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Mastering Customer Communications:
Solving the Operational Rubik’s Cube

Managing and mastering customer communications can sometimes feel
like solving a Rubik’s Cube. We've all experienced it before; you're trying to
finalize your client contract. Legal is hammering out the details. Finance is
updating pricing. Meanwhile, Marketing is encouraging everyone to use the
same template. Nothing is ready at the same time, and these delays do not
provide the best customer experience. This puzzle may feel impossible

to solve. Disjointed operations between departments can impact efficiency
and effectiveness. Ultimately, it affects the bottom line.

Here is your guide to unraveling the complexities of modern customer
communications and solving the operational Rubik’s Cube. We'll explore
some of the main obstacles that get in the way of seamless, collaborative
operations — and the key to aligning your communication processes.
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Modern Operational Challenges

Modern organizations often grapple with a Rubik’'s Cube of their own
making — departmental silos, disconnected technology, and conflicting
decision-making processes. These challenges lead to operational
inefficiencies, prevent efficient collaboration, and hinder business growth.

Let's delve deeper into the complexities of modern operational challenges
and the consequences of these disconnected approaches.

Digital Transformation Roadblocks

Digital transformation is critical for modern businesses, but it's estimated that
70%' of digital transformations are never completed because of departmental
disconnect. There are a few common roadblocks that hinder effective digital
transformation, including:

» Resistance to change: Employees may resist changing processes,
technologies, and workflows, hindering progress.

o Lack of collaboration: Departments may struggle to collaborate on
implementing new technologies and processes, leading to fragmentation
and inefficiency.

o Data silos: Isolated data sources, often held by different departments,
impede the creation of a unified, data-driven strategy.

These challenges are magnified when it comes to creating communications
that can directly affect the customer experience. Disjointed document
generation makes a mess of internal workflows, and customers can pick up
on the disorganization.

1— https://www.forbes.com/sites/forbestechcouncil/2022/05/20/digital-transformation-plans-
versus-reality-top-reasons-why-organizations-fail-at-digital-transformation/?sh=1350776b591b
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The Silo Effect

Departments operating in isolation create “silos” that hinder commmunication
and collaboration. Marketing, sales, legal, IT, and customer success
departments often use different goals, tools, and methodologies to get their
work done, which leads to a disconnect between each department. These silos
result in misaligned strategies and hinder overall business efficiency.

HOW SILOED COMMUNICATIONS
HINDER DOCUMENT CREATION

Picture this: you're in the middle of a new contract with
a fast-approaching deadline. The different parts of the
contract, handled by various departments, start to feel
like a confusing puzzle.

» Marketing: The Marketing team is updating
document branding, including logos, colors,
and formatting of the document.

» Sales: Sales somehow manages to send an outdated
contract that causes confusion and results in more
back and forth with the client.

¢ Legal: Legal somehow found their way into a contract
version that hasn't been used in years, and is making
contract term updates there.

e IT: IT is busy updating internal systems and
safeguarding software, periodically preventing the
Marketing and Sales teams from accessing any of the
contract versions mentioned above.

»’. Modern Operational Changes




In the middle of this busy scene, you notice each department is working
independently, like musicians playing their tunes without listening to
the others. The result? A lot of confusion, customer needs not being met,
and projects being delivered late.

The challenge isn't just about how good each department is by itself but
making them work together smoothly. It's like making sure the Marketing
team’s excitement matches the Sales team’s goals, and the Legal team’s
careful approach fits with what Product Development is creating.

CONSEQUENCES OF SILOS

Misaligned goals: Silos result in different departments pursuing their
own objectives without considering the broader organizational goals.

Reduced collaboration: Siloed departments often struggle to
collaborate effectively, leading to inefficiencies, duplicated efforts,
and missed opportunities.

Ineffective decision-making: Critical decisions that require input from
multiple departments can be delayed or poorly executed due to poor
communication and growing frustration between departments.

Customer dissatisfaction: According to the Salesforce State of

Connected Customer Report (Sixth Edition), customers’ top frustration
with organizations is disconnected experiences. When departments aren’t
seamlessly working together, they struggle to deliver complete documents
to their clients. This can lead to frustrated and dissatisfied customers,
meaning you could lose accounts when you aren't delivering on

promised work.



https://www.salesforce.com/resources/research-reports/state-of-the-connected-customer/

The Operational Rubik’s Cube

Imagine a task in your business as a Rubik’s Cube, with each department
representing a different “color” of the task that needs to be completed.
To complete the task, the departments need to work together.

However, as siloed departments try to solve their individual “colors” by
themselves, the overall cube becomes increasingly mismatched.

This is the operational Rubik’'s Cube, and solving it is essential for success in
today’s competitive business environment.

Organizations must align their departments and work harmoniously to solve
the operational Rubik’s Cube. Just as solving a physical Rubik’s Cube requires
coordinating the movements of different layers to achieve a uniform pattern,
businesses need to synchronize their operations for optimal performance.

Modern Operational Changes
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OPERATIONAL INEFFICIENCY

Failing to align departments and their goals is similar to never fully solving the
Rubik’'s Cube. Instead, businesses end up delivering subpar work, which results
in less-than-satisfied customers. Inefficient, disconnected, and misaligned
operations can also lead to increased costs, missed opportunities, and reduced
competitiveness for your business.

OPERATIONAL EFFICIENCY

As you twist and turn the layers of a Rubik’s Cube with a cohesive plan in
mind to align all the colors, the cube becomes more efficient, with every
layer contributing to the overall harmony of the puzzle. Similarly, operational
efficiency is achieved in an organization when all departments work in unison
toward common goals, share information, and communicate effectively.

THE SCRAMBLED DOCUMENTS

Communications like emails, proposals, or work orders often become the
most scrambled pieces in the operational Rubik's cube. Departments may
use different formats, have varying levels of data access, and enforce distinct
business rules. So many groups working on the same documents in different
ways creates chaos with inefficient workflows and inaccurate information.
This chaos makes document creation a significant pain point — and
diminishes the customer experience.

5 I




The Role of Documents

Documents are the lifeblood of business operations — they facilitate sales
workflows, provide vital communication to customers, and deliver crucial
information for decision making. Managing documents can be challenging
when multiple departments need to provide input, complex business rules
must be followed, data is drawn from various sources, and timely delivery
is required. Let's dissect the significance of documents in daily operations
and the challenges of managing them.

Communication & Collaboration

Millions of notices, applications, emails, and other
messages are sent between customers or internal team
members daily. Businesses rely on documents,

whether for a simple “thank you” or an elaborate
business proposal, they are essential for everyday
business. Some businesses manage this communication
manually, and on a scale beyond what any one person
or team could manage.

Compliance & Data Integrity

Documents are at the core for keeping many businesses
within compliance guidelines or for protecting

data integrity. There are no two ways about

it — these documents must go out in the right
timeframe to the right person each and every time.

Like clockwork, these communications keep businesses
running smoothly and safely.

REPORT




Customer Interactions

Documents play a critical role in keeping sales moving, resolving customer
complaints, and are an essential part of making a great first impression.
Whether it's a welcome email that introduces one team to another,

or an onboarding intake document to get a new client up and running,
these communications are cornerstones for outstanding customer service.

Brand Consistency

Documents are an extension of your brand; they play a big role in
communicating what working with your business will be like. If that
messaging is late, inconsistent, or flawed, it sends a poor first impression.

:

1=
-

y
'




Introducing Document Automation

Documents are critical to operational efficiency. That's why companies

need an effective, efficient system to make it easier to create, distribute,

and collaborate on documents across different departments. These systems
reduce lag time between communications, improve clarity and effectiveness
of communication, and provide a better experience for clients and
employees alike.

What Is Document Automation?

Document automation is a technology-driven
solution that streamlines document creation,
revision, and distribution. It is designed to address
the challenges and complexities associated with
document-intensive processes.

Document automation goes beyond merely replacing
manual tasks with automated ones; it revolutionizes
how organizations create and communicate information,
offering a comprehensive set of benefits that result in
increased productivity, consistency, and accuracy.

i/



STREAMLINING THE DOCUMENT LIFECYCLE

Let's break down each of these aspects to understand the role of document
automation in optimizing these processes:

1. Document Creation

Templates: Document automation starts with the creation

m_';

of document templates. These templates act as predefined
structures that can be customized for various document types.
Organizations can protect formatting, branding, and content
consistency by utilizing templates.

Data integration: Document automation allows seamless integration

@

with data sources, such as databases, CRM systems, or other
software applications. This means documents can automatically
pull in the latest data, reduce the need for manual data entry,
and minimize errors.

Conditional logic: Document automation systems often incorporate
conditional logic, which allows for dynamic content generation.

&

This means that a single template can produce different document
versions based on specific conditions, such as customer type or
product selection.
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2. Revision and Collaboration

{\/S' Collaborative editing: Document automation platforms typically
®§> offer collaborative features that facilitate multiple team members'
simultaneous participation in the editing and review process.
This ensures that documents are thoroughly vetted and errors are
caught before distribution. All edits also happen in one place using
one software, so teams can learn the system more efficiently and
there’s no risk of information being added to the wrong version.

@ Version control: Version control capabilities
@ enable tracking changes made to a document
over time, ensuring transparency and

accountability within the document creation
process. You can also control who has access
to specific elements of documents, increasing
security and reducing risk.

=M, Introducing Document Automation




3. Distribution

Automated distribution: One of the biggest benefits of automation

@ is that documents can be sent in the background without users
having to think about it. This gets documents in customers’ hands
faster, and makes workflows easier for employees.

> Efficient distribution: Document automation simplifies the

?(@)E distribution process. Once a document is finalized, it can be instantly
o= distributed to the intended recipients through various channels,

sent for e-signatures, or stored in a repository.

(')
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4. Finalization and Storage

Electronic signatures: Many document automation solutions
rﬁ] support e-signatures, which expedite document finalization and
approval and make for a smoother employee experience.

This eliminates the need for employees to upload docs into
separate e-signature systems and jump through additional
hoops to get a signature.

Secure storage: Documents are securely stored, often in the cloud
or on-premises, ensuring easy access, retrieval, and compliance
with data retention policies.

1




THE BENEFITS OF DOCUMENT AUTOMATION

Document automation is not just a time-saving tool; it is a transformative
technology that offers a range of tangible benefits for organizations:

;@ Speed
= Document automation significantly reduces the time required
for document creation and distribution. Templates and data

LI,

integration reduce repetitive tasks, while automated workflows
streamline the approval process. This speed allows organizations
to promptly respond to customer requests, make changes,

and regulatory updates.

Q’,ﬁ Consistency

M Consistency in branding, formatting, and content is vital for
creating a professional image and complying with industry
standards. Document automation ensures that all documents
adhere to a consistent style, enhancing brand identity and
reinforcing compliance.

/c} Accuracy
9
Manual data entry and document assembly are prone to

errors — especially with multiple departments contributing.

Document automation minimizes errors by pulling data from reliable
sources, employing conditional logic, and enabling automatic
proofreading. This accuracy is critical in industries where precision

is paramount, such as legal, finance, and healthcare.

"% Introducing Document Automation




! 1/, Compliance
- Q? — Many industries have stringent compliance requirements that
I\ demand precise record-keeping and reporting.

Document automation helps organizations maintain compliance by
ensuring that documents meet industry regulations and standards.
Changes in regulations can be easily implemented, reducing the risk
of non-compliance. Additionally, document automation assists with
facilitating compliance by sending documents to appropriate entities
when needed on an automatic basis.

O Cost Savings

@" Efficiency improvements resulting from document automation
translate to cost savings. Organizations can allocate their resources
more effectively, reduce manual labor, and minimize the expenses
associated with document errors and revisions.

0O O Enhanced Collaboration

qrm Document automation fosters collaboration by allowing multiple
stakeholders to participate in the document creation process.
This collaborative environment encourages cross-functional teams
to work together, leading to higher-quality documents and
streamlined workflows.

8 Scalability

L\l/_l As organizations grow and expand, their document needs evolve.
Document automation systems are scalable and adaptable,
making it easy to accommodate increasing document demandes.
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Automating Documents:
The Answer to the Rubik’s Cube

Like the various sides of the Rubik’s Cube, departments often operate
independently, each pursuing unique objectives, and using different tools and
methodologies. The result? A mismatched, inefficient, and sometimes chaotic
operational landscape. Document automation can be your company’s answer
to solving the Rubik’s Cube and unlocking cohesive document processes that
meet your customers’ expectations.

Solving the Silo Effect

One of the most pressing challenges in modern organizations

is the continued existence of departmental silos.

Document automation serves to break down silos and provide

a unified way to create and distribute documents and other
communication — taking the data, business rules, and processes
from all departments into account automatically.

i/




ENCOURAGING COLLABORATION AND ALIGNMENT

With document automation, various departments can collaborate seamlessly
on document creation and management, eliminating the barriers created

by departmental silos. Marketing, sales, legal, IT, and more can collectively
contribute to document creation, ensuring that documents align with overall
business objectives and standards.

Beyond that, document automation reduces the total amount of time each
of these departments needs to spend editing documents. If you have
templates and dynamic forms to work from, some departments can have a
“one and done” touch on those forms.

STREAMLINING DOCUMENT AUTOMATION

Document automation simplifies creation by allowing organizations to create
and utilize templates. These templates serve as predefined structures for
various document types, ensuring consistency and compliance — no more
copious copying and pasting from different documents. Templates can be
customized for specific needs, whether a sales proposal, a legal contract,

or a compliance report. This streamlines the document creation process,

as there’s no need to start every document from scratch.
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CONSISTENCY AND COMPLIANCE

Consistency in formatting and content is vital for professional documents
and regulatory compliance. Document automation allows you to enforce

a standardized format and branding across all documents, reinforcing the
organization’s identity. This consistency extends to compliance standards,
ensuring that documents adhere to industry regulations, minimizing risks,
and enhancing the organization’s reputation.

DATA INTEGRATION

At the core of effective document automation lies data
integration. Document automation solutions seamlessly integrate
with various data sources, including customer relationship
management (CRM) systems, databases, and other software
applications. This integration ensures that documents are

always up-to-date and accurate by pulling data directly from
trusted sources.

Manual data entry can introduce errors and inefficiencies.
Document automation solutions automate the data inclusion
process, reducing the need for manual input. This not only
saves time but also minimizes the risk of inaccuracies.
Whether it's customer information, product details,

or financial data, automating documents ensures that they
reflect the most current data available.

Automating Documents: The Answer to the Rubik’'s Cube




The Practical Power of Workflow Automation

Document automation is designed at its core to save time, money,

and improve the overall quality of document workflows. Automation lets
your business manage more work in less time with fewer

mistakes — and here’s how:

o Automated Review and Approval: Remove lag time completely by
automating review and approval of documents. Teams spend less time
spinning wheels and treading water when approvals are processed at
maximum speed!

» Version Control: Uniformize processes by removing different document
versions floating about in different places. All hands on deck in the same
place ensures that everyone, everywhere, gets the same message.

e Conditional Logic: Customizing documents by hand can take a ton of
time. Document automation allows you to make conditional fields where
information can dynamically fill in to cut down time wasted on manually
updating documents for custom parameters.

» Digital Signatures: Are you still generating documents in one place,
but getting them signed in another? If you are, you're wasting time and
money! Using a fully integrated document automation platform means you
can automate, customize, and sign documents all in one convenient place.

17 I




Realizing Operational Harmony

Now, let’'s move to where theory meets reality — the real-world impact of
working with document automation. Through illuminating case studies and
compelling testimonials, we'll take you on a journey of discovery to reveal how
organizations have harnessed the power of document automation to conquer
the Rubik's Cube of operational challenges.

These stories are more than success narratives; they are living proof that
document automation is key to unlocking operational harmony and
driving remarkable change within businesses.

i/




Case Studies

HEALTH INSURANCE:
STREAMLINING CUSTOMER RENEWALS

{{ U §§ The Challenge: From contracts to coverage summaries,

0 health insurance companies grapple with significant document
requirements daily. In this highly-regulated industry, getting them
correct is paramount.

This provider’s in-house solution for document creation slowed down
their policy renewal process and prevented document customization.
This led to errors and negative customer experiences that were
starting to affect the bottom line.

@ The Solution: With the help of an automated document and
(I(a‘g e-signature solution, this health insurance provider was able to
digitize their entire renewal process from start to finish.
Data was pulled directly from their CRM, allowing them to distribute
compliant, error-free documents every time. Automatic document
creation cut their agreement and bulk document processing time
from days to minutes, significantly improving customer experiences.

19 I




SCALING PERSONALIZED COMMUNICATIONS WITH SALESFORCE DATA

The Challenge: Consumer goods companies depend on customer
connection. But for this multinational cosmetics manufacturer,
made up of multiple brands across a global customer base, scaling
personalized communication was complex and challenging.

Lacking a way to efficiently create and distribute unique messaging
for hundreds of customer inquiries, the service process was slow,

and customer dissatisfaction showed through increasing churn rates.
Delivering the outstanding personalized service promised to this
organization’'s consumer base was increasingly difficult.

The Solution: By leveraging Salesforce Service Cloud and document
automation, this cosmetics manufacturer can scale and maintain the
exceptional customer service experience that sets them apart.

Representatives can track inquiries in Salesforce and generate
letters and emails to communicate with customers in just a few
clicks. Each document/email is automatically tailored to the
recipient so that consumers around the globe receive personalized
correspondence in their own language, customized by the product
and nature of their inquiry. Customers now receive answers to
their issues faster, and representatives can process many more
daily inquiries.

=", S-Docs In Action: Realizing Operational Harmony




PUBLIC SECTOR:
ACHIEVING LIFE-SAVING INNOVATION FASTER

{{ U % The Challenge: This federal agency’s drug research center faced

0 inefficiencies in the approval process for New Drug Applications
(NDASs). Productivity was capped, and error risk was high since
applications had to be manually processed into the database,
often being evaluated by siloed departments. On the front end,
pharmaceutical organizations had to follow an outdated application
procedure that wasn't aligned with modern industry standards.
Ultimately, potentially life-saving drugs were being delayed due to
these inefficiencies.

@ The Solution: The federal agency streamlined the NDA intake
(('52 process with Salesforce Experience Cloud and document automation
and e-signature. Applications could be accessed through an
online portal, where users could generate, sign, and submit them

electronically. The new procedure saved time for internal and
external parties and ensured data was always secure.
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Introducing S-Docs — Unlock Your
Organization’s Full Potential

S-Docs is a document automation and e-signature solution for Salesforce
that transforms the way organizations manage and share information.

By simplifying document workflows, S-Docs helps increase productivity,
enhance customer experiences, and accelerate success. Built on the world’s
most trusted customer platform, S-Docs is lightning fast, incredibly secure,
and powerfully flexible.

By implementing S-Docs’ document automation software, you're not
just investing in a tool; you're forging a partnership that empowers your
organization to thrive in the modern business landscape.

We work with several industries, including healthcare and life sciences,
financial services, government, retail and manufacturing, consumer goods
and electronics, and more. Our solutions pave the way for increased
speed, accuracy, compliance, and collaboration while driving cost

savings and scalability.

With S-Docs as your ally, your operational Rubik’s cube
becomes a well-aligned, efficient, and dynamic entity,
ready to conquer any challenge that comes its way.

i/




///////// | Your Next Steps

s Now that you understand operational harmony and the
. transformative power of S-Docs, we encourage you to take the
next step. Reach out to our dedicated team of experts who can
provide personalized guidance on how S-Docs can be tailored
to meet your organization’s specific needs. Let's embark on this
journey together to turn your documents into connected assets

and achieve operational excellence.

Request a Demo { See S-Docs in Action



https://www.sdocs.com/request-demo/
https://www.sdocs.com/resources/appexchange-product-demo/

