
Additional Analyses Highlight Priority Elements

Critical Process Issues

Typical Improvement Issues Solutions Approach 
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Failure Point Count

Validate Serviceability 
Create tools to validate that proposed work can feasibly 
be performed by operations, and connections to those  
tools via Salesforce

Populate Billing and 
Business Systems 

Connect Salesforce and other systems with EBS and the 
LOB systems (iTrack, iCash, etc.) so that information received 
in onboarding is disseminated appropriately, including when 
triggering work flows

Enable Single Data Entry 

Establish CLM functionality, to manage creation, signing, 
maintenance, storage, and renewal of contracts

Create and Manage 
Contacts 

Connect Salesforce, CLM, and CPQ functions so that data 
flows seamlessly and is validated and used appropriately
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System Access

Service Gaps & Failure to Track  
and Meet SLAs

Invoice and Billing Gaps

Failure to Accurately Track 
Time and Metrics

Sales & Pricing Gaps

Misaligned Roles & Responsibilities

System Limitations and Integration 
Gaps

Lack of Sales and Branch Coordination

Overcomplicated Process and 
Department Structure

Root Cause Issues and Failure Points

Issues Solutions Outcome

Poor Data Capture 
Up to 90% error rate in the workbooks due to 
incorrect/missing information when received by 
Contracts and Onboarding teams.

Non-Tech. – Minimum data requirements need to be 
outlined by LOB

Technology – Salesforce controls minimum data input to 
advance stages

–	 Reduced rework throughout the process

–	 Reduced cycle time

–	 Reduced errors

Manual Data Entry 
Current processes require manually transferring 
data into different systems from multiple Excel 
workbooks.

Non-Tech. – Build consolidated workbook to enable 
shared data across sheets and reduce entry points

Technology – Connect Salesforce, CLM, CPQ, EBS, 
and LOB functions so that data flows seamlessly and is 
validated and used appropriately

–	 Reduced touch time and cycle time for data entry

–	 Improved controls over data, reducing rework and 
errors

–	 Improved data validation capabilities, to prevent 
some bad data entry

Inconsistent Service Validation
Inaccurate premise time estimates often result in 
complaints, rebates, surprise margin reductions, 
and rework at the branch.

Non-Tech. – Enhance the guidance available internally 
around servicing standards and capacity

Technology – Create tools to validate that proposed 
work can feasibly be performed by operations, and 
connections to those tools via Salesforce/CPQ

–	 Reduce rework and errors to address gaps in 
planned vs. actual service

–	 Reduce the need for additional communication 
steps to validate serviceability

New Work Visibility
Lack of visibility into anticipated work expected of 
branches and operations limits operations’ ability to 
prepare and meet expectations.

Non-Tech. – Consider options for using Salesforce data 
to provide branch-level updates

Technology – Create dashboard for operations leaders 
to have visibility into anticipated work that relates to their 
domains. Eventually, create means of reserving capacity.

–	 Reduced incidence of late notice for new work

–	 Improved ability to meet customer expectations

Non-Standardized Pricing 
Pricing can require 2-3X iterations from internal 
resources, causing delays and inconsistent results.

Non-Tech. – Organize pricing models that enable 
competitive success and margin growth, to be 
referenced by CPQ functions

Technology – Create CPQ functionality that combines 
customer information and pricing models to generate 
list pricing for large and small accounts (and enables 
discounting).

–	 Reduce the time to respond to customer requests

–	 Improve ability to close work rapidly

–	 Maintain or improve profitability

Post-Sale Contact 
Customers often don’t know who to contact 
to resolve an issue and will send an email to 
any contact they know. This may cause parallel 
processing, mixed messages, rework, and prevents 
Sales staff from returning to selling activities.

Non-Tech. – Confirm roles, responsibilities and 
expectation / setting documentation

Technology – Use Salesforce, 24SEVEN, and other 
tools to manage the customer experience, including 
sending targeted alerts, notifications, and surveys

–	 Reduced customer queries and redirection of 
customer queries

–	 Improved customer perceptions due to clearer 
expectations and delivery against expectations

Complicated Customer Set Up
Siloed process to set up new customers requires 
multiple systems, handoffs, and teams, resulting in 
long process queues and risk of error. 

Technology – Connect Salesforce and other systems 
with EBS and the LOB systems (iTrack, iCash, etc.) so 
that information received in onboarding is disseminated 
appropriately, including when triggering work flows

–	 Reduced work time required to complete the tasks

–	 Reduced cycle time to begin service

–	 Reduced errors due to handoffs and multiple entries

Billing Effectiveness
Billing is often complex with many line items for the 
customer to navigate. 

Non-Tech. – Address the pricing model for 
competitiveness and margin enhancement, and 
strengthen invoice format and communication

Technology – Create functionality to better demonstrate 
for customers how to interpret invoices, and to better 
demonstrate that the invoiced work was performed.

–	 Reduced customer inquiries and late or challenged 
payments

–	 Improved ability to retain revenue when challenged 
by customers

Contract Changes 
Contract changes require red line review by Legal 
which increases the cycle time for a contract. These 
types of changes can add an additional month to 
several months for a contract to be completed.

Technology – Establish CLM functionality, to manage 
creation, signing, workflow, maintenance, storage, and 
renewal of contracts

–	 Reduced cycle time to complete agreements

Majority of Customer Onboading Issues Can Be Solved 
With the Right Technology Solutions

ERP Analytics
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Sample Deliverables & Output
Process Maps Depict Issues at the Point of Execution

System Requirements

SAP Gaps

Additional Automation


