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RETHINK CUSTOMER EXPERIENCE
ARE YOUR SKILLS READY FOR THE FUTURE?
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RETHINK CUSTOMER EXPERIENCE
ARE YOUR SKILLS READY FOR THE FUTURE?
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RETHINK CUSTOMER EXPERIENCE
CLOUD VS PREMISE

Software Moves to the Cloud
(worldwide versus on-premises software revenues ($B))

$1,097
$986
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$807
$737

$676
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Cloud Drives Digital Transformation
(worldwide digital transformation software spending ($B))

mmm  On-premises software mam  Public cloud software
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mmm Noncloud software s Cloud software Source: The Salesforce Economic Impact (An IDC Whitepaper)



RETHINK CUSTOMER EXPERIENCE

WHAT IS CRM?
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RETHINK CUSTOMER EXPERIENCE
WHY SALESFORCE

Ranked #1 for CRM Applications based on

IDC 2021 H1 Revenue Market Share Worldwide. ORACLE

5.5% & Microsoft
5.0%

5.0% 5
3.9% "T

salesforce -

2017 2018 2019 2020 2021H1

Source: IDC, Worldwide Semlannual Software Tracker, October 2021.
salesforce.com/number1CRM

Source: World Wide Semi Annual Software Tracker (IDC)



RETHINK CUSTOMER EXPERIENCE

SALESFORCE MILESTONE

SALESFORCE MILESTONES

m Fortune magazine ranks Salesforce
fourth on its list of the world’s
fastest-growing companies.

m Forbes names Salesforce one of

“The 50 Companies of Tomorrow,”
taking notice of the innovation the
company has achieved. Annual
revenue rises 37% over the fiscal
year to almost $2.27 billion.

m The company crosses a threshold
- with more than 100,000 customers.

Dreamforce has more than 143,000
registered attendees. A benefit
concert during the event features
the bands Blondie and Green Day.

e, o .

Source: Mason Frank International

m Salesforce launches Trailhead,

empowering anyone — regardless
of education level — to develop
the skills needed for top tech jobs.
The company now has 1.5 million
registered developers. Salesforce
reaches the $5 billion in annual
revenue milestone faster than any
other enterprise software company.

Salesforce enters the Fortune 500.

Salesforce conducts its first equal
pay assessment, resulting in $3
million in salary adjustments. Forbes
recognizes CEO Marc Benioff as “the
decade’s top innovator.”

Salesforce launches Einstein,

the first comprehensive artificial
intelligence (Al) technology for
CRM, making Al accessible to
every company and business user.

ﬁﬂ?

o

The company acquires MuleSoft to
help power Salesforce’s integration
capabilities.

Salesforce acquires Tableau,
bringing the world’s #1 CRM and
#1 analytics platform together to
supercharge customers’ digital
transformations.

Gartner ranks Salesforce #1in CRM
for the 8th year in a row, gaining
more share of market than the next
nine competitors combined.

Salesforce, Inc Annual Revenue

2021

2020

2019

2018

2017

2016

2015

2014

2013

2012

2011

2010

2009

(Millions of US $)

$21,252
$17,098
$13,282
$10,540
$8,437
$6,667
$5,374
$4,071
$3,050
$2,267
$1,657
$1,306

$1,077

Source: https://www.macrotrends.net/



RETHINK CUSTOMER EXPERIENCE
SALESFORCE ECONOMY ITALY

New Business Revenue Created by 2026 ($B) 18) BB REYENE

Jobs Created

Ecosystem Revenue

Worldwide, it is estimated the Salesforce Economy will create

$1 . 6T in new business revenue by 2026.

HOVER OVER EACH
COUNTRY TO LEARN MORE

® KeepOnly @ Exclude

‘ ’ Economic ImpaCt: Change Country/Region
|
Italy Italy
$33 9 B new business revenue created by 2026 2020 2021 2022 2023 2024 2025 2026
CAGR: 22%

mstimakediBusinessRovanus Cre?;:; $4.5B $5.6B $7.3B $9.2B $11.0B $12.9B $14.9B
$33.9B estimated aggregate gain in business revenue created by 2026

Jobs Tied to the Use of Salesforce

57,500 67,800 84,700 103,200 119,700 135,200 150,800
(direct and indirect/induced)

93,300 net new jobs created by 2026

Partner Ecosystem/SF Revenue  $4.63 $5.00 $5.44 $5.93 $6.20 $6.31 $6.34

> Source: The Salesforce Economic Impact (An IDC Whitepaper)



REPLY GROUP

Through its network of specialist companies, Reply supports leading

UK GERMANY
S o E';‘i;"%’é.fé‘i?f.’,"Hi‘ifb"l‘ﬁ;'f’ki’ﬁiiig’Esﬁf"[‘é’é’é?&fﬁ?ﬂiﬁl”nrf’ industrial groups to define and develop business models, suited to the new
FRANCE ::o:Ar: :;S""’""Rege"s"“’g' sy paradigms of Big Data, Cloud Computing, Digital Media and the Internet
Paris ° . . ° .
l BENELUX SGe of Things. Reply services include: Consulting, System Integration and
9 i o 2 Digital Services.
BELARUS & ComaNIA
Minsk *-Q: Bucharest Reply covers 3 areas of competence:
- Z:!:ss ael:r:?l.::sll:uc CHINA Processes: for Reply the understanding and the use of technology involves
Atlanta, Aubum Hills, Bur Ridge, Ty iy the introduction of a new enabling factor for business processes,
Chicago, Jacksonville, Kansas g Sl pzt s e R .
City,IgewYork,Seattle,St.Louis |C:,:‘-enovaiRMiIanc_>l,_(I)'-‘I:::!':)(\;a, based on an In-depth kﬂOWledge of both the market and the
e SINGAPORE e : : :
reviso, SRS g Y- specific industrial contexts of implementation
BRAZIL INDIA *w L , o , ,
Belo Horizonte, Sao Paolo Bangalore, Kochi Applications: Reply designs and develops application solutions aimed at
zﬁadZEALA"D meeting core business needs;
‘ Technologies: Reply optimises the use of innovative technologies, creating
/' solutions that are capable of guaranteeing maximum operational

efficiency and flexibility for its clients.
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RETHINK CUSTOMER EXPERIENCE
CRM & CUSTOMER EXPERIENCE IMPLEMENTATION SERVICES

Reply has been positioned as a LEADER by Gartner, the world’s leading research and advisory company,
in their Magic Quadrant for CRM and Customer Experience Implementation Services.

The report evaluated 16 CRM and CX implementation service providers
worldwide.

GARTNER

“Leaders in this Magic Quadrant bring a wide range of business, analytic and
technical capabilities, including CRM and other customer-facing technology
expertise, industry-specific domain expertise, and digital design capabilities, CX
strategy, business consulting, customer analytics, enterprise architecture and
design. They demonstrate strong comparative revenue and growth. Leaders can
scale across multiple geographies and are consistent in delivering high client
satisfaction.”

Reply's approach to CRM and CX projects is based on a Multi Dimensional
Approach. This methodology allows Reply to understand, design and implement
complex CRM and Customer Experience solutions that combine customer
journey analysis, UX and digital design, process definition, CRM platforms,
technological architectures and data analysis, all with a human centric design
approach

Reply has an estimated 4,500 CRM and CX services FTEs worldwide and
providing cross industry support on the market leading platforms (Adobe,
Salesforce, IBM, Microsoft Dynamic, Oracle CX & SAP)

ABILITY TO EXECUTE

Delome.
Accenture @
BV @
HCL Technologies
Wipo @ & Capgemini
Cognizant
TCS gizant@
® ] Publicis Sapient
v s. NTT DATA ,
d PWC
@ BearingPoint
Salesforce @
Atos @
Y@

COMPLETENESS OF VISION As of April 2021

Source: Gartner (May 2021)

© Gartner, Inc




RETHINK CUSTOMER EXPERIENCE
REPLY SALESFORCE & MULESOFT PRACTISE

PARTNER

SINCE 2005

Arlanis Reply, Salesforce Partner since 2005, combines dynamicity and flexibility

of a “local” provider with the reliability and scalability of international company Partner

MuleSoft ‘

Through the adoption of Salesforce and its component Heroku & @ 2 d
Mulesoft, enriched with Artificial Intelligence, Advanced Data - ke

Analytics and loT integration functions, Arlanis Reply is able to rethink, optimise and

automate Sales, Service, and Marketing cross-industry }f
4 -
s +
" V) ﬁ : ») A 1 i ::: l./ ..=-
: NEWS . N -

I @ ®

INSTITUTION UTILITY HEALTHCARE
DE
M Arlanis Reply develops HealthCloud solutions to digitally, 24x7, multichannel support
Z -w- patients with a platform connecting them with specialist leveraging on a centralized ™V RO
O : , -
= operation centre. HR
ole IT ,’\%
<>E XQ Arlanis Reply leverages native Salesforce automation capabilities and third party 3
CZ) integrations in order to enhance customer journey optimizing resource allocation. Sk " {
Z () w
— \*), Arlanis Reply is also running a practise in Sustainability to collect data, monitor and ‘
L\ optimise processes responsible for CO? emissions through the adoption of Sustainability ’ -
Cloud. L
+350 certiFications ~200 prorFessionaLs +100 customers 4.9/5 avg csi Ariis Reply Maln Offices
eply European ices




7. ANALYTICS
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RETHINK CUSTOMER EXPERIENCE

REPLY’S SALESFORCE CAPABILITIES 2. MARKETING

1. DESIGN S
Arlanis Reply supports its clients with a Design
Thinking practise based on experienced @
professional expert in User Design and />
Customer Experience. Arlanis works side by @

side with its client to collect customer insights,
defining concept, roadmap and prototype in
order to craft a tailor-made solution.

&l

Arlanis Reply leverages on native Salesforce,
capabilities and Einstein Analytics to collect
data from multiple sources, explore, visualize
and share information.

Arlanis supports the integration between
Salesforce and Google Analytics to improve
personalization through user behaviour
analysis

6. INTEGRATE & AUTOMATE

Arlanis Reply supports the adoption of an enterprise @°
grade solution to seamlessly integrate solutions

through a 3 level API strategy (experience, process

and system). Simultaneously Reply eases the RPA

adoption to optimizes customer journey’s processes

Through the adoption of Marketing Cloud and Pardot, Arlanis
O Reply supports its client delivering a B2C, B2B personalized
a8 customer engagement at scale on every channel, from email to
@ web, mobile, social, and digital advertising.

3. SALES

Arlanis Reply, enhances sales force helping
client prioritize and route leads, speed up
opportunities conversion, streamline and
auotomate sales processes provinding a
multichannel solution to increase the
efficiency of sales workforce

4. SERVICE

Arlanis Reply, provides client an holistic
view of the customer history and mimic,
leveraging on multichannel solution with
intelligent routing capabilities and the
possibility to automate tasks and benefit of
self-service capabilities and advanced
knowledge base

t‘é_;) 5. COMMUNITY

Through the adoption of Community Cloud Arlanis Reply
supports its client to engage Customers and empower
Partners creating multiple experiences, extend business
processes, intregate data from third party, use CMS to
create content in any channel
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TECHNOLOGY
& CAPABILITIES

LEAD
CONVERSION
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COLLECTION
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ANALYSIS
SEGMENTS MOBILE
LAYERS

* PHYSICAL
s1c PROFILING QUOTING

(CATALOG & UPSELL /
PRIClNG) CROSS-SELL

CUSTOMER
CARE

DIGITAL
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SEGMENTATION

ASENEIES OPPORTUNITY

PARTNERS
MARKETING CLOUD

LEAD
ACQUISITION

SALES CLOUD ORDER MGMT

COMMUNITY CLOUD \

RETENTION

SERVICE CLOUD
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CUSTOMER ONBOARDING

DATA MODEL CUSTOMIZATION
CAMPAIGN MGMT
LEAD GENERATION

OPPORTUNITY & QUOTE

TRACKING & CONVERSION
PRODUCT CATALOG

ORDER MANAGEMENT

PRODUCT/SERVICE PROVISIONING
WAREHOUSE MGMT

CUSTOMER SERVICES

CASE MANAGEMENT
FIELD SUPPORT

REPORTING

DASHBOARDS
REPORTS

SELF-SERVICE CAPABILITIES

PROCESSES
=
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- DIGITAL TRANSFORMATION

Digital Transformation is driving companies to reframe
their relationship with customers, suppliers and
employees leveraging new technologies to engage
people in a more personalized way.

It is not implementing a single application or technology
but it brings multiple technologies together to create
truly distinctive and differentiated offerings

BI-MODAL IT

IT Leaders must ensure stability & control over core

systems of record, while enabling innovation and rapid
iteration of the application that access those systems
of record

RETHINK CUSTOMER EXPERIENCE

API-LED CONNECTIVITY: CONTEXT

by @ Q
N
S NEW TECHNOLOGY

New Technoloy paradigms based on Big Data, SaaS,
loT, Mobile, Blockchain and Multichannel approach
need new level of connectivity that cannot be achieved
with traditional integration approaches

04
SOA & MICROSERVICES

Principles of SOA are sound: well defined services that

are easily discoverable and reusable. Microservices
validate service oriented approach and its concept to
well-definition and reusability are extent by non-
technology factor. governance, development process
and methodology.
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RETHINK CUSTOMER EXPERIENCE

API-LED APPROACH

Experience
CHANNELS e
PROCESSES
Process
APIs
DATA

TOLL

Toll
shipments
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@ Mobile API

Order status
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@@ SAP

Benefits of API-led connectivity approach

It allows developers to

quickly plug-in and N\
‘ reuse APIs for projects VANV AN
(estimated reuse rate g g
75%
REUSE ° REVIEW

Adopting an API
strategy let rethink
and modernize
organizational
processes

IMPROVE

customers

!
~_~

Web app
API

~

Salesforce
customers
1
|

1
salesforce

Reduction of API’s
number and user-
friendly creation tools
speed-up
development

\
\

\\\ ‘\

T \

) D \
. @ Order history
@C«MOM&% \
’ \\\ \‘\
) . s
/ ~ ~

OPTIMISE

Provide access to
data optimizing it
for the related
CHANNEL they

serve

Provide access to
SYSTEMS or
group of them

logically budled

(order, shipment,
customer mgmt)
indipendently of
the channel they
are connected to

Provide access to
CORE SYSTEMS
(ERP, Supply
Chain, Billing)
hiding their
complexity and
connectivity
concerns

A central management
console offers great -
visibility, monitoring and i
policy management,
optimising maintenance
costs

M 8/¥ "‘A3d
ddVv
11901

N ZCL/9

REDUCTION

Nl 9/€
119071
11 TVY1LN3D

1l
TVH1LN3O

New integration
capabilities provides
opportunities to dismiss
legacy technologies



RETHINK CUSTOMER EXPERIENCE

FEATURES

Mulesoft API solution is Anypoint Platform which is based on modules

built around a RUNTIME ENGINE which support flexible deployment
on-prem, cloud or hybrid.

MANAGEMENT CENTER

It provides asingle web interface to

manage all aspects of Anypoint Platform.

* Deploy APIs and integrations both in the cloud and on-
premises.

*  CloudHub is MuleSoft-managed cloud infrastructure
for deploying Mule runtimes, handling over 60 billion
transactions per month with 99.99% uptime, across
12 regions globally.

*  Anypoint Runtime Fabric is a Docker and Kubernetes-
based container service for simplifying the
deployment of Mule runtimes to any private laaS or
data center.

. Gain a real-time, holistic view of all running APIs and
integrations and how they’re connected with Anypoint
Visualizer.

* Identify issues, monitor application health, and view logs
in a single unified interface with Anypoint Monitoring.

* Manage user access to resources and functionality using
Access Management.

* Manage, proxy, version control and secure APIs with API
Manager.

B — DESIGN CENTER
/> Provide a set of development tools which support design,
build, integration and testing of APIs

DESIGN CENTER

ANYPOINT
PLATFORM

It provides a comprehensive set of development
tools that make it easy to design, test,
and build APIs and integrations

Design and test RAML and OAS-based APIs
visually or using code

Build integration flows using a guided, web
interface using Flow Designer.

Use Anypoint Studio (IDE) you can:

Build integrated and unit tests
automatically with Munit

Transform and map data of any format
using DataWeave

Integrate into your existing CI/CD
pipeline with support for Maven and
Jenkins.

Build your own connectors or Mule
components using Mule SDK

JOVNVIA ? AO1d3d

DEVELOP

MANAGEMENT CENTER

m A single web interface to deploys APIs, real-time
monitoring, troubleshooting, manage users & access and
API versioning

SECURITY

Anypoint Platform provides security by

default, compliant with industry

standards such as ISO 27001, SOC 1,

SOC 2, PCIDSS, GDPR and FedRAMP

In addition, you can apply security in

layers with  Anypoint Security by

applying:

e OOTB or customized policies to
APIs automatically.

e Edge protection around
deployment environments hosting
APls.

ANYPOINT EXCHANGE

Is the marketplace of APIs and integration
best practices for Anypoint Platform,
includes Anypoint Connectors, Anypoint
Templates.

*  Access APl documentation and use a
mocked service to test APIs.

* Generate interactive tutorials with
API Notebooks.

* Create simple portals to share APIs
with internal, external, or select
users.

* Customize portals and nurture
developer and partner ecosystems
with APl Community Manager, an
extension of Exchange

ANYPOINT EXCHANGE

Is the marketplace which provides connectors and
templates.

It includes documentation and offer client the functionalities
to create their own portal for exposing API

ASN3d

SECURE

cE

e Vaultless tokenization to protect
PCI/PHI/PIl data in transit and in
storage

Embed security standards by default adhering to market
leading regulation and compliance (ISO 27001, SOC1, SOC2,
PCI-DSS, GDPR..)

‘T’ SECURITY
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CLIENT SCENARIO: DETAILS wse o
(ér[;c; DOCUMENT COMPOSITION 'é%ZZ @

On demand creation of digital contractual

0 DOCUMENT SHARING

é)o ELECTRICITY

\ ! rd

-\

@ DISTRICT HEATING

Scalable repository for documents

—.
P
—

webZSign DIGITAL SIGNATURE
Digital sign and validate contracts

¥ sireet masler STREET ADDRESS NORMALIZATION
Verify address consistency

O Cerved. EXTERNAL.CREI.D!T CHECK
Check credit position through an
external service

“*RET1 .~ PRODUCT & SERVICE PROVISIONING
Enable products/services provisioning

. BILLING
. & Centrally manage billing functionalities

BUSINESS INTELLIGENCE
w Feed Business Intelligence with data
BusinessObjects  from heterogeneous datasources

| CUSTOMER PORTAL ORI A
2] Integration and constant alignmente -
. with customer portal CUSTOMERS AGENTS

CONTACT CENTER

—

CUSTOMER ACQUISITION
PRICING QUOTE

ORDER MANAGEMENT
BILLING SUPPORT
CUSTOMER MANAGEMENT

PRODUCT & SERVICE PROVISIONING
THIRD PARTIES MANAGEMENT

SELF SERVICE CAPABILITIES
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REPLY + SALESFORCE HEALTH CLOUD CAPABILITIES

PATIENT & CAREGIVERS

WEB PORTAL ‘[;I”

OPERATION CENTRE

©

CHAT

- '

DOCTORS / SPECIALISTS

"

e
A———)
= MOBILE APP )
‘!'i IE!— [+ Cl
INSTANT n GEOLOCALIZATION
PHONE - A MESSAGING
‘N ] < >
. N @
e o %
‘ VIRTUAL JQ \_)
ASSISTANTS FEEDBACK FORM
VIDEO
MEDICAL e ASSISTANCE B =) INTELLIGENT
DEVICES KNOWLEDGE
BASE i

WEARABLE
BENEFITS DEVICES BENEFITS BENEFITS
 DIGITAL  USER CENTRICITY e HISTORY
 MULTICHANNEL  TRACEABILITY e MOBILITY
e 24x7 e COLLABORATIVE  |INNOVATIVE
 RESPONSIVE e [INTUITIVE « SCALABLE
e PERSONALIZED  AGILE

IMPROVE REDUCE COLLECT PROVIDE MEASURE ENGAGE AVOID REDUCE IMPROVE NON
PATIENT SPECIALIST’S RELEVANT PERSONALIZED CUSTOMER PATIENT UNNECESSARY NOSOCOMIAL CLINICAL
17 EXPERIENCE INTERVENTION DATA CARE SATISFACTION COSTS INFECTIONS EFFIENCY _%'
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SUSTAINABILITY CLOUD

COLLECT, MONITOR & REDUCE YOUR COMPANY’S CARBON FOOTPRINT

Arlanis Reply supports companies to tackle the complexity of
sustainability reports (e.g. “Dichiarazione non finanziaria®) by
gathering in one place information from several sources and
providing KPIs

Emission records are systematically collected and CO,e
calculation are automated based on conversion factors. This
framework allows organizations to speed up the accounting
process

Data are aggregated in compliance with the international
standards (GHG Protocol Corporate Accounting):

* Scope 1. direct emissions
* Scope 2:indirect emissions
e Scope 3: others

SCOPE 2 SCOPE 1

SCOPE 3

/ \ Emissions derived from sources own

or controlled by the company.

Emissions produced during their
production activities or by owned

vehicles
<9
N D fu

Under this scope fall emissions
produced from the generation of
acquired and consumed energy, steam,

heat or cooling

R

NEREl
EiE
BNE

B

/\ Under this scope fall all the emissions

not included in the previous scopes

/% (logistic activities, business travels,
/

suppliers...)




SALESFORCE CERTIFICATION PATH

CERTIFICATIONS

DO CERTIFICATIONS HELP YOU TO STAND OUT
IN A COMPETITIVE JOB MARKET?

NO

NOT SURE

ALL

PERMANENT

FREELANCERS

PARTNERS

END USERS

ISVS

19  Source: Mason Frank International

9%

7%

10%

8%

DO YOU HOLD A SALESFORCE CERTIFICATION?

o

All

respondents

Yes, | hold at least one
Salesforce certification

No, | don’t hold a
Salesforce certification

No, but I'm currently
working towards it

77%

13%

10%



SALESFORCE CERTIFICATION PATH

USER EXPERIENCE

CERTIFIED
ADMINISTRATOR

TABLEAU CRM
& EINSTEIN
DISCOVERY

CONSULTANT

SERVICE
cLoup
CONSULTANT

CPQ
SPECIALIST

SALES
CLouD
CONSULTANT

PLATFORM
APP BUILDER

PLATFORM
DEVELOPER 1

IDENTITY & ACCESS
MANAGEMENT
ARCHITECT

JAVASCRIPT
DEVELOPER 1

PLATFORM
DEVELOPER 2

MARKETING
CLOUD ADMIN

MARKETING
CLOUD EMAIL
SPECIALIST

8-12Mm

MARKETING CLOUD
DEVELOPER

PARDOT
SPECIALIST

MARKETING CLOUD PARDOT
CONSULTANT

CONSULTANT

1YR + . 2-5YR SYR+

NON-PROFIT EDUCATION EXPERIENCE
CLOUD CLOUD CLOUD e
CONSULTANT CONSULTANT CONSULTANT

INTEGRATION
ARCHITECT

B2C COMMERCE
DEVELOPER

INDUSTRIES
CPQ DEVELOPER

OMNISTUDIO
DEVELOPER

2-5YR

DEVELOPMENT KEY
LIFECYCLE & HEROKU
DEPLOYMENT ARCHITECT

ARCHITECT

2-5YR SYR+

FIELD SERVICE DATA
LIGHTNING e sososese- ARCHITECT
CONSULTANT

OMNISTUDIO

CONSULTANT RECOMMENDED EXPERIENCE

MONTHS / YEARS

PATHWAYS

SHARING &
VISIBILITY

ADMIN/SPECIALIST
ARCHITECT

SYR+

ARCHITECT

CONSULTANT

DEVELOPER

B2C
COMMERCE
ARCHITECT

B2B SOLUTION
ARCHITECT

APPLICATION SYSTEM
ARCHITECT ARCHITECT

B2C SOLUTION
ARCHITECT

MARKETER

PATHWAY TYPE

CERTIFICATION PRE-REQUISITE

OPTIONAL CERTIFICATION

CERTIFIED TECHNICAL
ARCHITECT
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THANK YOU

ARLANIS REPLY IT

https://www.reply.com/arlanis-reply/ittHomePage @

https://www.linkedin.com/company/arlanis-reply-s.r.l./  |in




