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1. Abstract

This creative component paper focuses on capturing all data related to customer
communication both before and after selling the product. The project is a customized
salesforce application that helps the sales team in the company to effectively capture various
data points during customer interaction. The two main areas of focus of this project are
contacts and cases. The main objective of this project is to identify and convert prospective
customers to actual customers. Another main portion of the project is to analyze how the
customers came to know about the company which will help us identify the line of marketing to
focus on in order to attract more customers. Emails can be easily sent to multiple customers
directly from the application, and every email will be tagged to the corresponding customer to
track all form of contacts made with the customer. Call logs can also be captured along with
detailed descriptions and events can be scheduled with the customers such as customer visits
with date, time, agenda, and other parameters. Cases help us capture the reasons as to why
customers reach out to the company. Each customer may have multiple cases tagged to them.
Reports are generated by performing data analysis on the case information to identify the most
commonly occurring product issues, number of cases that are currently open, and many other
such results. This information can be used to improve the current product, increase customer
satisfaction, maintain better customer relationships, understand customers better, and perform

data analytics on the captured information to identify patterns and trends.
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2. Introduction

This creative component project is developed for a startup company that sells a unique
agricultural product to farmers to help them grow crops efficiently. Currently the startup uses a
manual method to capture all customer interactions and it is in the starting stages of identifying
potential customers and converting them to actual customers. On analyzing the customer
interactions logs, customer behaviors, product features, value proposition, marketing
strategies, and future plans of the company, | found that in order to acquire more customers, it
is necessary to capture all customer interactions on to a customer relationship management
(CRM) application and perform data analytics on the captured data to identify trends and
patterns. Now a days there are a number of CRM platforms available in the market and | began
by benchmarking Salesforce platform, the World’s number one CRM platform in the market
with other CRM tools. On analysis | found that it is best to implement a CRM solution on the
Salesforce platform due to several factors which are discussed in detail in Table 1. Hence a basic
application was designed, and the detailed project plan was discussed with the company and
once it was approved by them, | went ahead with developing the application. | had scheduled
several one-to-one meetings with the company to understand the current functioning of the
sales framework. This helped me to further research Salesforce solutions that would help solve
the current issues faced by the company. | needed access to several key customer information
in order to identify gaps and issues, so that solutions can be created and implemented in
Salesforce. | was granted access and one of the key findings was the grouping of critical
customer information. If this information can be broken down into categories, then data

analytics can be performed on them to identify trends. Thus, | designed several parameters in
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the contacts and cases pages, to capture this information which in later stages was used in the

homepage, reports, and dashboards to analyze captured data.

3. Problem Statement

The company currently faces several issues at several stages during the customer interaction.

A. The initial stage of converting potential customers to actual customers

B. The second stage of handling customer queries

C. The final stage of retaining customers
At every stage of customer interaction, decisions are made randomly by the company and no
standard approach is followed. The initial phases of customer interaction are very crucial in
understanding the customer and capturing required information in the system. Currently all
customer information is logged in manually and no system is in place. Looking into the various
issues faced, the issues can be categorized as follows.

a. ldentifying potential customers

b. Logging customer interactions

¢. Communicating easily with customers

d. Scheduling meeting events with customers

e. Perform data analytics on data collected

f. Creating cases for issues faced by customers

g. ldentifying which channel is effective for marketing
Customer interactions are currently not tracked systematically, nor is it tagged to the customer
for easy reference. Also, customer visits are handled manually, and this is not tagged with the

customer profile as well. Communications with customers occur in three ways currently via
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phone, email, or in person. It is difficult to select a group of customers and send out an email to
them quickly. These email chains are not monitored and hence customer emails tend to get
buried in the inbox among other emails. These emails, phone, and in person conversations are
not tagged to the customer profile as well. After product sales, customers often reach out to
the company regarding various product issues. The after-sales support system is currently not
in place and is handled currently on a case by case basis. Thus, there is no data being captured

so as to identify any patterns or trends in problems occurring.

4. Literature Review

The research paper by Annie H. Liu., Mark P. Leach., Richa Chugn. (2015) talks about the
development of a sales framework to help businesses in reacquiring customers. This is an
important aspect of business but one which is still neglected by many companies. A study was
conducted on 108 incidents and the four-step sales process was implemented, segmenting lost
customers, analyzing the loss reasons, creating strategy for reacquiring customer, and
implementing the strategy. The four-step process provides a standardized approach to
reacquire customers and helps in increasing the efficiency of customer reacquisition. The paper
published by Luciano Thome Castro., Marcos Fava Neves. (2007) talks about the proposition of
an innovative sales and management framework. In their research they considered three sales
organizations and documented their sales details for over two years. From their analysis they
developed a framework which listed a sequential list of steps on how to plan sales
management. The gaps that they identified among the three organizations were
communication management, conflict management, sales policies, and influence of marketing.

From this paper | found out that the influence of marketing should be captured in the project in
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order to identify the most effective means of marketing for the company. Barton A. Weitz.
(1981) talks about how a salesperson can be most effective when trying to make a sale. He talks
about the various sales behaviors such as familiarizing with customers, identifying factors that
would influence the customers, identifying techniques that would change the customers’
minds, and ways of controlling the customer sales interaction. The sales person has various
resources at his disposal such as customer information, analytical skills, product information,
and interpersonal skills. The author goes on to talk about how the quality of relationship is very
important for making a sale as well as customers’ interest in having future interactions. The
paper by Zoltners, A., Sinha, P., & Lorimer, S. (2008) talks about the effectiveness of a sales
force framework. This framework can be utilized to identify sales force issues and create
corresponding solutions. This framework is best used when the organization is looking for ways
to improve their sales figures. Ferrell, O., Johnston, M., & Ferrell, L. (2007) in his journal talks
about the framework for personal selling and the ethical decision making in sales management.
The author considered both individual and business factors and developed a framework that
accommodates ethical issue handling, organizational culture, intensity of issues faced, and sales
team structure. All these factors are shown to influence any sales related decisions within the

organization.
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5. Benchmarking

Cost

Salesforce VS Hubspot
Salesforce

Paid. Starts at $25 per month for each user.

Hubspot
Free for basic functionalities. Paid for
advanced functionalities. Basic plan

starts at $50 per month.

Customization

Salesforce has almost infinite number of

customization options.

Even paid version has limited

customization options.

Integrations

Large number of products and integrations

can be found on App exchange.

Hubspot offers limited integrations and

few plug-and-play options.

Credibility Salesforce is World’s number 1 CRM Hubspot is less widely used and is
application with 4 million users. estimated to have only around 18000
users worldwide.
Features Salesforce has a lot of features that Hubspot has very limited features as

Hubspot does not have such as forecasting,
sandbox environment, internationalization,

and Customer Contract Management.

compared to Salesforce.

Table 1 — Salesforce VS Hubspot

From the above detailed comparison between Salesforce and Hubspot we can clearly see

conclude the following. Hubspot is in its initial stages of CRM and has a long way to go.

Salesforce is the World’s number one Customer Relationship Management platform and is
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implemented by four million users including many Fortune 500 companies. The initial
investment in Salesforce is higher than that of Hubspot, but the long-term benefits outweigh
the higher costs. The large number of customization and integration options along with the
features that Salesforce offers, | concluded that it is best to implement the CRM solution for

this startup company using Salesforce platform.

6. Methodology and Design

In developing a custom application for the startup company there are two approaches that |
had, one was to go with creating custom objects and the other one was to make use of
standard objects and creating customized page layouts to modify the standard objects to
function according to the business needs of the startup. | went with the second approach as it
provides more flexibility to create page layouts and within the timeframe of one semester for
my creative component, | could add more functionalities to the project and provide more tools
and dashboards that would improve customer relationships, identify frequent product issues,
and perform data analytics on the various information captured on customer interaction. Figure
1 Shows a screenshot of the Contact Page from the application. Here we have captured all the
customer information including personal address and farm address which might be different as
in most of the cases. The “Level” field captures whether this contact is a Primary contact who
can make purchasing decisions or whether this contact is Secondary and reports to a Primary
contact. In case of a Secondary contact, the name of the person to whom he is reporting to is
captured in the “Reports to” field. This helps us to capture the hierarchy in the customer’s
organization and helps us tailor our sales approach accordingly. The “Lead Source” field

captures how the contact found out about the company and this helps us to identify the

www.manaraa.com



marketing channel that would be most beneficial for the company to invest in. The
“Description” field at the end of the contact page can be used to capture any information about

the customer that cannot be captured in any of the above attributes.

Contact

E Mr Andy Young =

Title Aocount Name Phone (2} w Ermail Contact Dwner
SVPR, Operatlons Dickenson plc (785) 241-6200 a_young@dlckenson.com t_'\ Allan Francls g

| | Related Detalls News
Contact Cwner Phone
& Allan Francs (785} 261-6200
Mame Mobile
Mr Andy Young (785) 265-5350
Account Name Fax
Dickenson plc 123456789
Title Ernail
SVR, Operations a_young@dickensomn.com
Level
Prirnary
Mailing Address Other Address
1301 Hoch Drive 1301 Hoch Drive
Lawrence, K5 66045 Lawrence, K5 66045
usa USA
Birthdate Reparts To
Rose Gonzslez
Lead Source
Phone Inquiry
Created By Last Modified By
7 Allan Francls, 10/2/2018 12:58 PM 4 Allan Francls, 11/13/2018 £:53 P\
Description

Figure 1 — Contact Page
The design of cases page can be seen in Figure 2. In this page we capture the cases, which is
nothing but the issues for which the customer reaches out to the company. This is often related
to issues with the product, maintenance issues, and queries regarding the product. Every case
that is created in the salesforce application has a unique case number that is auto generated by

the application. The status of the case is displayed in the “Status” field which can be “Open”,

“Closed”, or “In Progress”.

10
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Case Owner

© Asan Frands

Case Nurmnber

00001000

Contact Mame

Rose Gonzalez

Account Name

Burlington Textlles Corp of Amerlca

Product

GC5040

Type

Electrical

Web Email
abc@burdington.com

Web Mame
Date/Time Opened
10/2/2018 12:58 PM

Created By
£ Allan Francls,
10/2/2018 12-58 PM

Subject

Starting generator after electrical fallure

Description

Status

Closed

Priarity

High

Contact Phone
(512) 757-6000
Contact Email
rose@edge.com
Cage Origin
Phone

Case Reason
Equipment Complexity

‘Web Company
Burington
‘Web Phone

Date/Time Closed
B8/13/2017 11:59 AM

Last Modified By

£ Allan Francks,
11/13/2018 5:04 PM

Figure 2 — Cases Page

Each case has a priority field which will display the various priorities of the cases such as high,

medium, and low. Each priority will have a defined SLA agreement that will have to be met. For

example, a high-level case will have to be addressed within twenty-four hours, and a medium

level case will have to be addressed within 72 hours, and so on. The contact name who owns

the product is captured in this page, so that it can be tagged along in his contact page. Several

other information such as product id, case reason, case category, and timestamps of opening

and closing the cases are captured in the application. Based on the timestamp, the age of each

case will be calculated, and thus the cases which do not meet the SLAs can be escalated.
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7. Framework

We clearly saw in the previous section how contact information and case information are
captured and stored in the system. In this section we will focus on how the information stored
in the system can be used by the startup company. In Figure 3 we can see a screenshot of the
dashboard that has a collection of charts developed from various reports that were created

from the data collected in the salesforce application.

Q DASHBOARD

Case Dashboard

Open Refresh Subscribe

), Last refrashad 14 days ago. Refrash this dashboard to ses the istest data.
As of Nov 3, 2018 4:14 PM-Vizwing 3s Allan Francls

Case Reason = Case Priority o Case Status

as0 Reaton Prinoty Status
a ot
lecord Cou New @

Closed @

Record Count Equipment Design @ Recond Count Hgh @

Installation Medum @
Parformance @
Feodback @
Equipment Compl.. @
Broakdown W

Other @

Low @

View Raport (Cases Report 5) View Report (C3ses Repont 3) View Repor (Case Stats)

Figure 3 — Dashboard Design
The case reason funnel chart is the first chart on the dashboard and it shows the breakdown of
various cases based on reasons. | picked this chart for the dashboard because the product is still
in its research and development phase and monitoring the reasons for which customers are
reaching out to the company is essential to track how the product is performing in the field. For
example, if more and more customers are reaching out for a performance issue, this
information can be used to tweak the performance of the product and thus reduce this issue

from reoccurring in the future. If more customers report installation failure, then the company

12
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can focus more on installations to reduce such issues. The second chart is the case priority
donut chart which shows the various cases according to its priorities. | picked this chart for the
dashboard because it is very important for the sales team to know the number of high, and
medium cases being recorded every day. This will help them track whether the product is
having any critical system failures and help prevent customers from leaving the company due to
product dissatisfaction. This information will also help the sales team members to prioritize
their work for the day as different priority cases have different service level agreements (SLAs)
to meet. For example, high priority cases have an SLA of twenty-four hours, medium priority
cases have an SLA of two to three days and low priority cases have an SLA of five to six days.
This is very useful for the sales team to assign various cases based on priorities to sales team
executives and also helps the company to track whether SLAs are being met. The case status
donut chart shows the number of new, in progress, and closed cases. | picked this chart
because it is very important for the sales team to constantly handle customer issues with due
diligence to keep up customer trust and loyalty. If the number of new cases keep piling up, it’s a
very important flag to the sales team, saying that the team must work faster, or even that it is
time to expand the sales team in the organization to handle more cases. This will enable the
sales team to closely follow the number of cases that are open and in progress and prioritize
their daily tasks accordingly. This would also help the sales team manager to identify and track
how many cases are handled by various sales team members and even assign bonuses based on
the number of cases being closed by each member.

Figure 4 shows the four methods of customer interactions that are captured in the salesforce

CRM. The first part is the creation of a new task with the customer which can be any task such

13
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as sending a quote, showing a demo, and so on. Such random tasks can now be captured in the
salesforce system and this will be tagged to the customer profile, along with due date and
status of the new task. The second activity is the creation of a new events that happen with the
client such as business dinners and farm visits. These events can be scheduled with start and
end dates, and location. This event can also be tagged to a specific customer and then can be
assigned to any of the sales agent. The third activity is the call log wherein every call with the
customer is logged into the system along with subject of the conversation, comments, and
which sales executive made the customer call. These call logs are attached to the customer
profile as well. The final activity is the email functionality wherein emails can directly be sent to
one or multiple customers and every email will be tagged to the corresponding customer
profile. Thus, all these activities will be tracked in salesforce so that every customer interaction

can be used for analysis.

14
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Mew Task  MewEvent  Loga Call Ermnall MewTask  MewEvent LogaCall Emall

Sastpeet
Farm it Q
Send Quats Q
* Start
Ciue Date Oate Time
141402008 - 11/a/208 B rooPw @&
Mamie Ena
Date Tima
[ Andy Young * 11/3/2018 & a0 @
Related To AnDiay Dvera
E w Search Accounts Q
Hame:
* Asslgned To [0 anoy veung x
3 adan Francss 2 Paiatea Ta
E w  SBRTH ALTOLL
* Status
* Asaigned To
In Progress -
E. Angn Franch "

-

Mow Tank  Mew Event  Log s Call Ernall MewTak  New Beent  Loga Call Ermuil
Subject TFOM aman Franchs car@lastate. sous .
can Q
Ta E) snay veung [
COMmmisns

Hame
[ anoyveung X Fomt . « BI YU A- i kR A =
Ruelitied T8 =1
Ev Sagech Accounts Q
Pemwtrtd by Sabesfone
impcl i sakasoroe. oo

#un o8d
L]

E ¥ Spaecn ALoounts Q

Figure 4 — Logging customer interactions
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8. Results

The Home page consists of Case Dashboard, Lead source and Categories charts, Recent
Records, and Contacts and Cases objects. This Home page would be displayed to the sales team
who will reach out to potential customers. When the sales team representative log into
salesforce, he will be able to see a snapshot of the status of cases, and contacts. The first chart
on the report shows a funnel chart representing the various case reasons for which the
customers have been contacted. This chart will help the user understand the recurring case
reasons and can help identify any patterns or trends in the issue. For example, if the product is
constantly having a performance issues, the user can clearly see an increased number of cases
in the Performance reason. This can be communicated to the product development team which
can investigate this recurring issue and prioritize research and development activities. The
second chart on the case dashboard is the case priority chart. This priority is assigned by the
sales user who communicates with potential customers via email or phone. Some cases require
immediate attention from the company and hence will be marked as High. Lower priority cases
can be marked as medium or low based on the criticality of the issue. This chart will help the
user prioritize how much attention he needs to give to the various cases. High priority cases will
often need to be addressed within a short span of time and will need to be closed as soon as
possible. Various SLAs can be established for the various case priorities as desired by the
organization. The third chart on the case dashboard is the case status, wherein the sales person
can see number of cases which are currently open, closed, and in progress. This helps the user
to immediately jump on to open and in progress cases and close those cases soon. This would

be very helpful to the organization as well, because there is an age parameter for all cases,

16
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which shows how long a case has been open. Hence if an open case, or an in-progress case is in
the same status for a long time, it clearly indicates that there is a major issue for which the
solution has not yet been identified. This is quite important in case of this unique product
company as not all problems have solutions yet and the final product is still in the research and
development phase. Lead source chart shows how the potential customer came to know about
the company. This chart shows the most effective ways of reaching out to customers and it
helps to easily identify mediums that work in which the company can invest in marketing. For
example, if most customers find the company online and reach out to us, we can focus on
investing in an online ad campaign on social media to multiply the chances of reaching out to
more customers. The final chart displays the various categories of cases that have been created.
The recent records section provides the list of recently accessed contacts and cases. This is very
useful to the sales user especially if he had logged out of salesforce and logs in again after a
while. This section helps him to quickly resume the work from where he left off. The contact
and case objects provide an easy access for the sales user to quickly access contacts list and
create cases right from the home page. A detailed view of both these pages can be found in
Figures 1 and 2. Thus the company will be having the following benefits:
i. Improved customer service

ii. Increased customer satisfaction

iii.  Higher customer retention

iv.  Higher product sales

v. Trend / pattern identification

vi.  Increase marketing efficiency

17
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&» Mlw | Q SesrchSalesforce fe?2&a @

i Service Home Chatter Accounts v Contacts v Cases v Reports v Dashboards v o
oA Open | Refresh  Subscribe | ||
Case Dashboard Lead Source
As of Nov 3, 2018 4:14 PM:Viewing ss Allan Francis W @
Word of mouth @
Exteral Referal @
Case Reason Case Priority Case Status Partrer @
Public Relations @
Priortty Trade Show @
Hgh @
Medlum @
Low ®
As of Today at 3:42 PM C'
View Report (Cases Report 5) View Report (Cases Report 3) View Report (Case Status)
E: =
- N Import /Add to Car 1/
my
All Contacts = " e
5. Q Search this list &> C
NAME T v ACCOUNT NAME v TImE v PHONE v EMAIL v CONTA.. v
1 Andy Young Dickenson plc SVP, Operatlons (785) 2416200 a_young@dickenson.com Afran v
2 Arthur Song United Ol & Gas Corp. CEO (212) 842-5500 asong@uog.com AFran v
3 Ashley James United Ol & Gas, UK VP, Finance 44,191 4956203 ajames@uog.com AFran v Ve et MUEBRINE
4 Avi Green United Ol & Gas Corp. cFo (212) 842-5500 agreen@uog.com AFran v A
5 Babara Levy Express Loglstics and Transport SV, (503) £21-78 b. AFran v
ﬂ N Change Owr
taewy .
My C ew iange Owne:
10. Q_ Search this list.. g [l
bymy
CASE.. TV CONTACTN.. Vv SUBJECT Vv STAT.. v PRIOR.. Vv DATE/TIMEOPENED V CAS..\
1 000010... Rose Gonazal... Starting generator after electrical fallure Clos... High 10/2/2018 12:58P... AFran v
2 000010... Avi Green Performance Inadequate for second consecutlv... Clos... High 10/2/201812:58P..  Afran v
3 000010... Stella Paviova g New Low 10/2/2018 12:58 P... AFran v
% 000010... Babara Levy Easy Installation process Clos... Low 10/2/20181258P..  AFran v
5 000010... Babara Levy Malntenance guldellnes for generator unclear Clos... Medlu... 10/2/2018 12:58 P... AFran v View All
lew
6 000010... Josh Davis Electrical clrcult malfunctioning Clos... Mediu..  10/2/20181258P..  AFran v
5 4 000010... Edna Frank Generator assembly Instructlons unclear Clos... Low 10/2/2018 12:58 P... AFran v
8 000010... Tim Barr Structural breakdown of rotor assembly Clos... Medlu..  10/2/20181258P..  Afan v
9 000010... Tim Barr ‘Customer service for portable generators needs ... Clos... Low 10/2/2018 12:58 P... AFran hid
Ashiey James Mechanical malntenance guldelines for generat... 10/2/2018 1258 P...

Figure 5 —Home page

9. Limitations

Although this application helps solve various problems faced by the company, there are certain
limitations to the proposed solution. The first limitation would be the volume of data currently
available with the company. Since this is a startup company, the number of customers is

currently very limited, and the dashboards and reports work best with a large volume of data.

18
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This limitation would however be minimized as the company grows and caters to many
customers. The second limitation would be the cost of maintaining the created salesforce
solution on the salesforce platform. As the sales team of the company grows, the number of
licenses needed for the authorized users would increase. This means that a greater number of
user access should be purchased from salesforce that would eventually increase the monthly

subscription fee for the company.

10. Conclusion

This creative component project will help the startup company handle customers who could be
lost to competitor’s better pricing, better value, better customer service, and better marketing
strategy. The contact and case objects would increase the level of customer satisfaction and
would capture as much as information possible regarding the customer and customer
interactions, in order to deepen our understanding about the customer and to perform data
analytics on the captured data. The data analysis helps us to generate reports and dashboards,
from which the information collected could be analyzed thoroughly to identify any patterns or
trends. Recurring problems can be identified easily, areas of improvement for the product an
be found, potential customers can be identified, cases can be prioritized based on its criticality,

and all customer communications can be captured and tagged to the customer contact page.

11. Recommendation

Based on the detailed analysis of the startup, findings in this research, and the project
developed in this creative component, | would like to make the following recommendations to
the startup. It is mandatory for the company to invest in salesforce, which is the best suited
CRM application for the company. This customized CRM solution developed in this project

19
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should be implemented in the company to document every customer interaction and track
every communication made with the customer. This will help the company to better
understand the customer and be very close to the customer in terms of understanding. The
marketing channels should also be focused on as the next phase for the growing startup would
be to multiply its customer base by attracting more customers. Hence various tools available in
salesforce for improving marketing should be utilized. By implementing this solution in the
startup, the company can convert more prospective customers to actual customers, perform
data analysis on the information captured in contact and cases and identify patterns, trends,
and areas of improvement, and perform various activities to improve customer interaction,

product sales, and after sales support.

12. Scope for future research

Einstein Al is a new business intelligence feature in salesforce framework that uses artificial
intelligence in the organization’s dataset. It can be implemented in the project as an extension
to the existing work to improve data analytics and get more accurate forecasts and predictions.
Einstein Al works best with a large volume of data and hence it is best for the organization only

after it has obtained a large volume of data.
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