
The Automation 
Movement: 
Ten Examples of How 
Automation Redefined 
the Way We Work in 2017



This increased reliance on cloud services opens up a 
wealth of opportunity for companies that are prepared to 
build automation across their applications. New softwares 
like Azuqua make that possible, providing a platform 
for business users to build powerful integrations and 
automations without custom code or specialized skills.

The end result? An unparalleled customer experience, 
happy and engaged employees, and teams focused on 
producing their best work. 

What types of integrations and automations drove 
businesses forward in 2017?

Join us as we count down the top 10 enterprise 
automations, as seen by our team of integration experts. 

In 2017, cloud application adoption continued at a staggering 
pace. According to the Internet Trends 2017 report, the 
average enterprise uses over 500 cloud applications across 
marketing, HR, sales, customer support and more. Gartner 
predicts that enterprise software will grow 9.5 percent in 2018, 
with SaaS and cloud applications representing a significant 
portion of that growth.



About These Apps:
Zendesk is a customer service and support ticketing platform; 
Gainsight is a customer success platform.

The Automation:  
This automation syncs customer success and customer support 
data between Gainsight and Zendesk, allowing both teams to have 
a real-time view of customer data and status.

Key Problem(s) Solved:
Without complete insight into customer interactions, it’s hard to 
keep track of the customer’s status. For example, customers often 
directly reach out to support to resolve issues, instead of contacting 
their account managers. This can create a disconnect if those 
systems are not properly synced. By automating this process, you 
can ensure your customer success teams have the information 
required to have informed conversations with customers.

Teams Impacted:
Customer Support and Customer Success

Why We Love It:
This is a perfect example of how little things can add up to make 
a big difference for the customer. Today, customers expect a 
seamless digital experience. By connecting Gainsight and Zendesk 
you can ensure that your entire customer success organization 
has a real-time view of critical information.

How to Make This Automation Better in 2018:
Take this a step further by setting up a notification (for example 
via Slack) that prompts your customer success team to pursue an 
upsell. For example, when a certain amount of time has lapsed 
following a support ticket, or when a ticket has been resolved with 
a positive outcome.
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https://azuqua.com/app-library/zendesk
https://azuqua.com/app-library/gainsight


About These Apps: 
Salesforce is a customer relationship management system; Jira is 
task management software for engineering teams; and Amazon’s 
Simple Storage Service (S3) is a web service for data storage.

The Automation:
This automation makes Salesforce the primary source of truth 
for customer data. First, sync Jira and Salesforce to monitor 
engineering tasks for specific customers, automating the 
creation of engineering tickets, and bi-directionally syncing 
critical information in both systems for visibility into customer 
status. Next, allow business intelligence (BI) teams to digest and 
manipulate key customer data by automatically pulling in data 
from Salesforce and inputting it directly into S3.

Key Problem(s) Solved:
This automation improves the accuracy of customer data within 
Salesforce and automates the integration with engineering. It 

also enables BI teams to run more comprehensive reporting on 
customer data and better understand if engineering is effectively 
meeting their needs.

Teams Impacted:
Operations, Business Intelligence and Engineering

Why We Love It:
Good data is required to make good decisions. This automation 
brings that to the forefront and offers unparalleled insight into 
customer data.

How to Make This Automation Better in 2018: 
Consider extending this automation to customer ticketing and 
support applications so you can run BI analysis on multiple steps 
of the customer journey.
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About These Apps:
Workfront is a project and work management platform; Jira is  
task management software for engineering teams.

The Automation:
This automation seamlessly connects project management and 
engineering teams. When an “engineering” tag is detected for 
a task in Workfront, Azuqua automatically spins up a Jira issue 
and syncs the critical information from Workfront so the task is 
actionable for the engineering team. Key pieces of information 
like percent complete, due date, updates, and notes can be bi-
directionally synced between both applications. When that task 
is marked complete in Jira, Workfront is automatically updated to 
keep the project manager up to date. 

Key Problem(s) Solved:
Previously, engineering tasks had to be communicated either by 
email or created manually. By automating the creation and bi-
directional sync of data, project management teams can focus on 
executing their projects while still having visibility and accountability 
from the engineering team to take action and keep their issues up 

to date. The result is faster deliverables for the project management 
team and a more streamlined experience for employees.

Teams Impacted:  
Project Management, Engineering and Customer Support

Why We Love It:
This harmonious exchange of information delivers real time 
savings and can reduce the licenses required for both tools. But 
the key takeaway is that employees will have a better experience 
completing their work, resulting in faster deliverables for the 
customer and a better overall customer experience.

How to Make This Automation Better in 2018:
Take this automation a step further by looking into the full life-
cycle of your projects and identifying what comes next. Often 
times the biggest barrier to improving efficiency with automation 
is understanding the actual process and its requirements. After 
engineering completes that task, what steps need to take place and 
what team or application needs to be incorporated in order to drive 
even more productivity?
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About these applications:
SAP offers software to manage business operations and 
customer relations; Smartsheet is a collaboration and work 
management software.

The Automation:
SAP houses an enormous amount of customer data for many 
enterprises, but lacks the ability to quickly and easily extract this 
information and surface it in the right places. This automation 
helps teams pull critical data from SAP in the form of a CSV (or via 
a file storage service like OneDrive or Dropbox); Azuqua then pulls 
that data apart based on custom rules and logic and seeds it into 
the proper projects in Smartsheet.

Key Problem(s) Solved:
Without this automation, users have to manually sift through SAP 
and carry over the relevant data into Smartsheet. This process 
doesn’t scale and poses a serious threat to data accuracy and 
productivity. By automating the download and extraction of 

customer data from SAP,  project management teams can hit  
the ground running with the information needed to take action. 

Teams Impacted:
Project Management and Operations

Why We Love It:
This automation eliminates manual data entry so project 
management teams can stay focused on delivering their best work. 
On top of that, the automated data processing ensures accuracy of 
information. Without accurate customer data, project management 
can’t provide the right deliverables for end customers.

How to Make This Automation Better in 2018:  
Take this automation a step further by porting project data from 
Smartsheet and customer data from SAP into your favorite BI tool. 
Leverage this information to draw insights for your SAP customer 
data and how that relates to the end deliverable for the customer. 
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About these applications:
SurveyMonkey is an online survey development software; 
Salesforce is a customer relationship management software; 
Zendesk is a customer service and support ticketing software;  
and Slack is a team collaboration and communication tool.

The Automation:
Azuqua’s Net Promoter Score (NPS) automation takes the 
guesswork out of monitoring and managing customer surveys. This 
automation delivers NPS surveys based on custom increments. 
When a customer completes a survey in SurveyMonkey, that data 
is instantly synced with a CRM so that Sales reps and managers 
can pull reports to understand what their customers are saying 
and how they can better manage the selling process. 

If an NPS survey crosses a predefined score, Azuqua creates a 
Zendesk ticket to better understand the customer pain point. 
Notifications are also sent to the customer service rep and sales 
rep via Slack. That ticket data is then bi-directionally synced back  
to the CRM to ensure transparency across teams.

Key Problem(s) Solved:
Getting feedback from customers is a critical component of 
delivering a great customer experience. This automation helps 
companies better understand the customer’s experience and 
operationalize how they incorporate customer feedback. 

Teams Impacted:
Sales and Customer Support 

Why We Love It:
This automation focuses on the most important person of all 
– the customer. By operationalizing your NPS surveys, you can 
constantly improve the full life cycle of your customer experience.

How to Make This Automation Better in 2018:
Take this automation a step further by building out the logic to re-
survey customers on specific increments. For example, set up surveys 
at 6, 12, and 18-months intervals so you can monitor how your 
customers’ perspective evolves over time. This allows you to pinpoint 
problem areas more effectively without a mountain of manual work. 
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About these applications:
Salesforce is a customer relationship management software; 
Smartsheet is a collaboration and work management software; 
and Dropbox is a file hosting service.

The Automation:
This automation streamlines RFP processes. When an RFP is 
received, it is ported from Salesforce into an RFP tracker in 
Smartsheet. For each new entry, this automation spins up a project 
sheet for that specific RFP in Smartsheet and populates it with the 
necessary data from Salesforce. Once the baseline information is 
met, users check a box within Smartsheet that spins up the required 
documentation and drops it into a specified folder in Dropbox. 

Key Problem(s) Solved:
This automation streamlines the RFP process by eliminating the 
manual transfer of key information from Salesforce into Smartsheet. 

More importantly, this automation eliminates a significant amount of 
manual work, improving employee experience and enabling them to 
focus on more value added activity.

Teams Impacted:
Sales and Operations

Why We Love It:
This automation is all about saving time and making employees 
happy. Automating this process eliminated a laundry list of 
mundane work and significantly improved employee experience.

How to Make This Automation Better in 2018:
Pair this automation with conditional notifications to keep teams 
on the same page and alert stakeholders when files have been 
uploaded into Dropbox.
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About these applications:
Smartsheet is a collaboration and work management software; 
Google Suite is a web-based software office suite.

The Automation:
Smartsheet is great for collaborative work management, but is not 
always best for storing data. With this automation, you can replicate 
important information from Smartsheet into Google Suite templates 
for number crunching or record keeping. Instead of being buried in 
a row in Smartsheet, this automation systematically extracts project 
data and inputs it into Google Sheets for more consistent data 
processing and a more accessible statement of record.

Key Problem(s) Solved:
This automation eliminates time-consuming manual data entry 
across systems, improves data visibility, and makes project 
information more digestible.

Teams Impacted:
Project Management

Why We Love It:
Bad data equals bad business. Keeping data clean and accessible 
has a huge impact and by leveraging automation you can stop 
wasting hours of time on manual data entry.

How to Make This Automation Better in 2018:
Take this automation a step further by connecting project data 
with your BI tool so you can have greater insight into the full life 
cycle of your work.
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About these applications:
Salesforce is a customer relationship management software; 
Wrike is a project management software. 

The Automation:
When a customer purchases an item online, this automation 
triggers a sale in Salesforce and automatically spin up a project 
in Wrike to coordinate the moving parts for fulfillment. This 
automation routes fulfillment projects based on product codes in 
Salesforce so that the tasks end up on the right team’s plate and 
steps can be taken right away to expedite fulfillment.

Key Problem(s) Solved:
This automation has an immediate impact on customer 
experience, ensuring that the transition from sales to fulfillment 
is as efficient and pleasant as possible. By eliminating the manual 
steps between systems, customer data is kept consistent and no 

details are lost in translation. Fulfillment can be executed more 
efficiently and customers’ expectations are always met with prompt 
and accurate service. 

Teams Impacted:
Sales and Customer Success

Why We Love It:
If you can automate a portion of the fulfillment process, customers 
have a better experience and your team saves time and money.

How to Make This Automation Better in 2018:
Take this a step further by tracking the time from point-of-sale to 
fulfillment completion within Wrike so you can identify bottlenecks 
and find new ways to improvement your fulfillment process.
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About these applications:
Salesforce is a customer relationship management software;  
Jira is a task management software for engineering teams.

The Automation:
This automation connects Engineering and Sales to improve 
product deployment timelines. When an opportunity is marked 
“Closed Won” in Salesforce, deployment items are automatically 
synced into Jira so teams can kick off the implementation process. 
This automation routes complex product models that require 
different deployment steps and objectives depending on type. 
It also ensures the correct teams are notified once the Jira 
deployment project is kicked off, and information is bi-directionally 
synced to keep all parties up-to-date.

Key Problem(s) Solved:
Being able to customize a deployment for a customer is critical to 
a speedy and pleasant onboarding experience, but this can often 

be a manual process. This workflow automates this critical  
step and allows both sales and technical teams to streamline  
and accelerate deployment.

Teams Impacted:
Engineering and Sales

Why We Love It:
Anytime you can speed up the implementation process while 
maintaining quality, it’s a win. This automation does both!

How to Make This Automation Better in 2018:
Consider designing custom notifications that let the sales 
team know when progress is being made on their customers’ 
deployment. Set up triggers that execute when a project meets 
certain completion criteria (like a percentage) or when a certain 
amount of time has lapsed since the last update was made. This 
will ensure the proper level of insight for sales teams.
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About these applications:
Salesforce is a customer relationship management software; 
Zendesk is a customer service and support ticketing software. 

The Automation:
This automation creates a ticket in Zendesk when a case is created 
in Salesforce. Conversely, when a ticket is created in Zendesk, a 
case is spun up in Salesforce. In the background, a search process 
takes place that ensures there are not any redundant accounts, 
cases, or tickets, and merges any duplicates (preventing ghost 
accounts). This automation leverages webhooks to update this 
information immediately. Case and ticket information are also 
synced bi-directionally so both applications are accurate. 

Key Problem(s) Solved:
This automation increases the speed and quality of ticket resolution 
by allowing the support team to hit the ground running with critical 
account information. Customer issues are transparent for the sales 
team as well because tickets bi-directionally sync with Salesforce.

Teams Impacted:
Sales and Customer Support

Why We Love It:
By using Salesforce as the source of truth for customer data  
and Zendesk as the source of truth for customer ticketing,  
teams can be empowered to tackle their work as efficiently  
as possible without running the risk of inaccurate or duplicate  
data between systems.

How to Make This Automation Better in 2018:
Extend this automation by looping in the teams required to 
solve the tickets. If a Salesforce case or Zendesk ticket requires 
work from your engineering or technical teams, route case/ticket 
information to the engineering task management tool so that 
tickets can be resolved faster.

1 Salesforce + Zendesk

Customer SupportSales

https://azuqua.com/app-library/salesforce
https://azuqua.com/app-library/zendesk


With Azuqua, anyone can connect their key applications and 
automate their work. Building better customer and employee 
experiences has never been more possible. 

Azuqua helps people integrate their business critical 
applications and create automations without any 
code or specialized skills. What used to take months of 
custom development and large IT budgets can now be 
accomplished in days and for a fraction of the cost.

How will automation impact your work in 2018?

To get started, schedule a demo today at azuqua.com/demo or 
check out our library of hundreds of comprehensive connectors 
at azuqua.com/app-library.

http://azuqua.com/demo
http://azuqua.com/app-library

