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Introduction



Project Introduction

In the enterprise world, CRM acts as a backbone in running the business - from
sales, marketing to customer service. With the advent of distributed computing,
ML &Al. The focus has moved to how devices & apps can make the life of the user
more productive by understanding the users context. Every process in a business
is being digitized at an ever increasing rate. This rapid shift means customers
are looking to move away from monolithic suites that perpetuate disconnected
datasilos and expensive custom extensibility frameworks to real time contextual
applications which serves the role & job at hand.

As a part of the Dynamics 365 team. The theme of the project is to envision
the future of CRM systems. The project aims at understanding the core CRM
Business need, Identify opportunity areas and future map scenarios to build
modular business applications on mobile that are part of a connected data graph,
enabling Al and extensibility that spans the customer’s business process needs.
Leveraging on Microsoft products such as Office, Cortana Intelligence Suite,
Dynamics, Microsoft and LinkedIn graph.



National Institute of Design

The National Institute of Design (NID) is internationally
acclaimed asoneofthe foremost multi-disciplinary institutions
in the field of design education and research.

NID has also been declared as ‘Institutions of National
Importance by the act of Parliament, by virtue of National
Institute of Design Act, 2014. NID is recognized by the
department of scientific and Industrial Research (DSIR) under
ministry of science and technology, Government of India, as a
scientific and industrial design research organization.

NID has been a pioneer in design education and is known for
its pursuit of design excellence to make ‘Designed in India,
Made for the World’ a reality. NID graduates have made a mark
in key sectors of commerce, industry and social development
by being catalysts and through their thought leadership.




NID, R&D Campus, Bangalore

NID’s R&D Campus at Bangalore was set up as a joint initiative
of the Department of Industrial Policy and Promotion (DIPP),
Ministry of Commerce and Industry and Ministry of Information
Technology, Government of India and was inaugurated in
March 2006. Currently 5 programmers are offered from this
campus which include Interaction Design, Information Design,
Design for Retail Experience, Universal Design and Digital
Game Design.

NID’s Research & Development Campus addresses the
immediate need for an exclusive Design Research Centre in
the country, by fostering the creative design spirit and sighting
new opportunities and frontiers through NID’s design acumen
nurtured over the four decades of intense teaching-learning
process.
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Interaction Design at NID

The interaction design program at NID would focus on aspects of design
and behavior of various forms of digital products ranging from mobile,
web based to dynamic ones in gaming, education, transportation,
healthcare, banking, retail and other domains.

This programis offered as a two and half years Master of Design program
in interaction design. This program educates the students on concepts,
theories, practices and processes in the area of interaction design.
The design projects and courses aligned for the various semesters
progressively move from being able to communicate concepts, web &
mobile platforms, to dynamic interactive interfaces and finally to look at
product appliances & interfaces with strong relationship to physicality
of the space context.

The program is a research driven and provides importance to various
dimensions/aspects of interaction design: Sensory-perceptual -
cognitive - behavioral and sociocultural-aesthetic etc.



Microsoft R&D, India

Microsoft India Private Limited is a subsidiary of American software
company Microsoft Corporation, headquartered in Hyderabad, India.
The company first entered the Indian market in 1990 and has since
worked closely with the Indian government, the IT industry, academia
and the local developer community to usher in some of the early
successes in the IT market. Microsoft currently has offices in the 9
cities of Ahmedabad, Bangalore, Chennai, Hyderabad, Kochi, Kolkata,
Mumbai, the NCR (New Delhi and Gurgaon) and Pune. Increasingly,
the company has become a key IT partner of the Indian government
and industry, supporting and fueling the growth of the local IT industry
through its partner enablement programs.

Microsoft India Development Center (MSIDC) is Microsoft’s largest
software development center outside of their headquarters in Redmond,
Washington. The MSIDC teams focus on strategic and IP sensitive
software product development. Microsoft takes mega city office space
in Bangalore
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To Design CRM* of the Near Future and build a modular
business application on mobile
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What is a CRM System? ......c......

“How you gather, manage and use information will determine whether you win

CRM stands for customer relationship
management. It’s a category of integrated,
data-driven solutions that improve how
you interact and do business with your
customers. CRM systems and applications
are designed to manage and maintain
customer relationships, track engagements
and sales, and deliver actionable data—all in
one place.

What can a CRM System do?

CRM  solutions streamline processes
and increase profitability in your sales,
marketing, and service divisions. A strong
CRM solution is a multifaceted platform
where everything crucial to developing,
improving, and retaining your customer
relationships is stored. Without the
support of an integrated CRM solution, you

or lose.” -Bill Gates

may miss growth opportunities and lose
revenue because you’re not maximizing
your business relationships.

Imagine misplacing customer contact
information, only to learn that your
delay pushed your client into the arms
of a competitor. Or, picture your top two
salespeople pursuing the same prospect,
resulting in an annoyed potential customer
and some unfriendly, in-house competition.
Without a centralized program where
your people can log and track customer
interactions, your business falls behind
schedule and out of touch. [1]

CRM target audience

CRM systems attempt to serve three
pipelines in any business - Marketing, Sales

and Service.

Marketing - With the rapid boom of
modern technology and spread of social
media channels, customers have become
increasingly fussy, discerning and tech-
savvy. They know what they want, they
have a wide choice, and they are not to be
fed with justanything.Instead they demand
personalized and diverse ways of engaging
with products and services.

And that is why the good old method
of targeting all with one message is not
working any more. In fact, according to
the 2013 Online Personal Experience study
released today by Janrain, 74% of online
consumers get frustrated with websites
when its content, offers, orads have nothing
to do with their interests.

Oneofthe mostdifficulttasks for marketers’



is to look through all of the customer data.
In order to get a response from potential
customers that are most likely to buy,
marketers need to send out messages that
appeal exactly to them.

Fortunately, CRM software helps marketers
to sift through contacts and target
potentially profitable customers. CRM
software contains various information on
the customer behavior and preferences,
which allows to take informed actions
that will improve prospect awareness and
customer satisfaction.[2]

CRM can help analyze whether your
campaigns were successful and yielded any
results. This takes out all guesswork and
opinions and helps you only focus on those
campaigns that were the best performing.

Sales - When valuable information about
customers, prospects, and order details is
scattered across spreadsheets and email
accounts, it can be impossible to find what
you need. CRM software centralizes that
information and makes it accessible to the
entire sales team.

It helps in prioritizing most promising and
important deals, assign leads as they come
in, and set up automated reminders to
follow up. Staying on top of things ensures
that important prospects don’t slip away.

CRM reporting and analytics help review
a team’s sales numbers, pipeline, and
activities. With many CRM platforms,
you can compare actual sales to quotas
and easily pull up your sales history, lead
volume, and the common traits of stalled
deals. [3]

Service - Customer Service consists of
contact handling and executing basic
customer transactions. For better or worse,
this is your basic call center, often viewed
by executives as the complaint department
and a necessary nuisance. Even this function
is quite profitable in that it retains the
revenue of customers that otherwise would
take their business elsewhere. On average,
the revenue retained from handling a
complaint is two to five times the loaded
cost of handling the contact alone.

Strategic Customer Service not only
addresses basic service contacts and
transactions but also includes three other
activities within the contact center context:

« Gathering Voice of the Customer (VOCQ)
information, quantify the revenue cost
of inaction and inputting the VOC into
other departments

« Creating customer engagement via
microbursts of emotional connection
(usually in 20-40 seconds)

« Preventing future contacts and
delivering additional value via education

CRM is often viewed as a software system.
lts impact goes far beyond software to
include - Tracking and managing customer
purchases and contact at majortouch points
including the phone, email, chat and social
media. Customer history and segmentation
information is provided to the Customer
Service Representative (CSR) to identify the
most appropriate sales offer and manage
the sales process. Surveying customers
after the contact. The results are included
in the database for reference by the next
CSR. While customer history guides sales
activities, almost all CRM activities are still
reactive. [4]

CRM  helps in understanding the
customer’'s experience across all silos.
|dentify opportunities for the company
to be proactive. Expand the Voice of
the Customer to include events that the
customer often does not communicate.
Create online communities to provide
support, fun, content, and engagement and
to gather ideas from the customer base.
Become preventive by identifying potential
customer unpleasant surprises and needs
and warning the customer on the website
and via onboarding videos and literature.



History of CRM Systems /...

The first CRM software programs were
one-dimensional where filing cards with
customer details were filed and used. Today,
information technology has revolutionized
this type of software. But its basic goal
remains the same: using customer data to
create sales. [5]

There have been five milestones thus farin
the evolution of CRM software:

« Enterprise products

«  Web-based solutions

+ Cloud-hosted technologies
« Social media applications

« Mobile technologies

« Artificial Intelligence

We see how CRM systems evolved from
physical Rolodex to systems with complex
capabilities[Fig.1linjust30years. Thesedays
CRM systems have become the backbone
of any medium and large enterprise, used
to keep track of mainly three verticals -
marketing, sales and service.

[Fig.2] tries to map down major
technological milestones and see how
CRM systems adapted to them.
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Phone Integration
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Reporting and Analytics

Sales Tracking

Email Integration
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Chat and Social Media

&

Marketing Automation

Fig 1. Functions of a CRM system
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Annual surveys or by front-line asking
- Rolodex used to keep contacts
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Database Marketing. Term CLV
coined, shift from quarterly profits to
the long-term health of relationships

ACT!is released based on the principle
of digital Rolodex, well-shaped
contact management service

Trying to maximize the lead potential,
first CRM product Siebel Systems
launched

Term CRM becomes popular thanks
to the work of Siebel, Gartner, and IBM
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Fig 2. History of CRM systems
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Typical Sales Process

A sales process is a set of repeatable steps
that your sales team takes to convert
prospects into customers. Building a sales
process is absolutely necessary to your
company’s success, and is perhaps the
most important thing you can do as a sales
manager to impact your team’s ability to
sell.

The seven steps of the sales process
provide a good outline for what you should
be doing to find potential

customers, close the sale,

and retain your clients for

repeat business and

referrals in the future.

1. Prospecting

The first of the seven steps in the sales
process is prospecting. In this stage, you
find potential customers and determine
whether they have a need for your product
or service—and whether they can afford
what you offer. Evaluating whether the
customers need your product or service
and can afford it is known as qualifying.

2. Preparation

The second stage has you in preparation

Sales Stages

TRosPECTING | QUALTFYING TRESENTING

for initial contact with a potential customer,
researching the market and collecting all
relevantinformation regarding your product
or service. At this point, you develop your
sales presentation and tailor it to your
potential client’s particular needs.

3. Approach

Inthe approach stage, you make first contact
with your client. Sometimes this is a face-
to-face meeting, sometimes it's over the
phone. There are three common approach
methods.

« Premium approach: Presenting your
potential client with a gift at the
beginning of your interaction

« Question approach: Asking a question
to get the prospect interested

« Product approach: Giving the prospect
a sample or a free trial to review and
evaluate your service

ClLostig Nor.Tor TN

HanpLzng
OBSECTIONS

L. Presentation

In the presentation phase, you actively
demonstrate how your product or service
meets the needs of your potential customer.
The word presentation implies using
PowerPoint and giving a salesy spiel, but
it doesn’t always have to be that way—you
should actively listen to your customer’s
needs and then act and react accordingly.

5. Handling objections

Perhaps the most underrated of the
seven steps of a sales process is handling
objections. This is where you listen to your
prospect’s concerns and address them. It’s
also where many unsuccessful salespeople
drop outofthe process—44% of salespeople
abandoning pursuit after one rejection,
22% after two rejections, 14% after three,
and 12% after four, even though 80% of
sales require at least five follow-ups to
convert. Successfully handling objections
and alleviating concerns separates good



salespeople from bad and great from good.
6. Closing

In the closing stage, you get the decision
from the clientto move forward. Depending
onyour business, you might try one of these
three closing strategies.

1. Alternative choice close: Assuming the
sale and offering the prospect a choice,
where both options close the sale—for
example, “Will you be paying the whole
fee up front or in installments?” or “Will
that be cash or charge?”

2. Extra inducement close: Offering
something extra to get the prospect to
close, such as a free month of service or
a discount

3. Standing room only close: Creating
urgency by expressing that time is of the
essence—for example, “The price will be
going up after this month” or “We only
have six spots left”

7. Follow-up

Once you have closed the sale, your job is
not done. The follow-up stage keeps you
in contact with customers you have closed,
not only for potential repeat business but
for referrals as well. And since retaining
current customers is six to seven times less
costly than acquiring new ones, maintaining
relationships is key. [6]

—

Product Knowledge

Know about features, USP,
competition and prices of your
product

Prospecting

Who should | sell to? A qualified
lead is a prospect

&

Approach

Begin to build a relationship and
continue information gathering

[---]
[ B
Assessment

Figuring out how you can truly be

of service. Asking questions that

lead to issues that prospect never
considered

10

ob%

QOO0

Presentation
Focus one benefits to the user
rather than features of the product.

This opens a dialogue rather than
ppt monologue

©

Close

Advancing the sales process to
getting the order

Fig 3. Typical sales process



Problems Faced with CRM ...

CRM isn’t perfect. In fact, most sales reps
would probably agree that CRMis just plain
annoying. Beyond the frustrating interface,
CRM actually contributes to low win rates
and high operational costs.

CRM Related Problems

CRM systems have a very low adoption
rate because it doesn’t help sales reps sell,
in fact, it hinders them from selling - so they
use it as little as possible - as more than 5.5
hours per week are spent on data entry,
just entering information about the leads
they are speaking to and conversations
they’re having and updating any other
information, every minute sales reps aren’t
selling equals lost revenue and reps have to
spend a ot of time entering data.

Because reps use CRM as little as possible,
they put very little effort into making
sure the data they enter is accurate and
complete. 91% of all companies of data is
incomplete, outdated or inaccurate and the
number one reason for this inaccuracy is
human error.

There are three primary leakage points of
data.

Mobile Phones - Reps communicate with
buyers while they’re on the go and then
forget to log it into the CRM system.

Office Phones - Everything discussed in a
phone call with a buyer doesn’t get entered
into CRM unless a sales rep remembers all
the details.

Email - After sending an email, a rep
doesn’t want to get out of the “selling zone”

by switching from selling activities to data
entry. [/]

&

1/3 Hate CRM - Low adoption rate. It
doesn’t help them sell - in fact it hinders
in the process

5.5h/w Data entry - Just entering
activities and contacts instead of selling.

9% Data Accuracy - Data is incomplete,
outdated or inaccurate. Reps put little
effort into entering data

Everyday Problems

Everyday sales agent need to gather
information about their clients, they spend
almost 30% of the sales cycle gathering
information so they could tailor their pitch
and convert. But getting the right name,
contact and time to speak to the C- levels
or decision makers is very tedious and time
consuming.

After the client is ready to come onboard
there are usually long timelines between
agreeing to try the product and making the
final purchase. Competitors might offer a
better deal or even have a better product,
how does a sales rep understand the
weakness of the competitors and always be
ready to defend, fend off the competition
and keep the client. It is also important to
keep the client engaged and hooked to
the product till purchase, how much is too
much or too less of contact?

¢ B A

Too Many Long Getting to
Competitors Timelines C- Level



Typical Service Process ...

Customer service is the process of ensuring
customer satisfaction with a product or
service. Often, customer service takes
place while performing a transaction for
the customer, such as making a sale or
returning an item. Customer service can
take the form of an in-person interaction, a
phone call, self-service systems, or by other
means. [8]

There various interaction points are as
flows -

Customer Service Portal - a help-desk on
the website where clients can go to get the
answers they need without needing help
from your staff.

Social Media - CRM solution should be
able to bring your social feeds directly into
your CRM software. This let’s your staff
monitor the feeds and reply as needed.

Phone Support - Most CRM solutions
will empower support staff by giving them
customer information at their finger tips.
Email - people still email a lot.

Phone Sales - salesdepartmentalsoreceive
calls because that's who the customers
dealt with previously. With that being

said, you need to give your salespeople the
ability to log cases manually if need be.

Ideal Customer Service Process

Assign & Verify - the first thing customer
service process should do, at this point, is to
assign the case to the appropriate customer
service representative. This is typically
done by categorizing the cases by some set
of predetermined criteria and determining
which customer service representative is
best suited to handle the case.

Identify Solution - next, customer service
representative will need to find the
appropriate solution. In an ideal setup the
customer service representative would
have the ability to search a database of
possible solutions.

Deliver Solution - once identified,
customer service representative will need
to ‘somehow’ deliver the solution.

Rework the Case - if the solution fails, the
case is automatically rerouted back to the
“I[dentify Solution” stage.

Escalate & Reassign Case - if the case

hits a certain threshold, it should then be
escalated to the next level and reassigned
to the appropriate customer service
representative.

Close the Case - once the case has been
resolved, the data collected should be
used to help improve the customer service
process.



Online

Customer Portal
Web to Case

Social Media

Press 1for Support
Press 2 for Billing

Who should | call?

Case Deflection

...................................... .
Gets solution without staff
help
Solution Identified
T
CTlIntegration . Suggested, Search, Browse and
______________________________________ > Create Solution

Customer info pops up to the

rep- - Assigned Verified

[ —

Support Level

Assigned to tier 2 rep
Creates case manually

Fig 4. Typical service process
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Problems Faced with CRM ......

Although CRM has certain key benefits of
safe storage, knowledge base query, and
providing a single view of the customer,
there are still some issues that the customer
service agents face on a day to day basics
using it.

CRM Related Problems

Days to Generate Reports - a customer
service representative has to break away
from her/his flow and manually input data
into the CRM system to keep the data
about the customer up to date. This takes
significant amount of time, sometimes this
is done at the end of day, end of week or
even end of month depending upon the
framework of the organization.

This make the entire very reactive - as the
same mistakes will be made over and over
again before it can come to notice when the
data is finally entered.

Legacy ways of Reporting - The most
widely used KPI (Key Progress Indicator)
used across the service industry is AHT
(Average Handling Time) - i,e, the average
time spenttoresolve a customers query. But
as more and more users got access to the

Internet and self service portals got better
and better, customers stopped calling
for trivial issues, they attempted finding
solutions on their own and only called
in if they found no way out. These issues
require the agent to use his wit, intelligence
and product expertise to solve the problem.

It also becomes necessary to track the effort
the customer has put in before contacting
the customercare. Thiswould make sure the
customer does not receive fixes she/he has
already tried. CES (Customer Effort Score)
- a type of customer satisfaction metric that

Days to Generate Report - Data is not en-
tered, reports take time to generate.

Legacy Ways of Report - AHT instead
of CES - First Contact Resolution - 22%
repeat calls are because of down stream
issues

—

emnel |ncreased Channel Switching - Users

switched channels more often increasing
the need to have a single of customer
across channels to provide a seamless UX

@OFF @

measures the ease of an experience with a
company by asking customers, on a five-
point scale of “Very Difficult” to “Very Easy,”
how much effort was required on the part of
the customer to use the product or service
to evaluate how likely they are to continue
using and paying for it. Is also proven to be
a better customer retention metric.

Increased Channel Switching - More and
more users are using more than one channel
(chat, social, telephone, email etc) to get a
resolution to their problem. It is not only
necessary to have a single view of the user
across these channels but also becomes
important to give the user a seamless user
experience to the customer when they
switch channels. [9]

Everyday Problems

A constant fear in an agents mind is how
should she/he handle a customer who is
furious and how the agent him/herself keep
calm.

Scripts were introduced to give a consistent
experience to a customer. But over time
they became overused and an annoyance to
the customer. The customers now demand



efficiency, and empathetic response from
the agent.

Unexpected complex issues are one of the
constant fear agents have, what if an issue
occurs that are out of the agents scope?
How will they handle it and who will they
ask for help?

® 5

Handle Angry Overuse of Unexpected
Customers Scrips Issues



Near Future / Technology . People . Business

To understand what the near future hold for the enterprise CRM
domain we need to understand the upcoming technologies that
would reach the mass adoption stage and how can we leverage
them to not only better understand the customer and give them a
seamless experience but also try to understand how we can better
the day to day experience of the agent who is using the system on
a daily basis.

We also need to understand who the would make up most of the
working class in the next few years and understand what their
behavior, needs, aspirations are going to be, so we could create a
system that could be easily adaptable to this audience.

To the changing landscape to technology and customer behavior,
how would the business understand? We can understand how
the businesses will adapt to these changing by understand their
vision, their products and focus areas.

Technology of the Future
To most widely used metric to understand the technologies is

Gartner Hype Graph, published by Gartner. Gartner Hype Cycles
provide a graphic representation of the maturity and adoption

Peak of Inflated
Expectations

Plateau of
Productivity

Expectations

Innovation
Trigger

Trough of
Disillusionment

Time

of technologies and applications, and how they are potentially
relevant to solving real business problems and exploiting new
opportunities.

We are concerned with only the near future, 2-5 years. we would
only try to under the technologies within that range.



Gartner Hype Cycle for Emerging Technologies, 2016

i
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Nanotube Electronics
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Technology ...

@ Artificial Intelligence - Artificial Intelligence is a

way of making a computer, a computer-controlled
robot, or a software think intelligently, in the similar
manner the intelligent humans think.
Inthe next2-5years Al will help automate redundant
tasks, providing users with more time for creative
tasks. As Al becomes more and more intelligent and
reliable it will help in making better decisions and
also be proactive with contextual reminders helping
inavoiding any error that occurin the current manual
process.

Conversational Interfaces - Artificial Intelligence

will also lead to the growth of interfaces that used
Voice as the interface, personal digital assistance
with become more generally aware computers
helping in daily tasks. The clear advantages of
this technology being low to almost nil learning
curve as it uses natural language to converse. This
technology is ideal for mobile and the PDAs help
users with a large spectrum of tasks.

!1 Internet of Things - The Internet of things (loT)
=g is the network of physical devices, vehicles, home
appliances, and other items embedded with
electronics, software, sensors, actuators, and
connectivity which enables these things to connect,
collect and exchange data.

Sl

From smart watches to smart refrigerators to smart
city grids, a web of sensors will track our every action.
Our wearables will know if we need more calcium,
our refrigerator will know if we need more milk, and
our car will know the cheapest place to pick it up.

$15; 90..
The amount GE estimates that The percentage of cars that will
Internet of Things technology be connected to the Internet by
for industry has the potential 2020.

to add to global GDP over the
next 20 years.

Blockchain - By allowing digital information to be
distributed but not copied, blockchain technology
created the backbone of a new type of Internet.
With the acceptance of this technology users will
demand more and more transparency with the
added advantage of increased security and fast
transactions.

Personal Analytics - with computers being
ubiquitous and Alin the form of PDAs democratized,
users will start to use computers to under more
about themselves and improve based on data;.



1 07MB

The amount of new
information that will be created your entire genome. In 2001 it
every second for every human cost $100 million. In 2006, $25
being on the planet in 2020. million.

$1000

In 2016, the cost to sequence

0.5,

The percentage of all data that
is ever analyzed and used.

1 02yrs

The amount of time it takes
the volume of global data to
double.

Context Brokering - Context brokering is a service
that enables actions and insights to be generated
from broad sources of data and information. It can
be applied with different levels of timeliness - from
the immediate to the strategic. Immediate context
brokering as a service applies advanced forms of
computer science to provide actions and insights
either to another system or a human. Strategic
context brokering, applies the same principles to
wide ranging problems that have considerable
published literature (often from a scientific or
research basis) to map and better inform decisions
and insights to be formed around the dataset.

Affective Computing - Affective computing
technologies sense the emotional state of a user
(via sensors, microphone, cameras and/or software
logic). Here the focus is to understand the nuances
of human communication and the intent of the
command.

)

Smart Data Discovery - Smart data discovery is
a next-generation data discovery capability that
provides insights from advanced analytics to
business users or citizen data scientists without
requiring them to have traditional data scientist
expertise. Next best action is the focus from the
insights derived. [10]



Generation 7 ...

¢

Gig Economy - In a gig economy, temporary, flexible
jobs are commonplace and companies tend toward
hiring independent contractors and freelancers
instead of full-time employees. A gig economy
undermines the traditional economy of full-time
workers who rarely change positions and instead
focus on a lifetime career.

As Internet becomes ubiquitous, relocation will
increase. Changing norms will allow us to de-locate
tasks and complete anything from anywhere.

40, 68..
The percentage of the The percentage of international
workforce that could be survey respondents willing
participating in the gig to share assets like tools,
economy by 2020. electronics, homes and

services.

Demand Transparency - With the plethora of loT
devices collecting data around the user and his
surroundings and when this data can be shared,
it will be suspicious if it's not. And when all can
be tracked, we will demand transparency. This
heightened visibility will lead to a rise in ratings.
Every brand we consider will have a score. And we
will have more scores — sustainability scores, skill
scores, stress scores, sense of humor scores.

Customization - Jobs, homes, healthcare and

customized recommendations and outcomes.
This will increase the demand of customization of
products to even the most minute needs of the user.
This era of options marks the end of standardized
experiences. Endless customizability implies and
invites participation and self-expression. Standard
will simply be the starting point as we increasingly
craft our own world through control, customization
and creation.

Instant Gratification - As computers get more and
more efficient and predictive, they will know what
their users need before the user. Leading to the user
to expectinstant results and proactive computation.

30,

The time it takes, at 5G
speeds, to download the entire
Simpsons series (600 HD
episodes).

24,

The time it took the Chinese
company WinSun to 3D print
10 houses in 2014.



Crowd-sourcing - Users will trust diverse opinions
over the individual expert. We see this already with
easy access to synthesized knowledge. CrowdMed,
Wonder,Kaggle, InnoCentive, Pass The Idea,
and countless other digital-age crowd-sourcing
platforms democratize expertise in even the most
sophisticated topic areas. [10]



Microsoft ...

Vision

“Empower every person and every
organization on the planet to achieve
more.”



Products ............

coggle
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Mail
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Windows Driver Kit Gaming & Xbox
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Fig 5. Understanding the Microsoft ecosystem
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Microsoft Graph ........

Microsoft Graphisthe gatewaytodataandintelligencein Microsoft
365. Microsoft Graph provides a unified programmability model
that you can use to take advantage of the tremendous amount of
data in Office 365, Enterprise Mobility + Security, and Windows 10

What'’s in the Graph?

Microsoft Graph connects all the resources across these services
using relationships. Forexample,a usercan be connectedtoagroup
through a memberOf relationship, and to another user through a
manager relationship. An app can traverse these relationships to
access these connected resources and perform actions on them
through the API.

A user can also get valuable insights and intelligence about the
data from Microsoft Graph. For example, you can get the popular
files trending around a particular user, or get the most relevant
people around a user.

What can you do with Microsoft Graph?

Microsoft Graph can be used to build experiences around the user’s

unique context to help them be more productive. For example:

« Looks at your next meeting and helps you prepare for it by
providing profile information for attendees, including their job
titles and who they work with, as well as information about the
latest documents and projects they’re working on.

Scans your calendar, and suggests the best times for the next
team meeting.

Fetches the latest sales projection chart from an Excel file in
your OneDrive and lets you update the forecast in real time, all
from your phone.

Subscribes to changes in your calendar, sends you an alert
when you're spending too much time in meetings, and provides
recommendations for the ones you can miss or delegate based
on how relevant the attendees are to you.

Helps you sort out personal and work information on your
phone; for example, by categorizing pictures that should go to
your personal OneDrive and business receipts that should go
to your OneDrive for Business. [11]
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Graph Support ...

The graph currently supports very few of Microsoft products. But we assume that in the near future, more and more of the
applications will be accessible to graph to get rich contextual data of the user.

The ones we know

The lesser known Business grade

i S b

[BETA] [BETA]

Others

Fig 7. Microsoft products supported by Graph



Graph Data Example.......

Edit Override
List of Overrides ..

Focused Inbox Mail Folders

Edit Event

Snooze Reminder Tasks P

Attachment Rt . Events
Edit Event Message

Reply

Calendar Messages

.. o..

Edit Calendars .
Groups o
Reminders
Meetings

Fig 8. Data example from outlook

Edit Folder
Messages
Child Folder
Edit Tasks
................... . Attachment
Task Folder
Task in Folder
e Lists of Messages
Edit Message
Attachment



Linkedin ...

Vision

“To create a digital Economic Graph
of the world.”



61M

senior-level influencers

22M 500M

mass affluent
= professionals on LinkedIn

oM

C-level execs

3M

MBA graduates

40M

decision-makers

10M

opinion leaders

4M

IT decision-makers

Fig 9. LinkedIn boasts of a pool of decision makers on its platform



Linkedin Offerings ...

LinkedIn is a business and employment-
oriented service that operates via websites
and mobile apps.

It has two types of offering

1. General user offering - These are
products that the mass consumer, Jobs,
Profile page, Groups, Pulse news etc.

2. Business offering - Linkedin offers
variety of products for businesses to
help with the entire business pipeline,
from hiring solutions to sales insights.

Website

Suggestions

Following

Position

Courses

Skills

Languages

Associations

Interests

Publications

Patents

Certifications

Education

Volunteer

Recommendation

Job Bookmarks

DOB

Honor and awards

Conversations

Jobs
Suggested
Search
Pulse
SlideShare
Lynda

Look Up

Me

Updates

Grou

Jobs

ps

Knowledge

Fig 10.1. LinkedIn general product offerings

User
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S Sales Navigator
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Job Posts
: Job Slots
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Source a Talent <
Recruiter Lite
Work With Us Ads
L Career Pages

Build Your Brand

Company Page

Text Ads

m =
: >

Sponsored Content

Marketing
Sponsored InMail

Dynamic Ads
L i Open Auction
eaming Programatic Display Ads <
Private Auction

LyndaCampus
LyndaEnterprise

Lynda
LyndaPro (Gowvt)

LyndaLibrary

Fig 10.2. LinkedIn business product offerings
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Summary / Secondary Research

Problems

CRM & Everyday

Technology

Gen Z Behaviour In the Next 5 Years

Secondary Research covered the problems faced by agents both sales and service
both with CRM systems and everyday, the next generation of workforce and what
their behavior is going to be and what technologies are going to become main stream
in the near future.

Page
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Microsoft LinkedIn

Problems Technology

Secondary research also covered how people, agent problems and technology are
going to adapt to one another and how Microsoft which gives internal insights of your
organization and LinkedIn external to your organization giving a full 360 view.

Page 40



Secondary Research Insights ...

O

Seamless UX - Omni channel view is not enough,
for amore richer experience all channels must give a
unified context aware experience.

Customization - Hyper customization of software
according the user's behavior need and usage.
Allowing software to adapt to the user instead of
the other way round.

Crowdsourcing - Leverage crowd sourced data

=, Wherever possible.

O

Agent 360 - Business should also focus on how
they can leverage rich data around the agent to
understand their strengths and weaknesses and
tailor make improvement plans so they can grow,
improve and provide betterservice to the customers.

Proactive Care - Solve problems before they occur,
understand patterns, customize to each customer
and/or smart reminders so agents dont forget their
promises to the customers.

New Ways of Reporting - Getting rid of AHT and
CSAT scores as KPIs and use CES score to predict
loyalty of a customer to the brand.

Automated Data Entry - Eliminate manual entry
process so the agents can focus on what they do
best. Saving time, effort and improving accuracy of
the data in CRM systems.

Improve Self Service - The new ways of tech-
savvy customers try to solve the issue on their own.
Improving discovery, data, search and consumption
of these portals will save billions of dollars of the
businesses



Improve Transparency - Collect data responsibly,
and be upfront about where this data is being
used and for what. Keeping the user updated and
informed would improve trust and perception of
the business.

Actionable Insights - Not just deriving insights from
data but also providing the user with the next best
action to take. Improving efficiency and reducing
ambiguity will get a lot more done within the same
time frame, Improving the efficiency of the business
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Mobile case studies (sales) 52
Sales insights 58
Service questionnaire 67
Mobile case studies (service) 7k
Service insights 78

Final insights 87



Sales Questionnaire ... ...

1/3 Hate CRM - Low adoption
rate. It doesn’t help them
sell - in fact it hinders in the
process

5.5h/w Data entry - Just
entering  activities  and
contacts instead of selling.

Too Many Competitors
Low adoption rate. It doesn’t
help them sell - in fact it
hinders in the process

9% Data Accuracy - Data
is incomplete, outdated or
inaccurate. Reps put little
effort into entering data

What do they hate in CRM?

Tools to improve productivity?

How do you keep track?

Why don't they update?

El

Long Timeline - The will the
client finally come on-board
uncertainty and how to keep
them engaged during long
timelines

Long Timeline - The will the
client finally come on-board
uncertainty and how to keep
them engaged during long
timelines

Training - While joining the
company and after a mistake
is made?

Process - Ideal process vs
practical process

Mobile Features - What
features do they need and
aspire for

How do you keep in touch?

How do you get in touch?

While joining?

How different teams work together?

Features required?

Page
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Interview Number :

Greet : Thanks for taking out time from your schedule! I really appreciate it!

Permission : Do you mind if I audio record this session?

Background : I am currently working for the dynamic 365 team and we are primarily focusing on
sales and service. So my brief is to understand daily problems faced by agents and to look at how
we can leverage Microsoft products to solve the same.
—————————————————————————————————————————— Demographics ~------———-——--------"---"-"----""
1.Name

2.Education Background:

3.Designation

4 .,Experience

5.Industry

6.Product/Service that you sell:

7.Type of Sales:

8.CRM

9.Tool Used:



3.How does your typical day look like? - Understand daily routine

1.How and where [Tools] does a lead come 1into your pipeline?

2.How many leads are usually 1in your pipeline? How do you manage them?

3.How much information do you have about the lead when 1t arrives?

4.How do you collect information about them [Tools used]? How much time dedicated to this?

5.What information according to you is most necessary about your lead? Before approaching



———————————————— Sales Engagement --—————--———--—————-
.After qualification how do you approach a prospect? [Tools used to track info]
.Modes of communication with the prospect you use?
.Preferred mode and why?
.Do you store the communication anywhere [Tools]? If yes, How, where and why?

.How do you follow up with the prospect? Different ways used?

.Why did a customer buy or not buy what are the reasons according to you? What makes or
breaks a sale?

.How do you track progress [Tools]? Metrics used?

.Post sales communication?

.How do you manage between multiple tools?

.What happens if you miss the sales target? How do you cope up? [Metrics | Trainings]



———————— CRM Specific [Ask in between tools section if CRM is a tool used] —————----
.Have you used a CRM system ?

.What are the different processes you performed on a CRM system?

.Why did you use it? Primary use?

.Difficulty faced using the CRM system on a daily basis?

———————— Training ————---—-
.What kind of training did you have to go through before starting on the job?
.Did you feel confident post training to handle sales?

What if you don’t hit your target what happens?

———————— CRM of the Future ---------
1.What features would you want in a CRM system?

2.Would a mobile tool help? If yes, Features?



1.What features would you want in a CRM system?

2.Would a mobile tool help? If yes, Features?

1.Anything that I missed out on?
2.How can I improve this questionnaire?

3.Refer some friend for a F2F interview?



Introduction:
This short survey is about you! Tell us your unique sales process, tools you use to accomplish
your daily tasks and the problems you face along the way. For once we are trying to focus on

the real face of the company - You.

1. What type of sales do you perform? [Multiple Choice]
1. Inside
2. Field
2. What part of sales process do you come in? [Multiple Choice]
1. Presales
2. Engagement
3. Post Sales
3. What problems do you face on a daily basis selling? [Large Text Box]
4. What softwares do you work on everyday? [Large Text Box]
5. A mobile app is being developed for sales agents just like you. You are 1in charge what
features would you add? [Large Text Box]
6. What is your name? [Small Text Box

7. Where do you work? [Small Text Box]



Sales Interview ............

2]

- T

Linkedin - Sales agents/
managers requested for over
the phone interview

OTP Interviews - Conducted
for the participant who
agreed and recorded each
session

O 1)

Surveys - For participants
uncomfortable with OTP

Quora - Everyday problems
faced by sales agents? - open
ended



Mobile Case Studies ...

During the interview process, there
were a few participants that relied on a
mobile for their daily office tasks.

WeChat

Babar only uses WeChat to
communicate with his team and leads.

Updates them with his achieved sales
targets at EOD on the same.

Receives Reports and next day location
also via WeChat

Field Sales | Oppo Mobiles

Babar is a field sales manager - He goes
out to different locations each day puts
up an oppo stall and tries to make as
many handset sales as he can. He works
remotely and hardly goes to office



Day in a Life of Babar ...........

B
8:30 PM ’%’c %

8:30 AM

6:30 PM 88

Gets Tomorrows

Location

Carries Inventory &

Makes Sales

Collects Competitors

Sales from Sangeeta

7

Update Leads about

Reached Target

Gets Reporting &

Metrics within 30 min

Receives Tomorrows

Location

7:30 PM

8:00 PM

8:30 PM



Mobile Case Studies ...

During the interview process, there
were a few participants that relied on a
mobile for their daily office tasks.

)
Kalki scouts for any new restaurants in
his designated area.

He travels to the location and tries to
get them onboard zomato.

Creates a WhatsApp group with all
decision makers and helps out with any
Field Sales | Zomato issues that occur thereafter.

Asasalesmanagerinafastpacedstartup
Kalki sells Ad spaces in the zomato
app. He is tasked to get restaurants on
board zomato and becomes a one point
contact for that account.



Day in a Life of Kalki ...........

Makes a WhatsApp group with all
Checks on the dashboard if there

. stakeholders of the restaurant for 12:20 PM
8:30 AM are any new restaurants in his
quick MOM s and issue resolutions.
area
v v
WhatsApps his teammates asking if = U bil ke to view hi
ses mobile app cupcake to view his .
845 AM anyone is pursuing that restaurant o 12:30 PM
B pipeline and update status
already
H H
== Restaurant call in for an issue, makes a
N = o Travels to the restaurant & persuades .
1112 AM 4 u case, presents & tries to retain the 330 PM
[ them to come on board.

account



Page 56



dNines = T

i b mcep!
pynamics - Use the web Ve et CF
RM : Dyn
- pynamics: =t
Complaints about BY
art{ =4
gearch for products - no ST 21f. Demak ey
o

\ or

. subsidiary opP
in the text box | want to create @ S:mics - input sd
3. Foran acco:’n;ossme by using 4Y" |
: is 1S |
now it thi |
and again |

Ultra slow ;
‘2‘ Bad error handlin

Team Structure: d account ex \

for various pr |
account. . |
0
hnical experts W

{
u S

\
\ain the technology

_ g sellers calle
not responsible

m
Microsoft gervices Tea
pusiness of the

are
eneralists and lheye sk
?esponsible for the

Sellers are un
come in 10 exp

Sales process:

ine when
set by MSX. et

into pi
5 stages o lead cOMES

s. Th
nisa random proces

10
Lead generall \acts for a need:

an account con

i

| P
y

ald e

1olta My

force anie
* Sales! oded o validate comp:
- ne

. youcher sforce.

ers
- R le:
\n flipkart 4 1o arrive in S& h
d of !
spam use - PAN car
of sp! mpany - We ask for
ity the ¢0
To verify hing
ete. chers. Searc
d call HRs for vou
col

nd umber)
convert 0nlY il
uct and their ¢

10
Also used
{inkedln (name &

day and could
pany. their prod:

quirema“‘

65 calls In @
. ut the com!
profile 2.3 min 80

you face In sales:

something 1o jant datd
i efore cokd calf so L N2ve Sac oldealing WO
s releases | can talk about in @ ; Mw

(o alre
ring \here are cf

problems

titors.
ith compe
ady tied ‘;‘:“v:,an-.es that have
not conve

for 7 Then
: oft The reason ounts?
:nmf be in syne about the status "

fter upd
email the direct seller a
e sale side |
s been

ues.
and collead
through pan

they
nly once
ant 10 call In excel. OnlY

jes | W
mpanies

alist of €O rce. { files. !
. \ haV:n | enter in salesto! |, No attachment @
num; there is a very hot lead that came il \ use CAM. Just aXow:
ption - we don
{ yaatra

calls for the day :‘:w rical data.

\
loads - startup culture "

-H
Prateek Tamang - Sales Dev Rep - Pre Sales ;

i - pass i
Set up meeting - qualify them - if polen(:aia C[Lasmrr
Bangalore and after POC - warm up to

demo go elc

CRM : ZOHO i |
Tools : Skype, ©r &

Info Required

1. Name

2. Designation
3. Linkedin profile
4, Ph

5. Email

end an err efore cold o lh something to tal
Send ail befo old call so | have so g

tinac
Look for specific press releases | can talk abou

HO advantage: : <
fo Different teams can be in sync about the s

To be on the safe side | email the direct sell¢
that info has been updated

obile Features: "
Y‘ Notification - if there is a very hot lead that

2. List of calls for the day

Metrics:
Get more leads - startup culture

Tanvaly tapealen
vlaly 2

~ reptududiy wedhiy

a o
V

Kalki Rao - Sales Manager - Field Sales - Zom ;
Medyrgy
- Nle (ot o

Sells Zomato app ad space.

Look at newly opened restaurant on the app. Ta|
Zomato dashboard. Confirm on WhatsApp if any

not. \

Zomato Dashboard :

1. What particular app slot are you selling to the customer
2. Renewals and contracts is coming up or not.
3. Call tracks with the client

In google we used salesf ce - used it basically to find if we are
reaching our target or not, 50 leads per day. Filtering and
segregating was easy to get leads to contact.

Disadvantage - Did not have an app - People are on the move

Zomato cupcake -

1. Show us how we are doin
2. Renewals which we have
3. Meetings
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Arunjyothi Bhardhan - MetricStream - Head Sales

Top 3 problems faced by sales:

1. Reaching out to C-level - Who is the right person to reach out to?
Like me 10 other people are reaching out to him, why should he
entertain? Reduces sales cycle drastically

2. Every market behaves differently - APAC, Europe, US - how to
position your product - so the challenge is after acquiring a new logo
how do you retail them? - what is their motivation - best relationship,
pricing, partner service or ..

3. Deal forecasting is the biggest challenge - how do you know if the
customer will sign the deal.

Tools:

1. Hooverts, Dun and Brats
discount history

2. Social media tools to understand
data.com

3. Linkedin, Jigsaw

4. Salesquest - battle card - gives account info

5. Linkedin Advantage - These days all.C ;
1o other C-levels in the same domain, who can make you reachout
to whom

6. 30% of the time Is invested in a week to do research - info collected
through google, cold calling, partners

7. Partners will let you know what are the col
account

pee company financial details - history,

tech footprint - salesforce.com,

mpetitors selling to your
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Sales Insights Breakdown e

I ]

[ ] -

L] ]

. See If no CRM & =

o C Teams in Pipeline of History qf only E>$cel - .
Visibility " sync about h conversation No file =
3 lead status SEle with account attachment, .

. . member no history =

. .

[ ] ]

=

CRM Positives - Sales agents Gives Tk e
. . Helps dicti .

hate CRM. But it must still have maintain prediction 1 [

Self assesment about our target or

some positive aspects that the
sales reps use each day to be
more and more productive.

plpelln. timeline not

A h directly .
t|mel|ne. [Salesforce] . Response by large businesses

'.............................

=

L

Automated Logged .

emails for emails from =
Automation long outlook . . No. of total response (SMEs + L. Businesses)

=

L

.

.

]



'IIIIIIIIIIIIIIIIIIIIIIIIIIIII
. 3
2 Proof to 3
2 show Attendance .
- managers tool .
" L]
. work do .
" -
. .
- -
-lllllllllllllllllllllllllllll.

’IIIIllllllllIIIIIIIIIIIIIIIIIIIIIIIIIIIIllllllllllllllll'
. .
. L]
E No helpin Did not use it Up/cross sell Com:ﬁ;iiaﬂon -
. collaboration as a comm opportunity tool between .
. between tool. Just as a must be teams - Skype .
u teams DB there Integration :
. . . . needed o
u L]
= N
L) L]
: "
. L]
L]

: . L]
. No he_lp in .
. closing a
. deals =
: @ =
. -

. .

CRMNegatives-Understanding ] :

what is the difference between
large business and SMEs in
usage and difficulties faced

...-l.l-....l..llllll-....llll.l-.....l.lll--
. H
L -
L -
. i CRM is useless No advantage .
: nl:;atta I:Ocdzl;:de for sales agent - of updating =
0 up 3 waste of time CRM can do :
. and relia inputting data with excel H
- [ ]
L L ]
- [ ]
-...llll-l-....ll-l.l-..-...-l.ll.......llll-
FUEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEZ

Too complex
dont know Ultra slow

-

L !

L

L !

-

.

-

all features 0
&

. -
L !

-

. No. of total response (SMEs + L. Businesses)

. Response by large businesses
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Research Tools - LinkedIn is
the most widely used across
industries to better understand
their client - work ex, blog posts
, contact details, other decision
makers

Research Tools

Research

Linkedin

Bing

Hooverts

SFDC

Linkedin - work
ex, BG, activity,
blogs company

page, reve'

Org Chart is
very
important

Data .com

Marketo

Dun

Competitors
research
through

partners a
collegu

We have to
manually copy and
paste LinkedIn
profile in CRM
[Everything got
from here]

Outreach

Ranking

Bratspee

2 -3min
research about
company
product [Cold]

Used ranking

and data .com

to verify lead
data

Google

Zoom Info

SalesQuest

30% time on
research about
company
product [Hot]

Page
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Everyday Problems - What are
some of the everyday problems
that the agents face on a daily
basis?

Right Cold calling

person to with no Local

No single Finding
view of the Customer new

customers iz customers

College
students call
View linkedin

page 4/10
convert

AsEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEE,
: c
: E
. Ohbjection 4/65 =
*  handleing - Rescheduling Byt H
L] answering all meetings i .
B B T
0 L]
: c
= H
. -
. Lack of Notes Go home .
. personal made on and update .
E Interaction paper CRM C
. c
ZssssEssEEEEEsEEEEEEEEEEEsEEsEEEEEmEEmE et

4 ]
- .
. .
. .
. Retaining =
: Dea! Managing customers with .
= forecasting - different .
" signdeal or i behavioural H
- e prospects pattern [APAC, .
. us] H
. .
a .
. .
. .
L] L]

Customisation
- Approval - Too many

Coder . tools

EEEEEEEEEEEEEE R
sesmmsmmsnnnnnnl

contac‘ data. COmPetitb needs

Understanding
customer

Reaching out to
C - Levels
[why should he
entertain you?]

. No. of total response (SMEs + L. Businesses)

. Response by large businesses

rage

le]e]



Mobile Features - Reminders
, Notification and To-Do lists
toped the feature list. Agents
ready to trade features for
functionality.

Personal

Communication

Client Info

Sync & Automation

Reminders To dos

reports must be Team
easy

Assign
leads to
reps using Lead sheet
GPS
Dialler to Chat option
callffiod with client
CRM .
Right Contact Email
Basic details : .
Acc, name, who Campaign

Match
prospect
requirement
with partner
solutions

Change CRM Auto

data using
email. No UP,date
emails and

context
.switching notes

Smart tagging of
relevant team

mates into CRM Next action

. account

. performan ii

Mini

e 6 Notification

| CRM I of hot Ieadi

Sending/Reading Performance/

Calendar of Change
meetings I lead status
Pipeline
Recent
Conversations

with different

. teams

Rating in terms. Buying

o] pattern of
responsivenes

.lo coma:t. reactio. I 5 customer

Enter a lead & Smar_‘
his linkedin & suggestions
twitter should to fill text

syne . boxes

. No. of total response (SMEs + L. Businesses)

. Response by large businesses



Metrics Tracked - All of the
agents received feedback on
their sales quota, if the quotas
were not met more leads were
handed to the agent.

Judged on

Improvement
Strategy

Feedback Frequency

demo st‘ ..

a ]
" =
- ]
- ]
. Dont meet 3
= quota - Get more .
= make more leads -
3 calls . E
- n
= ]
- ]
= ]
.I EEEEEEEEEENEEEEEEEEEEENEENEEEEEE N

= Quarterly
3 Basis Semil7

Email
Hygiene

Pipeline,
leads till Quota

. No. of total response (SMEs + L. Businesses)

. Response by large businesses
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Service Questionnaire ..........

ooo
oo

Days to Generate Report
- Data is not entered, reports
take time to generate.

Legacy ways of Reporting
- AHT instead of CES to
better predict loyalty

Channel Switching - More
and more users switch
channel making it necessary
to have a unified experience
across channels

Handling Angry Customers
-How should anagenthandle
a customer who is furious?

How do you get feedback?

What is tracked around you?

How do you multitask?

What is the worst call you had?

i

i/
N

Overuse of Scripts -
Efficiency and seamless UX
vs being more human and
empathetic.

Unexpected Issues -
Constant fear of issues that
might be out of agents scope

Training - While joining the
company and after a mistake
is made?

Process - Ideal process vs
practical process

Mobile Features - What
features do they need and
aspire for

How much script do you use?

How do you handle?

How often is the customer informed?

While joining?

Before/during/after service process?

Features required?

Page
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Interview Number :

Greet : Thanks for taking out time from your schedule! I really appreciate it!

Permission : Do you mind if I audio record this session?

Background : I am currently working for the dynamic 365 team and we are primarily focusing on
sales and service. So my brief is to understand daily problems faced by agents and to look at how

we can leverage Microsoft products to solve the same.

1.Name :

2.Education Background:
3.Designation
4.Experience :
5.Industry :

6.Shift Timings:

7.CRM :

8.Tool Used:



1. What training before starting into your job? [Difficulties faced during training

2. What is your team size?

————————— Process ——————-

1. What does your typical day look like? [Difficulties faced during the day]
2. How many issues do you resolve per day?

3. What channels do you support?

4. What channel do you prefer and why?

5. How 1is an dissue routed to you?



6. What information do you have about the customer before the call/chat/email? [Difficulties
faced with the customer]

7. What information would you like to have before the call/chat/email?

8. Where do you gather this information from?

9. What is the general mood the user when they call? And how do you handle it?

10. Do you use a standard script/ canned messages? Why? And where?

11. Have you added your own things to script and messages? If yes what? And how?

12. How long did to take to by-heart the script? [Difficulties faced ]

13. Where do you find the resolution of the problem? Tool? Time? [Difficulties faced]

14. What if you can't find the resolution? What do you do?

15. What is the AHT? What problems do you face with it?

16. What work arounds have you used to stay within AHT?

17. Post resolution what do you do? Update ticket? Do you update anywhere else? [Difficulties

faced]



18.

19

20.

21.

22

23.

24

25,

26

27

28.

29

How much time between 2 calls/chat?[Difficulties faced]

.Where do you store tasks completed in the day?

Do you take customer feedback and how?

Communication between team? [Difficulties faced]

What are the kind of metrics/monitor tracked around you?

How is this informed to you?

.How do you improve? [Difficulties faced]

I'm sure you are good at what you do but if you had to name one thing you want to improve

about yourself w.r.t work?

.What would you like to track about your work?

What kind of users would you like to interact with?

If we are building a new application for customer support, what info would you like to

have?

.What advice would you give a new CSR?



1. What channels do you support? [Multiple Choice]
1. Phone
2. Chat
3. Email
4. Social
5. Other
2. What softwares do you use at work and for what? [Large Text Box]
3. What would you like to improve about yourself as an agent? [Large Text Box]
4. A mobile app is being developed for customer service agents just like you. You are ‘incharge
what features would you add? [Large Text Box]
5. What is your name? [Small Text Box]

6. Where do you work? [Small Text Box]



SerVice InterVieW / Secondary Research

LinkedIn - Service agents/
managers requested for over
the phone interview

OTP Interviews - Conducted
for the participant who
agreed and recorded each
session

=]

o 1

Surveys - For participants
uncomfortable with OTP

Quora - Everyday problems
faced by service agents? -
open ended



Mobile Case Studies ...

During the interview process, there
were a few participants that relied on a
mobile for their daily office tasks.

Q-

Megha uses her email as a to do list

Sheis proactive in contacting herclients
even if they aren’t facing any issue

Customers contact her on her personal
mobile, WhatsApp or any medium they
can.

Service Delivery Exec | Oberthur Tech.

Megha’scompanyisinto manufacturing
of credit and debit cards. She handles
accounts such as SBl and she is the one
point contact for them.



Day in a Life of Megha

8:30 AM

9:20 AM

9:45 AM

S<

Reaches office and Flags

Emails

Look at who hasn’t contacted

in a while

Maintains a diary for her To-

Dos

/ Primary Research

v
l The Accounts contact on her
12:30 PM
'—). personal Email/Phone
v
They try to reach to her any way
110 PM
they find fit - Even WhatsApp
v
She gets the right teams involved &
ensures the issue is resolved on time. 140 PM

Keeping clients updated on the issue status



Page 78



s mmarGnoTE T SoFrencet o Tuta. Ao Dhato, W 5F - They o

T S

Wy are esgomutie o A o e e

Ceg Shmactar= 3 o
Tier sset spwenm O

Tons mew

iteare 1o st wehsiE

* o 358 TEERCDETE

wre ¥

TITE - looeTaked 3 THEE Trgr EN 5 6 a0 o s w1

o TETeE I e oraons & s

& SvomE Tam ur e WS SaE O TusiaeerE soE. T

Tre ageTtE 10Tt Joiter T iEe e tEmeaEnT a3 T s Tr e nanager 'm ses a0 §
Srort tawe uess W t

Thar Temess trougn Isveomse
e I WS IEIDE WD IR I O DE eEDSlE 3T M 2T che 3 WheT 3 o6
e T e AN e Shos 3N SET SvEttmg ot S

3 2
i | : o p—
§ 1 ' $ 5
: : : : “ — mh_-‘w‘
s & : H i - teoms. o
;" 3 : ; Faisal Shaikh - Customer Service Advisor - f Merecering
? £
B £ . : . Sowrce .
z 3 B ‘i?; i H # LR muw;‘g;ﬂ%.
el TR o I ——
2 a1l i 3
- § 182 1z » > 8 S
3 : rah s T g e
% i ;3?_{ L3 28 i et
‘ 3;;; 22 19 - :;:‘lv.xamtu v Hlun“mn‘“
2 Tl s » 8 =ty S T it o s
: £33 $ . S et e et s & p—
i i i e s e o e e
£ 23 ” MY e
? ’ % 3 _arciire ang SroCarr - e Due 3 Dutdie JECHATE WS hm&m_;-‘b-!z
hd g 'hh‘.,.. L & g
< ety 3 £ ezax 2% £z} l. i 4 % s e U MY g ey '-rt-.-m.~:
TR L B T W HTHE T et . e —— e
.iZS 3 ?gé! nty i b Jif a5 i e 2 e it e
;i . 2 é! - 3?' iid {f 131 % '1.1 z; fo— S T B e ”""V"""“"W’M-:."_- e e
i~ = . ST = 2 3 53 o sz = Sy
e 10a g i oy Loligin ————— —— e et
piEy 3 35RF §ils }:t 35 1= 3 ~3iiz : : X e h
¥o i & 2338 .‘,! £33 ;? 73 ! 3’3 s | W G e - ’-_‘nﬁ_‘!.ﬁ
dig Rl i g g 2d:41 L 4
i* »133 7“5;;- T8y : ii z z;!.;i Pescams. Sare Tat @ TS N — —— > Svefing T e S F The BT — — S, et e 3 Rl S —
v%*; fw;{ !gi 1§ H i§i ; q;!ji: Tawe il — — > S Tl weag PO ’N-nm-_a.-‘,
-~ - L o Ty e 2 Bt S -
'gz siﬁ 2;5 3; ¥ izz * tf:’g ST TN WL e I TEDOR . = S —— -':tn-mmu
4 : 3 » i ** e ey v S o 2 O
E_, ey “} 2 sif . . . 63 it — > Moo —>Saston: —> Thas -"an-..--_.-n::"-‘-_
’ i3 it iy : 3 B SR
- gE 1% . Tai 1 iy i Fvniens Sucet A z
‘3£;§! ,.‘,g ! Ai Eﬁ ii"aj :; i 43 " L geeics sah Tow e o 4 g W:‘:"mhm.
f‘iiii‘! *!5 ; 343 ;”; £ o — Tar we g o ey e e v ¥ - x 3 SN—— .
Hilsk 1: 5 o * £2 . I e RO
pilit: § Jon o6 f s —————
Sigsy ig‘% £ =3 23 =2 S R Tuse T Tt T ST BNC TEW W § TAOUS I TIOTE 2 :
gitapp ™ 1 % ;N '—}zs i sl e g o S s
Sadagts 4 ? ? ? 3 '
isd 4 3 - ; R
SRR G L o o el g E Tiris i88% ’ ﬁ; W Do @ ey v 50 i e T

Campany Pt g,
il Fede Werteren te R
Tearwe Sme 2 2%
iy of cale ity
O Bvsetume TS T .

Tamts mae D oancrer e i
Tttt Socm

Wethaw  Cvans ks
Prucsng

5 e e s
Dt Zale nowowes

Tr ey —-. Esczsane
TErTie Smus et § 2

T custemer ¢ o
Tt Frerd i
T v o e

“E mices mw grmaee
> v

lﬁw'-.-
TEUTIOGE ae ety
Eritae e

T w S e
asen o7 Yen' e (s

" AP e e
FoTenars

TR 8 7y




Service Insights



EE NN NN NN NN NN NN NN AN NN EENEEREEREE

81

Page



sassauisng abie| Aq asuodsay .

(sessauisng 7 + s3WS) asuodsai [e}0} Jo oN

sispujwal
321nb
pue sojoyd
puas o} pasn
ddysieym

_wEoum:‘

ypm
juesedsuen
aq 0} paaN

wuwod
weay Ioy
ddysieym

lewa
3 2Iqow
|euosiad
uo sj|es 199

Alenuew
19¥01y/11IewW
yoes [ageT

sajou
ul JaWwolsno
paiey
dxa Jawoisnd /29 UMo
0} Buipiodoe
0} uaisi

suof

|0S DA

0 .9

sjusby SIUSLWNUSS
001 SYO 0T siawolsnd
abneg
>_EOU:E. s||eD sydel
s|ea by
spid o 9DI0PJIOPN
w
dipy
104 NOA 0} > oN
xau Anb ayy
o}erisnr
o w
yem
0} sey Iayjo S||ed axel 0}
|auueyd suo ajIgow asn
uo ale am J|
sog-o]
s0Q-0] o,
s _mnp_:mhmm : D
It 13 o3 Aieig

Aep lad
SlIe2 00L

Aioisiy
|1ed> daay
0} pasn

w0y 9|6ooo

peebnr
S9|BS UM
1By pue
SJaWolsnd
Se aye4

“ eyd ‘

19A0 7L
0] JUaS s1es
AepAiang

w
AueyL ‘

| uonnjos

| 92ueINSSY

| aseiydesed
| Bunssig

$S9001d DN

OdId 'lenba
S19WOISNd

{1\

@ swes)
usamiaq
9}LeDJUNuWiLLod
0}
lIed duyl Indy

Ss920.d SGINS

Ajreinbau
J8wo)snd
Yum
sbunsaw 195

o S||e2 JO JIaquinN

1ad s|ie2 o|

SS900.d



sassauisng abie| Aq asuodsay .

(sassauisng "1 + SIWS) asuodsal |e10} Jo ‘ON .

"

SN NS AN NI EEEEAIAESEEAINEEEEEEEEEER

"

83

Page



sapipe m‘

S10
ul sayepdn el
se sn jeal}
puejsiapun .
o} 3|geun sldosd
OSSN
BuipAue b1 sAemje suonn|os SI0M
Mo 3,usaop
IBWIENS jou ale B BuiAIb yum juop sdde
awnsse yuoq slawoisn) sispuly 1HV SUOo|e puels
9NSS| awes
uo siaxon
adiynw
uado siasn
1sni] ¥ Aoualedsuel |
UO[e2IUNWLWOD ued m:s.
[orou e se Jawoisnd S| El 1eUM pue op
pappy] spuodsas o1 Aidas 193} | J3sn 01 UEd aM 1eum
ol 0} Jaq r___m wal puodsa,uog Mouy| Eo:u
SUOREIRRON ON
woq (ST EHUE SIBWO0ISND
oN Aes
01 Buiulea
om Aw uswsbeuen Wao0y juswabeue
BunybiybiH auwny Bujpuelsispun ob3
s iysuonejal @
35UBPHUOD JusLweveUEN e piing uswaAoldwl oS
J1ebuy
0} Buiuiea
@ouaned uais J1oMm ssadoid RIS
uo aaoidw) 01 Buiuiea Buipueisispun CELE=TNED)
algomn
U0 }10M J0U [jIm
Bunooysajgnos
pue BuuayY 9 SJoYsuUaaDg
S|00 |
slasn ‘ .
. MOJ4UI JO
JO sjiesp Buipeo| S|00}
uopipaid
10} yoleas ul Kejoq a Auew oo
0} peaN N

swe|qo.d

84

Page



sassauisng abae| £q asuodsay .

(sassauisng ] + S3NS) asuodsal |e10} Jo ‘ON ‘

Apisam WMMUM ao3 .
Vvis
BuBIBAH Auenioun,
[EE wistauue dUBPUNY Jijenjoung

1HV ON

1HV

ssfes 1vsD

qgof .

006 swnsse
oM joeqpas)
ansod oN

SRINEI

SIdX 9SIN

SIdX




sassauisng abue| Aq asuodsay .

(sassauisng 7 + SINS) Ssuodsai |30} Jo 'ON .

way -
1Y) - sleD

e - rewy

sleyo

- jlewg

. ’_uom\ﬁco .
sjiews -

[\

llews

[puURYyD

SilieD

V_uwaumwm. 100]} 3y} uo .

anb »S8puysol 1npod
pue e julesn
03 udlsI]

Buluies )

86

Page



Service Insights Breakdown .o

W/

Trust and Transparency -
Agents spoke about how they
would like to improve trust
with the customer, keep them
updated and remember to
respond

Customers
dont know
what we can
do and what

we cant
04

Users open
multiple
tickets on
same issue

On the move |
Dont respond
to user | feel

no progress

Dont
remember to
reply to
customer
communication

No Notifications

When customer

responds [Added
as a note]

a No. of total response (SMEs + L. Businesses)

. Response by large businesses



¥

Self Improvement - Most of
the research focus on CRM's
advantages for business and/
or customers. What about the
agents? What do they want?

Communication

Skills process well
Selling Legrr?l'gg to
Skills ——

. relationsb

Understanding

Ego
Management

Learning to
say No

Understanding

Accent

Learning to Improve on

Listen patience
M Anger Confidence
anagement
Time Highlighting
Management my work

. No. of total response (SMEs + L. Businesses) |

. Response by large businesses



Mobile Features - Feedback and
To-Dos, Reminder/Notification
s topped the list of features.
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Metrics and Feedback - All of
the feedback given is reactive
in nature and the agent has
already made the mistakes
several times before it comes to
anyones notice.

KPls

Misc KPIs

No paositive
feedback we

-
-

.

.

= assume goo;

= .

0 job

-

"

"

Punctuality Attendance

SLA

Mannerism

Email
Hygiene




©

Process - The process of SMEsiis
very different from that of large
orgs. Where the large orgs have
defined roles and boundaries
SMEs have blended roles.

Set meetings
with
customer

Diary to
maintain

regularly. To-Dos

Cut the call
to

SMBs Process

All
customers
equal. FIFO

Greeting |
Paraphrase |
Assurance |

communicate

between
teams ‘

Use mobile
to take calls

No KB

Workforce
Mgmt

Solution
racks calls
°ove

MNC Process
Everyday

sats sent to

TL over

. No. of total response (SMEs + L. Businesses)

. Response by large businesses

o-®

Gauge
customers
sentiments

‘nd react

Flag emails
for To-Dos

If we are on
one channel

other has t
wait‘

Just talk to
the guy next
to you for
help

QA picks

calls
randomly
20 QAs 100

Agents

Label each
mail/ticket
manually

Get calls on
personal
mobile &

email

WhatsApp
for team
comm

Need to be
transparent
with

‘ustomer



SMEs vs Large Businesses .........

Q Process

Role

2

!l Channel
=g

’E Treatment
@ Pro/Re active

=3
E Large Businesses

Rigid Process

Priority Wise

@ Small Businesses

Malleable Process

All Customers Equal - FIFO
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Final Insights ..., ...

It can be seen from the graph below that the participants who
worked in a Small and medium Enterprise had fluid roles as
compared to defined boundaries in a large enterprise.

Small and Medium Enterprises work very differently from large
organizations. Employees in SMEs have blended roles, they do
not have defined boundaries they are responsible for customer
satisfaction and do what they can to retain the few number of
customers they have and get the word going for their product.

Moreover, they do not have a budget to buy a CRM software or
to customize them to their needs as they have limited recourses
and man power to do so. Therefore making this segment a perfect
audience for a mobile based CRM Lite.

These blended roles are performed by a typical relation managers-
Who has a set of accounts that she/he has to keep and better
relations with, try to up-sell/ cross sell products and also hunt for
new accounts to achieve set targets.



w
[¢’]
=
s
()
(0]

Pre Sales Engagement After - Sales -

Kalki Rao
Chiranjeevee

SELEIAGER

Sales

Prateek Tamang

Meenakshi Sharma

Santosh DR

Irfan Moosani

9JIAIOS

Akshay Tiwari

Megha Gupta

Relationship Management

Fig 11. SME participants with blended roles
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Persona ...

Mohit Gupta
Work Ex : 6 Months

Company: FitFreaks
Org Type: SME

Personality :
+ Social - Loves to talk to people and get to know them.

« Ambitious - He knows where he wants to be and works hard to
achieve his dream

+ Smooth Talker - He knows the selling game very well and can handle
all types of customers

«  Frustrations - It quite difficult for him to find the right decision maker.
Even if he finds the right person to contact, getting their contact
details or the right time to talk to them is gamble. Some clients pull
out of a deal midway, he always wonders what made them do that?

Quote:

“Never wait for the client to call you. Pick the phone up and talk to them.
Build a healthy relationship. Everything else will follow”

Page
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More about Mohit ...

What Does Mohit Do?

FreakFits - Mohit works for an e-commerce startup
called FreakFits. The company has less than 50
employees and is just over an year old.

Enables Gyms - Not only does FreakFit sell gym
equipment it also is an online platform for gym and
their customers to stay in touch.

Relationship Manager - Mohit handles 8 accounts
currently, his job is to keep his accounts satisfied
and up sell / cross sell products to them as and when
necessary.

All Star - Mohit is doing quite well and is ready
to take on new challenges, he wants to get more
accounts under his belt and improve sales numbers
and profitability of his company.

How Does He Do It?

=

N\

Primary Channel - Mohit most used medium of
communication with his accounts is over email. He
prefers email as all the conversations are archived
for reference and proof purposes.

Secondary Channel - Although his accounts can
reach out to his on any channel convenient to
them. He is mostly asked to travel to site or an F2F
conversation or using instant messaging.

Add More Accounts - As a rapidly growing startup
Mohit is tasked to attract more and more clients to
his portfolio, for this quarter he is tasked to add 5
more accounts successfully.

Time Spent Hunting - Mohit Currently spends 60%
of his time hunting for new clients and gathering
information about them, helping existing accounts
only takes up about 40% of his time.



Day in a life of Mohit ...

8:20 AM

Mohit starts his day early
He reaches office and..

v

Client agrees to
Upgrade his

services

1230 PM

FitFreak is a growing
Startup & Mohit
Is tasked to add

More logos

830 AM

Checks his Email, IMs
For any new & pending

Getting ready for the day

Checks his Calendar
For scheduled

Issues meetings
@ E 1 g
i
Mohit sees a up Client mentions
selling opportunity a need for
&gives him a call additional service
Proactive care & up/cross selling
A e
0
1
Ui pre-5§les He scouts LinkedIn
team has given For company &
alist of leads he -ompany
clientinfo
could contact
T30PM e

Sales Research

10:00 AM

2l

Creates a To-Do
List for the day

Checks who is not
been contacted for
awhile

Sends an IM to
the client

He tries to understand
If the client is facing
Any issue

115 AM

He find info on
his competitors
through partners

He sends a message
To the lead hoping
He'd reply

215PM

Service

OO AM wrrreeeemmmmmmmm et

He gets a call
regarding an issue

The client seems
Pretty frustrated

He decides to call
aclient who's not
called in fora
while now

&

Makes note to
Update client on
The issue regularly

10:50 AM

Afew leads he had
Contacted earlier have
agreed to talk to him

He understands their
need & presents to
them a solution

3:30PM

Updates team/leads
about status

Tries to calm
The client down

Givesan ETA
Forissue
resolution

They have decided
To come onboard

Gives out some
Quick fixes

Realises he needs
Help &involves
other teams

He has added
Anew client to
his portfolio

515PM



Redeﬁned How do we leverage on our [Microsoft’s] infrastructure to provide

the insights a relationship manager needs in an easy digestible
- form to make them do what they do best - better relations.
Brief



METRICS & TRUST &
INSIGHTS INT TRANSPARENCY
GO EL LG,

& Voo
MU NIC AT y
OOV\ %

SALES &
SERVICE
OR RM

4% o
N -

N
FEEDBACK & O/\/s,s/ 0\5\@
IMPROVEMENT 773N W

Fig 12. Leveraging Microsoft’s Infrastructure to provide easy to digest insights
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Brainstorming



Concepts ...

Client research & insights : An app that helps
in researching and gathering insights about
potential clients and existing accounts. And provide
information in a digestible format with auto
reminders and to -dos.

Your insights : An app that helps you with your
pipeline, it tracks your conversations with your
accounts and gives you insights on how to improve
and be a better relationship manager.

Communication hub : All communication from
all channels in one app, giving the relationship
manager one single view all the communication
with the account.

Goal setting and improvement : A vision of future
self as a relationship manager and constructing
improvement plans thatis custom made for the RM.

Today’s focus : Taking one day at a time, giving
reminders, To-Dos and insights for today, decreasing
the information overload and keeping the RM
focused on the important tasks.

Social gamification : Insights on who in the teamis
doing what and at which stage in their pipeline are
they, how many accounts converted, leader board
and feedback.

Task scheduling : Relationship Managers need to
interact with a lot of teams and 3rd parties to get
things done for their accounts. An app that is a one
stop shop for all the tasks, schedule, assign, track all
tasks.

If this then that : An app that lets you automate
tasks and assign reactions to an occurrence to an
action that would auto trigger.



Final Concepts ...

Taking forward:

Today’s focus : Taking one day at a time, giving
reminders, To-Dos and insights for today, decreasing
the information overload and keeping the RM
focused on the important tasks.



Explorations ......
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Initial explorations looked at how data can be presented linearly about an account,
gathering insights from various channels. But the view was very data heavy and
required a more visual way of representation of the important data.
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The new explorations covered different ways of representing the to-do’s more visually
while giving layered information about the issue faced.

Page 106



®

WIrE

LINGAR_ 2ad it CAce) RABIAL C&WT D

Dashboard explorations

Page 107



1
;x_u

Qca)

: DR R

T

[7 /&* l/, }[ /.f'\ ;/\A

17e |
L )

:¥, "

Dashboard explorations

LInEae.

: ~
\_S\Ze & Dierance J

Page 108



et
tnigeed

}\
v
¢

Ale
/,/ “ SErT

/ v
oy %Ms:«","
Plesopor
(=217}

1 vons
b PRESS

T
béLrie

(o>

toNve  Higopy | AOD - DRLETE BV,

Level 2 of the dashboard where more deep down information is presented about the
issue and allows the manager to communicated with the account without switching
context.
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Smart contextual suggestion exploration on how the app can provide suggestions
during a conversation with the account to help in solving, selling and improving the
quality of communication.
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Radial Depiction ......

A relationship manager cares about the
strength of the relationships with her/
his accounts, she/he wants to understand
which of her/his accounts are close and
happy and which ones are getting away
from her/him and are unhappy with his
service. Some might even be in contact
with competitors to switch to their service.
These are vital information that the agent
would need to retain his accounts.

No
Contact

Potential {

Issue .
Competitors

Angry
Account

Account

Competitors
Contact

Angry
Account



Scenarios



Mohit’s Frustrations ......

Daily Routine : He goes from one gym to anotherin
his defined area and tries to get them on board his
service.

Low Conversion : Decision makers are not usually
present at the gym and this reduces his chances of
conversion. He usually tries to fix an appointment
from the manager at the gym.

Feeling Helpless : His conversion rate is low and he
feels he’s very unproductive but he doesn’t know
what he can do.

=

Reminders and To-Dos : He makes notes and marks
his emails to keep track of day to day events and
sometimes forgets to work on issues or call back an
account with updates making them unhappy.

Loosing the Game : He has lost two accounts to
cure fitin the last year itself and doesn’t know what
to do. He doesn’t realize how and when cure fit was
able to take his accounts from below his nose.

Time for Change : He is extremely frustrated with
the way his work is going and decides to make a few
changes...



Mohit’s Frustrations ...

He doesn’t need a CRM system because of the low
number of clients he has to handle

He needs to know the health of his relationships with
his accounts with any insights that can help, and any
new accounts that he can bring in.

He heard about this app called Euron by Microsoft
that is designed for people just like him

And decides to give it a try....

V4N 230

EURON

Login using your Microsoft Acoount

Password

ogin

Signup




Project Euron ...

Concentric circles depict relative Mohit the relationship manager Euron goes through all the
distances is in the center channels (Email, social media
etc) and brings up accounts that

he needs to contact today



Project Euron ......

Euron analysis the sentiments The size depict the order in Finally the colors depict the type
of all conversations with these which the accounts need to be of issue the account is facing.
accounts and brings them closer contacted Creating a To-Do list dashboard

or farther from Mohit



To - Do Dashboard ......

V4Nl 1230

1. Accounts facing issues

2. Priority of focus

3. Relationship Strength

4, Issue type
o




Information Architecture ...

Feed

History

- Insights about all accounts

- Conversations

- Metrics

- Statistics
- Org chart
- Calendar

Dashboard

-To Do list

- Relationship health
- Priority of focus

- Type of issue

- Files shared
- issues
v -sales
Account
- Profile
- Insights
- Updates
- Contact channels
.
v
Contact New Client
- All channels - All channels

- Issue summary

- Smart suggestions
- Next action

- Add item

- Issue summary

- Smart suggestions
- Next action

- Add item




Scenario - 1

Service : Reactive

Jim, an account of Mohitis facing
an issue of wrong equipment
delivery.



cenario 1 / Service : Reactive

V4Nl 1230

< ‘% Jim Carton

CEO, Golds Gym

V40l 1230

-+

Let Jim Know!

Right equipment will be delivered
in 3 days. Error by Logistics.

INSIGHT

Right equipment will be delivered
in 3 days. Error by Logistics.

Based On

° Converstions on this issue v
@ Similar issues v
° Files Data v

B3 Incorrect Gym

2d Equipment Delivered! JIM CURRENTLY

®©@ 0 ©

At his Meeting Mood
Desk All Day Frustrated

View Profile

+




Scenario 1 / Service : Reactive

History and
Suggestions

Clients
Current
Context

< =8 Jim Carton
CEO, Golds Gym

Let Jim Know!

Right equipment will be delivered
in 3 days. Error by Logistics.

INSIGHT

Right equipment will be delivered
in 3 days. Error by Logistics.

: Based On
@ Converstions on this issue v
: e Similar issues v
B

a Files Data v

JIM CURRENTLY

@

© ©

At his Meeting Mood
Desk All Day Frustrated

View Profile

+

Contextual
Insight



Contextual Insight Card ... ......

V4l 1230

Jim Carton
CEO, Golds Gym

- O Let Jim Know!

.0 Right equipment will be delivered
in 3 days. Error by Logistics.
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Scenario 1 / Service : Reactive

V4Nl 12:30

o .
<« ‘:g Jim Carton

CEO, Golds Gym

Based On
< - ceeen,,
Let Jim Know! Tree., )
Right equipment will be delivered @ Converstions op:chls Isste e
in 3 days. Error by Logistics. ‘.
.., .
: ° Similar issues - v
INSIGHT ., C -
- Files Data ooV
Right equipment will be delivered - . °
in 3 days. Error by Logjistics. K .
JIM CURRENTLY :
Based On . -0 o)
.o@®@ O
. . . « ® L >
e Converstions on this issue v
o At his Meeting Mood
Desk All Day Frustrated
Q Similar issues v Q- >
View Profile
+
° Files Data v O. .

o “




Scenario 1 / Service : Reactive

History and
Suggestions

Clients
Current
Context

-~ .
<« ‘.; Jim Carton

CEO, Golds Gym

Let Jim Know!

Right equipment will be delivered

in 3 days. Error by Logistics.

INSIGHT

Based On

Similar issues

Files Data

JIM CURRENTLY

@

©

At his Meeting
Desk All Day

View Profile

Converstions on this issue

V.4l 12:30

Right equipment will be delivered
in 3 days. Error by Logistics.

VO"""""""""'>

Mood
Frustrated

+

Contextual
Insight

INSIGHT

Right equipment will be delivered
in 3 days. Error by Logistics.

BASED ON

Converstions on this issue

Rahul Gupta (Logistics)
Accepted the error, scheduled
fresh delivery

Jim Carton

Requested an update on the
issue from you

You

Asked Rahul from logistics for
update on issue

You
Promised Jim a resolution ASAP

Jim Carton

Raised the issue about inccorect
delivery

0 % P 90 DO

Similar issues

2d

2d

2d

2d



cenario 1 / Service : Reactive

2d

w Promised Jim a resolution ASAP
@)

Jim Carton
Raised the issue about inccorect 2d
<, delivery

° Similar issues A

) Meghna Chopra 03/06/17
' Equipment Delivery Delayed!

.5 day delay due to logistics, please find a...

wom.  New Invoice.pdf
.Fitnessfreak, NYC, 5th Avenue...

Eric Benton via Kabir 12/02/17
O ‘% RE: Gym Equipment Delivery issue!
.' ..havent recieved equipment yet, causing crt...

.
.

. Files v
.

V4Nl 1230

< =8 Jim Carton
4 CEO, Golds Gym

Let Jim Know!

Right equipment will be delivered in
3 days. Error by Logistics. °

INSIGHT
Right equipment will be delivered .
in 3 days. Error by Logistics. °
BASED ON N
e Converstions on this issue v .'
v Dabd Fovntn (1 amicsian) .‘
a°’
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Scenariol ...

401230
< Replying to Jim =

Attach Requirement List
File contains Jims final gym }°

equipment requirements Attach

To ;g; Jim Carton
cC @ Rahul Gupta

RE: Incorrect Gym Equipment Delivered!

HiJim,

Sorry for the inconvenience. We have resolved the issue we were
having with our logistics partner and you can expect the delivery by
16th Dec, 2017.

Do feel free to contact me in case you have any further queries!
Thanks,

Manoj Gupta

Relationship Manager

FitFreaks.inc
Ph: 92235204223

Mohit starts to write his email
and Euron prompts him to
attach the requirement list

V4l 12:30

< Replying to Jim =

To g Jim Carton
cC e Rahul Gupta

RE: Incorrect Gym Equipment Delivered!

Requirement List.pdf
}" 5MB

HiJim,

Sorry for the inconvenience. We have resolved the issue we were
having with our logistics partner and you can expect the delivery by
16th Dec, 2017. Please find attached your final requirement list.

Do feel free to contact me in case you have any further queries!
Thanks,

Manoj Gupta

Relationship Manager

FitFreaks.inc
Ph: 92235204223

It not only adds the attachment

to the email with one tap but

also adds inline message for the
same

V4Nl 12:30

23 Jim Carton
!g“
< Qﬁ(’ CEO, Golds Gym v

Reminder For 16th

So we remember to check with J
Jim before time!

INSIGHT

Right equipment will be delivered
in 3 days. Error by Logistics.

BASED ON

° Converstions on this issue v
a Similar issues v
° Files Data v

JIM CURRENTLY

Euron also sets a reminder

.This way he will never forget

to contact his clients and keep
them updated



Scenario - 2

Service : Proactive

Gold’s gym one of Mohit’s
account is celebrating their 10th
anniversary.



Cenario 2 / Service : Proactive

V4Nl 1230

V.40l 12:30
- H
¢ ‘; Jim Carton v

+ CEO, Golds Gym

Tell Jim About New Collection E

Looking for new equipment and its
Golds Gyms 10th anniversary!

COMPANY SOCIAL DECISION MAKERS

INSIGHT

Looking for new equipment and its
Golds Gyms 10th anniversary!

BASED ON

Browsed the equipment section
on your website

Asked for a copy of new catalog
of equipment when ready

@ Upsell Opportunity: 10th
Now Golds Gym Anniversary!

10th Anniversary of Golds Gym

©06 06

JIM CURRENTLY

- - PN




Scenario 2 / Service : Proactive

S <

S \ 2

. =8 Jim Carton . .
. CEO, Golds Gym

Tell Jim About New Collection

Looking for new equipment and its
Golds Gyms 10th anniversary! .

COMPANY SOCIAL DECISION MAKERS §

INSIGHT
Looking for new equipment and its
Golds Gyms 10th anniversary!

BASED ON

Browsed the equipment section Now
on your website

Asked for a copy of new catalog

of equipment when ready 2

10th Anniversary of Golds Gym 2d

© 06 0

JIM CURRENTLY

Asked for a copy of new catalog

of equipment when ready 2

% 10th Anniversary of Golds Gym 2d
JIM CURRENTLY

© 0 ©

Out Free till Mood
Shopping 2:00 PM Happy

SOCIAL UPDATES

Posted a blog about 10th 2d
Anniversary of Golds Gym

° Liked a post on data analytics 2d

Show More

DECISION MAKERS

Joe Nickson
2nd Ly CTO, Board of Directors

W’ Anniversary of Golds Gym -

° Liked a post on data analytics 2d N

Show More LS
DECISION MAKERS o
Joe Nickson
2nd X CTO, Board of Directors
- O @ uummms,

v s David Field
Director, IT
Jim Carton
2nd ;@ CEO, Board of Directors

Ram Venkatapathy
CEO, MensHealth Gym

Syed Kanvar
3rd Manager, Purchase

Pankaj Mehra
9, Manager, MensHeath Gym

& Waseem Pasha
&v CEO, 24/7 Health Gym



Scenario 2 / Service : Proactive

9401230
" H
i ‘:‘; Jim Carton Uomo

Online

Whatsapp

,@ Great, Thanks!
<,

Have a nice day!

FRI 11:30AM

Hey Jim, Hope you're doing well!

g Hi Mohit, I'm doing great!
<,

The new catelog is ready, wanted to
share it with you.

We have a all new collection!

Let me send it over to you

AllIM channels are availablein a
single window, reducing context
switching delays

9401230
- .
<« ‘.::_; Jim Carton vomod

Online

Send Jim The New Catalog

File contains 10 new items for
Jim to select from!

Whatsapp

FRI 11:30AM

Hey Jim, Hope you're doing well!
,@ Hi Mohit, I'm doing great!
<,

The new catelog is ready, wanted to
share it with you.

We have a all new collection!

Let me send it over to you

Euronlistenstothe conversation
and prompts Mohit to attach
the new catalog

9401230
- .
e ‘}; Jim Carton vomo

Online

Whatsapp

FRI 11:30AM

Hey Jim, Hope you're doing well!
g Hi Mohit, I'm doing great!
<,

The new catelog is ready, wanted to
share it with you.

We have a all new collection!

Let me send it over to you

New Collection.pdf

g Great Mohit, will have a look!
<,

| almost forgot about it

[+
©
&

Jim is happy with Mohits pro
activeness and more likely to
make the purchase



Scenario - 3

Sales : New Client

Mohit has just finished a meeting
on the field and a new client
appears on the dashboard.



Scenario 3 .. ..c..

V40l 12:30 V4Nl 12:30

-~
< %) Ram Vekatapathy v i
&

+ CEO, Mens Health Gym

A New Gym Near You!

Mens Health Gym 160 Columbus
Ave

RAM'’S NATURE
Responds Preferred Personality
Frequently Email Friendly
RAM CURRENTLY
@® Anewgym >
Now hearyou! @
At the Free till Mood
Gym 5:00 PM Happy
SOCIAL UPDATES

m Interested in impact of loT in Now
avms



Scenario 3 .......c..

V4Nl 12:30

Ram Vekatapathy :
CEO, Mens Health Gym v *

-

]

A New Gym Near You!

Mens Health Gym 160 Columbus
Ave

COMPANY SOCIAL DECISION MAKERS

RAM’S NATURE
& O
Responds Preferred Personality
Frequently Email Friendly
RAM CURRENTLY
At the Free till Mood
Gym 5:00 PM Happy

SOCIAL UPDATES

m Interested in impact of loT in Now
avms

Euron gets Ram’s nature using
corwdsourced data from
Linkediln

SOCIAL UPDATES

Interested in impact of loT in Now
gyms
° Liked a post on data analytics 2d

Show More
ABOUT RAM
Experience
° Years of experience in this field v
a Years of total experience v
Current Position
CEO, Mens Health Gym v
2015 - Present | 3 Years
Show More

Social updates help Mohit
understand what Ram s
currently thinking about.

Current Position

CEO, Mens Health Gym v
2015 - Present | 3 Years
Show More
ABOUT MENS HEALTH GYM

Mens Health Gym - everyone, regardless of their
finances or fitness level should have the opportunity

to work out.

Headquarters Year founded

Guildford, Surrey 2008

Company type Company size

Public Company 51-200 employees
Show More

DECISION MAKERS

Joe Nickson
2nd ey CTO, Board of Directors

& Waseem Pasha
CEO, 24/7 Health Gym

1 David Field
Tst | Director, IT

Euron also get relevant

information  about = Ram’s

experience and about his gym
from LinkedIn



Scenario 3 / Sales : New Client

¥4l 1230
Headquarters Year founded &
Guildford, Surrey 2008 Ram Vekatapathy v
CEO, Mens Health Gym

Company type Company size
Public Company 51-200 employees

A New Gym Near You!

Mens Health Gym 160 Columbus

Show More Ave

DECISION MAKERS

COMPANY SOCIAL DECISION MAKERS

Joe Nickson
2nd ey CTO, Board of Directors

& Waseem Pasha
& CEO, 24/7 Health Gym

~
1 ‘g David Fea o v

RAM’S NATURE

Director, IT
Responds Preferred Personality
Frequently Email Friendly
ond [ Ram Venkatpathy
‘( CEO, Board of Directors
Jim Carton
CEO, Golds Gym
e RAM CURRENTLY
Syed Kanvar
3rd 3 Manager, Purchase e @
) Pankaj Mehra )
9, Manager, MensHeath Gym At the Free till Mood
& Waseem Pasha Gym 5:00 PM Happy
& CEO, 24/7 Health Gym

SOCIAL UPDATES

BRI o Y
avmes

The org tree helps Mohit Now that Mohit has the context
understand the decision makers he calls Ram to get a meeting
tree and best contact to talk to with him

Ram Is free all day.

It will take 43min to walk and you
will compete yout 10K step goal!

Ram Asked You To Hurry Up!

A cab will take you 10 min to
reach, book one now!

COMPANY SOCIAL DECISION MAKERS

RAM'’S NATURE
Responds Preferred Personality
Frequently Email Friendly
RAM CURRENTLY
At the Free till Mood
Gym 5:00 PM Happy
SOCIAL UPDATES

m Interested in impact of loT in Now

avme

Euron listen to the conversation.

It would have asked Mohit to

walk but Ram asked him to come
fast, prompts to book a cab



Scenario - 4

Sales: At a Conference

Mohit attends  conferences
regularly to grow his network.
Potential clients begin to appear
on his dashboard.



Scenario 4 / Sales : At a conference

V40l 12:30

V4Nl 12:30

Megha CH

+ CEO, FitWomen
Women Collection, Show Time!

Talk to Megha about your new
women collection!

COMPANY SOCIAL DECISION MAKERS
INSIGHT

Talk to Megha about your new women
collection!

BASED ON

Posted a requirement for gym
clothing for women

Tweeted about lack of women
in the fitness business

o) Posted a requirement
about women gym
4d  clothing

MEGHA'S NATURE

© © O




Scenario 4 / Sales : At a conference

V4Nl 12:30

Megha CH . MEGHA’S NATURE ABOUT MEGHA
CEQ, FitWomen

@ e o Experience
Women Collection, Show Time!

Talk to Megha about your new Responds Preferred Personality Years of experience in this field v

women collection! Often Email Friendly e

Years of total experience v
MEGHA CURRENTLY

COMPANY SOCIAL DECISION MAKERS

e @ Current Position

INSIGHT
A} this Free Mood CEO, FitWomen v
Q Talk to Megha about your new women Conference All Day Happy 2016 - Present | 2 Years
collection!
SOCIAL UPDATES Show More
BASED ON
e Posted a requirement for gym Now
Posted a requirement for gym clothing for women )
e clothing for l\:\Ilomen v ABOUT FitWomen
FitWomen - everyone, regardless of their finances or
Tweeted about lack of women . fitness level should have the opportunity to work
e Tweeted about lack of women in the fitness business out.
in the fitness business
Headquarters Year founded
Show More Guildford, Surrey 2008
, Company type Company size
MEGHA'S NATURE Public Company 51-200 employees
ABOUT MEGHA
@ e o Experience Show More
Mohit takes a look at the insight Megha nature is crowdsourced Mohit notices her experience in
details to understand Megha using LinkedIn and her social the field is less and he will need
better updates help Mohit understand to tailor his pitch accordingly

her ideology better



Scenario 4 / Sales : At a conference

Show More

DECISION MAKERS

- Joe Nickson
2nd @& CTO, Board of Directors

| @ Waseem Pasha
CEO, 24/7 Health Gym

David Field
Ist ‘\g Director, IT

Megha CH
2nd ‘a) CEO, Board of Directors

Jim Carton
<> CEO, Golds Gym

Syed Kanvar
3rd Manager, Purchase

Pankaj Mehra
9, Manager, MensHeath Gym

& Waseem Pasha
CEO, 24/7 Health Gym

Decision makers tree help Mohit
understand  where  Megha
stands in her org.

Megha CH
CEO, FitWomen

Starting to Listen!
The listen feature lets Euron gather h \
insights from verbal interactions Listen

COMPANY SOCIAL DECISION MAKERS
INSIGHT

Talk to Megha about your new women
collection!

BASED ON

Posted a requirement for gym
clothing for women

......

Tweeted about lack of women
in the fitness business
MEGHA'S NATURE G

Now that Mohit has context
about Megha he goes and
pitches to her.

(i |

O

He can enable Euron to listen

to their conversations to

automatically create reminders
and present suggestions.

Page

138



Scenario 4 / Sales : At a conference

< Listening

Megha CH

CEO, FitWomen

Euron 12:30
Offer 10% discount!
You're doing great,

offer 10% discount
to close deal!

Done

Euron understands when a deal Megha agrees and Mohit turns
is going great and suggests off the hear feature on Euron.
Mohit to give Megha a 10%

discount to get her onboard



Scenario 4 / Sales : At a conference

V4Nl 12:30

Megha CH
CEO, FitWomen v

Send Megha the collection!

Asked for a soft copy of catelog to
be shared over email

COMPANY SOCIAL DECISION MAKERS
INSIGHT

Megha seemed impressed with
9 your product line. A follow up
meeting is set for 19th Dec.

Asked for a soft copy of catelog to
be shared over email

BASED ON
° Conversation highlights v
Megha
{ ) Seemed impressed & asked you m
® to set up a follow up meeting

You

2m Offered a 10% discount
10

Euron reminds Mohit to send
Megha the collection catalog
and sets a follow up reminder

Asked for a soft copy of catelog to
be shared over email

BASED ON
° Conversation highlights v
Megha
{ ) Seemed impressed & asked you m
® to set up a follow up meeting
You
2m Offered a 10% discount »
y CJ
You
5m Explained the new collection 3
and pricing @
Megha
l@ ) Asked for a soft copy catalog, 8m
® with product specs
You
15m Talked about how your products 3
are aligned for women @

° File

It also provides Mohit with
insights/actions taken in their
conversation



Dashboard
Interactions



Navigation Drawer & Feed ...

¥4l 1230
3 Mohit Gupta = P
"] Relationship Manager
v FitFreaks.inc

joshray@fitfreaks.com

Ram Vekatapathy 0
CEO, Mens Health Gym 82 A)

To-Dos
® Interested in impact of loT in Now
] gyms
My Profile
My Accounts
CEnings : ° Liked a post on data analytics 2d
Show More
Jim Carton 33%
CEO, Golds Gym
B Incorrect GymlA a7 / Looking for digital solutions to 2d
2d Equipment Delivered! 4 grow his business

' Liked a post on data analytics 2d




Quick Context Card .........

V40l 12:30

+

A

Mark Complete O

Let Jim Know!

Right equipment will
be delivered in 3 days.
Error by Logistics.

B Incorrect Gym
2d Equipment Delivered!




Reschedule a To-Do ...

V40l 12:30

+




Adding a To-Do ...

V4Nl 12:30 V401230 V4Nl 12:30

* = @ '

Search

'3,
4

Ben Stone

Criag Sen

& Ben Stone
. Director, Organic Gym

Kelly Mon.
Lilly Sung I l ’
Description

B Incorrect Gym 3 IncorrectGym : /. i irr?éen;’?/;'ssf)l;i::]sgetim' She said its been long
2d  Equipment Delivered! 2d  Equipment Delivered! 4 -

Prashanth




Adding a To-Do ...

V401230

B Incorrect Gym
2d Equipment Delivered!




Dashboard Views .........

¥4l 12:30

V40l 12:30

+ +

Let Jim Know

Right equipment will be
delivered in 3 days. Error by
Logistics.

Out of Inventory

Megha will run out of
inventory by 19th Dec,
schedule delivery.

Upsell Opportunity

Rayan has shown interest in
our new gym clothing series

Whats up Tim?

You last contacted Tim 12
days ago, give him a call and
see whats up?

B Incorrect Gym

2d Equipment Delivered! Wonkey Threadmill

The threadmill is acting up,
why dont you pay carl a
visit?

Radial View Linear List



Edge case .........

V40l 12:30 ¥4l 1230

B Incorrect Gym

B Incorrect Gym
2d Equipment Delivered!

2d Equipment Delivered!

<7 accounts in To-Do >7 nested list



Conclusion



The complexity of the enterprise domain is both daunting and
exciting, during my tenure at Microsoft, working on this project |
was exposed to a fraction of this domain and quickly understood
that the design principles used in the enterprise domain have a
stark differences from that of consumer products principles.

Project Euron only takes a stab at presenting relationship health of
the accounts to the relationship manager. It tracks conversations
to provide reminders and to-dos so they account are always taken
care of to improve the manager - account relationship further it
would be important to understand the manager itself and gather
data to provide insights not only to improve his relationships
but also improve himself/herself and proved custom tailor made
learning paths, so the manager can grow, improving the quality of
conversations and relationships with his/her accounts.
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