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Aftercare Guide

For assistance please call 877.362.3266 or emall service@econdolence.com
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Welcome to the eCondolence Aftercare guide. Here you will find step-by-step instructions for setting up
your funeral home's program.

The eCondolence Aftercare solution provides sequenced follow-up with families through meaningful
touchpoints that help build deep relationships. This allows you to send customizable, automated emails
from your funeral home to families on important dates, including the deceased’s birthday, the anniversary
of passing, holidays, etc.

Aftercare Settings for Your Funeral Home:

Setting up Your Aftercare page 3
Configuring Admin Email Settings page 3
Enabling Aftercare Emails for Your Funeral Home page 4
Editing Existing Email Templates page 5
Adding New Email Templates page 6

Setting Up Aftercare for Families

Creating New Family Accounts page /
Adding Contacts to the Family Account page 8
Choosing the Emails the Family will Recieve page 9
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Aftercare User Guide — Funeral Home

Initial Setup of Your Funeral Home's Aftercare

Log In

Log in to your eCondolence.com account and select FH Management at
the top of the page, then click on your funeral home's name. Once on the
Dashboard, select the AFTERCARE tab. Here you will see tabs for
ACCOUNTS and EMAIL MANAGEMENT.

Please Note: Before creating any new accounts, you will need to
configure your funeral home's Admin Email Settings. Once saved, you
can create aftercare accounts for families.

Configure Administrative Email Settings for Your Funeral Home

1. Go to the EMAIL MANAGEMENT tab
2. Click the EDIT icon that appears to the right of "Admin Email Settings”
3. Change the "Reply-to Email Address”. This is the email address that
receives messages when recipients click reply in messages they
receive. This should always be a monitored address.
4. Input the funeral home email address(es) you would like to receive
copies of each email sent to the family:
a. Copied (CC) on each email
b. Blind copied (BCC) on each email
c. Daily Summary Recipients. This is the email address(es) that will
receive a daily summary email of Aftercare emails being sent out
from this location.
5. Click SAVE
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Set Up

ACCOUNTS -

Mame of Deceased

ACCOUNTS +

Reply-to Email Address

The Resource for Condolences and Mourning

Aftercare Program Accounts

AFTERCARE -

EMAIL MANAGEMENT » @ CREATE MEW ACCOUNT

Mext of Kin Mame or Email Date Added Range

Al | RESET $E.AF:I:H

Aftercare Program Emails

AFTERCARE -

EMAIL MANAGEMENT -

@ NOrEPYEyOUrdomaIn, com

CC Email Addresses 7 andrea@s2brands.com

BCC Email Addresses

? ®

Daily Summary Recipients 7 dailysummany@yourdomain.com, andrea@s2brands.com

If you have any questions, please call us at 877.362.3266 or email service@econdolence.com

3



Aftercare User Guide — Funeral Home Set Up @eCondolence

The Resource for Condolences and Mourning

How to Enable Email Templates to Your

Aftercare Program A S W (SN o
@ Initial Follow Up Follow Up 7 days after interment One time All No
During your initial aftercare program setup, you will need to select the Secondary Folow Up =y 14 dosate onctime PO i
email templates you want enabled for your funeral home location.
Fallow Up 3 — Grief Follow Up E:ﬂ?:?;::fr One time Al Mo
Enable Email Templates
Go to the EMAIL MANAGEMENT tab. Below the Admin Email Settings is
the list of email templates enabled for your program.
1. Click the name of the template you want to enable for your program Aftercare Program Email Details
(e.g. Initial Follow Up)
2. Clle 'the EDIT |Con On 'the rlght DASHBOARD » PROFILE @ VIEWHNERAL L AFTERCARE ~ ARRANGEMEMNT CENTER » FUINERAL PLANS »
3. Check ENABLE (B) weess Afercae Emal nf

4. Click the SAVE button that appears at the bottom of the email
5. Click BACK TO LIST

Mame nitsl Fodow Up
) ) ) Ocecasion Follow Lip

Please repeat this process for all templates you want to include in your ?

Oocurs After T days after inesmment
funeral home's aftercare program.

Frequency Oine temie

Reciplenis All
NOTES: .

Email Subject & Copy

-+ Enabling a template makes it available for you to use in any family
account. When you create the family account (page 7) you will be

Wi Extend Our Deepest Sympathics

Dear [Farziblame],
a b | e to S peCify W h iC h e m a i | S th ey rece ive . Our gincere eondelenses 1o you on the recent passing of [LovedOneFallMame]. Thank you Tor allowing us the privilege of serving
. . . . . . your Py
) YOU Wl” alSO have the Optlon to edlt emall templates WhICh WI” be Ag gne week has passed ince the funeral service. we wanted 1o remind you that 'we are continually here for you and your Tamily
covered on the next page. 3 B i et S A A S AR

darys-1hnt-folow)

|Furr|.'||H-.'.n'u:M:|rrm:5 15 dedicatesd 10 you and woLr Farmady. Wi are here Tor you o you should have gquestions or nesd any
infpermation. Plaase fepl free 1o cantact us al [FureralHomePhone] or [FuneralHomeEmail|

®
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How to Edit Email Templates we oSO ocesN  mewmGY BEEPONS  BWAR  Se0s i
() wisronts  Foowte Tt owme A o [eoaer

Once you have selected the emails you would like to include in your Secodlry FOOR U= | iy | 14 e e temee | | Gntime [ @oEETE |
program, you have the option to edit the email templates.
| W DeLETE |
Edit Email Templates
Go to the EMAIL MANAGEMENT tab to see the full list of email templates.
1. Click the name of the template you want to edit (e.g. Initial Follow Up). Aftercare Program Email Details

2. Click the EDIT icon on the right (not shown)
3. You may now edit the email details:

a. Name @ P Raasre Enaliata @

b. Occasion

AFTERCARE =

c. Occurrence or when the email will be sent (e.g. 7-days after
interment) am al Follow U
d. Frequency Gcailon @ AT
e. Recipients (either Primary Informant, Next of Kin, or both) -
4. You may also edit the email Subject line, Copy, and Style of the text for ais
the body of the email* Frequency
5. Click UPDATE to save changes o e e
6. Click on BACK TO LIST o ¢ Nesori

Email Subject & Copy

: We Extend Dur Despest Sympathes

Repeat this process and customize any email templates you have chosen
to include in your funeral home's program.

*
Please Note: Any edits made to the templates will affect every o oo ook 5300t 8 (S g oL oedonePUAomal Thank v for soing 08 the D egs
recipient. You cannot customize a template to a particular family, you e
can only customize it for your location. oy i is il 6. Tt gt poceesa 7 0 et you vt 1 g2 vough oo H you ol
o Dasign  £% HTHL
At e e K s e e s s,

* Any text appearing in [brackets] will be dynamically filled with account specific information. It is
recommended to (or you?) leave these sections alone unless you wish to remove them from the — m @
template. The list of available dynamic fields is located below the body text editor. -
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How to Add New Templates to Your
-uneral Home's Aftercare Program

In addition to the templates available in eCondolence Aftercare, you have
the option to add new email templates for your funeral home.

Add New Email Templates

Go to the EMAIL MANAGEMENT tab to see the list of email templates
enabled for your program.

1. Click the + ADD NEW button
2. The default “— select =" allows you to create a new template
or choose from the dropdown to modify an existing
template (recommended).
3. Check ENABLE
4. When creating a new template, input or select the following:
a. Name (title of the email)
b. Occasion
c. Frequency
d. Recipients (Primary Informant, Next of Kin, or both)
5. You may also edit the email:
a. Subject line
b. Copy
c. Style of the text for the body of the email
6. Click SAVE
/. Click BACK TO LIST

This email will now appear at the bottom of the list on the Aftercare
Program Emails page on the EMAIL MANAGEMENT tab.
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intial Follow Up Follow Up 7 days after nterment One time Al Yes @ DELETE

Aftercare Program Email Details

AFTERGARE -~

Use & Templaie @
Enabled? @

Hame
Denasion
Frequency select

Recipsenis

Email Subject & Copy

@ Ernail Subject

~ Daosign | 43 HTML

Avadabve dynamec fags: (FirstName) [Lasttdame [Feme) [LovedDnetrsiNgne! [LovedOnelasivame) [LoeaineFulivame)

=3 - [G]

If you have any questions, please call us at 877.362.3266 or email service@econdolence.com
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How to Create a New Family Account

After enabling and customizing your funeral home's aftercare settings Aftercare Program Accounts
you can now create a family aftercare account. If you would like

to review and confirm which emails are enabled, go to the
EMAIL MANAGEMENT tab. @ R

AFTERCARE -

ACCOUNTS - EMAIL MANAGEMEMNT »

Create an Aftercare Account for a Family
Go to the Aftercare Program Accounts page and ACCOUNTS tab. AGCOUNT DETAILS

1. Click the CREATE NEW ACCOUNT button Prefn
2. Fill in the required information for the deceased: K70 LT
a. First, Middle, and Last Name e diibiictnd | okl | B
b. Gender
c. Date of Birth @
d. Date of Passing
e. Whether they passed before or after sundown, and
f. Date of interment
3 Click SAVE Dot of intement MM/DD/YYYY
4. You will see a green notification bar that the "Aftercare account has —— @
been created successfully”

Gender

Date af Birth BR/DDMYYYY B

Date of Death MM/DDAYYYY |

In the next step, you will enter the information for the Primary Informant
on the account as well as the Next of Kin and additional recipients. ACCOUNT DETAILS

PROGRAM EMAILS @ L

Prefix e

Deceased Mame larae £ Dowe
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How to Add Contacts to an Account

Once a family account has been created you will see a new section
below to add the Primary Informant, Next of Kin, and any additional
recipients to the account.

Add Recipients

1. Click the EDIT icon to the right of Primary Informant

2. The status defaults to Subscribed*

3. Fill in the required information

4. Click SAVE. You should see a notification that says “Aftercare
account has been updated successftully.”

5. Repeat the same steps for Next Of Kin

To add more recipients, click the EDIT icon in the Next of Kin / Additional
Recipients section, click ADD NEW, and follow the steps above.

IMPORTANT:
In the next step, you will add the templates you want the family to

receive as part of their aftercare program. This MUST be done for the
Primary Informant and additional recipients to receive emails.

* |f a family asks to Unsubscribe, locate the contact in the account, select the “Unsubscribe” option
from the Status dropdown and click SAVE. Families can also unsubscribe directly from the aftercare
emails they receive and the system will update this field.

eCondolence.com, LLC | Copyright © 2021. All Rights Reserved.

Status

Prefix

First Name

Last Mame

Phone Number

Email Address

Relationship 7
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@ Subscribed

—~ gelect -
Barbara
®
Smith
(888)888-8888

andrea{@sZbrands.com

Daughter

‘ CANCEL ‘ SAVE

Aftercare account has been updated successfully.

-? ®

Click "Edit" to manage Next of Kin / Additional Recipients

If you have any questions, please call us at 877.362.3266 or email service@econdolence.com
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How to Select Emails for Family Accounts

Once you have created the family account and input the corresponding
recipients (pages 7 and 8) you will now select the emails you would like the
family to receive.

IMPORTANT:
* You will only be able to select emails ENABLED on the EMAIL

MANAGEMENT tab (page 4)
- The following steps must be done for each Aftercare account

Enable Emails for the Family Account
From the main Aftercare Program Account page, click the ACCOUNTS tab.

1. Click on the name of the deceased (e.g. Mrs. Jane Doe)

2. Select PROGRAM EMAILS on the left

3. Note that in the ENABLED column, all of the emails will say “No”
4. Click the EDIT icon on the right

5. Check the boxes of the emails you like to enable for this family
6. Click the SAVE button at the bottom

Your family account setup is complete. The family will begin to receive
aftercare emails according to the "Occurs On" Date. You will also be able to
see any emails sent out on the Daily Summary.

If you have any questions, please contact us at 877.362.3266.
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Barbara Smith (Daughter)

& Tue, Jun 08, 2021
@ Mrs. Jane Doe (888)888-8888 0 @ DELETE

i
09:05 PM andrea@sZbrands.com

ADDOUMT DETAILS

PROGRAM EMAILS @ Prefix Mre

Deceaged Mame Jars Do

ACCOUNT DETAILS Aftercare Proaram Emaile & i

PROGRAM EMAILS

BACK TO LIST

T days after
¥ Orne fime Mext af Kin

Bob Dioe

@ {andrea@sZbrands com)

Secondary Follow

Mo Initsal Fallow Up Fallow Up
imterment

14 days after

Mo Up — Estate Faollow Up One time
interment
Matters
Pr Mary Infarmant
o Barhara Smith
7 davs after (andreagms2brands com)
W Imitial Fodlow Lip Fallow Up S Oine time

intenment ;
fext of Kin

Bob Doe
(andrea@s2brands com)

Secondary Fodloaw . Prirnary Infanmant
=y " 14 dany's after =
Up — Estale Faollow Up : One time Barbara Smith
Intermeent
Matters (andreagis2brands.com)

Primary Infarmant
HBarbara sSmith

§ {andrea@s2brands com)
21 days after

intenment

Cne sme

®

' Follow Up 3 = Grief Falkaw Up
Mext of Kin
Bot Doe

If you have any questions, please call us at 877.362.3266 or email service@econdolence.com
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