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Liberalization and deregulation of emerging economies has 
resulted in increasing global trade of goods. This has led to 
complex cross border supply chains, extending beyond local 
regions. Organizations that play a role in supply chain 
fulfillment need to gear up their operations to effectively deal 
with cross-border trading and enhance customer satisfaction. 
Tata Consultancy Services’ (TCS) client, one of world’s leading 
transportation and logistics service provider, wanted to 
integrate its global customer management processes to 
facilitate a unified view of its customers and deliver the desired 
customer experience at all interaction points.

Read more to learn how TCS leveraged its Siebel 
implementation methodology and Global Network Delivery 
ModelTM (GNDM) in assisting the client integrate its customer 
management processes.
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TCS was chosen to spearhead this global initiative based 

on its large scale CRM implementation expertise and 

capabilities to provide end-to-end services from 

deployment to support.

TCS Solution

The TCS team conducted a gap analysis to understand 

the processes and requirements with a view to 

consolidate existing systems. TCS recommended Siebel 

solution for Transportation vertical to integrate the 

global sales process of the company. The solution 

included major modules such as sales, marketing 

performance management, sales and marketing 

analytics. The solution was implemented in multiple 

phases, developing the base sales application first and 

then layering it with additional modules based on 

requirement. TCS leveraged its Global Network Delivery 

ModelTM and executed the implementation through an 

onsite-offshore mode. Development of applications, 

low-level design, prototyping and system and 

integration testing were done offshore. The onsite 

team carried out the requirements gathering, solution 

architecting, high-level design, third party vendor 

coordination and deployment of the solution. TCS 

delivered the solution iteratively, incorporating the 

company’s feedback and gradually scaling up the users 

and functionalities, to ensure client comfort and 

optimal resource utilization.

TCS’ CRM Practice and Siebel implementation 

methodology were leveraged to reduce the 

implementation cycle time. Tools and assets from the 

CRM Practice were leveraged throughout to expedite 

TCS’ client is a global transportation and 

logistics company. The company has been 

in business for over 75 years and has 

25000 employees. Its business operations 

are spread across five continents covering 

over 80 countries.

Business Situation

Owing to a spur in the global trade of goods, 

businesses worldwide, including the company’s 

customers, saw an increase in complexity of supply 

chain needs. The company wished to capitalize on this 

opportunity by scaling up its services and 

streamlining customer facing operations. It wanted to 

offer differentiated services and improve customer 

satisfaction with the objective of increasing revenue 

from existing clients. These measures warranted a 

common view of the customer across different 

products and functions. But the company’s existing 

sales teams were spread throughout the globe. Hence 

consolidation of the systems to provide a unified, 

single view of the customer information to the global 

sales users was necessary. This would enable efficient 

sales planning, tracking and sales campaigns aligned 

with customer preferences.

The company was looking for a systems integrations 

provider to handle the complete CRM program’s 

delivery from requirements analysis to deployment of 

the system in production. Continuous application 

maintenance and 24x7 operations support were the 

additional services sought.
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Benefits

For the first three months post implementation

- Availability for business used functionality was 100%

- SLA compliance 99.8%

- No incidental outages reported post 

implementation

TCS’ Siebel CRM implementation resulted in substantial 

benefits for the company through-

- Integration of Global sales processes provided a 

unified of customer across all departments and 

functions

- Efficient tracking of sales pipelines and performance 

with pre-built reports

- Capability to launch targeted campaigns, aligned 

with customer preferences

- Critical sales planning functionality ensured sales 

efficiency through improved opportunity 

qualification rate and opportunity win rate

- Customized sales planning solution to explore 

potential solutions for monitoring sales performance

- Enhanced customer satisfaction helped increase 

revenues from existing clients 

the low-level design and development processes. 

Script analyzers were used to adhere to Siebel 

standards in development. Design documentation 

tools and review tools were utilized to reduce the 

review time and ensure quality control and 

assurance.

The efforts of TCS resulted in six successful global 

rollouts in 20 months with no schedule slippages, and 

complex integrations of Siebel modules with nine 

different legacy systems in a short span of 14 months.

 

 

‘TCS is engaged on this critical CRM 

implementation since last 2 years and has 

been consistently delivering a high level 

of service for ensuring maximum results 

to us. The engagement has been a joint 

teamwork and TCS has demonstrated 

good understanding of business side as 

well as excellent technical capabilities. 

TCS dedication to the project has ensured 

that all implementation deadlines have 

been met consistently and we have a 

robust solution with 100% availability 

throughout and thus are well on the way 

with our global rollout. Our experience 

with TCS has been extremely good and 

we look forward to continue this 

relationship with them’

      -Portfolio Manager
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CRM has evolved from customer data 

management to building and 

managing long-term relationships. 

TCS works with enterprises to devise 

and implement CRM solutions that 

become the backbone of their 

customer acquisition and retention 

strategies. With a framework that 

ensures alignment to the 

organization’s strategic objectives, 

TCS’ approach addresses the key 

dimensions of people, process, and 

technology, helping enterprises 

succeed in their CRM initiative with 

the best technology.




