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Track Step Message Builder 

 
One-Time Message Builder 

 
 
 
 
In VFPnext​®​, the One-Time Message interface is just about the same as the one used                             
to construct the individual, automatic communication track steps. In this document, we                       
will highlight the anatomy of the message builder, the basics of constructing a                         
message, and answer any frequently asked questions! 
 
If you have any questions that are not answered here, please reach out via the help chat in the system, or send                                           
a support request to ​support@vfp.us​ - we’d be happy to assist! 
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ACTIONS 
No matter where you are building your communication, ​Actions ​dictate what the message type will be, this is 
typically the first option chosen and directs how you will compose the message/script. 

Action Options 

 

Email (HTML) 
Sent directly to the lead/member; This goes on the built-in letterhead that uses the logo and email header 
created for the site. 

Email (Plain Text) 
Sent directly to the lead/member; This has no visible HTML formatting, and appears as though it’s coming 
from an individual’s inbox. This does, however, include an Unsubscribe link at the end of the message to 
comply with applicable laws. 

Text 
Sent directly to the lead/member; No rich text editing here, just short and sweet text message. Compose this 
message like you were holding your phone. 160 characters per text max in US, 136 characters per text max in 
CA.​ *No image or emoji support at this time. 

Phone Call 
This action schedules a phone call to an individual’s Agenda. 

Staff Task 
This action schedules a staff task to an individual’s Agenda. 
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One-Time Communication Building 
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SUBJECT 
The Subject is typically used to identify the communication, especially when it comes to viewing a lot of 
communications in an interface such as the Tracks - Schedule page. The Subject helps identify what the 
content of the communication is, similar to the Subject Line of an email.  
IF the Action is an email, this Subject box ​IS ​the Subject line of the email and should be written with that in 
mind. 

 

Subject, (if not an email)  
For communications that are not Emails, you will want to identify the message. For example, use the 
cumulative delay, or approximate execution time frame and the track purpose/lead type as clarifying points: 

“Black Friday 2019 Text 1/3” 

Subject (if an email) 
Example for a message indicating a Members Only event: 

“Members Only Social this Friday at The Club!” 

DELAY 
The delay is a handy tool that allows you to schedule your communication ahead of time. You can schedule 
using the set minute/day delays, OR - more commonly - you can use the Specific Month/Day delay that allows 
you to pick from a dynamic range of ways to identify when you want this message to be scheduled to send! We 
strongly suggest testing your messages first (to test a text, please ensure you have a cell phone number in 
your staff record), and being fully confident in your content before scheduling a message. 
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No Delay 
No delay is used to schedule the communication immediately. ​WARNING: When sending a One-Time 
Message, using No Delay means the message will be scheduled to send immediately and can NOT be 
cancelled or changed. 

X minute / hour / day Delay 
Typically used in phone calls, staff tasks, or other items that are set to populate an Agenda, where precise 
timing is not necessarily necessary. Choosing a pre-set delay time is self-explanatory, however, if the option 
you wish to set as the delay is not in the list, you will wish to choose the next option. 

Specific Month/Day… Delay 
This delay is very dynamic and can be used in a myriad of ways. You can use relative timing, such as the word 
“tomorrow” or “July 4”. You can also customize the date AND time for the track step execution, such as “+3 
days 10:00” to send three days from the now at 10:00AM. It’s best to use a ​+​ to indicate days away from now, 

because of the inverse (-) use described in Track 
Step communication building. 
 
Next CRM allows for great flexibility for dates by 
using phrases describing a date and time, like 
"last workday of this month". 
 
Do NOT use special characters in this box. No 
slashes “/” no @ symbols.​ We've provided a 
TEST button so you can be sure the phrase you 
are using will provide the intended result. If the 
alert shows 12/31/1969 as the date or 00:00:00 

as the time (when you specified one), then the date is not correctly entered. Please use the following to help 
set your Specific Month/Day values: 
 
Examples of properly formatted Specific Month/Day values: 

 
● now 
● tomorrow 
● next Thursday 
● +12 days 8am 
● September 1 
● September 15 9:00am 
● last workday of the month 
● last Friday of this month 

● last Friday of +2 months 
● +4 hours 
● +1 day 
● +1 week 
● +1 week 2 days 4 hours 2 seconds 
● 4pm + 2 Hours 
● now + 2 fortnights 
● 2pm tomorrow 

5/17 



 

  Communication Building Guide  Updated: 6 December 2019 

 
 
Examples of poorly formatted Specific Month/Day values, these will not successfully schedule/send: 

● Tomorrow @ 3pm 
● 3/5/19 @ 4:00 
● 12/24 at 5:30 
● yesterday 

ASSIGN TO 
Communications are typically left to the Lead Owner to manage the replies, however, there are times when a 
club requires that a specific communication or communication type is only assigned to a specific person, or a 
person of a specific title. 

 

Lead Owner 
This is the most common. If in doubt, leave it at Lead Owner. This will ensure all track steps are sent from, and 
replies returned to, the owner of the lead/member. 

Specific Management Title 
A specific step or steps can be assigned to a person who has been given a specific title indicator in their staff 
record. The appropriate Management Title MUST be assigned to the staff record by an Admin designating this 
title in their staff record, then saving their staff record. With this assignment, any staff who has the 
Management Title selected will be in charge of those particularly assigned steps. 
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Specific Staff Person 
On occasion a club may designate a certain individual to manage specific steps, all the call actions, or all the 
email replies. In this case, a specific staff person can be selected as designated by the club. 
 

MESSAGE BOX 
The message box transforms based on the Action type chosen. It will appear different for emails, texts, phone 
calls, and staff tasks. ​Do not use Emoji’s (any message type), they are not supported. 

For Email (HTML) 
When Email (HTML) Action is chosen, the message box will give two options, Message and HTML Email. 
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Message 
Choosing this option will send the email out on the standard HTML letterhead that is formatted with the club’s 
custom header and also includes a footer with the sending Club’s information to comply with commercial 
email regulations. 

HTML Email 
Choosing this option will present a blank window and expect you to write or copy/paste fully composed HTML 
code. This typically happens if a club has their own marketing department and they’ve designed an email 
externally, or if the club has commissioned custom designed HTML emails for them. ​*No emoji support at this 
time. 

For Email (Plain Text) 
When an Email (Plain-Text) Action is chosen, the box transforms to a rich-text message box. The email can be 
as long as you’d like, but it will send out with generic white-background-black-text formatting. It will still include 
a subtle Unsubscribe option at the bottom of the message to comply with commercial email regulations.  
TIP​: After you compose the message, hit the return/enter key a few times to push the Unsubscribe link further 
down so it’s not so close to your composed message! 
 

 

For Text 
When a Text Action is chosen, the box transforms to a simple message box. Follow the following guidelines to 
compose a successful message: 

1. The message should be typed out with ​no extra carriage-returns​, ​no extra spaces​ (single-spacing rule 
instead of double-spacing after punctuation), and ​no extra, unnecessary punctuation​. 
Use a character counter to estimate the length of your SMS, such as 
http://chadselph.github.io/smssplit/​ .  
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2. Keep the message short​ (character count for a single text message under 160 in US, 136 in Canada), 

even when using the dynamic tags such as [FIRSTNAME]; most of the dynamic tags swap out for 
content that is shorter than the tag, such as “Sally” for the first name, only having 5 characters as 
opposed to the dynamic tag [FIRSTNAME] having 11 characters. This provides a nice buffer, usually, but 
you never know when you’ll encounter content longer than the tag, so this buffer is recommended to be 
viewed as a rule. Shoot for 10 characters less than the max character length for a single text. 

 
3. At this time, pictures and emojis are not supported in text messages, however, you can send a picture in 

a LINK in a text message. You can also use standard characters to make emojis, such as :) 
4. Sending LINKS in text messages: simply copy the URL of the image, and paste it in at the BEGINNING or 

END of the text message, unlinking if it auto-hyperlinks after pasting it in the box. The URL will be 
shortened automatically by the message service upon sending. 

For Phone Calls 
One-Time Message phone call scripts are a great way to energize the caller as well as provide information for 
the caller to utilize while on the call. The script can be simple and generic, or it can get very specific, utilizing 
dynamic tags to customize the message. In a One-Time Message call script, you may just want to prompt the 
staff to call specific leads to inform them of the final chance to obtain a membership through a specific offer. 
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Track Step Communication Building 
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STEP NAME 
The Step Name is typically used to identify the step, especially when it comes to viewing a lot of steps in an 
interface such as the Tracks - Schedule page. The Step Name helps identify what the content of the step is, 
similar to the Subject Line of an email. IF the Action is an email, this Step Name is the Subject line of the email 
and should be written with that in mind. 
 

 

Step Name, (if not an email)  
Example that uses the cumulative delay, or approximate execution time frame and the track purpose/lead type 
as clarifying points: 

“1 Day Text - Web Lead” 

Step Name (Subject Line, if an email) 
Example for a message offering a free pass: 

“Your Free Pass with The Club!” 

DELAY 
The delay is used to spread out the automated communication steps. If the first step, the delay is calculated 
from the moment the lead was put on the track (unless an appointment track). If not the first step, the delay is 
calculated from the previous step. 

 

11/17 



 

  Communication Building Guide  Updated: 6 December 2019 

 

No Delay 
No delay is used to execute the track step immediately, whether it’s immediately alongside the previous step, 
or immediately as the first step in the track. 

X minute / hour / day Delay 
Typically used in phone calls, staff tasks, or other items that are set to populate an Agenda, choosing a pre-set 
delay time is self-explanatory. However, if the option you wish to set as the delay is not in the list, you will wish 
to choose the next option. 

Specific Month/Day… Delay 
This delay is very dynamic and can be used in a myriad of ways. You can use relative timing, such as the word 

“tomorrow” or “July 4”. You can also customize 
the date AND time for the track step execution, 
such as “+3 days 10:00” to send three days from 
the previous step at 10:00AM. It’s best to use a + 
to indicate days away from now, because the 
inverse can be used to indicate a pre-emptive 
‘delay’, such as using “-1 day” to calculate 1 day 
before the event. This is used in setting up 
24-hours prior appointment reminders. 
 
Next CRM allows for great flexibility for dates by 
using phrases describing a date and time, like 

"last workday of this month". 
 
We've provided a TEST button so you can be sure the phrase you are using will provide the intended result. 
 
Here are some examples to get you started: 
 

 
● now 
● tomorrow 
● next Thursday 
● +12 days 8am 
● September 1 
● September 15 9:00am 
● last workday of the month 
● last Friday of this month 

● last Friday of +2 months 
● +4 hours 
● +1 day 
● +1 week 
● +1 week 2 days 4 hours 2 seconds 
● 4pm + 2 Hours 
● now + 2 fortnights 
● 2pm tomorrow 
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ASSIGN TO 
Track Steps are typically left to the Lead Owner to manage, however, there are times when a club requires that 
a specific step or step type is only assigned to a specific person, or a person of a specific title. 

 

Lead Owner 
This is the most common. If in doubt, leave it at Lead Owner. This will ensure all track steps are sent from, and 
replies returned to, the owner of the lead/member. 

Specific Management Title 
A specific step or steps can be assigned to a person who has been given a specific title indicator in their staff 
record. The appropriate Management Title MUST be assigned to the staff record by an Admin designating this 
title in their staff record, then saving their staff record. With this assignment, any staff who has the 
Management Title selected will be in charge of those particularly assigned steps. 

 

Specific Staff Person 
On occasion a club may designate a certain individual to manage specific steps, all the call actions, or all the 
email replies. In this case, a specific staff person can be selected as designated by the club.   

13/17 



 

  Communication Building Guide  Updated: 6 December 2019 

 

MESSAGE BOX 
The message box transforms based on the Action type chosen. It will appear different for emails, texts, phone 
calls, and staff tasks. 

For Email (HTML) 
When Email (HTML) Action is chosen, the message box will give two options, Message and HTML Email. 

 

Message 
Choosing this option will send the email out on the standard HTML letterhead that is formatted with the club’s 
custom header and also includes a footer with the sending Club’s information to comply with commercial 
email regulations. 

HTML Email 
Choosing this option will present a blank window and expect you to write or copy/paste fully composed HTML 
code. This typically happens if a club has their own marketing department and they’ve designed an email 
externally, or if the club has commissioned custom designed HTML emails for them. ​*No emoji support at this 
time. 
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For Email (Plain Text) 
When an Email (Plain-Text) Action is chosen, the box transforms to a rich-text message box. The email can be 
as long as you’d like, but it will send out with generic white-background-black-text formatting. It will still include 
a subtle Unsubscribe option at the bottom of the message to comply with commercial email regulations. ​*No 
emoji support at this time. 
TIP​: After you compose the message, hit the return/enter key a few times to push the Unsubscribe link further 
down so it’s not so close to your composed message! 
 

 

For Text 
When a Text Action is chosen, the box transforms to a simple message box. Follow the following guidelines to 
compose a successful message: 

5. The message should be typed out with ​no extra carriage-returns​, ​no extra spaces​ (single-spacing rule 
instead of double-spacing after punctuation), and ​no extra, unnecessary punctuation​. 
Use a character counter to estimate the length of your SMS, such as 
http://chadselph.github.io/smssplit/​ .  

6. Keep the message short​ (character count for a single text message under 160 in US, 136 in Canada), 
even when using the dynamic tags such as [FIRSTNAME]; most of the dynamic tags swap out for 
content that is shorter than the tag, such as “Sally” for the first name, only having 5 characters as 
opposed to the dynamic tag [FIRSTNAME] having 11 characters. This provides a nice buffer, usually, but 
you never know when you’ll encounter content longer than the tag, so this buffer is recommended to be 
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viewed as a rule. Shoot for 10 characters less than the max character length for a single text. 

 
7. At this time, pictures and emojis are not supported in text messages, however, you can send a picture in 

a LINK in a text message. You can also use standard characters to make emojis, such as :) 
8. Sending LINKS in text messages: simply copy the URL of the image, and paste it in at the BEGINNING or 

END of the text message, unlinking if it auto-hyperlinks after pasting it in the box. The URL will be 
shortened automatically by the message service upon sending. 

For Phone Calls 
Phone call scripts are a great way to energize the caller as well as provide information for the caller to utilize 
while on the call. The script can be simple and generic, or it can get very specific, utilizing dynamic tags and 
if-statements to show only what the lead/member has indicated in their profile. 
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The above image shows a ​very complex​ Phone Call script that uses dynamic tags as well as if statements to 
construct a customized script for that particular individual. On the Agenda, the above script shows similar to 
below, only showing the Interests and Goals that the example record chose during an interview or during DGR 
registration. While this setup can make for more of a quality interaction, ​it is not common​, and we never expect 
you to construct something like this yourself! If you would like something like this, please feel free to request it 
and we will handle it for you. 

 
Example of what the ​very complex​ script looks like when viewing it on the Agenda (this person chose all the 
options when they registered on the Digital Guest Register (DGR)! 
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