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8x8 is a global communications provider
with more than 2M business users,
integrating voice, video, chat, contact
center, and enterprise API solutions

into one secure, reliable Cloud-

based communications platform.

Modernization of

lead to cash journeys

[ Communications, Media & Telecom ]

The Challenge

With real-time business intelligence and analytics, 8X8’s
platform empowers customers to create personalized user

experiences, driving customer satisfaction and business growth.

8X8 had a lot of complex business applications, having a large
number of integrations with backend systems and app exchange
products. The lead and opportunity ingestion was a bottleneck
with scores of managed packages and customizations done
over many years. The partner selling experience deviated from
the core Configure Price Quote (CPQ) experience, increasing
the cost of fixing and updating the products’ CPQ. The client
wanted to streamline the overall process and build capabilities

that define modern PaaS$ services, including quoting and billing.

J) Persistent

The Solution

Persistent implemented a process with design authority

reviewing the apps and integrations, exercising governance

on integration strategy, and decommissioning the unneeded

apps and integrations. We refactored the code to clear the
technical debt and exposed APIs to fetch orders and line
items. We improved the billing by implementing features

such as cost centers and asset linking with locations.

The Outcome

The transformation improved the health of the overall
salesforce environment and reduced row-locking over a
period of time. There were fewer instances of orders being
stuck in processing as well. 8X8 benefited from a more

comprehensive quoting process flow with a significant

Persistent transformed the CPQ offerings and
processes to support, modify, upgrade, downgrade,
partially cancel, renew, or undertake any amendments
preventing revenue leakage in manual adjustments
and overrides. We also implemented omnichannel and

case deflection by integrating chat applications.

increase in deal conversion. Additionally, the client was
able to reduce the revenue leakage considerably, as there
weren’t any arbitrary manual adjustments. The customer
support executives had a full view of agent capacity and

backlog and could manage them more efficiently.
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Our Salesforce Expertise
Our Industry Expertise

Healthcare & Life Banking & Financial Software & Hi- Industrial &
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Our Partnership at a Glance

18+ Years

of Successful Partnership

7,100+ 1,400+ 5/5

Certifications Joint Projects CSAT Score

300,000+

Trailhead Badges

Why Persistent Global Salesforce Practice?
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