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Case Study: Streamlined Support System for GROEMP Using Zoho 

Desk 

Introduction 

GROEMP, a leading service provider, sought to enhance its customer support 

operations through a comprehensive and automated ticketing system. With 

their need for streamlined communication and efficient issue resolution, we 

implemented Zoho Desk and integrated various channels such as Zoho Mail, 

calls, WhatsApp, and custom modules to provide an end-to-end support 

solution. 

Challenges 

1. Lack of centralized ticket management for multiple communication 

channels. 

2. Manual handling of ticket escalations and assignments. 

3. Inefficient tracking of client and account-specific issues. 

4. Limited automation in handling support workflows. 

Solutions Implemented 

1. Multi-Channel Integration 

 Integrated Zoho Mail, calls, and WhatsApp into Zoho Desk to centralize 

ticket creation and management. 

 Enabled tickets to be created automatically from customer interactions 

across all channels, ensuring no issue was overlooked. 
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2. Custom Modules for GROEMP’s Specific Needs 

 Designed custom modules to track tickets, clients, and accounts. 

 Provided GROEMP with a tailored system to log client-specific issues, 

view their history, and manage account-level interactions effectively. 

3. Escalation and Assignment Rules 

 Automated escalation rules to handle unresolved tickets based on 

predefined timeframes. 

 Implemented assignment rules to ensure tickets were directed to the 

appropriate agents or teams based on issue type, priority, or department. 

4. Workflow Automation 

 Set up automated notifications for clients and agents at every stage of 

ticket resolution. 

 Implemented an SLA monitoring system to ensure timely responses and 

resolution for all tickets. 

Key Features Delivered 

 Multi-Channel Ticket Creation: Centralized management of tickets from 

Zoho Mail, WhatsApp, and calls. 

 Custom Modules: Modules designed for ticket tracking, client data 

management, and account-level insights. 
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 Escalation Rules: Automated ticket escalations to supervisors or higher 

levels based on predefined criteria. 

 Assignment Rules: Automatic routing of tickets to appropriate teams 

based on issue type or urgency. 

 Automation: Notifications, SLAs, and reminders integrated seamlessly for 

better compliance and customer satisfaction. 

Key Benefits 

1. Increased Efficiency 

o Centralized ticket management reduced manual effort and 

streamlined operations. 

2. Enhanced Customer Experience 

o Faster response times and seamless communication through 

integrated channels improved client satisfaction.  

3. Improved Accountability 

o Automated escalation and assignment rules ensured tickets were 

handled promptly by the right team. 

4. Customizability 

o Tailored modules provided GROEMP with a system that met their 

specific business needs. 
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Conclusion 

The implementation of Zoho Desk for GROEMP revolutionized their support 

system, enabling efficient multi-channel communication and automated 

workflows. This solution not only improved the customer experience but also 

empowered GROEMP to manage its client relationships and support operations 

effectively. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


