Customer Success

Mikron Automation
making the customer king
with salesforce
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I N T R O D U C T I ON
ST R O N G E R
REL AT I O N S H I PS

Mikron gets closer to customers with richer insights, smarter processes,
and better customer service
From airbag ignitors and pen injectors to soap dispensers and electrical switches, much of
the equipment we take for granted in our daily lives is assembled on machines featuring
Mikron technology.

N EW I NS I G H TS
Ab o u t Mi kr on

Mikron Automation manufactures
assembly solutions for international
companies producing on a large-scale
around the world. And with Salesforce,
Mikron Automation is getting closer
to these customers to build stronger,
long-term relationships.
“We don’t want to sell customers
a one-shot deal, we want a 15-year
relationship,” said Jean-François Bauer,
Head of Marketing and Business
Development at Mikron. “With
Salesforce, we support our sales
team to get closer to our customers
and enrich our engagements.”

GETTING CLOSER TO
CUSTOMERS TO BETTER
UNDERSTAND THEIR NEEDS
Mikron has been blazing a trail in
machining systems since its launch
in 1908, when it helped industrialise
the Swiss watchmaking industry
before expanding into new areas,
such as plastic components, and
automation systems. Today, the group
concentrates on machining systems,

tools and automation solutions and it
aims to adapt its product set based on
customers’ constantly changing needs,
while keeping costs competitive.
Getting closer to customers starts
with better visibility of their data. To help
achieve this visibility, Mikron Automation
implemented Sales Cloud. More than
a decade later, the solution remains
at the heart of the company’s sales
operation. “Sales Cloud delivers both on
quality and reliability,” said Bauer. “It has
enabled us to retire legacy systems and
centralise our sales data.”
Mikron Automation upgraded to the
Lightning edition in January 2018,
which provides the sales team with
a richer visual experience.
Leads captured via website enquiries or
from conferences are all tracked in Sales
Cloud, giving the sales team complete
visibility. All opportunities are managed in
the tool. “Our sales cycle can last between
six and 10 months or even more, so it’s
important we have the right conversations
at the right time,” said Bauer.

Salesforce solutions:
– Sales Cloud
– Service Cloud
– Community Cloud
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With a complex sales cycle that can involve up to
15 contacts from one customer organisation, Mikron
Automation’s sales reps need to be able to nurture
multiple relationships. “With Salesforce, our salesman
can see a customer’s full history, which they can
access on the road between meetings via the mobile
app,” said Bauer.

TRACKING CUSTOMER REQUESTS
FROM START TO RESOLUTION
To enrich its customer service capabilities and boost
satisfaction, Mikron Automation implemented Service
Cloud in 2015. “We had different data in different
formats, which resulted in some customer requests
falling through the gaps,” said Patrick Tomasino,
Customer Service Manager at Mikron.
With Service Cloud, Tomasino’s team can keep track
of every one of the 4,500 customer emails received
every year on a central dashboard – whether it’s a
request for a spare part or change to a delivery date.
And customers have noticed the difference.
“With data at our fingertips, we can be more
responsive to customers and collaborate between
departments more easily,” said Tomasino. “It’s
enabled us to streamline service delivery and order
fulfilment.” As a result, 90% of customer requests
are now processed within 24 hours.
“The customer experience is hugely important to
us – we complete satisfaction surveys at every step
of a project, and we do them face-to-face to make
it more personal,” explained Tomasino. “If the
customer flags an issue, we look at how we can
make improvements: happy customers are more
likely to be repeat customers.”

Processes supported
at Mikron:
– Opportunity tracking
– Customer service
– Collaboration
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Service and sales dashboards aren’t just useful
for employees to manage their workloads, the
management team can also tap into data to get an
overview of activities and opportunities, helping them
make smarter, more data-driven decisions.
“With Service Cloud, we can capture the voice of the
customer and continuously improve our products and
processes,” said Tomasino. “We run a report for the
development team to flag up any recurring issues with
products so they can take action.”

DEDICATED COMMUNITY PUTS
CUSTOMERS IN THE DRIVING SEAT
Mikron wants to go one step further with data
sharing by empowering its customers. In early 2019,
it launched a new community that will transform
service delivery. Founded on Community Cloud,
it will provide customers with a single point of entry
for contacting Mikron.
“Customers can open service cases, request
quotes, and look at knowledge articles via the
community,” said Tomasino. “And we’ll be adding
a lot more features in the future. The community
is a great way for customers to engage with us and
share information.”
Salesforce has helped Mikron transform its
operations with smarter processes, better visibility,
and richer insights: all crucial ingredients for a better
customer experience.
“Improving customer retention isn’t easy; we need to
be highly responsive and understand our customers’
needs,” said Bauer. “We’re playing in a digital world,
constantly finding new solutions to make us more
efficient and Salesforce is 100% part of that.”

“We’re playing in a digital world, constantly
finding new solutions to make us more
efficient and Salesforce is 100% part of that.”
– Jean-François Bauer, Head of Marketing and Business Development
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Based in Switzerland, Mikron Automation designs
and manufactures assembly solutions for customers
in the pharmaceutical, medtech, automotive, and
consumer goods industries, providing state-of-theart solutions and services to businesses around
the world. Mikron Automation is part of the Swiss
Mikron Group, which has more than 100 years’
experience. Mikron Group employs approximately
1,400 people across its divisions, which also
include Mikron Machining and Mikron Tool.

ABOUT SALESFORCE
Founded in 1999, Salesforce, the Customer
Success Platform and the world’s #1 CRM
company, empowers companies to connect with
their customers in a whole new way. Based on
a foundation of cloud, social, mobile and data
science technologies, the Salesforce Customer
Success Platform is unique in the industry. It allows
companies to grow sales faster, deliver customer
service everywhere, create 1:1 marketing journeys,
engage with customers in interactive communities,
deliver analytics for every business user and create
custom apps that run on any device.

Salesforce.com Sàrl
Zürich, Switzerland

READY TO BECOME A CUSTOMER
CENTRIC, FUTURE-FOCUSED COMPANY?
00800 7253 3333
or visit us on
www.salesforce.com

