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Introduction
Welcome to ActiveCampaign! The purpose of this playbook is to provide you, as a customer, with 
action-oriented onboarding activities that are based on specific goals you have for your business. We want 
to make sure we are providing you the necessary knowledge to achieve your first wins within the platform!

Note

This guide focuses on using the ActiveCampaign CRM which is a feature only available to customers 
on Plus, Professional, and Enterprise plans.

Need Additional Help?
As you progress through this playbook, there are most likely going to be areas where you have questions or 
specific use cases you need help with or would like to discuss. To provide additional educational support, 
we have an amazing Community where you can interact and get help from fellow business owners.

ActiveCampaign Community

Ask a question in the Community! Learn from other ActiveCampaign users, and get your questions 
answered by ActiveCampaign employees and other experts. 

Join our community

https://www.activecampaign.com/community


Onboarding Playbook: Manage Opportunities with a Sales Pipeline 3

Key Onboarding Activities

Import Contacts01

02

03

04

05

Segment Contacts

Build a Pipeline (Sales Process)

Automate a Sales Process

Advanced: Track Performance of Sales 
Team & Sales Funnel

Outcome: Build a sales pipeline to manage opportunities.
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Are your contacts currently segmented?
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KEY ONBOARDING ACTIVITIES

Import Contacts
You can’t manage opportunities without any contacts! Import your contacts into ActiveCampaign, and start 
building dynamic customer experiences. Here are some things to consider before you get started:

Yes

You should create your lists, tags and custom fields first so you can easily map your existing 
segmentation over to ActiveCampaign. For best practices, see the Segment Contacts section.

No

If your contacts are all in one master list…it’s important to learn about segmentation in order to 
truly personalize your communications. Check out the Segment Contacts section for more 
information.

Are you coming from another platform?

Yes

Export your existing contacts into a CSV file to import into ActiveCampaign. If you would like help 
migrating your contacts over, consider using our migration services by filling out this migration 
form.

No

If you currently keep track of your contacts in a spreadsheet, you’ll want to save as a CSV file to 
import into ActiveCampaign. Make sure to check out this article as well to format your CSV file 
correctly.

Bonus Content: Switching to a new marketing and sales platform is exciting. It’s also daunting. Check 
out this Migration Guide to help you get started. If this is your first time using Customer Experience 
Automation (CXA), visit this site to learn about the benefits of using CXA to grow your business.

https://help.activecampaign.com/hc/en-us/articles/360000030559-How-to-create-a-list-in-ActiveCampaign
https://help.activecampaign.com/hc/en-us/articles/115001826784-Managing-Tags-with-the-Tag-Manager#managing-tags-with-the-tag-manager-0-0
https://help.activecampaign.com/hc/en-us/articles/221433307-Custom-contact-field-overview
https://help.activecampaign.com/hc/en-us/articles/360006760900-How-to-prepare-your-CSV-file-for-importing-contacts-in-ActiveCampaign
https://help.activecampaign.com/hc/en-us/articles/221467787-How-to-import-contacts-into-ActiveCampaign-from-a-CSV-file
https://www.activecampaign.com/migrate
https://www.activecampaign.com/migrate
https://help.activecampaign.com/hc/en-us/articles/115001190344-How-do-I-save-my-spreadsheet-as-a-CSV-file-
https://help.activecampaign.com/hc/en-us/articles/221467787-How-to-import-contacts-into-ActiveCampaign-from-a-CSV-file
https://help.activecampaign.com/hc/en-us/articles/360006760900-How-to-prepare-your-CSV-file-for-importing-contacts-in-ActiveCampaign
https://www.activecampaign.com/learn/guides/migration-guide-from-importing-contacts-to-transferring-workflows
https://www.activecampaign.com/customer-experience-automation/vs-email-marketing


Onboarding Playbook: Manage Opportunities with a Sales Pipeline

Here are some additional best practices to help get you started:
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KEY ONBOARDING ACTIVITIES

Segment Contacts
Understanding your overall segmentation strategy is the single most important prerequisite to mastering 
customer experience automation (CXA). In order to create a segmentation strategy that works for you, it’s 
important to know the difference between lists, tags, and custom fields.

Once you’ve properly mapped out your strategy, create your lists, tags and custom fields so you can begin 
creating custom journeys that build stronger and more authentic relationships with your customers. 
Segmentation helps you identify opportunities to speak to people the way they want to be spoken to, based 
on their interests and the actions they take.

Resources

● A Beginner’s Guide to Lists
● Best practices for using Tags in ActiveCampaign
● When to use custom fields and tags with contacts
● How to create segments in ActiveCampaign

Bonus Content: If you’re just learning about the power of segmentation in your marketing efforts, 
check out this great blog!

https://www.activecampaign.com/learn/guides/how-to-segment-contacts-using-lists-tags-and-custom-fields
https://help.activecampaign.com/hc/en-us/articles/360000030559-How-to-create-a-list-in-ActiveCampaign
https://help.activecampaign.com/hc/en-us/articles/115001826784-Managing-Tags-with-the-Tag-Manager#managing-tags-with-the-tag-manager-0-0
https://help.activecampaign.com/hc/en-us/articles/221433307-Custom-contact-field-overview
https://www.activecampaign.com/learn/guides/a-beginners-guide-to-lists
https://help.activecampaign.com/hc/en-us/articles/115001852844-Best-practices-for-using-Tags-in-ActiveCampaign
https://help.activecampaign.com/hc/en-us/articles/115001852430-When-to-use-custom-fields-and-tags-with-contacts
https://help.activecampaign.com/hc/en-us/articles/221483407-How-to-create-segments-in-ActiveCampaign
https://www.activecampaign.com/blog/audience-segmentation
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KEY ONBOARDING ACTIVITIES

Build a Pipeline (Sales Process)
ActiveCampaign’s CRM organizes and sorts your ongoing deals within pipelines, and includes the ability to 
schedule and track tasks, notes, and emails with your contact. If you’re new to using a CRM, here’s a great 
video and guide to get you inspired about the possibilities!

While you can create an unlimited number of pipelines (e.g., one for selling ads, one for selling a 
subscription service, one for following up with existing customers to try to upsell them, etc.), keep things 
simple and start with your most important sales process. Then follow these steps:

Step 1: Create Your Pipeline (Sales Process)

pipeline: a defined set of stages for tracking a process.

Once you’ve identified a valuable sales process, let’s create your first pipeline. If necessary, you can 
use permissions to restrict access to your pipeline as well.

Step 2: Customize Stages (Steps) in Your Pipeline

stages: the steps included in your pipeline; presented in columns and move from left to right.

A new pipeline has three default stages: To Contact, In Contact, and Follow Up. You’ll most likely 
want to edit these stages to better fit your business needs.

Step 3: Add a Deal (Opportunity) for Your Contacts

deal: a potential sale/opportunity that moves through the stages of your pipeline.

It’s time to start building those relationships that turn leads into customers! Create unlimited deals 
to track your contacts through your sales process. Manually assign deals to a specific salesperson 
(deal owner) or set to round robin to evenly distribute deals to selected deal owners.

(continued on next page)

https://youtu.be/BYjHNTSQQvE
https://www.activecampaign.com/learn/guides/using-the-deals-crm-to-enhance-relationships
https://help.activecampaign.com/hc/en-us/articles/360000030899
https://help.activecampaign.com/hc/en-us/articles/115001388050-How-to-restrict-access-to-a-pipeline-in-ActiveCampaign
https://help.activecampaign.com/hc/en-us/articles/360000030879
https://help.activecampaign.com/hc/en-us/articles/360000028840#how-to-create-a-deal-in-activecampaign-0-0
https://help.activecampaign.com/hc/en-us/articles/115001053050-How-do-I-enable-Round-Robin-Deal-assignment-#how-do-i-enable-round-robin-deal-assignment--0-0
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KEY ONBOARDING ACTIVITIES

Build a Pipeline (Sales Process) continued

Step 4: Customize Your Deal(s)

Within each deal, you can manage specific information you want to keep track of through custom 
deal fields. You can also log all emails, save notes, and set tasks for each opportunity to capture as 
much interaction as possible.

Step 5: Move Deals Through the Stages of Your Pipeline

Manually drag-and-drop deals as an opportunity moves through each stage in your pipeline. When 
a deal closes, make sure to record as won or lost to keep data in your account accurate.

When you’re ready for more advanced functionality, check out the next section: Automate a Sales 
Process.

Bonus Content: You can actually use ActiveCampaign’s CRM to automate any business process — 
internal or external. For example, you can use it to automate product fulfillment or employee 
onboarding. Check out this blog for more creative uses of a CRM other than sales! 

https://www.activecampaign.com/learn/guides/what-are-custom-deal-fields-how-to-add-custom-fields-to-deals-in-activecampaign
https://www.activecampaign.com/learn/guides/what-are-custom-deal-fields-how-to-add-custom-fields-to-deals-in-activecampaign
https://help.activecampaign.com/hc/en-us/articles/218253748-Connect-your-email-account-to-Deals-CRM#connect-your-email-account-to-deals-crm-0-0
https://help.activecampaign.com/hc/en-us/articles/360000031540-how-to-create-a-task-for-a-deal#how-to-create-a-task-for-a-deal-0-0
https://help.activecampaign.com/hc/en-us/articles/360000240450-How-to-mark-a-Deal-as-Won-or-Lost
https://www.activecampaign.com/blog/8-creative-uses-for-a-crm
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KEY ONBOARDING ACTIVITIES

Automate a Sales Process
The magic in our CRM is really what you can do with sales automation. Automate recurring actions and 
administrative tasks like daily reminders, data entry, and tracking leads through the sales process to give 
you more time to focus on closing deals and growing your business!

The possibilities are endless with automations, but here are some ideas to help get you started:

Notify Your Sales Team 

Create deals automatically and notify your 
sales team when a contact shows interest 
in your product/service.

Update Deals and Create Tasks

Automatically update new or existing 
deals when a contact takes any action 
during the customer journey.

Nurture Leads Automatically

Communicate with your contacts to 
develop relationships and move them 
down the sales funnel.

https://www.activecampaign.com/blog/sales-automation
https://help.activecampaign.com/hc/en-us/articles/218788657-What-are-automations-in-ActiveCampaign-An-overview#:~:text=%E2%80%9CAutomations%E2%80%9D%20is%20what%20we%20call,our%20Marketing%20%26%20Sales%20Automation%20feature.&text=Automations%20can%20save%20you%20time,your%20marketing%20and%20sales%20processes.
https://help.activecampaign.com/hc/en-us/articles/360000028840-How-to-create-a-deal-in-ActiveCampaign#deals-glossary-1
https://help.activecampaign.com/hc/en-us/articles/115001743330-Send-automated-notifications-to-deal-owners
https://help.activecampaign.com/hc/en-us/articles/115001743330-Send-automated-notifications-to-deal-owners
https://help.activecampaign.com/hc/en-us/articles/206821090-Using-automations-to-manage-your-deals
https://help.activecampaign.com/hc/en-us/articles/206821090-Using-automations-to-manage-your-deals
https://www.activecampaign.com/blog/lead-nurturing
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KEY ONBOARDING ACTIVITIES

Advanced: Track Performance of Sales Team & Sales Funnel
ActiveCampaign makes it simple to keep on top of your sales metrics and track the performance of 
individual team members and your sales funnel. Here are some sales reports to help get you started:

Deal Owner Overview Report

View the performance of your sales team over time. This report will show all deals Created, marked 
as Won, and marked as Lost by you and your Deal Owners.

Deal Task Overview Report

With this report, you can provide sales managers with quick insight into which sales representatives 
need additional coaching when it comes to completing tasks and closing deals.

Have questions about reporting? Join our ActiveCampaign Community and ask questions on types of 
reports that fellow business owners find most helpful.

https://help.activecampaign.com/hc/en-us/articles/360000240770-Deal-Owner-Overview-report#deal-owner-overview-report-0-0
https://help.activecampaign.com/hc/en-us/articles/360003389379-Deal-Task-Overview-report
https://www.activecampaign.com/community

