




Service Cloud Messaging 
Cloud

Feedback 
Cloud

Product Portfolio - OneDirect
Single bundle of all CX solutions your business needs 

Customer 360

Advance 
Workflows Indic Crawler

Analytics SLAs

Automation Priority and 
assignment

BOTs – FAQ & 
conversational

Live Chat

Analytics

Voice Of 
Customer

Voice of 
Employees

Market 
Research

Customer 
Journey

Deep 
Integrations

User 
segmentation



Great experiences are built on OneDirect



Product Portfolio



API
API

Service Management 
platform with enterprise 

workflowsOmni-channel
Seamless Integration with 3rd

party Systems

Order/Billing 
management

Data 
lake

Service Cloud Workflow

Workflow Engine Customer

Custom Analytics
Brand Teams



One system to rule 
them all 

● Email management

● FB, Twitter, Instagram

● Web forms/Surveys 

● Chat

● Play Store/App Store

● Calls

● Consumer complaint 

forums

● Google Reviews

● Amazon/Flipkart reviews



Messaging Cloud – A three step approach to chat

Rule Based 
Engine

Self-Learning 
Module*

Agent Based
System 

APIAPI

Messaging Cloud

Bot Builder

Omni-channel Seamless Integration different 
systems

LMS

Internal 
system

*via Google Dialogue Flow



Chatbot – Platform (Build and configure own BOTs) 



Live chat with enterprise level workflows
● Web and App

● Queuing 

● Group chat

● Feedback from customers 

● Integration with Service 

Cloud

● Integration with 

CRM/Order system

● Canned response 

shortcuts

● WhatsApp ready



Feedback Cloud

Channels for NPS/CSAT/CES

Feedback Cloud

Process

v Trigger Points based API call to 
OneDirect for Survey

v Channel to administer Survey to 
depend on type of customer 
(attributes)

v OneDirect Feedback Cloud 
records responses and auto-
tickets based on reasons of 
detractors.

v Based on reason-tags OneDirect 
Feedback Cloud auto-assigns 
tickets to respective teams.

v Closing of the loop

• Auto-ticketing for 
Detractors

• Auto-assignment 
based on reason

Internal Teams

• Customer 
Experience

• Brand Team
• Product Team
• Marketing Team
• Research Team

API 
Integration

• Trigger definition 
(Post purchase, 
NPS after 1 month 
of purchase, 
After service)

• Customer 
segmentation

• Closing of the 
loop

Trigger Points
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Feedback Cloud - Workflow



Dynamic Survey creation (NPS, CSAT & CES)
“Can you allow me to run campaign across different 
channels?”

ONEDIRECT ADVANTAGE

• Campaign led product, not restricted to the channel. 

• True omni channel approach

• Focus on targeting the customer on a medium of 

his/her choice



Create interactive forms and design campaigns across 
channels



Customer 
360 (Beta)

Integrate data 
points from 
multiple 
touchpoints and 
systems

OneDirect can 
assist with the ETL 
layer and the 
application layer

Going live in July  
2020. In Beta 
currently. 



THANK YOU


