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CASE STUDY

From Legacy Constraints to Scalable Service Excellence:

Achieving Modernization through Salesforce Service Cloud
for a Credit Reporting Agency

The Imperative for Modernization

In today’'s dynamic business landscape, modernization is no longer optional.
Especially in service operations, modernization unlocks agility, improves
efficiency, enhances customer experience, and reduces compliance risk.
Enterprises relying on fragmented legacy systems face critical operational
challenges limited scalability, high technical debt, inefficient processes and
an inability to adapt quickly to regulatory or market changes.

Why Modernization is Crucial for Credit Market

Operating within a tightly regulated financial ecosystem, credit agencies must manage high volumes of sensitive
data with utmost accuracy, speed and compliance. Recent trends reinforce the need for a modern, agile
infrastructure:

1 Digital-First Expectations:
Consumers demand instant

[ ] [ ]
resolutions, self-service compliance norms (e.g., GDPR,
options, and 24/7 support CCPA, FCRA) require systems
access. that are adaptable, traceable,
and auditable.
3 Cloud-Native Ecosystem Shift: m 4 Data-Driven Operations:

2 Rising Regulatory Complexity:
Continuous changes in global

Intelligent workflows and
predictive analytics are
essential for faster decisions
and better service outcomes.

Platforms like Salesforce
Service Cloud enable Al-led
operations, omnichannel
support and low-code
configurability.

Legacy systems fall short on these parameters, often resulting in:

Operational Compliance risks Rigid systems that Poor customer High technical
inefficiencies and due to inconsistent resist scaling or experience debt limiting
data silos SLA tracking adapting undermining trust digital innovation
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Saksoft's Modernization Offering

Saksoft partners with enterprises to drive their digital transformation through strategic modernization of service
operations. We specialize in delivering compliant, scalable, and customer-centric solutions using cloud-native
platforms like Salesforce Service Cloud.

Our core offering includes:

Omni-Channel Integration: Knowledge Management
Unified communication Systems:
across email, phone and web Equipping service agents with
with seamless routing updated playbooks and

process guides

End-to-End Case SLA & Compliance Enterprise-Grade
Management: Management: Data Security:
Centralized tracking, Real-time SLA tracking, Ensuring secure access,
assignment, and resolution of automated penalty calculations compliance with data residency
tickets and audit-readiness requirements, and complete
audit trails

Why Saksoft recommends Salesforce Solutioning Service

Salesforce Service Cloud emerged as the ideal solution for organizations seeking a flexible, scalable, and secure
platform that addresses both operational and regulatory needs. Saksoft recommends Salesforce Service Cloud
because of its:

Highly Advanced Built-in SLA Support for Al Robust Data
Configurable Omni-Channel and and Security
Case Capabilities Compliance Automation Features for
Management Tools Financial
Institutions

Salesforce’s low-code platform allows quick feature deployment, ensuring adaptability to changing market and
regulatory demands while providing superior customer experience.
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Saksoft’s experience in driving successful implementations

Saksoft brings proven expertise in Salesforce implementations, having enabled clients in the financial sector,
including a leading global credit reporting agency to achieve tangible benefits:

‘ Accurate SLA

tracking and
automated
compliance
reporting

30-40% reduction in
ticket resolution
time through
intelligent routing

‘ and automation

’ High user adoption
rates fostered

through structured
change

management and v
targeted '

\|
enablement ’ ’
workshops
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Improved customer
experience with
streamlined
processes, better
triage, and enhanced

Increased agent ‘ accountability
productivity via

reduced manual

tasks and smart

workflows

Saksoft’'s hands-on approach in balancing technology, compliance and change management ensures a smooth
transition from legacy systems to modern, cloud-enabled operations.

Unlock efficiency with Salesforce
Service Cloud for service excellence

www.saksoft.com info@saksoft.com



https://www.facebook.com/SaksoftLtd
https://in.linkedin.com/company/saksoft
https://www.instagram.com/saksoftlimited/

