical Components

A dashboard assembles reports into visual components on a single canvas. Zoho CRM documents nine 
categories of analytical component: Charts (bar, horizontal, line, stacked, pie, donut, table, funnel and area 
formats),  KPI  (Standard,  Growth Index,  Basic,  Scorecard and Rankings variants),  Comparator,  Anomaly 
Detector, Target Meter, Funnel, Cohort Analysis, Quadrant Analysis and Zone Analysis, alongside a Stage 
Component that tracks record progression through defined workflow stages.  A dashboard can hold a 
maximum of twenty components. Dashboards can be shared with all users, with a custom selection of users, 
or kept private to the creator,  and a shared dashboard can be locked to prevent unauthorized edits. 
Enterprise edition and above allows a dashboard to be converted directly into a presentation.

1. Navigate to the Analytics tab and click Create Dashboard.

2. Enter a dashboard name and description.

3. Choose the sharing setting: Only Me, All Users or a custom selection.

4. Click Add Component and select a component type from the panel.

5. Configure the component by selecting its source report, metric and display style.

6. Repeat for additional components up to the twenty-component limit.

7. Click Save to publish the dashboard.
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The Target Meter deserves separate attention because it  is  the gauge-style component the client has 
specifically asked about. It displays progress toward a numeric goal such as annual revenue, lead volume or a 
sales target for a defined period, and it renders as a Dial Gauge, a Bar, a Multiple Bar or a Traffic Lights  
indicator. Because it reduces a full report to a single visual read of "on target" versus "behind target," it is  
well suited to executive-facing dashboards where the client wants an at-a-glance status indicator rather 
than a full chart.

1. Open Dashboard Builder on the target dashboard and click Add Component.

2. Select Target Meter from the component list.

3. Choose one of the four visualization styles: Dial Gauge, Bar, Multiple Bar or Traffic Lights.

4. Name the component and set the target metric, the field it should evaluate and the duration it 
should cover.

5. Apply optional filter criteria, up to ten filters are permitted.

6. Enter the numeric target value the metric should be measured against.

7. Configure display options such as shortened number formatting and decimal precision.

8. Click Save to add the meter to the dashboard.

Common Pitfall

a dashboard filled entirely with gauge and KPI widgets looks polished but can obscure the 
underlying trend that produced the number. ClearPath's own recommendation, offered as 
professional judgment rather than a documented Zoho rule, is to pair every Target Meter with at 
least one trend-based chart or the Zia Trend Analysis dashboard described below so that the client 
can see not just where a metric stands today but how it arrived there.

7.5 Zia Analytics: Anomaly Detection, Trend Analysis and Conversational AI

Zia is Zoho's artificial intelligence layer and it extends CRM analytics beyond static reporting in three ways 
that are directly relevant to this manual. First, Zia's Anomaly Detector monitors data chronologically and  
flags "unusual or unexpected patterns," which Zoho's documentation frames around sales spikes and drops, 
changes in customer behavior and possible fraud indicators. Second, the Trend Analysis feature builds a 
dedicated Trend Dashboard containing eleven pre-built line-chart components split across a Sales Trend 
folder  and a  Sales  Follow-up Trend folder.  Each chart  plots  an expected trend line against  an actual  
performance line and marks detected anomalies with red circles, and the dashboard can be filtered by user 
or group and by time period. Third, Ask Zia provides a conversational interface: a user can ask a question in 
natural language by voice or text and receive an immediate answer drawn from CRM data, without first  
building a report.

Zia Notifications tie the anomaly engine to alerting channels so that a detected irregularity reaches the right 
person without anyone needing to check a dashboard proactively.

1. Navigate to Setup, then Zia, then Notifications.

2. Enable alerts under the Workflow Rule, Anomaly Component and Zia for Emails tabs as needed.

3. Hover over a notification type and click the edit icon to manage its delivery channel.

4. Choose one or more channels: the Zia Notification Panel, Slack, Zoho Cliq or email.
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5. Save the configuration so that future anomalies are routed automatically.

Verification Note

exact edition and licensing requirements for individual Zia features, including whether Ask Zia's 
conversational interface is available on every paid CRM edition or restricted to Enterprise and 
above, were not confirmed on the pages reviewed for this chapter. This should be checked against 
the client's specific edition and the current Zoho CRM pricing page before being stated as a firm 
commitment in a proposal.

Sources

• https://help.zoho.com/portal/en/kb/crm/analytics-and-dashboards/reports/create-edit-reports/articles/  
working-with-reports

• https://help.zoho.com/portal/en/kb/crm/analytics-and-dashboards/reports/create-edit-reports/articles/  
understanding-and-building-reports

• https://help.zoho.com/portal/en/kb/crm/analytics-and-dashboards/reports/articles/schedule-reports  

• https://help.zoho.com/portal/en/kb/crm/faqs/data-administration/export/articles/how-can-i-export-data-  
from-zoho-crm

• https://help.zoho.com/portal/en/kb/crm/analytics-and-dashboards/analytics-or-dashboards/overview/  
articles/create-dashboard

• https://help.zoho.com/portal/en/kb/crm/analytics-and-dashboards/analytics-and-dashboards/articles/  
analytical-components

• https://help.zoho.com/portal/en/kb/crm/analytics-and-dashboards/analytics-dashboards/articles/create-  
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Chapter 8: Data Management, Security and Integrations

A CRM instance is only as trustworthy as the discipline applied to the data entering it and the controls 
governing who can see and change that data once it arrives. This chapter covers the mechanics of moving  
data into and out of Zoho CRM, the tools used to keep that data free of duplicates, the roles-profiles-sharing-
rules model that governs record-level visibility, the audit log that records what happened and when, and the 
integration surface that connects Zoho CRM to the rest of a client's software stack, including Zoho Books.

8.1 Importing and Exporting CRM Data

Zoho CRM accepts three file formats for import: Excel in XLS or XLSX format, CSV, and the vCard business-
card format, with XLS, XLSX and VCF files limited to 5,000 records per batch while CSV supports larger  
volumes. Before an import is executed the administrator chooses one of three modes: adding all records as 
new while filtering duplicates by Record ID, Email or Name; updating only existing records that match one of 
those identifiers; or a combined mode that both adds new records and updates existing ones, with the 
option to skip overwriting fields left blank in the source file.

1. Open the target module tab such as Leads, Contacts or Accounts.

2. Select Import Records from the Create dropdown menu.

3. Upload the file by browsing to it or dragging it into the upload area.

4. Adjust the character encoding if the preview shows garbled text, then proceed.

5. Choose the page layout that imported records should use.

6. Select the import mode: add as new, update existing only, or both.

7. Map each column in the source file to the corresponding CRM field.

8. Set default values for any fields not present in the source file.

9. Select an assignment rule if incoming records should be distributed automatically.

10. Decide whether the import should trigger existing workflow automation.

11. Configure follow-up tasks or require manual approval of imported records if applicable.

12. Review the full configuration.

13. Click Finish to start the import.

14. Review the import history log once the job completes to confirm the result.

Exporting works in the reverse direction and is subject to the format limits described in Chapter 7: Excel and 
PDF exports cap at 2,000 records per batch and CSV exports allow 20,000 records from a report's first page 
plus 2,000 from each subsequent page, with a daily ceiling of five first-page exports of 20,000 records 
regardless of which report is involved.

Best Practice

because import mode determines whether existing records are silently overwritten, ClearPath's 
standard delivery checklist requires a small test batch of five to ten records to be imported first with 
the intended mapping and mode, followed by a manual review of the resulting records, before the 
full file is processed. This single step prevents the most common and most damaging import 
mistake, which is running a full-file "update existing" import against the wrong matching field.
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8.2 Deduplication and Record Merging

Zoho CRM's deduplication tool identifies duplicate records within Leads, Accounts, Contacts, Deals, Vendors 
and custom modules and merges them either automatically or with manual conflict resolution. The tool  
compares records against up to three fields chosen by the user. Records with identical values across those 
fields are merged automatically. Records with conflicting values in other fields require the user to select 
which value should survive on the merged record. The system designates the record with the most recent  
Last Activity Time as the master record and reassigns all related child records, including emails, tasks and  
events, to that master. Only one user can run deduplication against a given module at a time, only three  
records can be merged in a single operation, and a completed merge permanently deletes the losing records 
in a way that cannot be undone.

1. Open the relevant module tab.

2. Click Actions on the module home page and select Deduplicate for that module.

3. Choose up to three fields that should be used to detect duplicates.

4. Click Find and Merge Duplicates.

5. Confirm the action in the popup that appears.

6. Allow the system to auto-merge any records with matching values across the selected fields.

7. For records with conflicting field values, open the Deduplicate page and select which value should 
be treated as final for each conflicting field.

8. Click Merge and confirm the action to complete the process.

Common Pitfall

because a merge is permanent and irreversible, deduplication should always be run on a sandbox or 
export a backup of the affected module immediately beforehand. This is ClearPath's own operating 
guidance rather than a stated Zoho warning, though it follows directly from Zoho's own statement 
that the deleted records "cannot be undone."

8.3 Roles, Profiles and Sharing Rules: The Data-Level Security Model

Zoho CRM's security model separates three distinct concerns and a consultant must keep them distinct  
when explaining the system to a client. A role defines a user's position in the organizational hierarchy and  
governs which other users' records that person can see by default; a user positioned higher in the hierarchy 
can always see the records of users positioned lower. A profile defines what a user is permitted to do within 
the  application,  including  which  modules,  fields  and  administrative  functions  are  accessible;  an 
Administrator profile overrides the role hierarchy entirely and grants access to all data regardless of the  
assigned role. A sharing rule extends visibility beyond what the role hierarchy would otherwise allow, 
granting specific roles or groups additional access to another role's or group's records without altering the 
underlying hierarchy.

By default record access in Zoho CRM is private, meaning only the record owner and that owner's superior in 
the role hierarchy can see a given record. Organizations can loosen this through one of four access levels  
applied at the module level: Private, Public Read Only, Public Read/Write, and Public Read/Write/Delete. 
Users at the same role level cannot see each other's records by default unless the organization enables the 
Share Data with Peers option.

Page 41 of 45



ClearPath Consulting, LLC Zoho CRM — Standard Operating Procedures Manual

To create a role:

1. Navigate to Setup, then Security Control, then Roles and Sharing.

2. Click New Role.

3. Enter a name for the role and select its superior role using the Reports To field.

4. Enable peer data sharing for this role if appropriate.

5. Add a description and click Save.

To create a custom profile:

1. Navigate to Setup, then Security Control, then Profiles.

2. Click New Profile.

3. Name the profile and add an optional description.

4. Select an existing profile to clone as a starting template.

5. Click Create, then configure the specific module, field and administrative permissions the profile 
should carry.

To create a sharing rule:

1. Navigate to Setup, then Security Control, then Data Sharing Settings.

2. Open the Sharing Rules tab and click Create Sharing Rule.

3. Select the module the rule should apply to.

4. Name the rule.

5. Choose the sharing basis: Based on Record Owner, using role or group, or Based on Criteria, using 
field conditions.

6. Select which roles, groups or users should receive the expanded access.

7. Set the permission level: Read Only, Read/Write, or Read/Write/Delete.

8. Click Save to activate the rule.

Best Practice

profiles should be built by cloning the nearest existing profile and then narrowing permissions 
rather than starting from a blank profile, since Zoho's own workflow is built around cloning as the 
starting point for a new profile. This reduces the risk of an administrator forgetting to restrict a 
sensitive permission that would otherwise have been off by default.

8.4 The Audit Log

The Audit Log records a chronological history of user actions across the CRM account, including record 
additions, updates, deletions, mass operations, imports, exports and lead conversions within modules such 
as Leads, Accounts, Contacts and Potentials, as well as configuration changes to email templates, workflows, 
webhooks, roles, reports and users. Zoho retains audit log data for three years. Access to the log is itself role-
restricted: a standard user sees only their own actions while administrators and users at the top of the role 
hierarchy see the full organizational log.

1. Navigate to Setup, then Security Control, then Audit Log.
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2. Filter by Entity to restrict the log to a specific module or view all entities.

3. Filter by User to restrict the log to a specific person or view all users.

4. Filter by Action to view only additions, updates, deletions or all action types.

5. Filter by a preset or custom time range.

6. Click Export Audit Log to download the filtered results as a CSV file if a permanent record is needed, 
noting the export is capped at one million entries or three years of unfiltered data.

Best Practice

because the audit log is the primary forensic tool for reconstructing what happened to a client's 
data after an incident, ClearPath should confirm during onboarding that the client's administrators 
know this feature exists and where it lives in Setup, since it is easy for a client team to go years 
without ever opening it.

8.5 Integrations: Marketplace Extensions, Zoho Flow, the REST API and the Zoho Books 
Connection

Zoho CRM connects to the rest of a client's software environment through four principal mechanisms, and a 
ClearPath engagement typically evaluates all four before deciding how a given integration requirement 
should be met.

Zoho Marketplace extensions are pre-built components that either add new functionality directly inside 
CRM or  connect  CRM to a  third-party  service.  Native extensions  can add custom modules,  workflow 
automation, related lists, buttons, links and templates. Third-party extensions connect CRM to outside 
services using OAuth 2.0 for data exchange or SAML for single sign-on. Every extension submitted for public 
listing is reviewed by Zoho's Review Team, a process that takes approximately forty-eight hours, and private 
extension installation links are available only on Enterprise edition and above.

Zoho Flow is Zoho's dedicated integration platform and it is the appropriate tool when an integration needs 
to coordinate more than two applications or requires conditional logic that a simple webhook cannot  
express. Zoho Flow connects to more than a thousand applications including Zoho CRM, and it supports  
triggers based on app events, incoming webhooks, schedules, URL monitoring, RSS or Atom feeds and 
inbound email, combined with a no-code drag-and-drop builder and a large library of pre-built workflow  
templates.

The Zoho CRM REST API provides direct programmatic access to CRM data for custom-built integrations and 
is  authenticated  through  OAuth  2.0.  Under  this  model  a  client  application  never  receives  the  user's 
password; instead the user authorizes the application through Zoho's authorization server, which issues a 
short-lived access token, valid for one hour, alongside a longer-lived refresh token that the application uses 
to obtain new access tokens without requiring the user to re-authenticate. Access can be revoked by the  
user at any time.

Webhooks provide the lightest-weight integration mechanism and are the appropriate tool when a single  
external system needs to be notified the instant a defined CRM event occurs, such as pushing a won deal to 
an accounting system or triggering an SMS reminder to a sales representative. Webhooks are attached to  
workflow rules as an instant action or as a time-based action, and a single workflow rule can carry up to six  
webhook actions,  one instant and five time-based.  Professional  and Enterprise edition users with the 
Manage Workflow permission can configure this directly from Setup.

Page 43 of 45



ClearPath Consulting, LLC Zoho CRM — Standard Operating Procedures Manual

1. Navigate to Setup, then Automation, then Workflow Rules.

2. Create a new rule or open an existing one and define the module, trigger and conditions.

3. Under Instant Actions, or under a time-based action, select Webhook as the action type.

4. Configure the webhook: name it, provide the receiving URL, choose the HTTP method and map the 
CRM fields that should be sent as parameters.

5. Save the webhook configuration and associate it with the workflow rule.

6. Save the workflow rule and test it against a sample record to confirm the external system receives 
the expected data.

Finally, the Zoho Books connection is the most fully pre-built of these integration paths because both 
products are part of the same Zoho ecosystem. The integration synchronizes Accounts and Contacts from 
CRM with Customers and Vendors in Books, synchronizes Products or Items, and synchronizes transaction 
records including Quotes, Sales Orders, Invoices and Purchase Orders. The connection is bidirectional by  
default, most records sync automatically on an interval of roughly every two hours while transactional 
records sync near-instantly,  and CRM deals can be associated directly with their  corresponding Books 
transactions. Multi-currency organizations must use matching base currencies in both applications for the 
sync to function correctly.

1. In Zoho Books navigate to Settings, then Integrations, then Zoho Apps.

2. Click Connect next to Zoho CRM.

3. Select the Zoho CRM organization to connect.

4. Choose which modules should sync, such as customers, vendors and items.

5. Map custom fields between the two systems where the default mapping does not already align.

6. Enable transaction-level syncing for quotes, sales orders, invoices and purchase orders if required.

7. Save the configuration and confirm a test record syncs correctly in both directions.

Verification Note

the exact default sync interval and the specific CRM edition required for the Zoho Books integration, 
stated above as Professional edition and above, were reported consistently by the sources reviewed 
but were not cross-confirmed against Zoho's current pricing and edition comparison page at the 
time of this research. This detail should be re-verified against the client's actual CRM edition before 
being included in a signed statement of work.

Common Pitfall

teams frequently default to building a custom REST API integration for a requirement that a 
Marketplace extension or a Zoho Flow template already solves. Because REST API integrations carry 
ongoing maintenance and token-management overhead that packaged integrations do not, 
ClearPath's standard practice, offered here as professional judgment, is to check Zoho Marketplace 
and Zoho Flow's template gallery before proposing custom API development for any new 
integration requirement.
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