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) §
¢
b

-

© 2025 Fujitsu Limited



S silos that prevent enterprise customer contact DX
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The silos (lack of coordination) among customers, business processes, departments, partners,

and IT is a major factor hindering corporate restructuring.

Partner silos

There are many partners and points of
contact, so the output from strategy to
implementation is not connected

Interdepartmental silos

Department-specific budgets and KPIs
make it difficult to create a culture of
collaboration between departments

Customer understanding silos

Customer data is accumulated by
department, and it is not possible to
understand customers from the data origin

Business process silos

Various measures/mechanisms are
being implemented for partial

optimization due to the division of labor
with emphasis on productivity

Department-specific budgets and KPIs
make it difficult to create a culture of
collaboration between departments
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Customer Contact DX with Customer360 FUﬁTSU

By cooperating with each division, centered on customers,
we will break away from silos and optimize the entire life cycle activities

3 —_ Marketer

Acquire new customers/Deepen existing
customers

? — Management

Data-driven forward-looking management

» Understanding the overall management situation « Selecting the Next Target
+ Customer-tailored messaging

+ Toss up to sales at the right time

+ Planning of strategy and implementation measures
* Instructions, messages

i i 2 Sales/Manager
Field engineer Field Service 9 9 )
. . . Improvement of company-wide sales
Improving Engineer Productivity capabilities
» Automatic scheduling based on distance, etc. . pipeline management
« Mobile field operations reduce post-processing Support Proposals and - Improving Sales Productivity through Mobile
. . . . Orders
Access the information you need offline Utilization
Customer  Collaborate with the proposal team y

E& ——  Customer Portal —_—

Improving customer satisfaction through
self-resolution

Call Center Service
provision

Improving the quality of customer service

+ Fast, customer-centric access to information 0
* Appropriate routing and automation CustOmer 3b * Promoting self-resolution through FAQ portal
» Improve operational productivity + Chatbot enables unattended query resolution
* Reducing the volume of calls to manned personnel
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Customer360 in Salesforce FUﬁTSU

Salesforce centralizes operations across a set of customer contacts to enable customer contact transformation.

Customer
experience

Commodity

Product Application and Use of . . .
" X ] Inquiry Contract continuation
recognition review contract services
Efficient Centralization of Procedure Support for sales Analysis
L . . Prompt response 4
approach information speedup improvement forecasting
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digital channel Sales, Planning and Operations Web Portal Seconded to contact center and field management layer
f . Experience Service Cloud 2
AS h 8 Tablea
(@) Marketing Cloud @ Sales Cloud Cloud .\/‘o* Field Service ulll] v
. Efﬁc.ie.nt approach to highly . ;’»60" vieYV of customer + Customer My Page * Rapid r.espo.nse throygh . Antialienation measure
qualified customers information centralized information . .
. . * Self-support . . * Customer Voice Analysis
* Promotion promotion * Faster Proposals * Consistent customer service . .. .
. * Self Portal * Operating activity analysis
* One to One Customer Journey » Expedite procedures * Cross-sell/Upsell

( 2@ Einstein Platform )
Customer contact information Basic customer information and response history Employee apps
Salesforce - .
Corporate Person in charge Application Usage Query Expense Recruitment
settlement management

@ S el Phone History Information of the other party information Results information
Customer o P :
S Ad viewing Mail History Information Campalgn . Item . Due Dai.:e Ac':tlwty Attendance Skill
2 Information information Information History management Management
(Personal)
A MuleSoft (system linkage API platform) ) ‘




Support Menu for Improving Profits
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We provide one-stop support for DX transformation initiatives from consulting to IT planning, implementation, operation and
improvement, involving all aspects from top management to field departments.

Common challenges

Commitment of top management
No commitment -> Independent
departmental initiative

Planning concept

The objective and desiredimagewere drawn,

but as a result, existing SFA was replaced

Introduction
Lack of involvement of field departments
only in lead departments
(Sales officers, absence from the site)

Colonisation
Introduce it, and you're done.
No continuous improvement measures

»
»

»

Services provided

Upstream consulting

L\
%@j Deployment Services

&7 Consolidation service

Service overview

Customer360 Transformation Initiative Consulting

Contact acquisition, information input, and lead acquisition
design

Digitization and utilization design of sales information
Designing a plan for in-house data utilization

Marketing, Sales, Call Center Organization, Operations,

IT environment design

Build Customer Contact Channels (Web/App)
Improvement of communication automation (MA)
environment

Development of sophisticated and efficient sales
environment (SFA/CRM)

Development of call center environment and organization
Development of field service environment and organization

Continuous evaluation/analysis of execution results (data)
Development of improvement measures and support for
the creation of results
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Become the best customer DX partner

Fujitsu itself utilizes Salesforce throughout the company and is working to
transform its customer approach by leveraging its global organizational strength
of 130,000 employees.

In addition to our extensive customer support experience, we utilize the latest
know-how acquired through our own implementation to support customer
contact reform.

Don't hesitate to contact us!

Lin ]
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Contact Fujitsu Salesforce CRM

E_'.:.-}i':lE Fujitsu Customer Contact Center Japan

!

= -.:r:'?""";-. https://global.fujitsu/en-global/contact
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* All product, service, company and logo names are trademarks or registered trademarks of their
respective owners. Product specifications and performance are subject to change without notice.

* This catalog is current as of August 2025.

Fujitsu Limited

Fujitsu Uvance Kawasaki Tower 1-5 Omiyacho, Saiwai-ku Kawasaki-shi, Kanagawa Japan

https://global.fujitsu/en-global/offering/customer-engagement-transformation
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