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VM3COP10.03 – Office - Chasing Lost Customers 
 

Log into IntraStats as per VM3COP20.72 
 
 
 
From the ‘lookup’ tab, click on the ‘Office Jobs’ link. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
When a lost customer task appears on the ‘Office Jobs’ list, look at the job issue for the details. 
Within the issue it should state a part number and department along with information regarding 
which leaflet to send and whether or not to include a price list; if any information is missing, 
consult with the marketing department. If unsure on how to use the, ‘Office Jobs’ list, see 
VM3COP20.40. 

 
 
From IntraStats, click on the ‘Lookup’ tab 
and enter the part number in to the ‘Stock 
Details / Quantities’ field. 
 
When the stock line appears, click on the ‘X’ button and then click on the ‘Lost Customers’ 
button. 

 
 
A list will appear containing all of the customers who have ever bought the product. If the line is 
red, do not contact them as the hospital/company may have closed, or it may be a duplicate 
account. If the customer has purchased the product in the current year, the line will be white; do 
not contact them as they are still purchasing the product. 
 
 
 
 



 2

Lines will be green if we have already contacted them about this product or a product in the 
same range; if the product you are working on is a single use product and they have been 
contacted in the last 6 months, do not contact them again, if it is not a single use product and 
they have been contacted in the last 12 months, do not contact them again. To find the last date 
they were contacted, check the ‘Last Chased’ column. 
 
Any blue lines need to be contacted.  
 
Locate the first appropriate line and click on the account number on the left. 

 
 

Locating the correct contact  
 
Send a letter to one person in procurement/supplies and one person from the relevant 
department. Ensure the most relevant contact is used for the department; this can be someone 
who we have had direct contact before or the person named on the most recent order. 
 
To do this, locate the product you are working on in the list and click on the number in the 
column for the most recent year they purchased. 

 
 
This will open a list of invoices containing that product ordered in that year. If there are more 
than one invoice listed, check the date column and find the most recent. Then click on the 
invoice number next to it. This will open the invoice screen that contains the details specific to 
that invoice. 
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Click on the PDF icon to open the invoice.  

 
 

Locate the name of the customer in the bottom left of the invoice. Disregard the name in capital 
letters as this is the name of the colleague who processed the order. 
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Writing the Letter  
 
Log into GoldMine as per VM3COP20.72. From Goldmine, look up the company/contact; if 
unsure on how to do this, see VM3COP20.081.  
 
When the contact has been located, click the ‘Write’ button from the toolbar at the top. Ensure 
you are working from your own username and find the correct letter template; this should be 
named with the correct product. If you do not have a letter template for the product, consult with 
the marketing department. 

 
 

Double click on the letter to open it; the letter will then open in Microsoft Word, Libre Writer or 
OpenOffice Writer dependant on which program is installed on your computer. 
 
GoldMine will fill out the address, date and greeting automatically; ensure these are correct.  
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Note:  In the below example, as the letter is being written to an unnamed person, there is no 
title, however there is still a space before “Department Manager” which needs to be removed. 
The postcode should be on its own line. Edit the letter as necessary to ensure the details are 
correct and presentable. 
 

Before         After 

  
 
When the letter is complete, print to a colour printer on letter headed paper. Locate the leaflet 
as per the information received in the issue and where appropriate, print price lists from L Drive. 
If there is not a price list for the specific product, find the price list for the product range.  
E.g. there are no individual price lists for oxygen sensors, send the price list for the full oxygen 
sensor range. Alternatively, if asked to send a leaflet containing a number of products, use the 
corresponding price list. 
 
See VM3COP20.73 for guidance on how to find price lists. 
 

Completing the mailing  
 
Collate the letter, leaflet and price list, where appropriate, and insert into an appropriately sized 
envelope. Use C5 envelopes where possible, but due to the size of some leaflets, C4 may be 
required. 
 
The correspondence must now be logged in IntraStats. Tick the boxes of the products that you 
have included in your letter, or are included in the leaflet.  
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From the drop down menu beneath, select the contact 
name – if this is not included you must add them to the 
contact management, click the ‘Add a New Contact’ 
button and proceed as per VM3COP20.081.  
 
 
From the second drop down menu, select ‘Sent Leaflet’ 
or ‘Sent Leaflet and Prices’ as appropriate. Add any 
additional notes where necessary, to the box below. 
 
 
 
Tick the box of the leaflet that has been sent; the easiest 
way to find the correct box is to use Ctrl+F on your 
keyboard and type the name of the product. E.g. 
0021013 on its own is MID355, but with EyeMax 
included, it is MID380. 
 
 
 
 
 
 

 
If you are unsure of the MID, navigate to the ‘lookup’ tab 
on IntraStats and click on the ‘Stock Details/ Quantities’ 
field. Scan the barcode on the reverse of the leaflet with 
a barcode scanner.  

 
 
The MID number will be displayed in the ‘Stock Reference’ column. 

 
 
Note:   Whichever mailing you select will stay ticked for the rest of the mailings you complete 
and will still have a tick against the last one you sent; make sure that there aren’t any incorrect 
leaflets/catalogues ticked. 
 
When complete, click the ‘Submit’ button at the bottom of 
the page.  
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This will take you back to the original lost customers list and the line will now reflect that your 
mailing has been sent. 

 


