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Interview Detalls

Interview Dates
6/25/2010 - 7/13/201

Objective
Mostly focusing on search:
e Understand the needs and pain points of current JDF customers.
e Understand how sales people uses other tools than JDF for data
management and their pain points.

Participants
e 3 externals: Inside Sales and Sales Ops Manager. Director of Business
Intelligence & admin. AE.
e 3internals: 2 EBRs and 1 SR

Materials e
Interview Questions and Notes Sa CB]%I‘CC
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https://spreadsheets.google.com/a/salesforce.com/ccc?key=0AsjjY1Wv3oQddFNleVZUOXk2UHV5VzhVT1dBTTNwdGc&hl=en

Use cases we heard for search

e Adding new contacts for cold calling

e Develop new contacts to create opportunities

e Follow up with leads that have shown interest on the
website

e Get as much information as possible about the lead to
forward to the AE or EBR



Pain Points




Jigsaw.com login falil

All users failed to login to jigsaw.com on their first try. Login
credentials were incorrect.

6 Please Log In Again

Your email address and/or password could not be found. Please try again.

Please log in to continue

Emaill

Password

("] Keep me logged in | Forgot your password?

o
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Jigsaw fields on layout

When asked users were confused or didn't understand the
different sync status fields on the layout.

v Jigsaw
Sync Status 0 Up To Date Duplicate None Found
Update Status Unlocked Graveyard
Jigsaw Sync Activity Sync Status Backend |



Custom links on layout

Custom links went unnoticed.
Most of them are not used, users didn't realize the shortcuts.

Custom Links U a LeadiC 5 CS Territory Map BlackTab on NA
Update Lead/Company from Hoovers FS Tem Ma Black Tab on EMEA
D@ gn his Leéad - Proféessional ion SIC Code - Indusiry Mapping Reference Update from Zoominfo
Signup this Lead - Contact Manager Create Partner Lead Yiew Company Profile
Create "Left Voicemall® Task
Create Geniysg E-mail
Genlys History

Lauynch Geniys Tracker

sales




Search results

No easy way to filter the dupes and graveyarded records.
Users don't want to see the records older than 6 months.
Also, they don't want to see the company if it has 0 contacts.

"I wouldn't be buying the same name again, why would I, doesn't make sense."
(Makesh Subramaniam - AppAssure)
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Can't find local addresses

No support for local addresses, reason not to use auto-update.

"No sales happen at the HQ level.” (Len Scaffidi - Tooling U)

Search general electric | Search Limit to items | own

Scope: All Objects | Advanced Search

ccounts [25+] Leads 125+ Cases 2 Iasks and Events (1)
. Accounts [25+] My Columns
(1-25) Next Page ¢

Action Account Name Account Site Phone Owner Alias
Edit  General Electrc - Aerospace - Cardiff, Waless UK +44 1443841041 Scaffidi

Edit neral Electric - Ch ki +1.757 485 2666 Scaffidi

Edit General Electric - Energy - Atlanta (770) 859-6000 Scamdi

Edit +1.864 228 9036 Scaffidi

Edit (608) 221-1551 Scaffidi

Edit General Electric- Water and Process Technologies-Trevose, PA L‘ (215) 355-3300 Scafndi

Edit General Electric - Aerospace - KY (270) 825-6456 Scaffidi

Edit neral Electric - Aer -St E (561) 286-9300 NO NUMBER Scaffidi

Edit General Electric - CBL Schenectady 315-391-9794

Scafhidi
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Search categories

Industry and title categories are not working well.
The results are mis labeled.

Users click on every name and look at the details.

~ Title
1 /
Company Website, name or stock symbol

Email

Industry Select All | None

-Select- m
Agriculture & Mining

Business Services

Computers & Electronics

Consumer Services

Education i
Energy & Utilities v



Other search problems

"Jigsaw usefulness depends on region you're working in,
sometimes doesn't have the data for your region”
(James Leigh - EBR)

No accurate D-U-N-S number > need Hoovers for that

Westminster City Council
- . . KEY INFORMATION

What has Hoover’s 0-U-N-$ Number 220845706
done for you lately? £ £
..............

- Find Out Now - [
Year Of Founding or Change In Control

COMPANY RECURD T000S

LINE OF BUSINESS



Lead de-duping

Manual check for a dupe. Lots of accounts with the exact same name,
time consuming to find the right one for the lead.

Can't "link" multiple leads from the same company to be managed
together. Need to copy the same info multiple times.

Lead

A" james sule - Search for Duplicates

A Matching Leads

—
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Import & Drip

Dripped leads need cleanup. New leads don't go through lead
assignment rules.

Can't import directly from jigsaw: fields match conventions,
additional fields need to be filled in before import.

Some use People Import, some excel.

L%

Peoplelmport

sale :ﬁ)rce



Other tools




Used & mentioned HOOVERS'

OneSourcg..’
e Hoovers
e Onesource -
e insideView @Inmde\!uew
e LinkedIn
e iProfile profile
e company website
e google Coo g[e‘
e igoogle
e CompleteHouse.gov E

sale jbrce



Why they're used? What's missing in JDF?

e Cross check information

e Get other information: number of employees, D-U-N-S
number, SIC code, end of fiscal year

e LinkedIn perceived as the most up-to-date because it's
entered by the person

e Latest news

e Research information about the company



Summary
&

Recommendations




Full list of pain points

e Jigsaw.com login falil

e Jigsaw fields on layout is confusing

e Custom links on layout are clutter

e Don't want see duplicate, graveyarded and old records in search
results

e No support for local addresses

e Unreliable search categories (results are mislabeled)

e Some regions are not well supported

e Lead de-duping is painful

e Importing is a long process

e Some important information (DUNS #, SIC code) are missing in jigsaw

e No news about the company

e Can't do research about the company

‘ -J‘brce
o



Recommendations

e Jigsaw.com login fail
Remove the need to login to the website.

e Jigsaw fields on layout is confusing
Remove the fields only admins need.
Don't make users interpret things, indicate only what they need to know:
old/dupe/graveyard.

e Custom links on layout went unnoticed
Assume users don't customize their page layout, have the actions in context. ie:
Get more contacts button in the contacts related list.
Or make it dumb easy to customize.

e Don't want duplicate, graveyarded and old records in search results
Hide them by default on search results, add it as options on the

filters pane. | J‘brce
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Recommendations

e No support for local addresses

Add some fields to the account detail to better support the local addresses, and

so it integrates well with jigsaw search and users can adopt them instead of
creating their own naming conventions.

e Unreliable search categories (results are mislabeled)
Better matching, prevent mislabeling.

e Some regions are not well supported

e Lead de-duping is painful
Account lookup in Lead detail page.
Surface dupes on the detail page, to remove the need to check every time.

e Importing is a long process

Integrate other required fields in the importing flow. | ﬁfCC
Better admin tools for field mapping. @



Recommendations

e No news about the company

e Can't do research about the company
Account detail page 2.0 > include news and research information about the
company.



Thank Youl!

Questions?



