
Simplus developed a solution that houses all warranty information within 
Service Cloud, creating a much more streamlined and efficient service process:

By housing all warranty information within Service 
Cloud, Fiskars now has a much more streamlined 
and efficient service process. These benefits 
include one centralized and accurate database for 
all claims, a 360-degree view for service reps to 
track claims, a multitude of reporting options and 
dashboards, and an improved customer experience.

THE CHALLENGE

THE SOLUTION

THE OUTCOME

Make complex things simple with Simplus and Salesforce. Visit Simplus.com

Fiskars is dedicated to enriching 
people’s lives in the home, 
garden, and outdoors. Fiskars‘s 
globally recognized brands 
include Fiskars, Iittala, Gerber, 
Royal Copenhagen, Wedgwood, 
and Waterford. Fiskars’s business 
is balanced through its broad 
portfolio of functional, living, 
and outdoor products and 
geographical presence in Europe, 
Asia, and the Americas. 

INDUSTRY:
Consumer Goods

CLOUD:
Sales Cloud
Service Cloud

SERVICES:
Advisory 
Implementation
Custom Configuration
Change Management

HQ:
Helsinki, Finland

WEBSITE:
www.fiskars.com

SUCCESS STORY

Fiskars needed a modern solution to manage warranty support cases that 
were submitted by their customers. Simplus simultaneously worked with both 
Fiskars and Gerber (a subdivision of Fiskars) to determine the key pain points 
with the current support and administrative processes. 
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service 

QA team now 
pulls data in 
minutes, not 
days

• Customer support representatives 
wanted the ability to create new orders 
directly from a warranty-support case 
with ease.

• Gerber needed a new system for 
storing and accessing line of credit and 
consumer information.

• The product team needed a way to 
create and search reports on a product 
quickly.

• A robust website integration was 
needed for both the Fiskars and 
Gerber websites. Light integration for 
the Fiskars website existed, but no 
integration existed for the Gerber site. 
The team needed a way to search 
historical data or consumers’ past 
interactions.

• Enhanced service experience, leading 
to a large decrease in customer service 
calls and a reduction of 40 hours a 
week in warranty administration

• Improvement in product quality by 
determining product defect trends in 
warranty product information; ability 
for QA teams to leverage insight data 
in minutes and proactively update 
product designs

• One centralized and accurate 
database to prevent list claims, fix file 
size issues, and save time spent looking 
through old emails

• A 360-degree view to flag and track 
faulty tools and allow reps to track the 
full journey of their claims

• Powerful reporting and dashboards 
to easily provide KPI metrics, service 
goals, and product insights


