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For any issues relating to any of the items included please contact the Pinnacle Helpdesk at 
support.portal@pinewood.co.uk   
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CRM 
Adding GDPR Contact Preferences – Existing 
Customers  
Within CRM > Enquiry, search the desired customer using information in the fields to search; 

 
 

Select the customer that is required from the search results presented.  

This will take you to the Main Tab.  

Select the Contact Tab.  

On screen you will see the customers Allowable Contact Methods.  

 



GDPR  
 

© 2018 Pinewood Technologies PLC   4 of 27 

If you double click into this box, you will be able to view the current Permissions the customer 
has allowed for allowable contact methods and any GDPR related questions that have been set 
up; 

 
If you would like to amend these permissions, select the Add Contact History button.  
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When you select the Add Contact History button, this will prompt you to fill in the fields for the 
type of contact.  

Fill these in as is applicable and select Save; 

 
 

Once Save is selected, the pop up window to amend GDPR will appear; 

 
Once this window appears, you are then able to view the questions and the methods of contact.  



GDPR  
 

© 2018 Pinewood Technologies PLC   6 of 27 

Here you are then able to choose the customers preferred methods of contact relating to each 
question that has been set up in regards to GDPR and if applicable the customers allowable 
contact methods.  

Once the customer has given their consent for the methods they prefer for each question, select 
the Save button; 

 
Once saved, you will then be presented with the Contact Diary window, to complete the next 
contact option, complete the correct details and select Save.  
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Once these have been updated, this will also update within the customer contact history.  

When accessing customer details through Parts, Workshop and Vehicles, you would follow the 
same process of searching the required customer and selecting the desired record.  

Once you have the customer information on screen; 

 

 
 

Drill in to the Customer Information window and see this will present the record on the Main 
tab.  

Use the above steps to Add Contact History to update the customers GDPR Question 
permissions for contact.  

Workshop does have a process when making a workshop booking that is detailed on page 18. 
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Adding GDPR Contact Preferences –Creating New 
Customers  
When creating a new customer within CRM > Enquiry, search the required field and select the 
New Customer button; 

 
You will be presented with the Customer Details screen to enter the customer’s details and 
recommended or mandatory fields.  
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Once all required fields are saved, select the Save button.  

Contact History will need to be added for the customer.  

Fill these in as is applicable and select Save; 

 
 

Once Save is selected, the pop up window to amend GDPR will appear; 

 
Once this window appears, you are then able to view the questions and the methods of contact.  
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Here you are then able to choose the customers preferred methods of contact relating to each 
question that has been set up in regards to GDPR and if applicable the customers allowable 
contact methods.  

Once the customer has given their consent for the methods they prefer for each question, select 
the Save button.  

If no permissions have been chosen at this point, this will still generate the contact preference 
email so the customer can select their own preferences.  

Please note that the customer will require an email address to be specified at the point of 
creation for this method of contact to generate once the Contact History is added.  

The contact history will then be updated at this point; 
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Aftersales Diary Processing  
Within CRM > Parameters > Communications > Data Protection > Process Mapping, we can set 
Permissions for the Aftersales Diary for Consent Categories.  

Within Process you will see the ASD Event.  

 
Once selected you will be able to choose the Description field which will display all the possible 
events that can appear within the aftersales diary.  

By default, if nothing is selected no consent is required to any of the forms of communications 
for a customer regarding the Aftersales Diary.  

You do not need to create this mapping, if you do not require customer consent to contact them 
regarding Aftersales Diary contacts.  

The Allowable contact methods will still work as they do currently i.e. if they do not allow SMS, 
they will not receive an SMS.  

This mapping process has been added so should a contact be deemed that permissions should 
be acquired;  

 
 

In the below example we will select the MOT option as the reason for contact, which may require 
a permission. 

You can then select the Consent Categories Required. You can select more than one if required.  
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Within CRM > Parameters > Aftersales Parameters > Contact Plans.  

The set up contained is unchanged, however if you were to set up Processes Mapping for any of 
the events, it will take into account any of the consent categories that have been set against 
the mapping, when attempting the methods of contact set. 

For example, if the customer has not allowed the email flag for the Consent Category set, then 
this form of communication will not be sent. 

The email and letter options will have selected Letter or email HTML held against them; 

 
If these have also been mapped within the Process Mapping for contact, then the same Consent 
Category options will also be taken into account before any communication is sent.  

This would occur if you have Letter/Email templates set within Process Mapping and also the 
Aftersales Diary Event.  

If you did not want to set up Processing Mapping against all the events, then the Letter or Email 
can be set up as templates with the Consent Categories required and the system would look at 
these permissions.  

Aftersales Diary Processing  

Within the Aftersales Diary you will see some changes regarding contact.  

For example, if Telephone is not an allowed contact for any Aftersales Processing Mapping that 

has been set, you will see the  icon against the line as displayed below; 
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If there are any Process Mappings set against the Event, then these will be taken into account. 
If there are not Process Mappings set, then the Event will display with no permissions taken into 
account. The below example shows the MOT line has the icon that states that customer does 
not wish to be contacted via telephone. This event has been set up within Process Mappings 
with a Consent Category set. The customer has declined to be contacted by telephone for this 
Category. The Service line, has no Process Mappings and therefore no Consent Category is being 
taken into account; 

 
If you hover over the event, you can see what Categories have been mapped to that event; 
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If you then clock on the  icon, you can view what permissions have been allowed; 

 
If there are other contacts available that do not have Categories set that you can continue with 
the contact.  

If you are unable to continue with the contact due to the permissions set, you can process via 
decline or no further reminders. However, it is possible that there may be other methods of 
contact that have been allowed for this event so this could be processed as a Decline so that 
this can be re-calculated for the following year.  
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Showroom 
Adding GDPR Contact Permissions  
If we were to demonstrate this in practice as below within Showroom.  
The user selects the Walk in tile and searches for a customer; 

 
 

In the top right of the screen you will see an  icon. This allows the user to view the 
customer’s permissions in a read only view. 
If the user was then to create an Opportunity, as part of the process of creating the contact the 
ability to amend those preferences will then be available.  
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Throughout the process, the  icon to view the Marketing Preferences will be available via 
the icon. 

 
 
If the user were to create a new customer on creation of creating that customer, the user will 
always be prompted with the permissions capture window; 
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When viewing the customers Contact History, like within CRM, you can see the Opportunity 
that was created and also the Customer Preferences Updated; 
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Workshop 
Capturing Permissions Through Workshop Booking 
When creating a Workshop booking, you would create this using the normal process. The 
permissions window will appear once accepting the booking as created; 

 
It is at this point you can view and also amend any of the permissions given if necessary.  

Once complete you can save the any changes made.  

This will then continue to the booking confirmation screen.  

 
 

https://pinewoodtech.sharepoint.com/sites/partners/release/Lists/Posts/Post.aspx?ID=252
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If you were to then look at the customer contact history within their CRM record, you are able 
to view that while there was a Workshop booking created, the customers contact preferences 
have also been updated if these were changed at this point.  

 
 

 
 The functionality is also available when amending a workshop booking through the Diary or 
through the Job Progress screen.  
Within the Job Progress screen if the customer is searched; 
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Selecting the Amend Job option to amend the booking; 

 
 
Once any desired changes are made, and the Accept button is selected, the Capture Permissions 
Window is presented; 
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Any changes if required can be made, once accepted it will lead to the booking confirmation 
screen. 
 
In the event that no contact permissions changes have been made, the contact history will only 
state any changes made to the booking; 
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Amending Permissions within Parts and Workshop 
Invoice Screens 
Within the Workshop > Invoicing > Produce Invoice screen or the Parts > Sales > Invoice screen, 

there is an  icon displayed once a customer record is present within the customer and 
vehicle information box. 

 
 Once the icon is selected this will present the Data Protection Permissions screen;  

 
Here the users within Parts and Workshop are able to amend permissions for the customers by 

selecting the  icon and discussing with the customer questions and contact methods 
associated. Once all the methods have been confirmed with the customer, the user can select 
Save and these will update the customer’s permissions. If enabled, this will send the customer 
an email to view and amend their preferences.  
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This will also update the customer contact history and will stipulate the area the contact was 
updated; 
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Customer Permissions  
Customer View to Update Their Permissions  
Once the email has been sent the user can view the email as below; 

 
Using the Hyperlink within the email, the customer can then manage their own permissions.  

The customer, from this email can then update and amend their preferences. 

 
 

 

 



GDPR  
 

© 2018 Pinewood Technologies PLC   25 of 27 

The customer can hover over I  button to view the additional details.  

 
 

Once they have completed any changes they wish to make, they can select the update button. 

 
Once updated the email will confirm these changes have been made; 

 
The customer’s preferences will then be changed within Pinnacle.  

If the customer receives an SMS message, they can then select the options in the same way as 
with the email process.  

Within the text they can select the short link added. 
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Once selected they can then view the page to amend and update their preferred contact 
methods.  

 
The user can select the I icon to view the additional details held against the question. 

 
Once they have selected the options required, they can select the Update button.  
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If the customer chooses to update their current permissions, this information is then updated 
within Pinnacle and this can be seen within the Customers Contact history also.  


