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Overview

Mogli helps clients say goodbye to low open, engagement, and conversion
rates. The native Salesforce application leverages SMS, WhatsApp™ and
text or file-to-speech functionality to supercharge communications for
nonprofits, educational institutions, financial services, and medical
companies.

Easy to use, robust functionality, and an exceptional USA-based Client
Success team have won the loyalty of clients around the world. In fact,
Mogli was rated one of the top 15 Salesforce applications in 2020!

@ 15 Winning AppExchange Apps Chosen By Salesforce Customers
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Why did medical equipment provider Graymont
Medical begin focusing on supporting new
mothers in breastfeeding their babies?

While research shows breastfeeding produces
several impressive health benefits for both
mothers and their babies, any new mother will
tell you how difficult it can be! COO Sameer
Afsar vicariously lived these challenges with
his wife when their first daughter was
screaming and crying at all hours of the night,
instead of nursing. Sameer says,
“breastfeeding is harder than most people
assume,” so he and his wife called their
midwife, who referred them to a lactation
consultant. The support from the consultant
was a “game-changer” for Sameer’s family.

Sameer’s experience is a common one, and it’s
no wonder many mothers aren’t able to meet
the standard recommendation to breastfeed
for six months exclusively! Most women aren’t
aware of or don’t have access to lactation
resources. When the company understood that
the Affordable Care Act covered women’s
health initiatives like this, Sameer and the
Graymont team backed these much-needed
resources by launching two brands: Ashland
Breast Pumps and The Lactation Network.
Now, Graymont Medical supplies medical
equipment like post-surgical braces and
breast pumps and works with board-certified
lactation consultants (IBCLCs).
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salesforce

While the combination of providing equipment
and personal service to mothers is undoubtedly
helpful for improving breastfeeding results,
Graymont Medical also needs to provide an
unparalleled customer experience. Enduring life
with a newborn who won’t latch is already
stressful enough. You might be able to imagine
that for these mothers to welcome a woman
into their home to help with a process as
intimate as nursing a newborn requires
attunement and sensitivity to the mother and
impressive orchestration on Graymont Medical’s
part to meet those needs.

New growth on Salesforce®

From the time Graymont launched this new
program in 2019 to October 2020, they’ve seen
700% growth in lactation service appointments.
Here’s the twist: Graymont drove this
exponential growth without significant
investments for additional staff or resources
and without losing the white-glove touch in
which they take pride. The Salesforce platform,
Pardot, SFDC Mobile App, Partner Community,
Mogli’s native SMS tools, and other applications
allowed Graymont Medical to accomplish digital
communications transformation while
maintaining a patient-first approach. In fact, the
company provides even better customer service
than they did last year!

Graymont Medical noticed their underperforming
communications when their automated emails
would get a delayed response, if any response at
all, or saw their emails going to spam.
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They realized that new mothers are texters, not emailers: twenty and thirty-
somethings that probably don’t have the time or two hands free to open up a
computer and type. This audience doesn’t answer phone calls either, especially
with a screaming baby who won’t nurse in the background. Text messaging,
however, is doable. Before coming to Mogli, Graymont Medical used another text
messaging vendor whose product “did what it needed to do” but lacked
functionality like automated delivery reminders and branching survey templates
to track the impact of services offered to patients.

Salesforce Administrator Wade Wheatley adds, “The more we can do by text, the
better Graymont’s response rate because of that specific demographic.” When
Graymont Medical switched to Mogli, they did just that! They are now using text
messaging in various scenarios and are currently planning to roll out more use
cases. In a recent six-month window, Graymont sent +53.5k outbound messages,
received close to +10k inbound messages, reached a survey completion rate of
40%, and used 29 different SMS message templates. It’s safe to say they’re using
text messaging in a wide variety of patient-facing situations.

Additional resources

@ What to know about the three kinds of text message templates in Salesforce®

@ User Guide | SMS Templates in Salesforce®

@ User Guide | Linear Form Templates in Salesforce®

@ User Guide | Branching form templates in Salesforce®

@ User Guide | WhatsApp™ Message Templates with Mogli in Salesforce®

@ User Guide | Text Message Template Quick Start Guide for Salesforce®
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Mogli SMS, MMS and other SFDO tools

When the company began sending out automated text messages from Salesforce,
they started receiving timely responses. One automation, for example, followed
up if staff couldn’t validate insurance. An immediate SMS would send, asking, “We
can’t verify your policy. Can you send us a picture of your insurance card?” The
recipients send a picture (MMS) of their cards, allowing Graymont to fulfill it. Via
email, that same process would receive a response only 50% of the time, and
even when recipients responded, there were many errors, or staff wouldn’t
receive the reply. Mogli consolidates information and creates a quick text
message response. The inbound message information precisely maps to the
appropriate Salesforce records and fields.

Additional resources

@ MMS Feature Overview

@ How to Add Value to Professional Conversations with MMS

@ Examples by Industry for Leveraging MMS Campaigns in Salesforce®

@ User Guide | How to Send MMS in Salesforce® with Mogli

The Partner Community within Sales Cloud
allows each lactation consultant to log home
visit information and communicate within
Salesforce. Rather than using disparate tracking
methods that need to be uploaded or integrated
into the platform, Communities help streamline
the data collection process. Mogli supports
Communities, included in the unlimited Mogli
user license, so, future-forward, consultants can

have one-to-one text message conversations
with their respective patient clients.
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To ship the breast pumps, Zenkraft
automatically pulls patient information from
Salesforce to FedEx as the carrier. Field
Service Lightning (FSL) stores customers’
addresses and optimizes the field agents’
delivery routes. Graymont then sends
delivery, appointment, and pick up reminders
via Mogli SMS, resulting in saved fuel, time,
and money. Text message reminders prove to
reduce patient no-shows, alleviating the
need for drivers and staff to spend more
time and money doubling back. Additionally,
since Mogli works seamlessly within the
Salesforce Mobile App, staff and contractors
on the go can text into and communicate
within the Partner Community or one-to-one

with patients.
In cases where email or web browsers are necessary to the process, Mogli sends

an SMS reminder that the DocuSign document is waiting for a signature. Sameer
and Wade report that this reduces the time the team spends sending and
receiving documents by 50% and increases the completion rate of those
documents by patients.

Finally, Mogli sends branching patient feedback surveys that consist of five
questions to shed light on equipment and consultant performance. Each
consultant is attached to a patient prescription, typically multiple, so feedback
mapping to the correct prescription and consultant is vital to gathering insightful
data. The company tailors its response to the mother based on positive or
negative feedback.

Additional resources

@ Automation Feature Overview

@ Bulk Messaging Feature Overview

@ One-to-One Feature Overview

@Survey/Form Feature Overview
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Nursing the future on Salesforce®

¢ Again, this white-glove patient care is a core value for
Graymont Medical, so the team will evaluate future

automations on their ability to provide exceptional service.
y Wade comments that the automations will continue to
reduce work for patient-facing staff so that they can do
more of what matters.

Salesforce also featured this Mogli success story!

Check out the story on Salesforce AppExchange blog!

Sameer Afsar.
Real Trailblazer.
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Are you ready to reach five billion people using
SMS and another two billion using WhatsApp?

E s 2 Schedule a demo!

Clients across industries love Mogli!
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