
Meet  
5 Retail & 
Consumer Goods 
Trailblazers
from India



Unite your teams around the customer



Be inspired by our  
Customer Trailblazers.

After a challenging two years, India’s retail and FMCG industry 
appears to be bouncing back with renewed vigour. But the 
landscape looks quite different from what it did, pre-COVID-19. 

More Indians are shopping digitally – 65% said they went online 
to buy a product they previously bought in-store. And 93% 
of consumers have tried a new shopping behaviour such as 
experimenting with a different brand or retailer. 

What’s more, the benchmarks for great shopping experiences are 
now higher. Indian consumers expect hyper-personalised service, 
value, convenience, and omni-channel engagement. They want to 
be able to find the products they’re looking for easily and quickly.

Salesforce is helping brands across India rise to the challenge, and 
delight customers with exceptional experiences. We know that 
customer-centricity matters now more than ever – which is why 
our technologies and programs are designed to help you cultivate 
deeper, more meaningful, and lasting customer connections. 

We’ve built our company on customer success – and this booklet is 
a collection of some of those success stories playing out right here 
in India’s retail and FMCG industry. Get ready to be inspired by these 
five fearless Trailblazers who are setting new standards for customer 
engagement, and delivering experiences that customers love.

We hope their stories encourage you to reimagine your own 
customer relationships, and explore how technologies like 
Salesforce can galvanise your organisation’s growth.

https://www.business-standard.com/article/economy-policy/retail-sales-near-pre-covid-levels-with-96-recovery-rai-121101300714_1.html
https://www.livemint.com/industry/retail/consumer-goods-on-recovery-path-in-q3-11613521882058.html
https://www.thinkwithgoogle.com/intl/en-apac/consumer-insights/consumer-trends/online-shoppers-india-festive-season/
https://www.thinkwithgoogle.com/intl/en-apac/consumer-insights/consumer-trends/online-shoppers-india-festive-season/
https://www.mckinsey.com/business-functions/marketing-and-sales/our-insights/survey-indian-consumer-sentiment-during-the-coronavirus-crisis
https://www.mckinsey.com/business-functions/marketing-and-sales/our-insights/survey-indian-consumer-sentiment-during-the-coronavirus-crisis


Titan Company gets phygital  
with Salesforce
Since revolutionising the watch industry 30+ years ago, Titan 
Company has evolved into a true retail colossus with market-leading 
brands in multiple lifestyle categories. 

The moment a customer walks into a Titan store, relationship 
officers are at hand to anticipate their needs, and personalise  
their shopping experiences. That’s no small feat for a company  
with 20 million+ customers, 1,900+ stores, and 18 brands.  
But Titan makes it work.

With Salesforce, they’ve built a unified customer view across brands. 
So, all teams have all the data they need at their fingertips to 
engage customers with ease. Instant visibility into the customer’s 
past transactions and interactions enable relationship officers to 
recommend the right products to the customer in-store.

That’s not all. During the COVID-19 lockdown, when customers 
couldn’t visit physical stores, Titan used Salesforce to take its stores 
to the customer by replicating the offline shopping experience 
online. Today, the entire customer journey from websites to stores  
is frictionless. 

But it wasn’t always this way. A few years ago, sales and  
service teams were grappling with multiple challenges.

Wherever the customer is, we’re able to 
instantly recognise them, personalise our 
interactions, and deliver unforgettable 
experiences.
SANJAY BHATTACHARJEE 
HEAD OF CUSTOMER RELATIONSHIP MANAGEMENT, 
TITAN COMPANY LIMITED

“ “ 



 

Business need 
• Titan wanted to deliver personalised and seamless customer 

experiences across physical and digital touchpoints 

• Customer data was scattered across multiple systems, making 
it difficult for stores to understand and engage with customers 
effectively 

• Customers would receive multiple calls from the company in a 
single month because teams weren’t sharing information

• Management didn’t have a unified view of customer experience 
metrics to plan strategy

Solution

• Salesforce Customer 360 provides a single source of customer 
truth to help relationship officers deliver smooth customer 
experiences across touchpoints 

• MuleSoft integrates data from 17+ third-party systems onto a 
single platform for a unified customer view 

• Sales Cloud consolidates customer profiles, preferences, and 
purchase history in one system, enabling relationship officers  
to personalise customer interactions in-store 

• Experience Cloud gives 6,500+ front-line employees access to 
customer data in real time through a partner portal 

• Einstein Next Best Action enables store reps to recommend 
the right products to customers in-store based on their past 
transactions and interactions 

• A single view of the customer across brands improves cross-
selling and upselling

• Service Cloud helps agents resolve customer queries and 
complaints faster

• Integration of Salesforce with Titan’s cloud telephony system 
ensures that every customer call is recorded, monitored, and 
measured for effectiveness

• Rich dashboards on Tableau improve visibility into store 
performance, helping management optimise sales and customer 
experiences

Impact

12%
more repeat 
customers in 
stores that use 
Salesforce vs. 
those that don’t

increase in 
conversions3-4%

non-buyers 
converted  
to buyers7-10%

Sales Service AnalyticsExperience MuleSoft Success

customers 
managed  
on Salesforce

>20
million

increase in 
NPS scores10

point

18 Titan brands 
and 6,500+ 
employees 
use Salesforce 

1,900+ 
stores



Praxis pioneers a seamless retail 
experience across channels with 
Salesforce
Praxis Home Retail Limited helps customers make their homes 
beautiful by offering a one-stop destination for home furniture 
and decor. 

The company’s vision is simple – meet customers where they want 
to be met. This means bridging the gap between physical and 
online channels, while also personalising customer engagement. 
Today, both these objectives are being met with Salesforce. 

When a customer walks into any Praxis store, the sales team can 
instantly pull up the customer’s history on Salesforce to engage 
with them on a personal level. The service team, in turn, has a 
consolidated view of customers to enable speedy, omni-channel 
case resolution. Customers themselves are empowered to self-serve 
with a tool that tracks their order status in real time. 

As for the marketing team, a holistic view of customer journeys 
is helping them nurture customers the right way, pre- and 
post-purchase.

How did Praxis achieve this level of CRM maturity? 
Here’s a glimpse into their journey.

Before Salesforce, data from our physical 
and online channels did not speak to each 
other the way they do now. Salesforce has 
helped us make omni-channel interactions 
smoother.
VIRAJ DIDWANIA 
CHAIRMAN AND MANAGING DIRECTOR, 
PRAXIS HOME RETAIL LIMITED

“ “ 



Business need 
• Praxis wanted to deliver seamless, omni-channel customer 

experiences 

• Sales and service reps needed a 360-degree customer view to 
personalise customer experiences across touchpoints 

• Praxis wanted to automate and streamline processes for 
disciplined follow-up by the sales teams

• The existing CRM was limited in functionality, and didn’t integrate 
with other critical systems, resulting in data siloes

Impact

10% 30%increase in 
Net Promoter 
Score (NPS)

reduction in 
call traffic 95% Salesforce 

adoption rate
reduction in 
call time40%

• Salesforce provides a 360-degree view of customer interactions 
across channels, enabling sales teams to personalise sales 
conversations 

• Salesforce feeds data into Praxis’ self-service feature, giving 
customers ready information related to their purchases 

• A single source of customer truth helps the service team resolve 
cases faster 

• Transparent data on sales performance helps management make 
more informed decisions 

• Marketing Cloud helps teams personalise customer engagement 
at scale  

Solution 

Service Marketing



PUMA.com remains  
‘Forever Faster’ with Salesforce
PUMA is one of India’s largest sports and activewear brands. 
Leading the way in multi-channel retailing, PUMA has successfully 
connected with customers across multiple touchpoints including 
PUMA.com which is the brand’s largest native online store.

A few years ago, mobile traffic to the site began to surge. 
PUMA India knew it was time to improve their platform’s stability, 
scalability, speed, and responsiveness. The company deployed 
Salesforce Commerce Cloud to enhance the mobile shopping 
experience. Today, customers can easily filter products, find what 
they’re looking for, add them to the cart, and pay with the right 
payment options. 

At the backend, teams can quickly redesign product pages to 
improve responsiveness. And since the platform is so scalable, it 
can easily handle a large spike in traffic – the transition is seamless.

Here’s how PUMA India achieved all this with Salesforce.

The biggest advantage of the Salesforce 
platform is its scalability. Multiple events 
with short lived traffic spikes and numerous 
CX enhancements have all scaled up 
seamlessly with Salesforce.
PRABHDEEP SAINI 
DIRECTOR AND HEAD – D2C ECOMMERCE, 
PUMA INDIA

“ “ 



Business need 
• PUMA India wanted to offer their consumers a mobile 

site experience that reflected the brand’s attributes of 
agility and speed

Solution 

• Commerce Cloud makes the Puma.com site quicker and more 
user-friendly 

• Best practices in UX design offer consumers a seamless and 
efficient mobile shopping experience 

• A platform that efficiently supports iterations and enhancements 
allows the site to easily scale

Commerce

By understanding online 
purchasing behaviour,  
PUMA is able to target 
consumers more accurately

Gains in efficiency free  
up teams to focus on 
product design and 
website improvements

increase in site 
responsiveness

for first 
eventful paint100%

Impact

3 
 seconds



Pepe Jeans fashions seamless 
D2C interactions using Salesforce
Since entering India in 1989, Pepe Jeans London has become 
one of the country’s most popular premium denim and lifestyle 
brands. They boast 250+ standalone stores, 700 department store 
counters, 700-800 multi-brand counters, and a presence on all 
leading ecommerce platforms.

After years of relying on partners and intermediaries to reach 
consumers, the company decided to go down the D2C route by 
launching their own website, pepejeans.in in 2021. To deliver great 
ecommerce experiences, the site needed a scalable, stable, and 
future-proof platform. Salesforce ticked all the boxes.

Today, Pepe Jeans is using Salesforce Commerce Cloud to deliver 
exceptional online shopping experiences. Customers can easily 
filter products, fill their carts, get recommendations, and enjoy a 
quick checkout process. At the backend, teams can accurately track 
and fix drop-off related issues. They can also make changes to the 
website super-fast. And build a strong, engaged social community 
around their brand.

It took just 100 days to get the site up and running, thanks 
to Pepe Jeans’ foresight and planning, as well as a seasoned 
implementation partner. This is the company’s D2C story.

Creating a successful ecommerce business 
is a marathon, not a sprint. You need a 
solution that can be built on over time. 
Salesforce Commerce Cloud is designed for 
the long haul.
MANISH KAPOOR 
MANAGING DIRECTOR & CEO, 
PEPE JEANS INDIA LIMITED

“ “ 

https://www.pepejeans.in/home/


Business need 
• Pepe Jeans wanted to build a direct, personal connection  

with consumers through a D2C website

• With more consumers shopping online since COVID-19,  
the company was keen to create a strong online presence

• To deliver great shopping experiences, the company needed  
a scalable, stable, and future-proof ecommerce platform

• Commerce Cloud helps the company deliver seamless online 
shopping experiences

• A smooth purchasing journey helps minimise abandoned carts 

• Automatic product recommendations strengthen customer 
engagement

• A fast, responsive website improves sales and conversions

• Integration with social channels amplifies the website’s reach and 
engagement

• Real-time insights on website traffic, consumer responses to 
products, conversions, and more help the leadership team make 
faster, better decisions

Solution 

Commerce

Impact

to implement 
Salesforce

SEO score92carts 
abandoned<1.5 %

percentage points 
reduction in 
discounts offered 
to marketplaces

5

page load time for 
first-time visitors; 
1.6 seconds for 
second-time 
visitors

3 
 seconds

100
days

only



Baby Saffron spices up its 
distribution network and 
scales for growth
From a small cottage industry-style company in the 1980s, Baby 
Saffron has grown into one of India’s leading saffron producers. 
The company is growing 20% year-on-year, and retails more than 
10 million packs per year. 

As demand for their product grew, Baby Saffron recognised the 
need for better visibility into their distribution networks and sales. 
At the time, the company didn’t know who the end-consumer was, 
and how pricing and margins rose and fell along the distribution 
chain. But with Salesforce, they’ve built a unified view of distributor 
relationships, sales activity, and customer interactions. This has 
given them the confidence to scale faster. 

The company has also mapped thousands of retail outlets that sell 
its products. So, when consumers reach out, teams can easily guide 
them to the nearest store. Meanwhile, an order booking app built 
on Salesforce has made it easier and faster for distributors to place 
orders and make payments. 

Since all customer data is recorded on the platform, teams 
are better equipped to engage customers in meaningful 
conversations.

In short, Salesforce is helping drive the company’s 
transformation. Here’s a glimpse into how it all unfolded.

“ “ 

Salesforce is the best CRM solution in 
the market. It is driving our complete 
transformation.
AVNEESH CHHABRA 
MANAGING PARTNER, 
BABY SAFFRON

https://saffronreview.com/quality-saffron-brands-in-india/


Business need 
• To make saffron a daily-use product, Baby Saffron needed 

comprehensive data on end-consumers 

• Distribution processes and networks needed to be streamlined to 
meet the growing demand for the product 

• With no view of the end-consumer, the team was limited in its 
ability to service them

• Management lacked visibility into distribution, product presence, 
and price across markets 

• Incomplete and inaccurate information on sales activities 
hampered sales performance optimisation

Impact

• Salesforce provides real-time visibility into sales rep activities, 
coverage, and customer interactions 

• A single, consolidated customer view enables smarter 
conversations and improves customer relationships  

• A single source of data around distributor relationships enables 
better monitoring of distributor networks and performance 

• Retail stores stocking the product are mapped on the platform, 
enabling faster customer service  

• Automated order booking on Experience Cloud has improved 
process transparency, order accuracy, and sales manager 
productivity

Solution

onboarded 
on Salesforce 
in just three 
months

15,000 
retailers

20,000
retail stores

mapped  
across India 
to offer better 
customer 
service

95%
employee 
satisfaction 
with the order 
booking app

reduction  
in order 
processing time

Sales Experience Platform

8-12 
hours - 

a few secs



We Bring Companies and Customers Together.


