
Brambles Unlocks Customer-Centric 
Growth with Salesforce CRM



How Improved Apps Made 
Digital Transformation Happen

With today’s marketplace voraciously shifting toward a digital-first 
world, more companies like Brambles are shifting gears to focus on 
the engagement and satisfaction of each customer. By unlocking 
customer-centric growth, they have been able to improve customer 
relationships at a time when customer satisfaction has become more 
crucial than ever.

Marketing Cloud
A way to manage marketing relationships and 
campaigns with customers.

Commerce Cloud
A multi-tenant, cloud-based commerce platform that 
empowers brands to create intelligent, unified buying 
experiences across all channels—mobile, social, web, 
and store.

Experience Cloud
A digital platform that helps companies build 
connected CRM-powered digital experiences.

• Deepening customer relationships

• Building brand loyalty

• Accelerating company growth

Unlocking customer-centric growth is more than just 
personalising an email with a person’s name. It’s about 
dynamically creating a unique experience for the 
customer at each moment of their journey. With a focus 
on sustainability, our team of user engagement experts 
at Improved Apps can show you how embedding 
knowledge, help and training directly into Salesforce will  
boost your company’s adoption goals, allowing you to 
meet your customer’s needs. By uniting their teams 
around the customer, companies have been able to 
successfully create sincerely connected experiences—all 
of which benefit the business by: 



Focusing on the Customer Builds Brand Loyalty
Brambles is one of the world’s most sustainable logistics businesses, 
serving its customers while minimising the impact on the environment 
and improving the efficiency and safety of supply chains around the 
world. Brambles signed up for Salesforce’s Customer Relationship 
Management (CRM), with Improved Apps to help guide the way. 

Once Brambles decided to change from their incumbent CRM to the 
much more powerful Salesforce platform, they wanted to ensure the 
global roll-out was a success. A Salesforce investment is a significant 
outlay, both in terms of capital and resource and they knew upfront 
that maximising user adoption of the platform would be the key to 

a successful ROI.

Ben Murphy, Vice President, Global Sales Enablement, Brambles

Adoption is critical to the success of our programme. 
We looked at Digital Adoption Solutions that would 
help us to embed help and training within 
Salesforce. We selected Improved Apps and 
NativeVideo as a combined solution to deliver 
in-platform contextual training content, with both 
text and video formats. Thanks to our No-Classroom 
Training approach and the support of our Partners, 
we have been able to eliminate overhead costs and 
deliver a great user experience, with the learning 
required readily available on demand.



How Improved Apps Helped Pave the Way
Brambles decided on a remote learning strategy way before Covid-19 
arrived, and the functionality provided by Improved Apps and their 
partner, NativeVideo, played perfectly into this strategy. The solution 
allows the business to provide “just-in-time”learning on the topics 

users need every day, in five languages, within their Salesforce Org. 

The implementation for Brambles allowed them to:

Brambles found that their Zero Classroom Training Policy was 
initially met with resistance from users who were used to traditional 
in-classroom training. Utilising Improved Apps tools, Brambles 
responded with immediate “need to know” pieces of learning and 
in-app help. More importantly, they were quick to put in place the 
support of a strong change network, made up of respected experts 
within each department, to drive useful and relevant content and 
build user engagement and process compliance. 

• Deliver a virtual learning experience by creating learner journeys based on role

• Provide information at the point of need in text and video format

• Prioritise quality customer engagement

• Help people stop wasting time looking for the relevant content

• Significantly reduce overhead costs

• Reduced global travel and environmental impact

Video-based training was highlighted as a “must have” requirement. 
Improved Apps’ partnership with NativeVideo empowered Brambles 
to easily curate and maintain a video-based training strategy and 
embed video easily within their training programme.

In just weeks, Brambles deployed Improved Apps within their 
Salesforce Org and started building training content without 
any specific technical skills or complications. The Improved Apps 
support team is always available to share best practice, 
regularly review progress, and look out for improvements 
for future releases of their products.



How Accelerating Transformation Translates into Better Business 
Performance

When Brambles approached Improved Apps about boosting digital 
adoption and engagement, they immediately identified some quick 
wins, whilst taking the time to understand the desired outcome of the 
end-to-end zero-training programme.  By unlocking customer-centric 
growth, Improved Apps was able to assist Brambles in driving business 
speed, scale, relevance, and resilience all with the world’s #1 CRM.

Speed empowers business leaders at Brambles to make better 
business decisions quickly. They were able to swiftly adapt to 
changing business demands by utilising technology that 
optimises work by:

• Embedding “need to know” nuggets of learning and In-App 
guidance to give users just the right information exactly when 
they need it.  

• Analysing information faster

• Taking action in real-time, as one company

Marketing Cloud
A way to manage marketing relationships and 
campaigns with customers.

Commerce Cloud
A multi-tenant, cloud-based commerce platform that 
empowers brands to create intelligent, unified buying 
experiences across all channels—mobile, social, web, 
and store.

Experience Cloud
A digital platform that helps companies build 
connected CRM-powered digital experiences.

Scale enables faster innovation and maximum growth by utilising 
a CRM platform and tools that easily meet their customers’ needs, 
no matter the scale. Along with increased brand reach, it also:

Relevance helps Brambles reinvent and improve customer 
engagement by making it more personalised, which engages 
customers with meaningful and relevant digital experiences. By 
working with Improved Apps, Brambles was able to:

• Creates an environment where employees are willing and able 
to embrace change 

• Upskills existing staff through training 
• Quickly identifies the areas where more help and support 

is needed.

• Drive continuous improvement and adapt quickly to the pace 
of change

• Provide multilingual content

• Empower authors to drive content based on user needs



Resilience empowers their workforce with flexible tools and 
technology, so they can focus on the most important thing—
customers. Brambles’ employees were able to: 

• Work from anywhere

• Support instant collaboration

• Upskill with knowledge and training

Bite-size learning, in the “moments that matter,” is invaluable when 
seeking to address the skills gap created by new technology or process 
change. Improved Apps know that it is this approach, alongside a 
strong change management network, that embeds long-term culture 
change. That is why we are the best and only, Salesforce native Digital 
Adoption tool on the AppExchange.

Research by McKinsey also reported that 70% of digital transformation 
projects fail. One reason for this is the failure to address the skills gap 
created by new technologies, more agile processes, and remote 
working. Employees are becoming overwhelmed and exhausted by 
change and new technology. The pace of change is happening fast—
companies who provide the tools that empower employees to 
embrace change and enable effective communication are much more 
likely to succeed.

Scale and speed are just two reasons cloud technology is transforming 
industries, from financial services to automotive, travel, retail, and 
beyond. This is perhaps the most fascinating aspect of cloud 
technology and digital transformation—it fosters innovation, enables 
agility, and drives change at remarkably new speeds. It does however 
require the existing workforce to change, and at pace. Engagement is a 
vital consideration here—when we approach employees to change, 
we’re challenging their innate desire for stability.



That’s the way the Cookie Crumbles
One last important thing to note: In 2022, Google Chrome will join 
Safari and Firefox in phasing out the third-party cookie—a change that’s 
set to shake up the way many companies personalise their ads and 
digital marketing campaigns. Using the power of the Salesforce CRM, 
Improved Apps has been able to stay ahead of the game by preparing 
for a post-cookies world ahead of time by utilising smarter segmentation 
and bringing the human touch back into digital marketing.

What This Means for You
If you’re interested in unlocking customer-centric growth with 
Salesforce, Improved Apps can provide similar services to help lead 
the way. Click below to find out how making the transformation 
allows your company to grow revenue, elevate innovation, and 
increase influence across your industry.

Learn More About Unlocking Customer-Centric Growth

https://www.improvedapps.com/use-case-case-studies/


About Salesforce

Salesforce is the global leader in Customer Relationship 
Management (CRM), bringing companies closer to their customers 
in the digital age. Founded in 1999, Salesforce enables companies 
of every size and industry to take advantage of powerful 
technologies—cloud, mobile, social and artificial intelligence—to 
create a 360° view of their customers. For more information about 
Salesforce (NYSE: CRM), visit: salesforce.com

They have the world-leading, next-generation Salesforce user 
engagement solution—helping companies around the world 
empower Salesforce users by providing them with up-to-date, 
contextual information, precisely when and where they need it.

Simply put, Improved Apps:

• Is the only 100% native, security-reviewed Salesforce solution

• Fully integrates across all Salesforce environments without any 
browser extensions or technical complexities

• Enables your business to be agile, self-sufficient, and shifts user 
sentiment to “this makes my task easier”

• Improves digital adoption throughout your entire business
About Improved Apps

Improved Apps is an Independent Software Vendor, specialising in 
Digital Adoption Solutions for Salesforce AppExchange. The 
professional team members at Improved Apps are the User 
Engagement People—They help companies drive digital adoption 

to the next level.

https://www.salesforce.com/
https://www.improvedapps.com/about/

	CSS_1
	CSS_2
	CSS_3
	CSS_4
	CSS_5
	CSS_6
	CSS_7
	CSS_8

