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Soffront was founded in 1992

Record of consistent growth and profitability

Solution that has evolved over 10 years

Over 500 CRM installations worldwide

Soffront Overview - Company
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Soffront Overview..Customers
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Customer Support

Sales Automation

Employee SupportCRM Portal

Marketing Automation

Soffront CRM

Soffront Overview.. CRM Suite
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2. Web Tickets

• Web-based ticket submission 
and status check

• Automatic ticket assignment

5. Customer Helpdesk

• Track tickets from submission to 
resolution.

• Automatic notifications

• Automate surveys to measure 
satisfaction

• Generate reports to measure CSR 
productivity. 

8. Defect Tracking 
• Track defects and enhancements

• Integrated Version Control

• Test Case management

1. Knowledge Management

• Natural language self-service

• Build and share knowledge as you 
work a ticket

7. Business Rules

• Take automatic actions based 
on configurable business rules. 

• Monitor 24 X 7.

• For example, escalate a ‘critical’ 
ticket to management, if not 
resolved in 24 hours.

6. Mobile Support

• Read-Write access from a laptop, a 
PDA or a WAP enabled mobile 
phone.

9. Customization Tools

• Add new fields and tables.Redesign the user interface. No coding required.

• Configure the workflow to match your business process.

• Change Soffront CRM with your changing business.

4. Multi-Channel Contact Center

• Multi-Channel service – Telephone, 
Web Chat, VOIP and Email

• Support agents send/receive 
phone calls using the computer

3. Email Response for Support
• Create and assign tickets 

automatically

• Auto respond with knowledge 
base results

Soffront Customer Support Solution
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Identifying the caller and contract
When a call comes in
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Verify the Contact and Contract
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Enter the new ticket
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Assign the ticket
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Tracking the time spent
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Tying it back to the support contract
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All information at one place

1

2

3
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Support process
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Measure customer satisfaction on ticket closure

Automatic surveys
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Escalation rules to track SLAs

Monitor your SLAs
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Access the knowledgebase while working
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Build knowledge as you work
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24/7 Web support and self-service



http://www.soffront.com/ppdemos 24

Queries and Reports
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Personalized dashboard
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Soffront CRM Features that help you do more with less

Verify contact and contract information

Enter new ticket and assign to an agent

Keep track of time and support contract parameters that matter

Maintain all ticket information in one place

Summary
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Soffront CRM Features that help you do more with less

Follow the support process and stay on top of SLAs

Measure customer satisfaction with automatic surveys

Build knowledge as you work

Provide 24/7 support from the Web and enable self-service

Stay on top with key metrics and a personalized dashboard

Summary..
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Closing thoughts

“Even with significant growth, we were able to actually increase 

customer satisfaction without having to hire additional support 

staff. We can directly attribute this to the implementation of 

Soffront Knowledge Base and self help tools.”

-Director, Professional Services and Support

Ensim Corporation

Ensim Corporation  does more with less using Soffront CRM
Tripled operational volume and still improved customer service
No additional resources needed to handle dramatic growth
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Closing thoughts

Customer Support

Sales Automation

Employee SupportCRM Portal

Marketing Automation

Soffront CRM
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For more information or to request a copy of 
these slides, please contact: 

Questions and Answers

Satish Kumar, 
Product Marketing Manager,
satishk@soffront.com
510.413.9000 X 105
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Technology Architecture
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1. End user driven 

Personalization features like dashboard layout, 
start-up object, sub-menu,  fields to view etc.

2. Admin driven

1. Create new tables

2. Define the relationship between tables

3. Design new forms

4. Add / modify fields

5. Configure the workflow

6. Create new gadgets for the dashboard

7. Create users and user groups

Configuration and Customization
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Configuration and Customization

Admin option – Define the relationship between tables

Admin 
customizes 

here

Users see 
this interface

1

2
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Configuration and Customization

Customization – Adding/modifying a field 
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1

Configuration and Customization

Admin option –
Drag / drop form 
designer in your 

browser

2
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Configuration and Customization

Admin option – Defining the workflow
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The Soffront difference

Broad, yet, integrated suite of 
CRM applications

5

Fully web based solution4

Rapid deployment – up and 
running in days!

3

Unmatched adaptability – “Built 
to Adapt”

2

Over 10 years of expertise in the 
mid-size CRM domain

1


