
CRM Nirvana for on-line Retailer  
 
 

Overview  
 
A Hardware/ Software Retail Giant  reengineers it s Sales-Support ,  Market ing and Follow-up 
system s to cope with growth and m arket  com pet it iveness  
 

 

The Client  
 
Our Client  is an I ndian retail major. I t  com m ands a m ajor ity of the m arket  share in Direct  
and Catalogue selling of com puter per ipherals and H/ W com ponents.  
 

 

The Strategic Threshold 
 
Our client  had been using m anual operat ions to m aintain the custom er database and the 
inbound call t raff ic. This reduced great ly t he eff iciency of their  agents (call- operators) .  
Per iodically , the agents would waste cost ly t im e in asking for  the informat ion and adding the 
sam e to the database m anually. The second issue was the ret r ieval of t he inform at ion on 
m atured calls. The process was not  helping in anyway to ut ilize their  resources opt im ally .  
 
Finally they wanted to autom ate the outbound call t raff ic by installing an intelligent  system  
which would run for  24 hours and st ill be cost  effect ive.  The system  was to store all the 
inform at ion autom at ically,  reducing the custom er interface per iod. What  the client  needed 
was a systemat ic reengineer ing of key interact ion interfaces that  would ram p up the 
organizat ion’s capabilit ies and br ing efficiency into their  daily operat ions.  This needed to be 
effected with m inim um  disrupt ion to day- to-day business funct ioning.  
 
 

Our Solution  
 
The Alliance team  star ted by studying the present  m ethods. I t  was im portant  for  us to 
understand the key operat ions it  supported and ident ify areas where funct ionality could be 
enhanced for m axim um  benefit s. Three key areas were ident if ied for  re-engineer ing:   
 
Call Traffic m anagem ent , Autom ated data ret r ieval and finally, reducing the level of hum an 
Resources deployed.  
 
The whole proj ect  was executed in-house and integrated w ith an award-winning product  
“Net  Relat ions” . To m inim ize the t im e per iod for  deploym ent  and obst ruct ion to the day to 
day operat ions, we had separate teams working on sim ultaneous developm ent  of these 
applicat ions. A call- center capacit y was ident if ied and set -up. The client ’s requirem ent  
needed the call- center to be a purely card-based applicat ion. We provided them  with the 
infrast ructure, which was integrated with their  ex ist ing database. The robustness and the 
flexibilit y of t he architecture made the solut ion opt im um  for our clients growing needs to 
m atch m arket  t rends. After  deploy ing the enhanced System , the com pany has found that  it  
has access to accurate and up- to-date data for  decision m aking. The need for m anual 
am endm ents to orders has been reduced to the m inim um . The efficient  system  now m eans 
that  our client  can m anage its custom er relat ions in a cost -effect ive fashion wit hout  any 
com prom ise on the quality of serv ice. Our client  has proposed us to setup sim ilar  facilit ies in 



5 m ore locat ions in ot her parts of count ry and Alliance is the partner of choice for  it s 
technology solut ions.   


