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I) Assigned an Everest account 
You will receive an Alert if you have those setup (if not here is the guide to set those up: 

https://crmfusion.sharepoint.com/:v:/r/sites/nacss/Shared%20Documents/1.%20CSS%20Global_TEAM/

Setting%20Alerts%20for%20the%20Onboarding%20Queues.mp4?csf=1&web=1&e=SVtooM ) 

The email Alert that comes from the Onboarding Everest Queue on SharePoint will look like this: 

 

 Key points  

Now check the information, log into Salesforce: Home | Salesforce 

Look up the account: 

https://crmfusion.sharepoint.com/:v:/r/sites/nacss/Shared%20Documents/1.%20CSS%20Global_TEAM/Setting%20Alerts%20for%20the%20Onboarding%20Queues.mp4?csf=1&web=1&e=SVtooM
https://crmfusion.sharepoint.com/:v:/r/sites/nacss/Shared%20Documents/1.%20CSS%20Global_TEAM/Setting%20Alerts%20for%20the%20Onboarding%20Queues.mp4?csf=1&web=1&e=SVtooM
https://validity.lightning.force.com/lightning/page/home


 

Go to the Related tab in Salesforce. 



 

You will need to Open in a new tab the Opportunity, Contract and Provision that all relate to the Everest 

product: 



 

Account > Contract > Opportunity > Provision 

  



II) Checking account information 
Open the physical copy of the contract, you will find this in the files section on the right-hand side in the 

opportunity. 

 

When opened, you need to check the start date, the Service they have purchased, and the allotments: 

 



 

Check these against, your contract tab (under subscriptions). 



 

If next to Subscriptions it says +6 then you will need to click on view all, as some lines will be hidden. 

 

Now do your first check against the physical contract: 

Physical Contract Subscriptions 

Contract Start/End date 10/05/21-09/05/22 Contract Start/End date 10/05/21-09/05/22 

Users 10 Users 10 

Inbox Placement 80 Inbox Placement 80 
Design Test 80 Design Test 80 

Reputation 2 Reputation 2 

Pixel 3,000,000 Pixel 3,000,000 

Verifications 500,000 Verifications 500,000 

 



You will need all this information for provisionning into Everest Admin later. Also make a note if they 

have any special service such as Professional Service, Guided Experience… 

• If for some reason they do not match, contact the AE (to look for who the AE is you can see it on 

your initial email alert, or the opportunity owner, in this example it is Olivier Pajot) 

• If all matches continue to Step 3 

  



III) Migration account 
You need to check if the account is a Migrating account (from either Return Path Platform or 250ok). 

Have a look into the Salesforce account if they have previous contracts or previous opportunities for 

those products: 

 

And you can login to Return Path & 250ok and search for the account name, see if anything pops up. 

 

*make sure “show inactive” Is ticked. 

 

 

So I know this client is a migration from Return Path. 



IV) Provisioning in Everest 
Login to Everest Login: Validity 

 

Go to Administration 

https://everest.validity.com/login


 

• If it is a new account click on the blue + Add Account 

• If it is a Migration, seach the name of your account, when found click “Edit” 

 

Once you are onto the Add Account or Edit Account page, you will need to fill in as much detail as 

possible and to match it across Salesforce, the contract (if migrating account Return Path & 250ok) 

Account Name: K par K (make it match across all platforms) 

Parent Account: Parent Account  

Salesforce ID: piece of code you will find on the salesforce account page in the url 



 

External ID: is the Return Path realm ID (migrating accounts only) Again piece of code in the url on the 

return path account page 

 

Include Global Stats: Yes (always unless stated on the contract) 

Edition: see subscriptions on contract in Salesforce 

Volume tier: see subscriptions on contract in Salesforce 



Start Date: Contract start date 

End Date: Contract end date 

Add-ons: Check if they have any additional services from the contract, tick as appropriate  

• Certification: - If they are a migrating account and have it on their contract, grab the Bond ID 

from Return path: 

 
And tick Certification in Everest and add that number in Everest: 



 
 

 

- If they have certification on the contract but you do not have the Bond ID yet, 

chatter the Certification team on the salesforce opportunity to let them know they 

are a new certification client. 

Primary account owner: Onboarding contact/primary contact email address  



 

Add in their email address if it’s a new account in Everest. 

If it is a Migrating account and the owner is different, then leave it as is and fill out the rest of the 

subscriptions and we can change it after. 

Maximum user accounts: see subscriptions on contract in Salesforce 

Placement: see subscriptions on contract in Salesforce 

Reputation: see subscriptions on contract in Salesforce 

Design & Content: see subscriptions on contract in Salesforce 

Engagement: see subscriptions on contract in Salesforce 

Validation: see subscriptions on contract in Salesforce 

 

When all is completed it should look like this: 



 



 

 

Then click Save. 

 

IF YOU NEED TO CHANGE THE “PRIMARY ACCOUNT OWNER” because it is a migrating account, Click on 

View account 



 

Go to account settings: 

 

And Manage Teammastes > + Add Teammates 



 

Add the email address that is in Salesforce: 

 

 

And add in all the other details 



 

And make sure you tick the last 2 boxes. 

Click Add Teammate 



 

Click on the 3 dots “…” next to the name you’ve just added and promote to admin. 

Then go back to Everest Admin and Edit the account 

And change the primary account owner’s email address to the one you just added 

 

Click save 

  



V) Everest settings 
Login to the account 

 

Check the Salesforce opportunity for any Discovery Notes (that would tell you some information like IPs 

or Domains the client uses) 



 

If there is a list of IPs/Domains 

Go to Monitoring>Reputation 



 

And create a monitoring profile 

 

Click on + New Profile and follow the steps 

If they are a Migrating client, go into the Profile available by clicking on the arrow on the right, and 

remove the “/31” or “/32” form each IP and Save 

Next go to In-Flight>Inbox Placement 



 

In manage Seed List, make sure all of the regions are toggled on Blue 



 

Next go to My Everest > Alerts 



 

You need to create an Alert for the customer so they are notified when the Seed List changes. 

Click on + New Alert 

 

 

Fill out the form as follows, name the alert “Changes to the Seed List” 



 

And make sure you add your customers email address (the primary owner) 

And Save Alert 

  



VI) Updating Salesforce 
Got to the provision tab of your Salesforce account. (if you closed it, it’s Salesforce>search name of 

account> Related> scroll all the way to the bottom and find the provison for Everest) 

 

You need the Everest account ID 

 

And you need to add it in the External ID field on the provision object in Salesforce 



 

You also need to add the provision date (contract start date) twice! 

 

 

And any other details you might have, such as IPs, Domains, ESP, Onboarding contact… 



 

And Click Save 

  



VII) ChurnZero Journey 
Login to ChurnZero ChurnZero 

Search for the client’s name 

 

To make sure your onboarding contact is set to “true”, go to the contacts tab, search for your contact 

 

Click on the name in blue 

Scroll down and check the section “On-boarding contact True” 

https://validity.us1app.churnzero.net/#/app/commandcenter/calendar


 

If flase change to true by using the pencil. 

Go back to the account, and start the journey by clicking on “Quick Actions” and “Manage Journeys” 



 

Select the appropriate journey to Begin, as my client is Everest Professional but paying under $40k (as 

per contract annual value), the correct journey is EVRST_PREN 

 

Click Begin Journey 

Wait for ChurnZero to do a beep noise and the notification to pop up 

 

Go onto the Journey tab of your account 



 

  



VIII) ChurnZero Milestone 
The first Milestone will appear, with a list of tasks you can complete (the ones with a * are required), 

your side is the right hand side and the left hand side are the tasks your client must do. This is for you to 

keep a track of. 

 

As we have provisioned the account in Everest, we can tick it off. We can also tick off the Update 

provision object task which is what we did in Salesforce. 

If you setup the client’s monitoring profile for reputation you can also tick that off from both side. 

Now you need to send the client a welcome email, which is what we call a ChurnZero Play. To send the 

Welcome Play, click on Quick Actions, and Run Account Play 

 

Choose the Welcome play that you need, as I am in the EVRST_PREN Journey, I will need to welcome 

play for Everest Professional customers paying under $40K 



 

Click on Run Play 

ChurnZero will take usually up to 15mins to launch the play, you should get a notification and a beep 

noise 

 

Go to your account and the Task tab 



 

And scroll down to the message review section 

 

Click on the pencil for the welcome play 



 

You will need to add the AE in CC of the email, preview the email to check it is the correct one (correct 

language and play) 



 



Once you are happy click on Approve & Send 

 

Now go back to the journey tab and tick off the welcome email and onboarding guide task 



 

  



IX) Updating Onboarding Everest Queue in SharePoint. 
Go to SharePoint CSS North America - Onboarding Queue - All Items (sharepoint.com) 

Look for your client in the excel sheet, select it and click Edit 

 

Scroll down and toggle on “started onboarding” this will send an email to the AE to let them know the 

client has started onboarding 

https://crmfusion.sharepoint.com/sites/nacss/Lists/Onboarding%20Queue/AllItems.aspx?FilterField1=Assignedto&FilterValue1=Philippa%20Ford&FilterType1=User&viewid=dff481be%2D98c5%2D4ddd%2D9954%2D1e651d6f7548&id=%2Fsites%2Fnacss%2FLists%2FOnboarding%20Queue


 

Click Save. 

Now wait till tomorrow and check the client has logged into Everest. 

  



X) Keeping on top of your clients 
I suggest using ChurnZero to keep track of your clients progress. Login into ChurnZero, on your 

Command Center under the My Segments tab you can use my segments to keep an eye on your clients 

progress: 

 

To add these segments click on Customize 

 

Search for these segments and tick them so they move over to the right hand side like this: 



 

Then click OK. 

You can expand them so you have the details of each client you have by clicking on see details: 

 

 

 



Now I can see which clients are in which journey and how long it has been since they started the 

journey, remember to reach our targets they have 60 days in onboarding to complete the 

implementation stage 

 

For example I onboarded K par K yesterday, it now says 2 days since onboarding started, I want to now 

check if that client has managed to login to Everest. 

  



XI) Clients Everest usage 
Login to Everest 

Search for the client in My Everest > Administration > Account Manager > Search 

 

Then Login as the owner into the clients account 

Go to My Everest > Account Settings > Activity Log Tab 

 

Now check and see if you can see the owner’s email address in the section “Performed By” and see if 

they logged in. 

• If the client hasn’t logged in: 

This could be because they haven’t received our Welcome email, you can check this by going back to 

ChurnZero and onto the client’s account. Check the messages tab 



 

You can see there the play you sent out yesterday, and look closer into the Engagement section, if it is 

empty it could be that the email went to their spam folder. I would then send them an email from your 

outlook: 

TEMPLATE  

 

Hello {Client} 

 

I hope you are well. I wanted to reach out to you, to let you know your account in Everest has been 

provisioned. 

You would have received your login details in a separate email and a welcome email with next steps. 

Please check your spam folder. 

If you have not received your login credentials yet, simply go here and enter your email address as the 

username and request a password reset. 

Thanks, have a nice day. 

{Signature} 

 

IN FRENCH 

Bonjour {Client} 

 

J’espère que vous allez bien. Je voulais vous informer que votre compte dans l’Everest a été provisionné. 

https://everest.validity.com/login


Vous auriez dû recevoir vos informations de connexion dans un e-mail séparé et un email de bienvenue 

avec les prochaines étapes. Veuillez vérifier votre dossier spam. 

Si vous n’avez pas encore reçu vos identifiants de connexion, visiter ce lien et entrez votre adresse e-

mail comme nom d’utilisateur et demandez une réinitialisation du mot de passe. 

Merci, passez une bonne journée. 

{Signature} 

• If the client has logged in suscessfully, check all the sections of Everest to see if they have 

started the implementation tasks, if they have tick them off in Chrunzero, if they haven’t send 

them an email. 

TEMPLATE 

Hi {Client}, 

I hope you are well, 

I wanted to see how you are getting on with the setup in Everest. I would suggest you start with the 

below tasks: 

 

 

- send your campaigns to the Everest seed list (I have attached a short video on how to setup your 
seed list) 

- set up Header Matching  
- upload your lists to List Validation  

 

We recommend setting up the seed list as soon as possible to have visibility into your deliverability 

intelligence. If you need any help with those tasks, please let me know.  

If you would like to register for training please do so : Register for a live Everest training session – 

Validity Help Center (returnpath.com)  

Thanks. Let me know if you have any questions, 

{Signature} 

Attach the step by step Seeding video 

IN FRENCH 

Bonjour {Client}, 

 

Vous pouvez ensuite commencer à configurer votre plateforme Everest, veuillez consulter votre liste de 

taches de la mise en œuvre de l’intégration. Je vous suggère de commencer par les tâches suivantes : 

https://everest.validity.com/login
https://help.returnpath.com/hc/en-us/articles/360047239752
https://help.returnpath.com/hc/en-us/articles/360049667331
https://help.returnpath.com/hc/en-us/articles/360049150192-Register-for-a-live-Everest-training-session
https://help.returnpath.com/hc/en-us/articles/360049150192-Register-for-a-live-Everest-training-session
https://help.returnpath.com/hc/fr/articles/360048160292-Mise-en-%C5%93uvre-technique-d-Everest-int%C3%A9gration-
https://help.returnpath.com/hc/fr/articles/360048160292-Mise-en-%C5%93uvre-technique-d-Everest-int%C3%A9gration-


 

- Configurez votre profil de réputation pour avoir accès à votre score d’expéditeur sous Monitoring - > 

Reputation - > Monitoring Profiles (j’ai mis en pièce jointe une courte vidéo sur la façon de configurer 

votre Monitoring Profiles) 

- Créez un Design Test : Cliquez simplement sur « New Design Test » et téléchargez votre contenu en 

copier-collant votre code HTML, en téléchargeant un fichier zip, en envoyant un test par courriel ou en 

tant qu’import à partir d’un test envoyé à la Seed List Everest Inbox. 

- Envoyez vos campagnes à la Seed List Everest (j’ai mis en pièce jointe une courte vidéo sur la façon de 

configurer votre Seed List) 

- Configurer votre Header Matching  

- Importez vos listes dans List Validation  

Nous vous recommandons d’établir votre Seed List le plus tôt possible pour avoir une visibilité sur votre 

intelligence de délivrabilité. Si vous avez besoin d’aide, faites-le-moi savoir.  

 

Merci et bonne journée. 

{Signature} 

Attach the step by step Seeding video in French 

  

https://help.returnpath.com/hc/fr/articles/360047239752-Comment-mettre-en-place-un-en-t%C3%AAte-X-header-ou-une-balise-body-permettant-d-identifier-mon-message-pour-le-placement-en-bo%C3%AEte-de-r%C3%A9ception-dans-Everest-
https://help.returnpath.com/hc/fr/articles/360049667331-Importer-et-valider-votre-liste-%C3%A0-l-aide-de-la-validation-de-listes-dans-Everest


XII) Client Kick-Off call (paying over $40k) 
If your client is paying over $40k per year, then you will need to send them the welcome play to 

schedule a kick-off call with you. 

Go to ChurnZero and search for your client’s account (or click on the name of your client under My 

Command Centre > My Segments) 

Then to fire a play, go to quick actions > run account play 

 

 

Once the client has scheduled a Kick-Off call with you using your TimeTrade link (that was in your play 

email), you will receive an email like this: 



 

Accept the meeting. 

You can Invite the CSM and PS colleagues if they want to join, they are not required, it is optional. 

Now you need to prepare for the meeting, first download the PowerPoint slides you will use: 

Group-Global Onboarding -> Documents -> Email Solutions -> Kick off call resources 

Make sure you download a copy! 

Now you need to update the slides to suite your clients needs.  

Slide 1 Add your Name. 

Slide 5 Change these: 

https://crmfusion.sharepoint.com/sites/nacss/Shared%20Documents/Forms/AllItems.aspx?newTargetListUrl=%2Fsites%2Fnacss%2FShared%20Documents&viewpath=%2Fsites%2Fnacss%2FShared%20Documents%2FForms%2FAllItems%2Easpx&id=%2Fsites%2Fnacss%2FShared%20Documents%2F2%2E%20EMAIL%20Solutions%2F4%2E%20KICK%2DOFF%20CALL%20RESOURCES&viewid=084e0c48%2De8d7%2D46a8%2Dbfc8%2D1da936ee76a4


 

If they do not have Professional Services (PS) Delete the last section (Path to success) 

To find out who the AE is (or CAE if renewal), you can check the opportunity owner in Salesforce: 

 

To find out who the CSM/PS is, you can check the account team in Salesforce (Go to the account > 

Related > Account Team) 

 



Once updates it should look like this: 

 

Slide 13: Update the fields with the information you have, if you do not have any of this information do 

not worry you can ask the client on the call and fill it in with them as you go. 

 

All this information you can find on the opportunity (discovery notes)/contract in Salesforce. Also, if it is 

a migrating account, you can find information about IPs/Domains on their previous accounts (250ok or 

ReturnPath). 

Slide 20: you will want to remove the 121 training if they are not paying over $90k 



 

Now you are ready to have your Kick Off Call! 

  



XIII) Checking correct onboarding contact 
You still have not heard back from your client, and they still have not logged into Everest. 

Now you need to contact the AE and find out if you have the correct onboarding contact. 

Go into Salesforce and look up your client and the opportunity, Chatter the AE: 

 

Wait for the AE’s reply. 

You will get a notification email like this: 



 

Check again during the week if the client has logged into Everest, 

- if he has not, send him an “unresponsive email 1 play”. 

- If he has, you can check what task they have done and send them an email regarding what tasks 

are left to be done. 

 

  



XIV) 121 Training 
This is only available for clients paying over $90k. 

You will need to send them the email play “EV_PREN>$90K On Track Individual Training”, so they can 

schedule a 90mins slot in your calendar. 

You will get a notification by email once they have shcedule it so you can accept it: 

 

 

  



XV) Following-up with clients 
Keep checking your accounts once a week, unless your clients reach out with questions, then you may 

need to email and follow-up more often. 

Tick off the tasks in ChurnZero as you go along. 

I always have ChurnZero open on my Command Center > My Segment page, so I can see all my clients in 

one view and check them one by one, so I don’t miss any. 

 

 

When I need to reply to a customer, I like to use short videos to show them if they don’t understand, I 

send them help centre articles too but I find clients like to be told and not click through and read pages 

and pages… So short videos are definietly a good idea, you can use Snagit to record them, make sure 

you have on the Video setting and your microphone is enabled. 

  



XVI) Client Unresponsive 
The flow would go something like this: 

1) Provisioned the account 

2) You emailed them on Day 2 to check they can log in 

3) Day 3 you check with the AE you have the correct contact 

4) Day 7 you email them unresponsive email 1 

5) Day 14 you email them unresponsive email 2 

6) Day 21 you let them know again if they need any help to contact you 

7) Day 28 you warn them you will offboard them after 45 days 

8) Day 45 you offboard them by manually completing the milestones in the journey without ticking 

the tasks. You add a note in the onboarding notes: 

 

You send them the offboarding unresponsive play, you must CC in the CAE and their CSM if they have 

one. 



 

 

And you manually update the journey as failed (as they did not complete onboarding) 

 

  



XVII) Offboarding a responsive client 
- If they have completed all the required tasks and they are ready to be offboarded (if they 

wanted optional setup help for example, Feedback Loops, and this was also completed) 

In ChurnZero, you complete all the relevant task and click on complete Milestone (if this is not done 

automatically) 

 

 

Then you will start the offboarding milestone 

 

If a customer is paying over $40k they have a CSM, so you will need to go to Salesforce and check who 

the CSM is in the account team section: 



 

They sometimes also can have PS (professional services). 

You must include both PS & CSM contacts in your offboarding email and introduce them. 

Launch the correct offboarding play and introduce as needed. Also don’t forget to CC in the CAE (you 

can find who this is by going to Salesforce on the account and checking who the renewal opportunity 

owner is) 



 

Once you have sent this you may tick the task and it should automatically complete the journey. If it 

doesn’t then manually complete the journey. 



 

 

Then go to SharePoint and complete the onboarding, find your account, tick the box, click Edit then 

check the box as Yes for Onboarding complete 

 

 

  



XVIII) Optional implementation steps 
Sometimes the clients want to implement other steps, such as the Pixel. 

I would send them the pdf guide here. 

I also have a few short videos for various Everest setups that I send to my clients, you can find them 

here. 

  

https://crmfusion.sharepoint.com/:b:/r/sites/nacss/Shared%20Documents/Pixel%20Macro%20-%20Detailed%20version.pdf?csf=1&web=1&e=SML5zb
https://crmfusion.sharepoint.com/:f:/r/sites/nacss/Shared%20Documents/2.%20EMAIL%20Solutions/2.%20Training%20Resources/Product%20Training_Video%20Snippets?csf=1&web=1&e=VLu1Bx


XIX) Troubleshooting 
 

Sometimes I research the zendesk tickets, as more than often another client has already asked the 

question. 

I would look up the FAQs file, here. 

Use the help center articles.  

Even the slack channels (#cs-everest-faqs #tams #vfe-all) and ask. 

If all else fails, I open a support ticket. 

https://crmfusion.sharepoint.com/sites/SalesEnablement/Shared%20Documents/Forms/Active%20Documents.aspx?id=%2Fsites%2FSalesEnablement%2FShared%20Documents%2FEverest%20FAQs%2Epdf&parent=%2Fsites%2FSalesEnablement%2FShared%20Documents
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