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Source: ISG: 2Q17 Global ISG Index 
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Next Generation Digital
Sriram Jayaraman



Digital is Business
Clients are becoming clearer on their Digital priorities 

Creating digital 

customer 

experiences

Digitizing
the value 

chain
Developing
“sense-and-

respond” 

systems

Shaping
innovative 

business 

models and 

partnerships
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Anchor Partner for Future Digital

Faster Conversion

Reaching wider 

audience and knowing 

them better

Increased Customer 

Lifetime Value 

Driving multi-channel 

engagement at speed

Improved NPS and 

Advocacy

Delivering customer 

delight and shaping 

advocates

Staying Relevant 

and Differentiated 

Building new customer 

engagement paradigms

3



Elevating the Customer Experience (CX) is the New Battlefield 
Customer experience shapes business models and processes 

2020

CX will overtake price and product

as the key brand differentiator. 

85%

Relationships will be managed by 

customers with an enterprise 

without interacting with human.

86%

Buyers will pay more for a better 

customer experience.

64%

Customers want businesses to be 

available and interacting with 

messaging apps.

50%

Organizations will redirect their 

investments to customer experience 

innovations.

50%

Businesses consider that IoT is 

important in improving customer 

experience.
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Source: Gartner; Frost Sullivan; McKinsey 

Digital Labs 2016, Mindtree Global Study 



Customer Experience Journey
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Conscious Experience 

Pervasive Experience 

▪ Single View of Customer

▪ Omni-channel transformation

▪ Experience platforms 

▪ Conversational Apps

▪ Real-time Intelligence 

Immersive Experience 

▪ AI and Cognitive Intelligence

▪ AR/VR-led 

▪ IOT-enabled

Customer Knowledge 

Serviceability 

Customer loyalty 



Blueprint for Elevating the Customer Experience 
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Re-imagine the Customer Experience

Next-Gen Experience Systems with AI 

Modernize the Ecosystem and Processes

Harness the Power of Data 

Connect Customer Connect Context Connect Experience

Legacy Migration to Cloud Process and Asset 

Modernization

Platform Build and Factory-

based Delivery

Innovate at Speed Responsive Systems Agility and Lower Cost

Data Integration Advanced Analytics Customer Segmentation

Get Unified Customer View Bridge Anonymous-Known Divide Personalized Engagement
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Creating Unmatched Individualized 

Experiences for Top Beauty Brand

Driving omni-channel 

experiences in-store, 

digital channels (paid, 

owned or earned), B2B 

partner channels

Enriching 220M consumer 

personas on 500 

attributes for personalized 

engagement across 1B 

touchpoints

Reinventing processes for 

advertising, marketing and 

loyalty to deliver 

contextual experiences at 

real-time and speed



Re-imagine the Customer Experience
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Connect Customer Connect Context Connect Experience

Customer Data Hub
Customer Identity 

Management

Omni-channel 

Engagement
Multi-Device Engagement

Enriching Customer 

Personas

Segmentation and 

Targeting

Personalization Edge Analytics 

Journey-based 

Personalization 
Experience Platforms

API-Enablement
New Engagement 

Paradigms

Design Thinking 

Customer Journey Mapping Interaction Design Digital Studio Innovation SandboxStrategy Consulting
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Delivering Connected Experiences to Car 

Rental Customers

Reengineered the car 

rental process for new 

generation of customers

Online-marketing and 

commerce platform 

driving $2.2B revenue

Enabling self-service with 

APIs for connected cars
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Enterprise Conversational Platform for 

Providing New Employee Experiences 

HR, IT and Admin 

departments improving 

employee engagement 

and service across 9 

countries

Delivering —

Conversational design, 

BOT Training, Integration 

services, and 

Conversational KPI 

analytical service

Cost saving with 

automation and higher 

employee satisfaction



New Engagement Paradigms Across the Enterprise
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Consumer Engagement

Content management and administration 

handled by Bots for a leading CPG

Service Operations

Fully automated access provisioning for 

a CPG major

Digital Marketing Operations 

Automated Server monitoring for one of 

the world’s largest CPG

Business Process Management

RPA bots performing automated claims 

registration

Production Support

RPA bots augmenting engineers in 24x7 

production support for one of the largest 

insurance group

Customer Delight 

Automated customer experience survey 

for a mid-sized marketing services 

company



Modernize the Ecosystem and Processes 
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People

Location

AssetsActivity

Predictive analytics

Visualizations

Real-time edge + Cloud 

processing

Entities Convergence of Device, Processes 

and Data

Alerts and Insights

Cloud-powered Platforms
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IoT and Cloud-based Next-generation 

Platform Driving Personalized 

Experiences

Redeveloping 400 airport 

systems to increase 

market share

Developed Azure-based 

modular platform for high 

availability of cloud 

solution

Onboarding airports and 

systems for improved 

operational efficiency
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Modernizing and Standardizing Digital 

Marketing Ecosystem

Architected and 

operationalized agile and 

transparent digital 

operations

Reduced time-to-market 

for designing and 

delivering brand 

experience from 11 

months to 3 weeks using 

a cloud-based platform 

Anchor partner managing 

agencies, marketing, 

brands and technology 

teams



Harness the Power of Data
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Business apps
Preset machine 

learning algorithms

Modeling sandbox
Prepopulated 

data sets

Test and Learn Data Analytics Sandbox Operationalizing Advanced Analytics for Speed

Business use case 

incubation
Analytics COE 

Platform-led Scale
Distributed data 

management



Executing for Success
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Account Focus

Driving growth in key 

accounts with a 

structured approach, 

collaborative selling and 

systemic governance

Sell by Play

Proactively selling with 

targeted sales plays to 

unearth and qualify 

opportunities faster

Strategic Partnership

Strengthening our 

offerings and improving 

market access

IP Creation

Developing quick win 

and door opening 

offerings

Strategy Services

Building consulting 

services to shape digital 

transformation roadmap
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Thank you



Partnering for Customer Success
Matt Meents



Agenda

▪ Salesforce Market Opportunity

▪ Client Success

▪ Magnet 360/Mindtree Synergy

2



Salesforce Market Opportunity
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The Fastest Growing Enterprise Software Company, Ever
In the fastest growing market, according to Gartner

Source: Gartner; Forecast: Enterprise Software Markets, Worldwide, 2013-2020, 4Q16 Update

$47.4B

$35.6B

$24.8B
$27.1B $26.6B

$32.7B

O/S ERP DBMS CRM O/S ERP DBMS CRM

26.3B$

$51.2B

$
0

B
$

1
5

B
$

3
0

B
$

4
5

B
$

6
0

B

FY16 FY21

Service
$10.4B

Sales
$6.0B

Marketing 
$5.7B

Digital 
Commerce $4.3B

Service 
$18.6B

Sales 
$10.6B

Marketing
$13.6B

Digital 
Commerce

$8.5B

4

+14%CAGR`



82% of Our Opportunity is in 6 Industries
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8% 10% 10% 11% 3%
12%

68% 57%

$3.7 $6.6 $2.2 $1.2 
$4.7 $2.0 $0.5 

$13.6 

$7.0 

$8.0 $6.5 
$2.8 

$3.8 
$0.4 $0.2 

Financial Services Manufacturing Media &
Communications

Healthcare & Life
Sciences

Public Sector Retail High Tech Professional Services

TA
M

 $
B

$17.3B

$13.6B

$10.2B

$7.6B $7.5B

$3.8B $2.4B
$0.8B

B2C

B2B



Incredible Market Opportunity

Enterprise Marketplace

CRM

by 2020: largest segment of 

Enterprise Software Market

Salesforce Economy

2020

Salesforce $1

Partner $4.1

Partner Advantage

▪ $260B Cumulative Consultative 

Revenue

▪ ≃10x: number of Consultants needed 

to address 2020 market demand

6Enterprise Marketplace: Gartner Group, February 2017. Salesforce Economy and Partner Advantage: IDC, October 2016



Client Success
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Intelligent Customer Success Platform
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Sales Service Marketing AnalyticsCommunity Apps Commerce IoT Quip

force.com
Heroku

Component
Exchange

Data Management 
PlatformCRM Data

IoT & Social 
Data

Predictive 
Analytics

Machine & 
Deep Learning

Natural Language 
ProcessingPlatform

Applications

AppExchange



The Intelligent Customer Success Platform for B2B
Connect to your customers from lead to cash to loyalty

Marketing 
automation

Quote-to-
cash

Custom 
apps

Connected 
products

Collaboration & partner 
management

Support 
agents

Analytics

Sales 
data

Cash

Lead Loyalty

9



Digital Transformation Journey
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Strategy / Functionality

A
u

d
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n
c

e
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n
g

a
g

e
m

e
n

t

Dec. 2014:

Sales Cloud: Pilot April 2015:

Sales Cloud: Full 

Rollout

July 2015

BusinessLink Launch

Sept. 2015: 

B2B & B2C Engagement –

Marketing Cloud & Pardot

Jan. 2016: 

Launch of Mobile App

June 2016: 

Local Hires Partner 

Community

January 2017: 

Service Cloud 

Q3 2016 –Q1 2017: Dealer 

Experience – eCommerce, 

Dealer Community 
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Fortune 500 Manufacturer Leverages IoT Cloud to Turn Data into Actionable Insights

• Problem:  Increase food safety and healthy environment protection at a lower cost.

• Solution:  Salesforce’s IoT Cloud integrated to existing technology and devices.

• Result:  New service offerings to ensure their customer’s brands are protected.



The Intelligent Customer Success Platform for B2C
Connect to your customers from lead to cash to loyalty

Advertising

Email & mobile 
messaging

Digital 
commerce 

Communities

Social media

Field service

Connected products

Clienteling

Mobile 
consumer apps

Onboarding
&

Engagement

Awareness &
Acquisition

Advocacy & 
Retention

12
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Supercharge member engagement using service and marketing clouds

• Problem:  Low enrollment rates and less engagement compared to industry leaders.  

• Solution:   Service Cloud to interact digitally, and Marketing Cloud to increase engagement.

• Result:  Supercharged productivity of the wellness coaches, and increased health outcomes.

“Magnet 360 is our strategic partner for our business 

transformation!” 
- Business Executive 



Magnet 360/Mindtree Synergy
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Digital Transformation Journey
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Create 

Digital 

Experiences.

Digitize the value 

chain across the front 

and back ends.

Develop 

“sense-and-respond” 

systems.

Shape new, innovative 

business models and 

partnerships.



16

ADOPTION INNOVATION

Are my people using Salesforce?
▪ Any cloud they own.

Are we using what we own from Salesforce?
▪ Feel like I use X% of what I bought.

▪ Post implementation lift – new innovation.

Are we getting value from Salesforce?
▪ KPI’s/Capabilities defined and monitored.

▪ What more do we need and why?

Three upgrades per year
▪ How does this help my company?

New Salesforce products
▪ IoT Cloud, Lightning, Einstein, etc. 

New Business Models
▪ Reduce friction in customer experience

▪ Industry knowledge – Accelerators

▪ Digital transformation integration



Global Offerings To Support the Digital Journey
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Solution Architecture – Central Architecture Group

Project & Program Management

Agile Application Development

& Maintenance
Managed Services Application Maintenance Services

CPG, Retail & 

Manufacturing

Travel & 

Hospitality

Banking, Financial

Services & Insurance

Technology

& Media

Digital
Data Warehouse

& Analytics

ERP
(SAP, Oracle)

EAI
(BPM, SOA)

Engineering
R&D

Independent

Testing

Infrastructure

Management

Mainframe & 

Midrange
(cloud, mobile, 

marketing, 

ecommerce)



Summary
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Salesforce has a lot of momentum

Magnet 360 is enabling our customers to get closer to their customers and drive growth, 

retention and efficiency

Mindtree + Magnet 360 is making digital transformation possible!
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Thank you


