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THE COCMPANY

The experience of buying and owning a house is a memorable one.
Brigade Group understands this and prides itself on delivering and
exceeding customer expectations in the residential and commercial
sectors through its quality-driven approach. Customer satisfaction is
at the core of Brigade Group’s philosophy. That's why they believe in
continuously improving their processes to deliver excellence in their
workmanship, design, and overall project delivery.

Brigade Plus is an extension of that philosophy. It's a thoughtful
initiative that offers customers a holistic home-buying experience and
serves as a one-stop solution for all interior designing needs, including
modular kitchens, electrical fittings, wardrobes, and smart homes—all
while maintaining high standards of quality assurance.

“Our thought process behind Brigade Plus was to add value to our
customers' buying journeys, whereby when customers purchase a
property, they leave with not just a house, but a true home,” says
Ponappa PM, Head at Brigade Plus
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The challenge

Placing customers at the heart of digital
transformation

Having been with Brigade Group for over 13 years, Ponappa has gained
a fair share of experience working with different business software
tools, including legacy applications like MS Excel, Salesforce, and

now C4C (SAP’s Cloud for Customer Management). He's noticed that
certain applications, such as MS Excel, are highly susceptible to human
error. Additionally, Salesforce has also proved to be lacking in the

level of customization Brigade Group needs, and other platforms like
C4C present their own challenges due to their complex configuration
processes.

Hence, Ponappa decided to deploy a system built completely on
Zoho CRM to give their team a unified view of the customer journey and
engagement across multiple applications—all in a single platform.

“What | wanted,” Ponappa says, “was to achieve a system that enables
our team to deliver an exceptional customer experience, so that the
Brigade brand is always a positive association for our customers.”
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A glimpse into the evaluation process

Maintaining customer centricity as one of the company’s core values,
the team at Brigade Plus evaluated Zoho CRM and Salesforce for their
requirements. The evaluation was based on the following criteria.

User experience and user interface were two of the most important
criteria during the assessment process. They wanted a user-friendly
CRM system that encouraged user adoption and minimized the
learning curve.

“Our focus on the user interface was driven by the understanding that
the biggest tech failures often occur due to adoption issues,” Ponappa
says. “We simply couldn't afford to let that happen.”

It was essential for Brigade Plus to create a user interface that
eliminated confusion and ambiguity, making it effortless for individuals
to use the product.

“Zoho CRM aligned perfectly with our vision. Its intuitive interface and
user-friendly design allowed our team to seamlessly adopt the CRM
system without any confusion or a steep learning curve,” Ponappa says.

Other important factors Brigade Group took into account during
the evaluation process were the available functionality and
customization options—specifically, features related to sales
automation, reporting, team collaboration, and business process
management.
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“One of the reasons we chose not to go with
Salesforce was its limited customization options.
In contrast, as I began configuring the product
and delving into its functionalities, I found that
Zoho CRM offered a higher degree of flexibility
and customization. In fact, within the first

few weeks of using the system, I even started
learning Deluge, Zoho's scripting language, which
enabled me to better understand the extent of
customization possible. This familiarity gave me
confidence in the system'’s ability to handle the
work we needed it to perform and solidified our

decision to choose Zoho CRM"”

Ponappa PM

Head - Brigade Plus.

Zoho
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Brigade Group also looked at Zoho CRM's ability to integrate with
other essential business systems, such as SAP Cloud, which they used
for their residential business, as well as their payment gateway, team
collaboration, and customer support tools.

“If I didn't have the confidence in Zoho CRM that it could integrate
with other systems, that would have been a deal breaker for me,” says
Ponappa.

“All the integrations in Zoho CRM have been working quite well. The
information flows seamlessly and has given us an accurate and unified
view of customer data.”

Finally, an equally significant factor they considered during the
assessment was the aspect of data security and vendor reliability.
Ponappa, along with the company’s IT team, thoroughly examined
Zoho CRM's security features and privacy policies before making the
final decision to select Zoho CRM.
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“As a customer, one of the most significant
factors that drew me towards Zoho was
the fact that it's an Indian company. This
aspect held considerable importance to
me. I deeply value the positive impact

Zoho has made in terms of employment
opportunities, particularly in small cities
and towns across India. This narrative
aligns with my belief in nation-building, and

it genuinely resonates with me.”

Ponappa PM

Head - Brigade Plus.
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The solution

Automating sales process end-to-end in Zoho CRM

The teams at Brigade Group that actively use Zoho CRM are the sales
team, the design team, and the customer relationship management
team.

Driving sales and team productivity with sales
automation

Brigade Plus has automated and streamlined its sales process entirely
using Zoho CRM. Existing customers from the residential segment
tracked via SAP Cloud are pushed into Zoho CRM as leads for Brigade
Plus using the Zoho Creator integration. Using custom fields, they
move important customer details into Zoho CRM, including details
like the project name, block name, unit number, unit size, unit
configuration, and other details relevant to the real estate industry.
This customization ensures that the sales team has all the necessary
information to engage with leads effectively and successfully sell
interior packages.

Then, depending on the type of the project and the skill sets attached
to each member in sales, the lead gets assigned to a sales team
member on a round-robin basis.
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The company has implemented scoring rules to help the sales team
prioritize leads depending on customers’ predicted levels of interest
based on their interactions across various touchpoints.

Contacts receive automated emails upon lead creation that provide
relevant information and the assigned sales member’s contact details.
Workflows are defined based on customer actions like opening

and clicking emails, requesting meetings, or calling back. Zoho CRM
automatically sets tasks for sales team members using workflow rules.

Sales interactions with prospects occur through emails or phone calls.
For this, the team leverages Zoho CRM's template functionality.
Ponappa addresses the common issue of maintaining consistent and
high-quality communication within organizations. Despite having
dedicated marketing personnel, Ponappa wanted Brigade Plus’s
frontline salespeople to possess the ability to communicate effectively.
To achieve this, the team utilizes pre-designed email templates with
customizable variables. By selecting the relevant information—such
as customer names and other variable data—they ensure consistency
and maintain control over the quality of information they convey to
customers.
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Integrating a telephony system like Ozonetel with Zoho CRM has
helped Brigade Plus streamline communication and improve sales
efficiency. When a customer contacts them, the call is routed through
the Ozonetel-Zoho integration. If the customer has previously spoken
to a specific salesperson, the call is routed directly to that salesperson,
whereas if the customer hasn't interacted with anyone previously, the
call is assigned to a salesperson on a round-robin basis. Furthermore,
all calls are recorded and available for review within Zoho CRM,
providing enhanced customer insights. The team also benefits from
real-time reporting on call activities, such as the volume of incoming
and outgoing calls, call duration, call outcomes, and more.

“Without this integration, we would lack accurate and up-to-date data
on our team'’s call-related activities and tasks,” Ponappa says.

Other features that have added value to the team'’s efforts is

Zoho CRM's predictive sales feature, powered by Zia, Zoho's Al sales
assistant. Zia's “best time to call” feature has proven useful, as it
saves time and increases customer engagement rates. Additionally,
the “deal prediction” feature provides insights into the team'’s sales
funnel, enabling them to estimate the progress towards and likelihood
of closing each deal. These features have not only helped enhance the
team’s sales effectiveness, but the overall customer experience.
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“The biggest advantage of Zoho CRM is access

to a 360-degree view of our customers. It allows
me to stay on top of our entire sales process
through one single interface, making our lives
easier. It helps us track and manage leads, man-
age communications with customers, collaborate
across teams and departments, and prioritize our

high-value deals.”

Anand Rangrej

Senior Manager- Sales, Brigade Plus
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Time saved per
week on day to day
sales activities
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Enhancing operational efficiency through streamlined
business processes

Brigade Group's entire business process is carefully designed

using Zoho CRM's Blueprints feature, which guides the lead from
the initial sales stage to the design stage, and ultimately to the
payment process—which is overseen by the customer relations
team. Checkpoints are strategically placed throughout the process
to ensure that salespeople gather all essential information during
their interactions with customers. These details are then reviewed by
designers once the customer reaches the design stage. The process
is defined systematically to prevent the skipping of stages, with
automated alerts facilitating smooth transitions between stages and
teams. Certain actions are also restricted based on user profiles to
maintain control over data access.

Fostering customer 360 and satisfaction through
seamless integrationsprocesses

Ponappa envisioned a centralized system that consolidates customer
data from various platforms and enables Brigade Group's teams to
offer an exceptional customer experience. Brigade Plus achieves this
through a seamless integration between Zoho CRM and

Zoho Creator, enabling them to regulate the flow of information from
SAP to Zoho CRM. The integration involves utilizing Zoho Creator as

a data lake, where all data is stored, and only relevant information is
pushed into Zoho CRM. This ensures the sales team has all relevant

information before engaging with customers.
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“This approach was necessary because SAP alone couldn’t determine
which information should be integrated into Zoho CRM,” Ponappa
says. “By implementing Creator as an intermediate layer, the team
can selectively choose the unit-related information that needs to

be transferred to CRM, effectively finding a middle ground in the
integration process.”

Furthermore, the integration facilitates the updating of specific fields in
Zoho CRM. Using Zoho Creator, Brigade Plus has implemented a “Call”
button within Zoho CRM, which automatically cross-references data in
SAP, thereby ensuring the accuracy and currency of the information
stored in Zoho CRM.

Another important integration Brigade Plus uses is between
Zoho CRM and Razorpay payment gateway. This integration enables

the sales team to track and determine the type of payment link to be
sent to customers and allows Brigade Plus to provide its customers
with a smooth payment experience.

Brigade Plus has also integrated Zoho CRM with Zoho Survey, which

enables them to share an NPS survey with customers and collect
valuable feedback related to the overall experience. This integration
completes the loop for the sales and design processes, facilitating
continuous improvement and customer satisfaction.
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To enhance customer support and communication, the team has
integrated Zoho Desk, Zoho CRM, and Zoho Projects. Whether
customers send escalations via email, the support page, direct calls to
assigned salespeople, or the customer portal, a ticket is automatically
generated for a swift resolution. Zoho Desk is primarily used to record
and respond to customer escalations, while the integration with

Zoho Projects allows site-level members to track and resolve issues
effectively. One of the key features in Zoho Desk that has helped
Brigade Plus is the knowledge base feature, as it provides customers
with self-service options, reducing the burden on team members to
address common inquiries. The integration between Zoho CRM and
Zoho Desk ensures the synchronization of contacts and maintains

a comprehensive history of customer interactions, all conveniently
accessible within a single view.

Lastly, the integration between Zoho CRM and Zoho Projects eases

the transition from the design and customer relations teams to the
operations team responsible for project execution. They use certain
parameters to determine the conditions for project creation, such as
design approval from the customer and receipt of 40% of the funds.
When these conditions are met, relevant data is pushed into

Zoho Projects via the integration with Zoho CRM, creating a new project
record that is then assigned to the operations team.
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“In traditional companies, information loss
often occurs as communication moves between
departments. However, when using Zoho CRM,

I observed a significant improvement in this
aspect. We were able to monitor and consolidate
information effectively, eliminating the loss of
critical data. This enabled us to track and access

important information seamlessly.”

Nilesh Roy

Sr.Manager- Design & Operation, Brigade Plus
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Utilizing real-time reporting for data-driven decision
making

The reporting functionality in Zoho CRM helps Brigade Plus

gain valuable insights into sales and team performance. With 40+
dashboards with key metrics, they gain the necessary information

to make informed decisions, enhance sales effectiveness, and drive
business growth. These metrics include metrics such as assigned leads,
converted leads, won leads, lost leads, no. of closed deals on a weekly,
monthly, quarterly, and yearly basis, deal drop off rate, and more.

35+ Hours é

Routine tasks tracked by
each team

4 Hours %D

Average time saved per week
on creating reports by design
team

36 Hours é

Time saved per month on
creating sales reports
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Uplifting team spirit through recognition and
celebration of collective and individual efforts

Ponappa understands the importance of keeping the team motivated
and focused. By utilizing Zoho CRM’s Motivator feature, they've set
goals for quarterly sales, allowing them to track and celebrate the
achievements of individual salespeople in terms of targets, projects,
and value.

Implementing Zoho CRM

Step 1:

The implementation process was meticulously planned, starting with
clearly defining business requirements and evaluating various CRM
options.

Step 2:

The team then proceeded by creating a comprehensive scope
document that outlined their business processes and system needs (all
systems that will form part of this business).

Step 3:

The team collaborated with the Zoho team, ensuring that Brigade Plus's
vision aligned with the platform'’s architectural capabilities. After getting
the go-ahead from Brigade Plus, the development phase commenced,
accompanied by thorough testing at different stages.

Step 4:
The team successfully migrated data (in Excel) from SAP to Zoho CRM
using Zoho Creator, making the data migration process straightforward.
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Step 5:

The training approach they employed emphasizes on-the-job learning,
tailored to the unique functionalities of each team. To facilitate this, the
team has designated one or two super users in each department who
now act as trainers for newly onboarded members. The training process
combines on-the-job training, shadowing, and clarifications as required.
This comprehensive approach ensures that new team members acquire
the essential skills and knowledge within their specific work context.

MONTHS

Time taken to implement
zoho including various
integrations

“Zoho CRM’'s modular approach allowed us to test and refine the system
as new functionalities became available,” Ponappa says. “The entire
implementation journey was guided by thoughtful planning, effective
communication, and a focus on scalability. Thanks to Zoho CRM, we
successfully integrated third-party applications and achieved our desired
outcomes.”
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Benefits and ROI

Zoho's impact on Brigade Plus’s journey

Brigade Plus witnessed a significant impact within just six months of
adopting Zoho. Ponappa recalls a memorable moment that vividly
demonstrated the true value of Zoho.

“We recently received valuable feedback from a customer who was
amazed by the convenience of closing a transaction on their mobile
phone.”

Through Zoho CRM, they sent all necessary documents seamlessly via
email, allowing the customer to view them on their mobile device, and
provided a payment link for quick mobile payment. Within moments,
the customer received an immediate receipt. “This rapid transaction
was a game-changer for us, as legacy companies traditionally take three
to four days to issue receipts,” Ponappa says.
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“The customer’s satisfaction and their words of praise to our
salesperson affirmed our decision to choose Zoho. While we may not
always receive active feedback, our customers consistently appreciate

our efficient communication and touchpoints, as facilitated by
Zoho CRM.”

1:4

Cost-to-Benefit ratio

Direct Benefits

30%

Indirect Benefits
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Ponappa highlights that the return on investment with Zoho was
fourfold. Some of the direct benefits observed included reduced

lead cycle closure times, increased customer touchpoints on leads,
and having more data points for reviewing customer transactions,
whereas the indirect benefits include enhanced customer satisfaction
through automated touchpoints at different stages, standardized
communication for a consistent brand message, and improved
customer happiness and brand recall.

Looking forward

Brigade Plus aims to transition their business operations to Zoho fully,
covering every aspect from quotation generation and invoicing to
payment collection and accounting. Their primary objective is to ensure
a seamless customer journey throughout the entire process.

“Zoho plays a crucial role in enhancing our customer experience
and streamlining internal processes, including bookkeeping and
accounting,” Ponappa says. “Our intention is to evaluate Zoho for all
future business needs.”
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