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Overview

The impact of COVID-19 has brought unprecedented disruptions
in human lives. Accordingly, it has transformed consumer behavior
as well. Customers and technologies are evolving, and so are
customer experience (CX) and customer relationship management
(CRM) strategies. Technology advancement and digital
transformation are critical drivers of the everlasting customer
revolution. Customers today are more tech-savvy, well-apprised
and dynamic. Gone are the days when customers preferred price
or product; CX will take over price and product as the key brand
differentiator.

Today it’s all about CX and the time has come to redefine it. As

a result of the COVID-19 crisis, companies are redefining their
strategies and reevaluating their CRM systems to enhance CX

and employee experience (EX), ultimately driving customer
satisfaction. Retail and CPG companies must have a strong CX
strategy to be an industry leader, including a next-generation CRM
system. Critical trends are emerging in the CRM industry, including
customer experience, artificial intelligence, analytics, mobility,
data management, user friendliness, integrations, digital and self-
service.

Customer care dynamics are transforming, emphasizing the EX
and CX. CRM systems will have to be highly precise, scalable and
customer-centric. This paper highlights the need to redefine the
customer experience through next-generation CRM.

Our next generation

consumer care CRM solution

is ConsumerCX, powered by
Salesforce. It is a consumer

care and support CRM software,
which is built on a platform

with an objective of resolving
consumer queries faster, across
multiple channels. ConsumerCX,
built on the Salesforce Service
Cloud platform, is a highly
customized version of the service
cloud that caters to the specific
needs of the CPG business.

The customized CRM console
consolidates related consumer
data in one screen with different
frames, maximizing agent
productivity and improving your
operational processes leading to
a better customer experience.




Industry trends

In the industry, the most substantial and foremost change in the B2B and B2C marketing scenario is that

the control is now in consumers’ hands. Secondly, CX is now a top sales metric. Predictive analytics and data
analytics are key components to meet customer-centric goals. Artificial intelligence will soon supersede most
of the sales conversation. Lastly, loT and CRM integration will overpower a personalized experience, streamlined
replication time, customized marketing campaigns and on-time data to CRM systems for better business
results. CRM software is the most critical function of any business. When implemented strategically, it assists
with winning your customers, benefiting retention and ultimately leading to business growth.

In today’s digital era, CRM software is a must for sales, marketing and consumer care teams. The CRM system
needs to transform with precise data and predictive analytics to understand customer needs and solutions.
Artificial intelligence is already here and is poised to be implemented in the CRM software space. Implementing
artificial intelligence in CRM systems will lead to the evolution of data-driven CRM solutions enhanced by
machine learning, analytics and business intelligence. In the customer relationship management space, CX is

key and open Application Programming Interfaces (APIs) are critical. Customer behavior will give rise to a varied
buying demographic; only a transformed CRM solution will help drive customer information. APl is the technology
that supports various customer relationship management-related solutions to integrate with the sales and
marketing team requirements. APIs actively distribute customer-centric insights that help design scalable and
reliable strategies to deliver great CX.




CX should be important when it comes to CRM strategy. Keeping existing customers happy and attracting new
customers is possible only if customer preferences and perceptions are well quantified. The better the customer
data and marketing insights we receive, the better strategies are implemented to enhance CX, customer loyalty to
drive growth.

According to a 2020 Salesforce survey, 80% of respondents ranked experienceas equally necessary products or
services. Today’s CRM platforms are much more robust and there are many more tools available that can empower
CX strategies.

Artificial Intelligence & Analytics

Al integration with a CRM system is a
criticial advancedment in the industry, and
allowing Al and CRM to come together will
help us to better understand our consumers
and customers (including purchasing
behavior, purchasing frequency, purchasing
volume, need for support and more). Al can
be leveraged to create a more personalized
experience for customers. Al includes
automaton, conversational tools and
predictive analytics/data intelligence.
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"M* Factor/Mobility

We're talking M for ‘Mobile’. Smartphones
are growing ever more powerful, with their
ownership increasing every day. Mobile
CRM solutions can offer strong security
features, intuitive interfaces and apps that
work across platforms. In a post-pandemic
world where remote work is more common
than ever before, it's important to consider
the impact that mobility can have on
operations.
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Data Management

Data is everywhere and comes in so many
forms. Marketing teams use data-driven
customer engagement. Therefore, data
management, data integration and data
analysis for organizational view are top
priorities for Marketing teams.

User Friendliness

It's essential to consider EX and ensure the
system offers a superior user experience for
the employees leveraging it. CRM systems
must be easy to use and intuitive to ensure
maximum efficiency.

Integrations & Digital

Integration is a top trend in CRM.
Integrations can help your organization
gain value, allowing you to pull in data from
outside your CRM using capabilities such as
APIs. Integrations are key in digital support
as well; it's important to incorporate social
channels into a CRM platform strateqy.
Integrating a CRM system with social
media platforms allows for enhanced

CX. Consumers should be able to choose
on which contact channel they want to
connect with an organization and flexibility
and integration is key in a CRM.

Self Service

Consumers want to find the answer to their
inquiry without the assistance of an actual
person. Therefore, companies are investing
more into self-service tools that allow
customers to resolve their queries.



Business challenges

Disconnected case management and decentralized data : Larger issues with case management are resultant of
a disconnection between customer support of varied business functions inside an organization or its branches.
This is due to the reason of not being a centralised case management hub so that automated case assignment
can happen. This causes limited visibility into case assignation mechanism. A CRM solution will centralize all
your data and make it easier for you to find what you need, exactly when you need it.

Repeat customer issues & inquiries : Customer support function, by choice, gets a number of customer queries
and inquiries ranging from products utility to functionality to usage and so on. Many of those queries and
inquiries have a history of resolution cases but addressing those cases in a repeatable manner may prevent the
consumer support agents addressing more complex queries.

Offering self-service, by way of a website-friendly knowledge base FAQ solution, customers can find answers to
the most common questions.

Lackluster 360 Degree Customer View & Reporting : A common challenge with traditional CPG CRM systems is
that they do not have a standard API for integrating external systems. This makes it challenging for companies
that use several other tools and would like to have everything integrated into their CRM tool. When integration
is not available, the CX may be impacted. An integrated system ensures that communication is consistent and
allows agents to access all customer information, enabling and equipping them with the ability to provide a
better CX.

CRM challenges related to a dynamic 360 degree customer view include:
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Solution needs

Holistic customer
view

Personalized and customized view

Omnichannel
customer view

Chatbot integration to deliver real-

Automation-led customer
experience

Innovation to drive customer loyalty

Multi-triggered timezones
availability for support

Unified communication for

time differentiation

digital transformation

Live engagement with consumers for Machine-learning driven mechanism
issue resolution for customer success

Existing solutions available

As a service provider with deep roots and focus on consumer care, we have worked with and been exposed to
various CRM systems commonly used in the consumer packaged goods (CPG) industry. We are very familiar with
the most popular CRMs available in the consumer care space. These products offer standard CRM functionality
to integrate and often require a lot of customization, and come with associated costs. While utilizing these
products, we realized, these solutions have their constraints.

Our ConsumerCX solution leverages customizations that take into account similar functionality as traditional
consumer care CRM systems, but with a design layout and customizations that maximize efficiency. With
traditional consumer care focused CRM systems, of which there are several versions and some are no longer
supported from a system upgrade perspective. Additionally, for those systems still supporting upgrades
periodically, this creates downtime that impacts contact centers’ operations and results in them having

to initiate manual process to handle consumer interactions during system upgrades, ultimately impacting
consumer experience and the business. The interfaces of these traditional systems are also outdated, requiring
a large amount of customization to bring them up to date. These systems do not offer a universal search feature
that is user friendly to enhance productivity. Given these constraints, and others, our team crafted a custom
implementation of Salesforce (ConsumerCX), specific to the CPG industry that allows for agile support and
control to meet the needs of our clients.



HCLTech solution

Built from years of our institutional cognizance of competing CRMs and processes, ConsumerCX is a

highly customized version of Salesforce Service Cloud. It is a highly integrated platform where marketing,
accommodations, sales and commerce have a single, shared view for every customer. It distributes a
personalized experience to our customers, a more expeditious and reliable case resolution with a 360-degree
view of every customer.

Salesforce CRM enables us to resolve various issues across multiple channels and it maximizes agent
productivity by facilitating the operational processes leading to better customer experience. Additionally,
we have fulfillment processing functionality (letters, checks, envelopes and POD coupons) built directly into
the platform. Our Salesforce Center of Excellence (CoE) team offers ConsumerCX platform support for our
ConsumerCX offering.

Some of the benefits of being built on the Salesforce platform are:

Salesforce automatic platform upgrades are
seamless. Updates do not impact any existing
functionalities and customizations
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Salesforce offers more robust When functionality integration is
reporting as it's base reporting that is needed, you have absolute control
free of additional cost over development, both technically

and financially. Advanced reporting
visualization tools, analytic tools and
omnichannel tools can be integratedinto
Salesforce via an Open API

ConsumerCX has an advanced address lookup function that validates an address with the USPS, reducing the
time to enter and validate a consumer’s address, in turn, minimizing undelivered/returned mail.

The most critical value proposition for the ConsumerCX solution is that all the Salesforce core updates are
available free of charge and do not impact your current configuration. This is different from other CPG CRMs,
where they charge you for an upgrade and need you to go through a controlled testing protocol to confirm
nothing was disrupted during the upgrade.



What is our solution
on CX?

Salesforce’s innovative cloud-based platform is the
world’s number one CRM solution, which dovetails
both companies and customers together. C3i
Solutions leverages an integrated approach toward
business processes, technology, application, and
data to drive business transformation. Our Salesforce
support team distributes end-to-end solutions for
consulting, implementation, support and integration
accommodations. It has well-distributed and
innovative Salesforce solutions for customers in the
industry.

Our organization supports global enterprises to
leverage e-commerce and configure, price, quote
(CPQ) solutions to:

While CX drives the industry transformation, we are
here as a partner to digitize experiences and offer
industry-leading CRM solutions. Our ConsumerCX
powered by Salesforce tool for consumer care,
allows for optimized insights to enhance customer
engagement and customer experience strategies.
As a Gold Consulting Partner for Salesforce, we
offer a team of experts to accelerate business
transformation on the cloud by providing an
integrated approach covering people, processes,
technology, applications and data.

Create an end-to-end omnichannel
customer experience
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Maximize and enhance sales team
approach, personalized experiences,
accurate sales information, streamlining
sales and finance operations



Louis Milevoi

Vice President, Product Development
Retail & Consumer Product Goods

Lou Milevoi is the VP of Product Development and has been with C3i for 20 years. He leads
the CRM development teams along with surrounding technologies including application
development, portals, database and enterprise reporting. Lou realized C3i’s years of CPG
CRM develoment and support expertise and created a team to develop a scalable enterprise
solution to cater specifically to the CPG business. He leads the ConsumerCX, Salesforce
development effort to build the solution over the next year, which was released with success.

Sagar Vaid

Customer Success Partner
Retail & Consumer Product Goods

Sagar is a customer success partner at HCLTechand is managing multiple CPG accounts
from a growth perspective. Sagar is responsible to help identify and solve customer business
problems with the relevant technology solutions and has been actively working with customers
to help them understand and move towards implementing ConsumerCX as their preferred
CRM solution.

For more details contact: cs_marketing@hcl.com
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hcltech.com
HCLTech is a global technology company, home to more than 221,000 people d
across 60 countries, delivering industry-leading capabilities centered around
digital, engineering, cloud and Al, powered by a broad portfolio of technology E E
services and products. We work with clients across all major verticals, providing u
industry solutions for Financial Services, Manufacturing, Life Sciences and
Healthcare, Technology and Services, Telecom and Media, Retail and CPG, and
Public Services. Consolidated revenues as of 12 months ending September
2023 totaled $12.9 billion. To learn how we can supercharge progress for you,
visit hcltech.com.
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