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Challenge Solution Results

• Centralize information on a single platform and have a 360 
customer view.

• Having a single source of customer information and knowing it 
better.

• Listen to what is being said about the group's different brands 
and their competition on social media platforms.

• Establish an effective communication strategy for the GFA 
brands through social networks.

• Centralize the metrics information and management in 
campaigns of their social networks and its audiences

• GFA did not have a platform to show real-time indicators such as 
Monthly Spend, ROAS, eCPM, NPS CTR, CPC, conversion rate, 
etc.

• Its Marketing operation could not create omni channel 
campaigns, including SMS, e-mail, push notifications.

• Ability to perform actions automatically based on customer 
behavior and preferences.

• Ability to build and modify the flow of the customer journey.
• Need to integrate the solution with back office, legacy and 

ticketing system 

• Contact Builder helps GFA to organize all their Contacts information in 
just one place.

• An efficient Data Model, based on GFA customers' profiles and deployed 
in Contact Builder, allows GFA to better understand their audiences' 
insights and, therefore, to better plan, execute, measure, and adjust 
marketing strategies.

• Email Studio enables GFA to build mails quickly because of the reusable 
blocks structure, allowing marketing people to spend more time in 
strategical matters than in design and building email pieces.  

• Thanks to the Landing Pages, now it is possible to collect data and 
automatically add it to each customer file. Landing Pages were built 
using  Web Studio and were integrated with other Marketing Cloud 

• Implementation of the Communities login system in SFDC for its sales 
portal "Primera plus"

• Implementation of customer communities to give access to their frequent 
buyers enrolled in their loyalty plan (supported by their CRM and Fielo 
Loyalty Program scheme), completely replacing their Loyalty program 
“Siempre Plus” portal, modernizing their branding with clean and 
attractive navigation.

• GFA can plan the Social Media Strategy 
with the possibility of measure the results 
and make necessary adjustments daily.

• The Marketing budget has a better use 
thanks to the connection between 
Marketing Cloud and Google Analytics 
with Datorama. This functionality makes it 
possible to know the results of the 
strategies implemented in real-time.

• Other GFA brands, which only had a 
presence on social networks, will be 
incorporated into the global Digital 
Marketing strategy.

• Loyalty solution was implemented 
(FIELO)

• Service cloud was deployed 
• All systems were integrated to share data 

and offer a seamless process and 360 
customer view 

CUSTOMER COMPANY PROFILE

LOCATION: León, Guanajuato México

EMPLOYEES: 12.000

INDUSTRY: Logistics / Transportation

Solution(s): Marketing Cloud, Community Cloud, Service 
Cloud, Einstein Analytics, Fielo 

GO LIVE DATE: July 5, 2020

CUSTOMER OVERVIEW

Grupo Flecha Amarilla is a business group in the passenger land transportation sector in 
Mexico. Its main objective is to position itself as a Sustainable Company, World Leader in 
Experiences, Innovation and Comprehensive Services in the Mobility Environment, 
consolidating the diversification of Businesses.

GFA - Grupo Flecha Amarilla 
Artemisa Project 



NOTES

▪ The company needed to modernize its systems because its previous CRM ( Microsoft Dynamics ) was very rigid, and its updates were costly.
▪ Comprehensive - 360 Customer View was deployed implementing several clouds and solutions :

○ Sales Cloud, Service Cloud, Marketing Cloud, Fielo Loyalty solution, and Einstein Analytics modules.
○ The implementation of the project took six months.

▪ The continuous accompaniment of the Change Management team guaranteed the adoption of the solution.
▪ Salesforce solution replaced and extended the services of the previous CRM ( Microsoft Dynamics ) 
▪ GFA establish a correct communication strategy integrating Service  FIELO and Marketing Clouds with its back office and operation data. It Allow GFA to have a unique 

trust and confident information about its customer behaviors
▪ Its Loyalty Program (FIELO) was refounded with a new logo and functionalities,  its customer experience improve significantly.
▪ GFA now has a complete customer journey through marketing strategies, including Automate, Listen, Engage and Analyze social media ento to end. 
▪ Community Managers now better engage with current and future clients from every GFA's Social Network because they can publish, engage, and analyze data from a 

single tool: Social Studio.
▪ Connecting Social Studio with Service Cloud offers customers an outstanding Customer Experience since they are not requested to contact Customer Service from other 

channels anymore. Their doubts and inquires are addressed to the right Service Agent directly from the Social Post.

QUANTITATIVE RESULTS IF AVAILABLE

▪Thanks to the Journey Builder functionality, it is now possible to implement Multi-Channel Digital Marketing strategies to ensure customers receive the correct messages through 
the proper channel. Journey Builder combines sending emails, SMS, and the generation of audiences for Digital Advertising platforms such as Facebook. 

▪Social Studio and Service Cloud integration, allows the request assignation to the Customer service executives by providing an effective channel to send cases to this area. This 
functionality improves staff productivity. 

▪Integration with Legacy and Back Office Systems  - Ticketing data integration to enable Service Cloud, Datorama and Fielo functionalities
▪Increase Customer Loyalty, improve conversion rate, reduce call center abandonment and customer cases resolution time.
▪Login  for more than 88,200 community users
▪Greater exposure of your loyalty plan and increased customer registrations

More Detailed Info and Quantitative Results
 [Color Commentary and Notes About Details of Deal or Implementation]



Competitors of Salesforce engaged in sales cycle: Microsoft Dynamics (installed base) . Oracle 

Previous technology replaced by Salesforce: Microsoft Dynamics usage was limited and restricted. Doppler was used for email mktg activities 

Salesforce products deployed:

MKTG CLOUD SOLUTIONS IMPLEMENTED 
● Social Studio - Publish, Listen & Engage
● Advertising Studio Professional // Audience Builder // Automation Studio
● Contact Builder // Journey Builder
● Content Builder // Email Studio // Mobile Studio (SMS)
● Web Studio // Service Cloud Integration
● Datorama 

SERVICE CLOUD 
● Case Management / SLAs / Knowledge / Service CLoud Einstein 

EINSTEIN ANALYTICS 
CUSTOMER COMMUNITIES 

● Integration with Tickets Sales and Loyalty Programs 
FIELO 

● Loyalty Program - Points Management - Redemption 

Customer Business Model (B2B, B2C, or Both) B2C

If using Service Cloud, list use case (e.g. customer support, call 
center, field service, telesales, etc.) Call & Contact Center - Customer Support - Loyalty and Retention - Inbound Sales -

Integrations: Integration with Legacy and Back Office Systems  - Ticketing data integration to enable Service Cloud, 
Datorama and Fielo functionalities 

AppExchange Apps/Partners FIELO

Solution ‘Go Live’ date: June 5, 2020

Delivery timing (weeks, months) 6 months

MORE DETAILS

Solution Detail



How did they come to Globant?

GFA invites different companies with extensive knowledge implementing Salesforce in the 
region and industry. After an analysis of several providers, Globant was chosen due to 
● Experience, capacity, agile implementation methodology
● Knowledge of diverse Salesforce clouds 
● Strong digital marketing experience 
● Loyalty solutions integration with Salesforce ( FIELO ) 
● Ability to implement the project in a very short timeframe 
● The capacity to replace in record time the current system supporting Contact Center, 

Business Operations, Customer Service and loyalty and retention initiatives 
● Proven multi cloud expertise 

What is your perception of Globant after the implementation?
Globant is positioned as a trusted and strategic partner for GFA after an implementation in 

record time, without delays and delivering value to the transformation initiative led by GFA.
GFA values the broad capacity, project management ability and innovative tools and 

methodologies offered by Globant

What aspect of Globant's work contributed most to the success of 
the project?

Technical and functional domain of the different technologies involved
Correct working  methodology
Team commitment and value delivery 

MORE DETAILS

Globant
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Screenshots - Social Studio Workspaces
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Screenshots - Social Studio Workspace Detail



.

Screenshots - Social Studio Listening Dashboard
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Screenshots - Email Created using Content Builder 
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Screenshots - Email Studio Home Page
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Screenshots - Journey Builder an Active Journey
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Screenshots - Data Model in Contact Builder
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Screenshots - Service Cloud
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Screenshots - Service Cloud
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Screenshots - Service Cloud 360 Customer view
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Screenshots - Service Cloud Case Typification
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Screenshots - Service Cloud Case Management 
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Screenshots - Service Cloud Account Status 
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Screenshots - Communities Cloud 
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Screenshots - Communities Cloud 
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Screenshots - Einstein Analytics 
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Screenshots - NPS built with Web Studio



SHARING USE CASE/SCENARIO:

Can Salesforce AEs share this story and overview slide in sales settings? Yes

Can Salesforce AEs mention the customer name in sales settings? Yes

Is this customer willing to act as a reference customer for prospects? Yes

Would the customer be willing to speak at Dreamforce or other events? Yes

PARTNER INFORMATION Partner info here

Name of reference approver: Jonathan Gomez

Title of reference approver: Customer Experience Manager

Email of reference approver: jo.gomez@flecha-amarilla.com

Sharing Guidelines - SFDC


