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Our Customer What bothered them )

Design and distribute infant sleep accessories
for infants and toddlers, that use "Deep Touch"
science. This technique extends the security of
parental touch, allowing parents to rest and
recuperate between cuddles. Babies sleep
easier and longer within 1-3 nights

Our customer was following

2 different processes to monitor
the business — one for product
management and another one for

managing customers. Multiple people

needed to work in synchronization on ’
different prospects making it difficult to
monitor and control. Using different
systems, reviewing and replying to queries
from customers, managing order

processing and logistics issues was taking

a lot of their time.
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Technology that Impacts Business

What we did

The customer wanted a system that can manage following:

v Adding previous cases from their previous instance v~ Handling cases, passing them to needed
(Desk.com) Support Rep, reply to queries, inquiries, etc.

v~ Adding products, previous orders & order history from v Management of all this in a single frame.
Shoplift

v~ Automatons for sending emails.

All of these was achieved by using Salesforce Service Cloud feature.

Aress built a robust system, that is simple to operate by resources with minimum number of clicks. The
entire implementation process was conducted using an iterative and agile methodology. There were
intermediate checkpoints through - show and tell session, to capture users’ feedback. Service Cloud
features used by Aress for this project are:

1. Case Management:
Tracking of cases that are created/updated as per the needs of customers, until they are closed.
Customer issues are usually captured and tracked as cases. Cases can be further classified as: -

v Email-to-Case v Web-to-Case v Escalation & Auto Response
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Technology that Impacts Business

What we did

2. Knowledge Management:

Here the users can edit, create and manage the content. Knowledge articles are documents of information.
Customers can go to the company’s website and search for solutions. Knowledge articles can be associated
with a case before it is closed unlike solutions. A separate license needs to be purchased to use this feature.

3. Service Console:

Agent console provides unified agent experience. It reduces response time by placing all the information
together. In a console, you can find everything from customer profiles, to case histories, previous order history
—all in one place.

4. Live Agent:

Live agents deal with 1:1 customer interaction. Agents can provide answers faster with customer chat and
keyboard shortcuts. They stay totally connected to the customers as their team members are alerted
immediately to get the issue resolved. Also, it makes the agents smarter and more productive in the process
with real-time assistance. This in turn improves customer satisfaction.
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Technology that Impacts Business

Benefits realized by the customer :

Case Details v
Nesting of all case related information: Cthar Comments Priccity
It helps customer’s Support Reps to get all needed information on the | £ e
same page & doesn’t needs to hover over to another tab or page if A — '.
anything needed. Last Name
Wb Ermacl

- k. i

@2 B

sales@srucoh.com

Service Console

Cate Murmboes
o 00189591
Hm E v Py LAfdale ke Case € i

Sfe Homs - Sorted by Last Modifiod Dute - Filtersd by sl cases - & mons filters applied - Updsted s few seconds ago g @~ © £ @ 7T Case Assignment Queue

Description
Cate ... ~ Daik,, » ConlastMa. »  Subjest v DalelTirme .. “w LagtMad.,., 4w S0 w  Code Owhed.. ~  Creabed Al o Hell
o,
| I:I 0018359] wwhokesale In 3/31/20203:5 3)31/2020 3:5 Mo Cang Assigrimg -
2 OO1ESES Frainz Victoria Exchangas 3/31/20203:3 3/31/2020 3:3 M Case Assigrime - My name is Israed frorm Srucoh Company, We

recently found your products
online and are interested in opening a
wholesale account with you.

O18%58S Ensten Tuden Haburn 313112020 2:0 231/ 2020 20 Fow Case Assignme w
i 0018959 ATTEMTION 33172020 1:3 3{31/ 2020 1:2 Fow Case Assignme *

5 DO1E95TT Chill Hamir 3/31/2020 1:2 3/31/2020 1:2 Plarn Casg AsHgnme -

[ Q0189575 3131/2020 12 3/31/2030 12 Mirs Cane Assigrimig - I yOu could please send us a copy of your

catalog and price list, anmy

papenwork needed to open an account, and
what you look for as a minimum

opening order we would greatly appreciate it.

T QO18%552 Armanda Cearn Exchange fe 331202012 231/2020 12 P Case Assignme w

B 00189550 Cancalipg Oe 3{31/2020 12 2/31/2020 12 M Case Assigrnime *

9 QO1B9565 Erik Higsd hanrs Exchange MNB 3/30/2020 11 3302020 11 o Casg AsHgnme -

10 Q0189563 Eatalyrin Rourke Raturn 330/2020 11 3/30/2020 11 P Casg AsHgnme -

11 00189562 Caithyn Bearger 330/ 2020 11 3/30/2020 11 Mow Case Assigrnme w

12 QO18%350 Laurne Loving Habur 3307202011 330202011 Fow Case Assignme *

e | | . Nesting of all case related information:
13 DO1E55S Shanman Thamp Heburn 3302020 10 3{30{2020 10 Mow Caso Assgnme - ,
& DO1E9552 Ashloy Dilevor Exchange 3/30/2020 10 3/30/2020 10 P Cane Assigrimie - |t helps CUStomer S Support Reps to get G” needed
15 0185548 Hon Prejean 1 recediad ain 3130/ 2020 16 3/306/2020 16 Miw Cade Asdigrime - iﬂformq‘tion on the same pqge & doesn’t needs
16 DO1E5530 Jessica Lybeook R Yighar cart 330/ 2020 95 330/ 2020 95 Mew Case Assignme * tO hover over tO CInOtheI’ tCIb or pqge If Clﬂythlﬂg

17 Q0189535 N Prosduct 2/30/ 2020 9% 230202085 Mo [ 7 .d.ssignmr: r
needed.
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Technology that Impacts Business

Knowledge

Benefits realized by the customer

Knowledge v
Displaying history of products ordered:

On the same page, the customer’s Support Rep will be able to look for the history of
transactions of customer as well as conversation that have happened in past.

TL -

Suggested Articles

Latest Post
est Posts 10 Results - Sorted by Relevance

Interactions Emails Al Updates International customer has not yet recei

QOD001074 - Validated -
Last Published Feb 26, 2020 6:03 AM

-

[srael Cahen
L] To: customerservice

Order has been delayed by USPS - Onde... |
000001132 - Validated -

——" Last Published Feb 26, 2020 6:03 AM

My name i5 15rael from Srucoh Company. We recently found your products onling and are interested

: . . Customer wants to meodify shipping ad...
n opening a wholesale account with you T e Ml P e L

Q00001124 - Validated -
Last Published Feb 26, 2020 6:03 AM

If you could please send ws a copy of your catalog and price list, any paperwork needed to open an
account, and what you look for a5 a minimum opening order we would greatty appreciate it

Forgot to apply discount code at checko
000001107 - Validated -
Last Published Feb 26, 2020 6:03 AM

Please feel free to contact me at 800 3TB-2056 with any |:|IJE-'51!iElF'|5

Thank you in advance for your time and 1 ook forward to hearing from you.

Israel Cohen
Cnamar
Srucoh Company

hitp: // www.srucoh,com/ Kn owledge Articles:
The customer’s support rep can check for the solutions to
queries raised from customer then & there itself.

Return instructions:

i E‘l_'[_:-l:,' i, E“l_'pl:,' Al — Farsand i Commant
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Technology that Impacts Business

Business Value Realized by Customer...)

Now, everything is migrated from the 2
systems earlier used by the customer. All
the data is available in one platform now
developed using Salesforce Service Cloud
- Order Information, Customer / Case
information, Interactions, & assigning
cases to Support Reps. This has resulted
in faster turn-around, increased
productivity for our customer. The new
system is helping in achieving improved
customer experience.




