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The Challenge

SilencerCo needed to consolidate multiple systems into Salesforce. SilencerCo suffered from:

 Inability to Manage
Support Tickets

Lost Sales Ef�ciency

Founded in West Valley City, Utah in 2008, SilencerCo challenges the assumption that �rearms must be loud. By 
investing in innovation, customer service, organic manufacturing, advocacy, education and talent, they have now 
become the market leader in sound suppressors, muzzle devices and related products. SilencerCo is now focused on 
making �rearms hearing safe for all hunting and shooting applications, pledging to disrupt nothing but the status quo.

SilencerCo had no formal system in place for tracking support tickets and was unable to track 
any metrics associated with support requests. New support requests arrived by phone or email 
and had to be manually tracked.

The sales team used ACT and Excel spreadsheets to track dealer-related visits and activites. All 
data had to be entered manually with no consistency across the team.  Sales team members 
then had to spend hours manually creating Dealer visit reports each week.

Siloed Data

Limited or No Visiblity

Customer, prospect, registration and survey data was not being shared between departments. 
While each set of data was stored in a different location, information regarding purchases 
made through Shopify was especailly dif�cult to share.

SilencerCo needed to determine its top customers to implement a rewards program based on 
registrations and Shopify purchases.
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The Solution

Connecting Data To
Salesforce Accounts

Integrating External
Data Sources

The Result

SilencerCo had multiple data sources in various formats that Simplus consolidated into 
Accounts and Person Accounts within Salesforce. This provided the Sales and Support 
teams access to Consumer, Dealer, Distributor and Media data in a single location where 
Activities and Cases could be associated to the Account or Person Account.

SilencerCo had data related to purchases, registrations and surveys stored in multiple 
systems. Simplus was able to make connections to external data sources using Zapier to 
import data from the SilencerCo website and Shopify directly into Salesforce. Custom 
objects were created for Registrations and Surveys while Opportunities were used for 
Shopify purchases.

Implementing Service Cloud
and a Support Process

The Support team needed a formal process implemented to track tickets submitted 
through various methods. Simplus was able to integrate Gmail using Ebsta and the phone 
system using Tenfold. Simplus also implemented Email-to-Case, Web-to-Case and the 
Service Console to allow the Support team to easily navigate their Cases and the activity 
associated with each Case.  

+

Custom Development Simplus developed a Reward Point custom object within Salesforce that awarded points 
to a customer based on registrations and Shopify Opportunities. The Reward Points were 
calculated based on the pre�x of the serial number of the suppressor the person registered 
through the SilencerCo website. Each pre�x had a different point value based on the 
MSRP. Points were also awarded based on the amount of the Shopify order. The Reward 
Points were assigned based on these two factors and displayed at the Person 
Account/Account level. This allowed SilencerCo to identify the tiers they wanted to 
implement for their reward program. 

Simplus helped SilencerCo by:

Providing Training Simplus provided training to SilencerCo’s internal admin and other key team members. 
This training and support helped make the transition as simple as possible for SilencerCo.
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The Solution

Effective and Immediate
Case Resolution

Improved Sales Ef�ciency
and Insights

SilencerCo is now able to track all the tickets submitted to the Support team and identify 
the speci�c product the Case is associated to using registrations and Shopify 
Opportunities. Since email and phone have been integrated with Salesforce, the Support 
team does not have to spend time creating cases manually and are easily able to track the 
resolution in a single location.  

The Sales team is now able to create Activities within Salesforce by Dealer and use 
reports to show the number of Dealer visits by week/month. Their are also able to 
schedule future visits using Events. This gives management visibility into trends around 
the number of visits and purchases.

Increased Revenue and
Customer Loyalty

The Reward Points system has allowed SilencerCo to identify their top customers and 
create tiers to incentivize customers to make additional purchases to move to the next tier. 
SilencerCo is identifying other activities, such as newsletter subscriptions and event 
attendance, it wants to factor into the Reward Point system.

+

Access to Critical
Data in Shopify

Shopify purchases are now easily accessible by the Support team. When a customer 
needs to cancel, return or exchange an item purchased through Shopify, the Support rep 
can easily �nd the Opportunity in Salesforce and make the change rather than going 
directly into Shopify.

Since Simplus successfully implemented Sales Cloud and Service Cloud, SilencerCo enjoys:

High Levels of
User Adoption

The training provided by Simplus helped the SilencerCo team feel con�dent adopting the 
new processes. This has led to high levels of user adoption with minimal headaches.


