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Why should I use the Covana Dealer Community?
You asked for it and we listened. To always improve our customers’ satisfaction, Covana is pleased to 
announce the release of its Customer Relationship Management (CRM), the Covana Dealer Community. By 
using this new online system using Salesforce CRM, all dealings involving servicing, marketing and sales 
can be carried out in an organized and systematic way.

BENEFITS OF A CRM FOR OUR DEALERS
The information that the system will provide leads to many benefits for our dealers. The CRM provides a 
360° view of all the services and transactions relating to your account, all in one place. This gives a more 
accurate, holistic picture of your account and your relationship with us, which should be borne in mind for 
all transactions and communication. What’s more, you’ll be spending less time on admin and more time 
selling – one of the benefits of a CRM system that all salespeople can definitely get on board with.

ONE SINGLE CHANNEL FOR ALL YOUR NEEDS:
• • Seamlessly write and submit orders for fulfillment.

• • Access your orders history - Find all your invoices.

• • Know your order and cases status anytime.

• • Find warranty information for every unit. 

• • Simple case opening/resolution. 

• • Register all Covana products/units for your customers. 

• • Direct access to all parts catalogs and relevant documents. 

• • And more!
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How do I register for access to the Covana Dealer 
Community?
To access the Community, the person responsible must provide a personal email address or a shared 
email address if access to the portal is shared with other people. We strongly suggest the 2nd approach. 
In this way, you will not have to change the email address if there is an internal staff movement in your 
business. 

Once you have selected the email address, you will receive an email from the Covana community 
operator, with a link to enable your company’s email address as your ID and select a password at your 
convenience. 

How do I connect to the Covana Dealer Community?
Once your email is enabled and your password is selected, you can save the portal link in your favourites. 
You can then place your orders directly online and obtain an answer to your questions in a mouse-click. 
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Presentation of portal sections

HOME
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1 SEARCH BAR:
The search bar is used to quickly find the 
information you want: case number, order number, 
Covana serial number, invoice number. The search 
bar will give you everything in relation to the 
information you entered. 

2 NOTIFICATIONS:
Best practice! The notifications advise you that an 
action must be taken, that a message is addressed 
to you, or of any change. When you click on the 
notification, the portal takes you directly to where 
the action must be taken, without waiting. 

3 SESSION SETTINGS:
From the dropdown menu, you can customize your 
user profile, add a photo and close your session. 
Don’t forget - the more the community grows, the 
more people will want to know more about it and 
share information. 

4 HOME:
The Home button takes you directly back to 
the home page, no matter where you are in the 
community. 

5 ACCOUNTS:
The page gives you an overview and access to 
your information as a dealer, as well as a detailed 
description by section of technical cases, orders and 
contacts saved under your store. 

6 ORDERS:
This section gives you a complete list and the history 
of your past orders and your current orders. 

7 CASES:
This section gives you a complete list and the history 
of your past technical causes and your current 
requests under warranty. 

8 UNITS:
This section gives you a complete list of Covana 
units sold under your banner. Each Covana can 
provide you with information as detailed as the serial 
number, the date of purchase, the technical cases 
related to the unit, the owner’s name, the purchase 
price, etc. 

9 SHOWROOM UNITS:
This section gives you a complete list of Covana 
units sold under your banner under the showroom 
units program. Each Covana can provide you with 
detailed information identical to the information 
contained in the Units section. You can also save the 
Covana under a customer’s name when it is sold and 
thus obtain advantageous discounts on the transfer 
kits for installation at your customer. 

10 CONTACTS:
This section gives you an opportunity to update 
the information on your company’s employees and 
ensure that we can always reach you as easily as 
possible. 

11 12. 13. 14. 15. COVANA PRODUCT TILES: 
Each product tile redirects you directly to the web 
page of Covana website. 

16 ORDERS TILE:
Same utility as No. 6. More accessible, since the 
orders are at the heart of the community. 

17 CASES TILE:
Same utility as No. 7. More accessible, since 
the warranty cases are also at the heart of the 
community. 

18 SHOWROOM UNITS TILE:
Same utility as No. 9. More accessible, since your 
units are indispensable tools for the sale. You can 
save the Covana under a customer’s name when it is 
sold and thus obtain advantageous discounts on the 
transfer kits for installation at your customer. 

19 UNITS REGISTRATION TILE: 
Location where you can easily save your customers 
and register units for warranty. 
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ACCOUNTS
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1 ACCOUNT NAME: 
Screen that shows you at a glance all the stores under your account 
independently. Simply click on the desired account name to access it. 
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IN THE ACCOUNT 
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1 FOLLOW:
Best practice! This button allows you to track a specific case or a special order, be notified if a document has 
been updated, and track the activity of a community member. You keep informed in the heat of the action. 

2 CASES:
Allows you to access the Cases screen or simply open a new case. 

3 CONTACTS:
Allows you to access the Contacts screen or simply edit the contacts. 

4 UNITS:
Allows you to access the Covana Units Sold screen. 

5 PRICE MAILING LIST CONTACTS:
From the existing contacts, add those who will receive confidential documents on updates of selling prices 
directly by email. The people on this list must have already been added as contacts. 

6 COVANA SALES:
Allows you to access the sales history and the details of each invoice. You also have the possibility of adding 
your company’s documents and copies and thus having copies for your customers. 

7 CHATTER SECTION:
Best practice! The Chatter Section is the communication tool found on all pages of the Community. Through 
Chat, you can speak to us directly, wherever the action is happening. To address a person in the community, you 
must enter the @ symbol and the person’s name. e.g. @[Sebastien Pool]

From then on, when you send your message, this person will instantly receive a notification leading directly to 
your message, directly to wherever you want an intervention. You thus keep a history of all communications. No 
more email management!
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ORDERS
Create an order
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1 CREATE A NEW ORDER:
Click on the NEW button to place a new order. 

1 ORDER A COVANA UNIT: 
Place an order for a Covana and its accessories. The order is taken with questions to ensure the error-free 
accuracy of your order. Make sure you know the height of the spa. 

2 ORDER SERVICE PARTS: 
Place an order for replacement parts and accessories only. To ensure quick delivery of parts, no Covana may be 
ordered in this mode. 

3 ORDER A COVANA SHOWROOM UNIT:
Place an order for a Covana for a showroom. With this mode, order taking goes through the promotional article 
options without forgetting anything. 
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ORDERS
Order information
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1 ACCOUNT NAME: 
Your dealer name should be indicated. 

2 ORDER START DATE: 
Always indicate the date when you place the order. 

3 CONTACT NAME: 
The name of the person responsible for your order in the company. 

4 STATUS: 
The status of a new order must be NEW. 

5 PO NUMBER: 
Indicate your internal order number to make your future searches easier. 

6 FREIGHT OPTION: 
You must choose who will take care of delivery of your order. 

7 8. SHIPPING ADDRESS: 
Indicate the complete delivery address. An incomplete address will create additional delays. 

9 SAVE
Save the information to go to the next step. 
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ORDER DETAILS
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1 YOUR ORDER NUMBER:
Best practice! Once your order is created, you can go directly to your order by entering this number in the 
search bar. 

2 ADD PRODUCT: 
This is where you place your order! Go ahead! 

3 CONFIRM ORDER: 
When you have revised and completed your order, confirm it. 

4 EDIT: 
If you ever want to correct an error or edit your order. WARNING: Your order can only be edited when it has the 
status DRAFT & IN PROGRESS. After this step, editing is no longer possible. 

5 ORDER STATUS: 
DRAFT: This is an order you initiated. It is not confirmed. You may wait the time it takes you do confirm your 
order. 

IN PROGRESS: You have confirmed your order. This order is waiting for processing by a customer service 
representative. It is always possible to make corrections or cancel it. 

PROCESSED: The customer service representative has processed your order. 

IN PRODUCTION: Our production team will prepare your order as quickly as possible. 

SHIPPED: Your order has been shipped to the address indicated. 

Take note that when the status of your order changes, the contact linked to this order will receive an email 
whenever the status of the order changes so that you are kept informed. 

6 ORDER PRODUCTS: 
The details of the articles ordered should appear in this section for each order. 

7 ORDER CARRIER: 
When your order has SHIPPED status, all the carrier’s tracking information should appear on the order: The 
carrier, the tracking number, the link to track you order, the phone number. 
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TECHNICAL SUPPORT (CASES)
Create a new case
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1 CREATE A NEW CASE:
Click on the NEW button to create a technical case or a claim under warranty. 
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TECHNICAL SUPPORT (CASES)
New Case



1 DEFECTIVE UNIT: 
The serial number is mandatory information in order to open a technical case or a warranty. The serial number 
is an alphanumeric number on a sticker on the gearbox. e.g. 1111A1111

2 CONTACT NAME: 
You must choose the person responsible or the person to contact if we need additional information. The contact 
must have been added in advance to the contact list. 

3 STATUS: 
The status of a new case is always NEW by default. When your case is processed, the status will change 
according to the progress of your case. The list of statuses will be detailed on the next page. 

4 TARGETED SECTION: 
In the dropdown menu, select the section where the problem is found.

5 CASE ORIGIN: 
In the dropdown menu, select how the order reached you. 

6 SUBJECT: 
Add a reference title for your case. It may contain clear information easy to consult for your records. 

7 DESCRIPTION: 
The most important section. Give a description of your problem. Have you visited the customer? What actions 
have already been taken? The more details there are, the easier it will be to solve the problem. 

8 SAVE
Save the information to go to the next step. 
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TECHNICAL SUPPORT (CASES)
Follow up on the ongoing cases



1 EDIT: 
Have you forgotten a detail? By clicking on Edit, you can add information you have forgotten or that you 
received after opening your case. 

2 CHATTER: 
Don’t forget - you can contact us directly regarding the case when the need arises. No need to send us an email. 
We can discuss together directly where the action is happening! Refer to the Chatter section on page 9. 

3 STATUS OF A CASE
NEW: A brand-new case you have just opened and that has not been processed yet by our team. 

IN PROGRESS: We are currently working to resolve your case. When the case has this status, the conclusion 
should not take long. 

ENGINEERING AUDIT: When the status of our case is Engineering Audit, this is because we have asked you to 
return parts so we can investigate a problem. Instructions for returning the parts to us will be provided to you in 
advance. 

REPAIR or RESTOKING: When you wish to have parts repaired or return parts to us for a refund. Instructions for 
returning the parts to us will be provided to you in advance.

SUBMIT FOR GOODWILL: A special situation that must be approved at a higher level. A decision will be made 
later. 

REJECTED: Further to the analysis of your case, the request is rejected. The information leading to this 
conclusion will be entered directly in the case docket. If there are parts to order that are not under warranty, 
your customer must be alerted. 

APPROVED: Further to the analysis of your case, the request is approved. If there is a parts order related to 
your case, you should view the details in the RELATED section of the case. You may notify your customer. 

CLOSE REJECTED: Following your decision or your customer’s decision, your case is closed with or without an 
order at regular price for your customer’s repairs. 

CLOSE APPROVED: An order has been placed to send parts under warranty to your store for your customer. 

CLOSE OUT OF SCOPE: A case that you resolved without our intervention after the opening of your case. This 
case is closed by mutual agreement between Covana and the dealer. 

Take note that when the status of your case changes, the contact linked to the case will receive an email 
whenever the status of the order changes so that you are aware and ensure you follow up the case as soon as 
possible, if applicable. 

4 SECTION DETAILS & RELATED
DETAILS: This section is the summary of the information you entered upon the opening of your case. 

RELATED: Best practice! If you have photos, documents or videos to share for the resolution of your case, you 
can share them easily in the FILES subsection of the RELATED section. Photos and videos are worth a thousand 
words. Never hesitate to ask your customers or your technicians for visual support. 
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UNITS
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1 UNITS:
This section gives you a complete list of Covana units sold under your banner. Each Covana can provide you with 
information as detailed as the serial number, the date of purchase, the technical cases related to the unit, the 
owner’s name, the purchase price, etc. 

2 SEARCH FOR COVANA UNITS: 
Best practice! The first action for opening a technical or warranty case easily is always to enter the serial 
number. When you type the serial number into the search bar, the system directs you directly to your 
customer’s Covana without error. 

Once you are in your customer’s unit, you will find all the information related to the Covana and can take all the 
actions you want. 
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UNITS
DETAILS section of a unit 
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1 DETAILS: 
Gives you an overview with the information appearing on your invoice at the time of the purchase. 

2 RELATED: 
Gives you the custom information that was added over time. 

3 WARRANTY: 
Gives you up-to-date information on the warranty applicable to this unit since purchase. 
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UNITS
RELATED section of a unit 
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1 CONSUMERS:
The customer may register his/her unit online on the Covana website. You may also register the units sold to 
your customers directly on the HOME page by clicking on the UNIT REGISTRATION tile. The customer information 
should always be updated when the situation arises. 

2 CASES: 
If this unit was the object of a technical or warranty case in the past, all this information should appear here. If 
there is an open case, it should also appear here. 

3 FILES:
Do you want to keep photos after an installation at a customer? You have the opportunity to attach photos 
directly. You can attach the original invoices or any document that seems relevant to you. 
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UNITS
WARRANTY section of a unit



1 WARRANTY COVERAGE: 
Best practice! What if a customer contacts you for spare parts? You visit a customer after a service call. This 
section should quickly give you the type of procedure to follow. Open a case or place a service part order 
directly and thus be able to notify your customer while saving time. 

When you see a green dot next to a “covered by the warranty” section, your customer is still covered by the 
warranty with the date up to which it is applicable. If there is no green dot, the warranty has lapsed for this 
section. 

IMPORTANT: For Covana units purchased before 2011, you must contact our Customer Service directly.
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CONTACTS
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1 CONTACTS:
This section gives you an opportunity to update the information on your company’s employees and ensure that 
we can always reach you as easily as possible. 

2 CONTACT DETAILS: 
All your company’s key contacts should be found here, whether they are active or not. It is possible that a 
former employee is still in your contacts because this person participated in a case. The Community will store 
the people and the chronology of events in memory. The history does not disappear and will never be deleted!
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CONTACTS
Edit a contact
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1 EDIT: 
To update a contact, click on Edit. 
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CONTACTS
Update a Contact



1 SALUTATION: 
It can never be taken for granted that Jose is a man.

2 ACCOUNT NAME: 
This section indicates the branch where the contact works, if applicable. 

3 FIRST NAME: 
Enter the person’s complete first name. Avoid initials. 

4 LAST NAME: 
Enter the person’s complete family name. Avoid initials. 

5 EMAIL: 
Indicate the email address where the person can be reached rapidly. This email address will also appear in all 
cases where this person is the reference. 

6 REPORT TO: 
If our contact is on vacation or prolonged leave of absence or simply is no longer employed by our company, 
indicate the person to whom this contact reports to.

7 PHONE: 
Enter the telephone number for reaching the person at the office. It is possible to add an extension number. 

8 ROLE: 
In the dropdown menu, choose the role the employee plays in your company. 

9 MOBILE: 
Provides you with useful information to reach technicians on the road or on an installation site. 

10 SUBSCRIBE TO NEWSLETTER: 
Keep your key employees informed about the latest news on Covana. 

11 MAILING ADDRESS: 
You may indicate another address where the employee works, if applicable. 
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