TECH STACK INFORMATION:

Got it—here’s a clean, copy-paste ready synthesis you can drop straight into your doc.
TLRC TECH STACK – WORKING SPEC (as of Oct 29, 2025)
1) CRM & Patient Journey — PIPEDRIVE (Core)
· Purpose: Single source of truth for contacts, deals, activities, emails, docs, products, and reporting.
· Current:
· Activities (from Acuity) drive each practitioner’s day; notes pinned; Aircall logs attach.
· Pipelines: Discovery Call (DC) → Initial Consult (IC) → Package pipelines (Thyroid T2 / BodyBoss / Freedom Formula).
· Sales Inbox used by Customer Support (shared Google accounts routed into PD).
· Products synced from WooCommerce (SKUs/prices) and visible in PD; revenue starting to reflect.
· Gaps/Issues:
· DC follow-ups inconsistent (aging deals; many “No-Show” not closed).
· IC automation creates deals even when payment not received → duplicates/dirty reporting.
· Maintenance stage after packages not tracked (lifecycle drops off).
· Some views/dashboards differ; behavioral usage causing metric mismatches.
· In-Progress / Planned:
· Add “IC – Paid” stage or logic that only moves to IC pipeline once paid.
· Labels on Person: {No Package | In Package | On Maintenance | Hot/Warm/Cold Lead | Supplier}.
· Improve Products UI tab to show orders line-by-line per patient.
· Clean up legacy pipelines; train DC team; set timers/safety delays in automations.
2) Scheduling — ACUITY
· Current: Appointments push into PD as Activities; Zoom links auto-sent via Acuity.
· Desired: Book from PD calendar and push to Acuity; payment-gated IC booking (no booking without payment).
· Action: Re-align booking script/automation (remove “pay later” or rewire logic to an “IC – Unpaid” bucket with chase routine).
3) Telephony & SMS — AIRCALL
· Current: Click-to-call/SMS from PD; calls/SMS log to timeline.
· Planned: Replace old IVR (Amundsen) with ideal patient IVR; deboard SMS Broadcast and consolidate into Aircall.
4) Video Conferencing — ZOOM
· Current: Links sent via Acuity; meetings appear in Avoma for analysis.
· Planned: “Click to join” from PD Activities; automate PD email templates with Zoom links.
5) Clinical Notes & AI — HEIDI
· Current: Practitioners write notes/treatment plans in Heidi; copy/paste into PD.
· Planned: Two-way API bridge (Heidi ↔ PD): push notes & Treatment Plans into PD; pull PD context/appointments into Heidi.
· Longer-term idea: Evaluate building a TLRC-owned Heidi-like system to reduce $12k/yr cost.
6) Sales Coaching & QA — AVOMA
· Current: AI scoring for DC/IC calls; scorecards drive coaching (Yes/No KPIs + 1–5 IC rubric).
· Cadence: IC team coached Mondays; DC team Wednesdays; notes logged in Avoma “Company Performance Report.”
· Planned: Bake Avoma score (>4/5) into KPIs; finalize automatic scorecard assignment.
7) Ecommerce / Websites — WOOCOMMERCE + WORDPRESS (HealthHub)
· Current: Orders push into PD & to “Outstanding Patient Samples” sheet; ~350 products in Make automation.
· Support: Sales Inbox now preferred over “pipes” for CS email handling.
· Gaps/Issues:
· HealthHub live chat plugin disabled/missing after Elementor changes (conversations no longer live).
· Form experience in PD is serviceable but not ideal.
· Many plugins; suspected performance impact; traffic spikes around migration dates (not sustained).
· Planned:
· Re-enable chat plugin (or alternative) and route to Sales Inbox.
· Reduce plugin load; tidy hosting/cache setup; evaluate CDN acceleration.
· Improve patient intake & clinical questionnaire UX (keep compliance + guarantee logic).
8) Dispensary & Shipping — SHIPSTATION
· Current: Integrated with both Woo stores; shipping smooth.
· Planned: Add POs; auto-print labels; automated returns workflow.
9) Labs & Results — PATIENT BANK + GOOGLE DRIVE
· Current: One-way syncs; Catherine generates PDFs to Drive; Sheila uploads to PD (double-handling).
· Planned:
· Auto-push PDFs from Drive → PD Files per patient (remove manual step).
· Fields: DOB/ID from PD → Patient Bank; “Sample Arrival” & “Testing Completed” dates → PD.
· Trigger patient comms on key lab dates (received/ready → book follow-up).
10) Email & Docs — GMAIL + DRIVE (connected to PD Docs)
· Current: PD templates for Treatment Plans and Blood Collection Forms (auto-merge patient data).
· Planned: Ensure everyone’s access set correctly; keep Docs storage unified under PD.
11) Security & Access — 2FA / ADMIN
· Current Pain: 2FA centralization missing; codes funnel to individuals.
· Plan: Use Twilio virtual number + Zapier/Make to route all 2FA codes into a secured Slack channel; prefer “management” app logins where appropriate; fix typos/access provisioning.
12) Reporting & Insights — PD Dashboards
· Current: Discovery Call dashboards exist; product revenue widgets emerging; some default package dashboards added.
· Issue: Data quality depends on behavior (closing, follow-ups, correct pipeline usage).
· Plan: Standardize dashboards; enforce pipeline hygiene; weekly pipeline audits; align reports to KPI pack.

PRIORITIZED ACTIONS (H/M/L)
High
· Fix IC payment logic (no IC stage progress until paid OR add “IC – Unpaid” with chase + weekly report).
· DC pipeline hygiene blitz + refresher training (close no-shows daily; every hot/warm deal has a next activity).
· Centralize 2FA via Twilio → Slack; convert key logins to management accounts.
· Re-enable/replace HealthHub live chat and route to Sales Inbox.
· Advance Heidi ↔ PD API (notes/TP push; appointment pull).
Medium
· Add Person labels (No Package / In Package / Maintenance / Lead heat + Supplier) and define Maintenance follow-up playbook (30/60/90-day cadence + offers).
· Improve PD Products UI tab to show historical orders clearly per patient.
· Reduce WordPress plugin bloat; consider CDN/caching upgrade.
Low
· Replace PD web forms for intake/clinical questionnaire with better UX (keeping guarantee compliance).
· ShipStation PO + auto-returns + auto-print rollout.

RISKS & CONTROLS (snapshot)
· Data fragmentation / duplicate deals → Enforce payment-gated IC logic; weekly pipeline audit; 10-min automation delay safeguards.
· Manual handling (labs/docs) → Automate Drive → PD file push; log exceptions.
· Access & 2FA sprawl → Central Twilio 2FA; privileged access reviews; admin group policies.
· Reporting integrity → Behavioral training + KPI enforcement; Avoma scores tied to coaching & targets.
· Website performance → Plugin rationalization; caching/CDN; monitor SiteGround analytics post-changes.

KPI HOOKS (to wire up)
· DC: calls held, show rate, follow-up SLA, % with next activity, Avoma ≥4/5.
· IC: % paid before booking, IC held, conversion to package, time-to-TP sent.
· Package: appt adherence, lab turnaround SLA, TP acceptance rate.
· Maintenance: attach rate at package end, 30/60/90-day rebook rate, LTV uplift.
· CS: Sales Inbox first response/closure times, chat response time.
— end —
You said:
I need data (NO CONJECTURES - JUST FACTS) on Pipedrive, functionalities in the tech stack and other tools discussed in this transcript.
ChatGPT said:
Perfect — here’s a fact-only extraction of all confirmed functions, connections, and workflows in the Lucy Rose Clinic tech stack from the Oct 29 2025 huddle transcript (no speculation or interpretation).

🧩 SYSTEM: PIPEDRIVE (CRM / Central Database)
Core functions in use
· Holds all patient activities imported directly from Acuity Scheduling.
· Tracks the patient journey through multiple pipelines:
· Discovery Call → Initial Consult → Treatment Package (Thyroid T2 / Body Boss / Freedom Formula).
· Displays each practitioner’s daily schedule in the Activities view.
· Integrates with Aircall for click-to-call and SMS (calls and texts recorded in PD).
· Stores clinical notes and treatment plans manually pasted from Heidi.
· Uses Google Drive for document storage inside PD “Documents” tab.
· Automatically fills templates (e.g., Treatment Plan, Blood Collection Form) with patient data from PD fields.
· Receives orders from WooCommerce via Make automation (~350 products, SKUs and prices).
· Displays these orders in PD fields (currently limited visibility; enhancement planned).
· Connected to Patient Bank through custom fields for lab status updates:
· “Sample Received” and “Sample Tested” dates, fed from Patient Bank.
· Hosts Sales Inbox, pulling shared emails from Team Lucy Gmail account for Customer Support.
· Hosts Chat messages (when live chat enabled) under contact records.
· Provides Dashboards / Insights reporting:
· Discovery Call metrics, Product revenue, and Pipeline health views.
· Supports custom fields for lab and package tracking.
· Access controlled through admin rights and 2-Factor Authentication (being centralized).

📅 SYSTEM: ACUITY SCHEDULING
· Books all patient and practitioner appointments.
· Automatically creates Activities in Pipedrive when booked.
· Sends Zoom links with appointment confirmation emails.
· Appointment types (Discovery Call, Initial Consult, Follow-up) mapped to PD activity types.

📞 SYSTEM: AIRCALL
· Integrated directly into Pipedrive for click-to-call and click-to-SMS.
· Logs every call and text to the PD timeline.
· Used by clinical and support staff for patient contact.
· Planned IVR flow replacement for “Admunsen” system.

📹 SYSTEM: ZOOM
· Meeting details auto-sent through Acuity bookings.
· Recordings and meeting metadata appear in Avoma for AI analysis.

🧠 SYSTEM: HEIDI (AI Notes & Treatment Plans)
· Platform used by practitioners for writing notes and generating treatment plans.
· Current process: practitioners copy content from Heidi → Pipedrive notes.
· API bridge project underway between Heidi and Pipedrive to enable two-way sync:
· Push treatment plans and notes → PD.
· Pull appointment and context data ← PD.
· Heidi’s vendor opened its API to TLRC developers (first external access).

🗣 SYSTEM: AVOMA (AI Sales Coaching Platform)
· Integrates with Zoom and Pipedrive.
· Automatically imports all Zoom calls (Discovery Calls + Initial Consults).
· Uses scorecards for evaluation (e.g., “Initial Consult Scorecard”).
· Tracks individual and team performance.
· Stores coaching notes in “Company Performance Report.”
· Scoring fields include: introduction, pricing discussion, emotional reason identification, reflective listening, and treatment linking.

🛒 SYSTEM: WOOCOMMERCE / WORDPRESS (Health Hub)
· Handles all patient orders and payments.
· Orders push to Outstanding Patient Sample Sheet via Make automation.
· Integrated with Pipedrive Products for order syncing.
· Linked to ShipStation for shipping label automation.
· Hosted on SiteGround with staging environments:
· lucyroseclinic.com.au, healthhub.thelucyroseclinic.com.au, and functional testing site.
· Live chat plug-in currently non-functional after Elementor migration.
· Intake forms and clinical questionnaires built as Pipedrive Forms embedded on site.

🚚 SYSTEM: SHIPSTATION (Dispensary Shipping)
· Integrated with both WooCommerce stores.
· Automates shipping label creation and order fulfilment.
· Syncs shipment data back to WooCommerce orders.

🧪 SYSTEM: PATIENT BANK (Laboratory Portal)
· Stores lab test results.
· Sends PDF results to Google Drive.
· Currently one-way sync (manual upload from Drive → PD by Sheila).
· Project active to automate Drive → PD file push and status updates (“Sample Arrived” / “Completed”).

📧 SYSTEM: GMAIL + GOOGLE DRIVE
· Official communication channels and document repository.
· Connected to Pipedrive for “Documents” tab access.
· Shared inbox “Team Lucy” integrated with Pipedrive Sales Inbox.

🔐 SECURITY / ACCESS CONTROL
· 2-Factor Authentication currently routes codes to personal devices.
· Plan to use Twilio SMS number + Zapier/Make to route all 2FA codes to a secure Slack channel.
· Goal: centralized credentials under “management accounts.”

VERIFIED TOOL LINKAGES FROM THE HUDDLE
	Integration Link
	Direction / Flow

	Acuity → Pipedrive
	Appointment → Activity record

	Pipedrive ↔ Aircall
	Calls / SMS logging

	Zoom ↔ Acuity ↔ Avoma
	Booking links / Call recordings / Scoring

	Heidi ↔ Pipedrive
	(in development) Notes and TP sync

	WooCommerce → Make → Pipedrive
	Orders / Products sync

	WooCommerce → ShipStation
	Shipping automation

	Patient Bank → Google Drive → Pipedrive
	Lab results file delivery

	Gmail → Pipedrive Sales Inbox
	Support email integration

	Twilio → Slack
	Centralized 2FA notification (plan)



Website & Ecommerce (WordPress / WooCommerce)
· The WordPress site was migrated from a prior theme (“Yoga”) to Elementor; migration included a staging → live move.
· WooCommerce is used for online orders and connects to multiple plugins (examples mentioned: Phone Orders, Order Exporter, Address Autocomplete, GDPR Cookie Consent, theme + pro add-ons, a reviews aggregator plugin, legacy Events plugin).
· AccessAlly is installed and “holds the membership database/course content.”
· WP Fusion configuration was referenced in a troubleshooting email and that item was resolved.
· Post-migration, incidents observed include HTTP 500 errors, missing files (e.g., policy page path) and a recurring asset GET request error (shown in SiteGround logs).
· Checkout issues included an eWAY RSP (Responsive Shared Page) flow that asked for customer details, card details, and shipping details again (duplicating earlier fields) → flagged as a poor UX; settings were “reverted on the site” and required matching changes in the eWAY portal.
· Afterpay is used for installment payments and is a separate checkout path from eWAY credit-card processing.
Payments (eWAY, Afterpay)
· eWAY:
· Developer (Pranav) has the plugin API keys in WordPress.
· He does not have account-level access to the eWAY portal (account owner is Finance; Florence provides 2FA codes/access).
· Some historic issues: orders “went through” on the website but payment processing failed at the gateway level (pre-Elementor migration); current RSP flow created extra friction.
· Afterpay: used when customers select installment payments; separate from eWAY credit-card processing.
Hosting / Infrastructure (SiteGround)
· Hosting is on SiteGround; Abbie’s login is a collaborator, not the owning account.
· Sites present: the main website and HealthHub, with staging sites visible in SiteGround’s tools.
· SiteGround panels/logs used include Traffic/Access logs and Error logs (examples shown with NGINX entries and missing asset paths).
· Observed 500 errors, database-related issues during/after migration, and caching-related behavior at checkout.
· Email from the developer proposed a hosting resource upgrade (more CPU/RAM/storage) during ongoing work; the current plan shown in the transcript listed 4 CPUs, 8 GB RAM, 80 GB SSD and a $120/month renewal (custom cloud).
(Exact upgrade deltas were described verbally; the transcript states the proposal to add CPU/RAM/storage while troubleshooting.)
CRM / Integration Roles
· Pranav: external WordPress/WooCommerce developer; built the current site and many migrations; communicates primarily via email/WhatsApp.
· Rafa: focuses on Pipedrive and Make/Zapier integrations (not a WooCommerce dev).
· Miggy: internal dev/connector working “across applications” (Pipedrive, Google Workspace, WooCommerce, etc.), coordinates with external devs, and implements changes after developer guidance.
· Enables IT (historical support during Practice Master era): handled general IT tickets, user provisioning, and first-line issues; escalated to Ben for Practice Master specifics.
Legacy System Context (Practice Master → Cloud Stack)
· Around August, TLRC began transitioning off Practice Master (on-prem/server) to cloud tools because:
· PM was slow with >10,000 records,
· TLRC shifted to telehealth,
· desire for cloud availability/scalability.
· Post-transition, remaining issues center on WordPress/WooCommerce checkout stability and hosting resources.
Access / Security
· eWAY account access is restricted to internal finance (Florence) and uses 2FA; developers use API keys in WordPress but don’t get account login.
· SiteGround ownership is not under Abbie’s user; she has collaborator permissions.
Communication / Process
· Developer communications are dispersed; request to consolidate into one WhatsApp group for TLRC with Pranav to avoid fragmented threads.
· For some issues, developer asked internal team to revert settings in eWAY portal while he reverted site settings in WordPress to match.
· Miggy’s availability window differs from the external developer’s; he suggested after-hours coordination to resolve the WooCommerce/eWAY checkout issue.
Confirmed Integrations / Flows (from this huddle)
· WooCommerce ↔ eWAY (plugin API keys) for card processing.
· WooCommerce ↔ Afterpay for installment payments.
· WordPress/WooCommerce ↔ SiteGround (hosting, staging, logs, caching).
· AccessAlly (membership/course content) operating within the WordPress stack.
· Pipedrive / Make / Zapier handled by Rafa (contextual to broader stack; not the focus of this huddle).
🧩 SYSTEM: WooCommerce / WordPress
Core Function
· Primary e-commerce platform for The Lucy Rose Clinic.
· Handles patient product orders, payments, shipping, and analytics.
· Managed from the WordPress admin panel under WooCommerce > Settings > Payments.
Payment Plugins Active
· eWAY (main credit-card processor)
· Afterpay (installment payments)
· Phone Payments (manual POS for CS team)
· PayPal – present but not yet configured; Lucy requested activation once other payment issues are stable.
eWAY Integration Facts
· API Key and credentials pulled directly from the eWAY portal and stored in the WooCommerce plugin.
· Allowed cards list included Visa, Mastercard, Amex, Diners; Abbie manually restricted it to Visa and Mastercard only to match accepted types.
· “Secure Fields,” “Enable Saved Cards,” and “Sandbox Mode” options exist; sandbox previously used for testing.
· Debug Mode currently OFF; Abbie suggested enabling it to view live API requests.
· Verified refund process:
· Go to Orders → Select Order → Refund via eWAY.
· Order note trail displays every event (creation, payment token, invoice, status change).
Order Creation / Checkout Flow
· Staff process internal orders through WooCommerce > Phone Orders.
· Correct procedure:
1. Search for Customer → Select Products → Apply Coupon (if needed).
2. Click “Create Order.”
3. Then proceed to Checkout as Customer.
· Skipping the “Create Order” step causes:
. Address fields not updating or pulling incorrect data.
. Spinning checkout page / no card fields visible.
· Abbie and Martin replicated this behavior with test users “Bart Simpson” and “Helga Pataki.”
· Confirmed: when the order is created first, checkout and payment succeed; when skipped, address data corrupts and checkout hangs.
· Issue logged for replication testing by Miggy (team tech).
Shipping / Coupons
· Free-shipping coupon code exists (“TLRC Free Ship” / “FREE SHIP”).
· Added via “Add Coupon” → Select Free Shipping → Apply → Recalculate Order Totals.

💳 SYSTEM: Afterpay
· Configured in WooCommerce Payments tab.
· Processes installment payments separately from eWAY.
· Used for patients choosing payment plans; fully functional during demo.

🧾 SYSTEM: Xero Accounting Integration
· Plug-in located under WooCommerce > Settings > Integration > Xero.
· Pushes order/payment data to Florence (Accountant).
· Connection drops whenever Xero changes its API requirements; requires re-login to Xero each time.
· When Florence reports missing payments, standard fix is “Reconnect Xero.”

🚚 SYSTEM: ShipStation (Dispensary & Postage)
· Listed among active plugins in WordPress.
· Two WooCommerce stores feed into ShipStation:
· Store #1 – Health Hub (main patient store).
· Store #2 – Main Website (testing-only packages).
· Orders push automatically from WooCommerce → ShipStation.
· ShipStation interface displays:
· Order queue with timestamps.
· Error flags (e.g., address errors).
· Print Label button for shipping staff.
· Automatic label printing requested enhancement (current process = manual select + print).
· Packaging-slip templates use HTML / CSS; custom edits performed in-plugin.
· Upcoming configuration: International Shipping (New Zealand & UK).
· 2FA enabled; codes go to Miggy (marketing email).

📊 REPORTING / ANALYTICS
· Reporting sourced from WooCommerce > Analytics tab.
· Metrics used:
· Net Sales, Total Sales (per day).
· Product reports (by category / SKU).
· Data viewed directly in-dashboard (not exported unless required).
· Miggy used Analytics downloads previously for error tracing.

🏗️ DEVELOPMENT / PROJECT TRACKING
· Active projects recorded in the shared Tech Projects sheet:
· #21 – 2FA Integration with Slack (added during this call).
· Dispensary & ShipStation Enhancements: auto-print labels.
· Live Reporting Dashboards: on hold due to complexity.
· AI Sales Coaching & Role Playing: active.
· PipeDrive Automation: pending workflow map for customer journey.
· Health Hub Developments: status uncertain (post-migration review).

🔐 ACCESS & SECURITY
· 2FA for ShipStation: sent to Miggy via Marketing email.
· Confirmed plan to implement centralized 2FA relay through Slack (added as project #21).
· OnePass password vault holds access credentials for ShipStation, Scribe, Zoom accounts.

🧠 TRAINING & KNOWLEDGE TOOLS
· Big Tin Can / Brainshark: licensed for role-play and LMS functions; Abbie building courses and certificates.
· Considering Slack-based onboarding automation (workflow triggers → setups for Helga / new hire steps).
· Scribe subscription active for creating step-by-step training documents and PDFs.
· Training videos stored in Slack and Vimeo; Discovery Call training and PipeDrive setup guides already exist.

🧩 INTER-SYSTEM LINKS CONFIRMED
	Integration
	Verified Direction / Purpose

	WooCommerce ↔ eWAY
	Credit-card transactions and refund API

	WooCommerce ↔ Afterpay
	Installment payments

	WooCommerce ↔ Xero
	Accounting push to Florence

	WooCommerce ↔ ShipStation
	Order → label printing / shipping workflow

	WooCommerce ↔ Health Hub site
	Product storefront for patients

	ShipStation ↔ Australia Post
	Delivery service API

	WooCommerce ↔ Analytics tab
	Sales and category reporting

	ShipStation ↔ Slack (projected)
	Planned auto-notification and 2FA integration

	Brainshark / Big Tin Can ↔ Slack
	Planned onboarding workflow and LMS content delivery



👥 INTERNAL CX FACTS (Staff / POS Experience)
· Internal users (CS team, POS staff, Dispensary) depend on Phone Orders form for manual sales.
· Checkout UX impacts both staff and patients; missing “Create Order” step causes operational delays.
· Order notes serve as the main diagnostic tool for CS staff to trace issues.
· Refunds and payment failures handled directly in WooCommerce Orders tab (visible audit trail).
· Address sync bug validated as replicable user error scenario.
· Communication update process: Abbie → News & Updates chat → team test instructions (e.g., “create order first then checkout”).
· Staff asked to stress-test checkout page after fix confirmation.

