The Chennai Silks Case Study

How The Chennai Silks Improved Vendor Communication Using Zoho Desk

Overview

The Chennai Silks is a leading name in the textile and fashion industry, offering a wide array of
premium quality clothing and fabrics. With a strong commitment to delivering the finest fabric
and craftsmanship, The Chennai Silks has become synonymous with excellence in customer
service. As the brand expanded its presence, managing vendor communication became a
challenge. This case study highlights how Rays and Reach implemented Zoho Desk to streamline
vendor communication and improve operational efficiency.

Executive Summary

The Chennai Silks is a renowned name in the textile and fashion industry, offering a wide range
of high-quality clothing and fabrics. Established with a vision to provide customers with
exquisite traditional and modern attire, the brand has built a strong reputation for its premium
collections of sarees, dress materials, and ready-made garments.

Known for its exceptional customer service and a vast array of products, The Chennai Silks is
committed to delivering the finest fabric and craftsmanship.

Problem Statement and Key Challenges

Before implementation, The Chennai Silks faced significant challenges in managing
communications with their vendors. As a prominent textile brand with numerous stores across
Tamil Nadu, they relied heavily on emails for all vendor-related communication. However, this
system lacked structure, making it difficult to track and manage the flow of information
effectively.

During peak seasons, such as festivals, and even during regular times, placing orders with
vendors and tracking their status was a cumbersome process. There was no centralized system to
monitor the communication, which often created difficulty in coordinating the timely delivery of
orders.



Problem Analysis

Rays and Reach identified the need for a centralized system to streamline communication,
automate tasks, and provide real-time visibility for better coordination and timely issue
resolution.

Proposed Solutions

Rays and Reach proposed Zoho Desk as the ideal solution to meet The Chennai Silks' specific
support management needs. The following steps were taken to address their challenges and

improve their vendor communication processes:

1. Configured Zoho Desk as a central platform to manage all vendor-related
communications.
2. Migrated vendor contact details into Zoho Desk, assigning each vendor to a specific team
member to ensure personalized and efficient communication.
3. Developed assignment rules to route emails from vendors to the appropriate vendor
owner automatically.
a. For example, if a vendor sent an email, the ticket was automatically assigned to
the team member responsible for that vendor.
4. Enabled ticket creation for every vendor email, such as purchase orders or payment
inquiries, to track progress and ensure timely resolutions.
a. Example: If a vendor inquired about a delayed payment, a ticket was created and
tracked until resolution.
5. Provided stakeholders with a dashboard view of ticket statuses (Open, In Progress,
Responded, or Closed) for better monitoring and reporting.
6. Classified tickets based on priority, ensuring urgent issues like delayed shipments during

festive seasons received immediate attention.

Implementation

The implementation of Zoho Desk for The Chennai Silks began with a focused approach,
completing the initial setup and configuration in three weeks.

e Data Migration: We migrated vendor details from their earlier system into Zoho Desk to
ensure seamless communication tracking.

e Customization: We customized ticket workflows, including priority settings and



automated assignment rules, to align with their operational needs.

e WhatsApp Integration (Ongoing): We are in the process of integrating WhatsApp
communication into Zoho Desk to centralize all vendor interactions across different
platforms, providing better visibility and tracking.

e ERP Integration (Ongoing): We are also working on integrating Zoho Desk with their
ERP system to sync purchase orders and delivery updates, ensuring real-time information
flow and reducing manual data entry.

Results

The implementation of Zoho Desk brought significant improvements to The Chennai Silks'

support management:

Streamlined Vendor Communication: Centralized all vendor interactions in one place,
improving tracking and response times.

Improved Accountability: Automated ticket assignments to the right personnel,
ensuring ownership and quicker resolutions.

Enhanced Visibility: Provided stakeholders with real-time updates on ticket statuses,

improving decision-making and transparency.
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