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Deploying Service Cloud for a multinational
healthcare enterprise

Setting a new benchmark for localized
intelligent service

Following the successful migration of Salesforce on Alibaba Cloud Sales
Cloud, Deloitte has now delivered a comprehensive Service Cloud
deployment for the client. Leveraging the Connected Experiences
Gateway (CXG) on Alibaba Cloud, we successfully migrated the client’s
internal service operations and support processes to a localized platform,
establishing a unified workflow for ticket management, issue tracking,
and internal service delivery.

Py

About Client

The client is a multinational healthcare innovator developing breakthrough solutions in
healthcare, materials, and data management. Operating in over 30 countries, it partners
globally to improve patient lives and advance healthcare efficiency and quality.

Requirements

With growing business demands, the client now faces challenges in internal processes and
efficiency, requiring a localized operations and service capability to enhance response
speed, process standardization, and data integration for its service teams.

Solutions

Since the official launch of Salesforce on Alibaba Cloud, Deloitte has successfully helped
the client migrate its Sales Cloud. Building on the successful Sales Cloud migration,
Deloitte delivered end-to-end implementation and operational support for the client,
efficiently deploying Service Cloud within an 11-week timeline and providing four weeks of
Hypercare support:

Leveraged the Connected
Experiences Gateway (CXG) of
Salesforce on Alibaba Cloud, we
implemented Computer Telephony
Integration (CTI) to seamlessly
connect the client’s external
telephony system with the CRM.

Integrated Quick Service voice solution,
enabling the client’s service team to
handle inbound and outbound calls
directly within Salesforce - seamlessly
linking customer interaction data
with service tickets to ensure
traceable workflows and enhance the
overall user experience.
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Closed-loop service process

The highly integrated platform
ensures a consistent, traceable
closed-loop service process -
improving compliance, service
quality, and employee
responsiveness.

Enhanced operational efficiency

Utilizing CXG to achieve deep
integration between call systems
and CRM, reducing system
switching and response time, and
improving service efficiency.

Leading the delivery of Salesforce
on Alibaba Cloud

Deloitte leads Salesforce on Alibaba
Cloud delivery, with successful
Sales and Service Cloud
deployments for multiple life
sciences clients - demonstrating
strong trust in our delivery quality
and localized capabilities.

Localization service benchmark
Innovatively delivered a CTI
integration on the Salesforce on
Alibaba Cloud platform, setting a
benchmark for multinational
enterprises exploring localized
digital service in China.

Deloitte has a globally recognized Salesforce implementation team and has
successfully delivered numerous large-scale Salesforce projects in China. Leveraging
Salesforce’s capabilities across sales, service, commerce, and marketing, we help
enterprises design tailored, end-to-end CRM ecosystems to drive high-quality,

sustainable business growth.

About Deloitte

Deloitte China provides integrated professional services, with our long-term commitment to be a leading contributor to
China’s reform, opening-up and economic development. We are a globally connected firm with deep roots locally, owned
by our partners in China. With over 20,000 professionals across 31 Chinese cities, we provide our clients with a one-stop
shop offering world-leading audit, tax and consulting services.

We serve with integrity, uphold quality and strive to innovate. With our professional excellence, insight across industries,
and intelligent technology solutions, we help clients and partners from many sectors seize opportunities, tackle
challenges and attain world-class, high-quality development goals.

The Deloitte brand originated in 1845, and its name in Chinese ({£#f) denotes integrity, diligence and excellence.
Deloitte's global professional network of member firms now spans more than 150 countries and territories. Through our
mission to make an impact that matters, we help reinforce public trust in capital markets, enable clients to transform and
thrive, empower talents to be future-ready, and lead the way toward a stronger economy, a more equitable society and a
sustainable world.

Deloitte refers to one or more of Deloitte Touche Tohmatsu Limited (“DTTL”), its global network of member firms, and
their related entities (collectively, the “Deloitte organization”). DTTL (also referred to as “Deloitte Global”) and each of its
member firms and related entities are legally separate and independent entities, which cannot obligate or bind each
other in respect of third parties. DTTL and each DTTL member firm and related entity is liable only for its own acts and
omissions, and not those of each other. DTTL does not provide services to clients. Please see to
learn more.

Deloitte Asia Pacific Limited is a company limited by guarantee and a member firm of DTTL. Members of Deloitte Asia
Pacific Limited and their related entities, each of which is a separate and independent legal entity, provide services from
more than 100 cities across the region, including Auckland, Bangkok, Beijing, Bengaluru, Hanoi, Hong Kong, Jakarta,
Kuala Lumpur, Manila, Melbourne, Mumbai, New Delhi, Osaka, Seoul, Shanghai, Singapore, Sydney, Taipei and Tokyo.

This communication contains general information only, and none of DTTL, its global network of member firms or their
related entities is, by means of this communication, rendering professional advice or services. Before making any
decision or taking any action that may affect your finances or your business, you should consult a qualified professional
adviser.

No representations, warranties or undertakings (express or implied) are given as to the accuracy or completeness of the
information in this communication, and none of DTTL, its member firms, related entities, employees or agents shall be
liable or responsible for any loss or damage whatsoever arising directly or indirectly in connection with any person relying
on this communication.
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