Digital Transformation
of the sales process By
creating a digital Twin of

a human Sales Person

- How Gazelle helped create a
digital twin sales process for a
Client Operating in B2B and
B2C Space
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Case Study Snapshot

About the Client

The client has a unique product which essentially is
an Atmospheric Water Generator i.e. which
generates Water from Humidity in the Air.

The client operates in both B2B i.e. Customised large
industrial installations of Atmospheric Water Genera-
tor for private and public enterprises and B2C i.e.
Over the shelf standard products in 5 different
capacity variants for Retail and Bulk Customers
through Direct and Channel Sales.

Problem Statement

In this technologically advanced product the
problem was to answer queries from perspective
Customer at all hours. The customer would login
through the website and and leave details of queries
that they would want on the lead form and then
there would be a delay in getting back to the
customer.
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Key Highlights

An Al-enabled Chatbot that would quickly
answer the queries in the most humanly
possible form.

An ML-enabled bot that would call back the customers and
answer queries on phone and eventually evolve over time.

Key
Highlights

Automatic Demo scheduling with intimation to all
o, stakeholders i.e. both the lead and as well as engineer.

An automatic proposal builder based on customer
customization and automatic sharing with customers.

Transforming the sales process as digital twins of a

salesperson
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Business Requirements

Sales Process Automation
and Evolution

Automating the
Time-consuming Proposal
Building Stage

Provide a collaboration
tool for teams

Self Service and Self
Solution Finding by
Customers

New CRM to fit their
growing business
needs
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Business Challenges

No single place of
unifying all the projects

Speed of digitization
was slow

Series of unsuccessful
attempts of custom CRM
implementations CRM
Supporting extensive
Channel Sales inquiries &

)

Automate Complex Sales

Process Activities
)
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Multiple Sales Processes
going on

Customer-centricity was
missing

Low Visibility of all Customers

Reliant on many third-Party
IT Vendors

Low Tech Adoption
in the Business




Implementation Plan

Leveraging the capability of
sales cloud & service cloud

Marketing cloud connect

Developed a Proposal Builder
which integrates with Finance
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Identification of key pain points
for the client

Engaging with the business
through our architecture team
to develop the solutions

Developed an Al and ML-enabled
Chatbot which answers all queries
and service request

Integrated customized proposal
creation capability in Proposal Builder
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Integrated the Demo Scheduler
for seamless communication of
engineering team and leads

)

Creation of the Retail CRM
CRM solution

)

Enhanced the user interface
through lightning components

D

Implemented strong mobile
connectivity

D

Created a roadmap of
release phases

Establishing an acceptable
level of controls and
procedures over environments

Migration of content from a
legacy marketing automation
system

Developed a collaborative
engagement among the
internal teams of the client
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Impact of Implementation
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Customer Service @%}

Insights and recommendations.

Increased processing efficiency and customer
engagement.

Engagement with a larger audience segment.

Automated email journeys improved referral lead
conversion rates.

Reduction in complexity in the Customer Service
Process.

Improved communications between Sales, Legal
and customer onboarding teams.

All info in one place, and proactive customer service.

Streamlined services to cut unnecessary costs.

R
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Digital Transformation

Streamlined adoption of Salesforce throughout the
Sales Process.

Better sales pipeline information.
Better data quality and improved business insights.

Intelligently captures customer emails &
communication.

Had a single view of the customer that allowed the
client to scale their business.

Fully functioning Sales Cloud instance that was fit for
purpose.

Better Lead Cost

Less Manpower Cost

The retirement of obsolete products.

Increased processing efficiency and customer
engagement.

Reduced number of outbound calls required.

Freeing up staff to allow for more strategic initiatives
and business development.

The new Salesforce instance aligned with business
processes.
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SFDC Implementation Screenshots

Web-to-Lead Forms

Web-to-Lead Setup e c s Page @
Using pre-gxigting pages on your Company's wabsie, you can capl and profile from users and generate new leads in
T T et .
- : SFDC Lead Capturing
First Name I i . . . .
b e — ———— Mechanism for bringing Offline
o e and Online Leads into the
G SalesForce CRM.
Web-to-Lead antlqus Edlt Cmﬁw_ﬁzﬂn
Web.toLead Enabled
MEmnOSTEN.
Default Lead Creator  Ruchika Kaur Narang
Defauit Response Template  AUTO RESPONSE FOR CLEAN WATER

Customer Journey PipeLine

3} LleadGeneration  wome Cromr accaunts v Comact v Lesds v Compaigm v Groups v ConactRequests v Mo ¥ S

£ Hitika wahera s Jil oo oo o > Automatic Lead Scoring through

— — —_— o Al and movement tracking
B e through the entire Customer
Compary  [not providea]) Dl k) o i Sales Journey.
— = Gathe by detads on the beadd fram thi campany's wibsite

Automated Marketing & Sales
Communication

rom: On Behalf Of MORNING DEW
bent: 15 February 2021 15:16

fo: Viedwati Maurya <Vedwati@gazelle.in>

ubject: Buy Now

&

Your ‘Morning Dew’ Details Automatic Communication
Triggers based on Customer

Hi Hitika,

Actions on the Website
throughout the Sales Process.

This is great! Not just for you, but for the environment and
hence for the world.

You want to invest in sustainable and efficient water solutions,

And I can't tell you how happy and excited I am, to see noble
people like you, concerned about Environment and the Future
Generations.

MNow you might have a lot of questions about Morning Dew. I
have tried to answer few of them in the following:

e
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Gazelle information Technology

Gazelle Information Technologies
provides insights and projections
towards any probable or impending
cause of distress arising out of
Supply Chain. It aims to alleviate any
wastage or ambiguity in the process
and hence improve the operations
and the profit of the client.

REGISTERED OFFICE:

RZ-9, Second Floor,

Palam Vihar, Sector 6,

Dwarka, New Delhi 110075, India
Phone: +91-1142484426

Email : info@gazelle.in

Website : https://gazelle.in
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