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Interview Details

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

Objective
Mostly focusing on search:

Understand the needs and pain points of current JDF customers.
Understand how sales people uses other tools than JDF for data 
management and their pain points.

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

Materials
Interview Questions and Notes

https://spreadsheets.google.com/a/salesforce.com/ccc?key=0AsjjY1Wv3oQddFNleVZUOXk2UHV5VzhVT1dBTTNwdGc&hl=en


Use cases we heard for search

Adding new contacts for cold calling
Develop new contacts to create opportunities
Follow up with leads that have shown interest on the 
website 
Get as much information as possible about the lead to 
forward to the AE or EBR 



Pain Points



Jigsaw.com login fail

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



Jigsaw fields on layout

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



Custom links on layout

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



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)



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 categories

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

Users click on every name and look at the details.



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



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.



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.



Other tools



Used & mentioned

Hoovers
Onesource
insideView
LinkedIn
iProfile 
company website
google 
igoogle
CompleteHouse.gov



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

Cross check information
Get other information: number of employees, D-U-N-S 
number, SIC code, end of fiscal year
LinkedIn perceived as the most up-to-date because it's 
entered by the person
Latest news
Research information about the company



Summary 
&

 Recommendations



Full list of pain points

Jigsaw.com login fail
Jigsaw fields on layout is confusing
Custom links on layout are clutter
Don't want see duplicate, graveyarded and old records in search 
results
No support for local addresses
Unreliable search categories (results are mislabeled)
Some regions are not well supported
Lead de-duping is painful
Importing is a long process
Some important information (DUNS #, SIC code) are missing in jigsaw
No news about the company
Can't do research about the company



Recommendations

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

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.

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. 

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.



Recommendations

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.

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

Some regions are not well supported

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.

Importing is a long process
Integrate other required fields in the importing flow. 
Better admin tools for field mapping.



Recommendations

No news about the company
Can't do research about the company

Account detail page 2.0 > include news and research information about the 
company.



Thank You!

Questions?


