Redesigning the sign-and-execute process for contracts

at a customer experience software company
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The Situation

With expanding markets and
offerings, Genesys was interested in
managing their contracts more
efficiently.

These manual and analogue processes
embody inherent flaws for any business and
can slow the speed at which agreements
are executed. They also increase risk and
create frustration, not only for potential
customers, but also for internal employees.
These negative impacts can be even greater
for complex contracts.

Genesys was previously using tools
that were unable to meet their
contract management needs. The
complex operation was hampering
their ability to be as efficient and
effective as possible and created
several issues in the contract process.
Lacking features that would enable a
more fluid process, including better
data analysis, streamlined uploading

The Solution

To help develop a new solution, Genesys
selected Morae as their partner for the
implementation of DocuSign CLM and
DocuSign Insights. Using a ‘project
checklist’ to analyze the processes for most
contract situations, Morae worked closely
with the Genesys Legal Operations and IT
teams to identify and create an
understanding of what contract templates
were needed, where the volume of work
currently was, what technology could be
used to create a simpler, more robust
process and provide the best return on
investment.
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and increased visibility, Genesys was
ready to move on to a more robust
solution.

The contract lifecycle before and
after signatures is often ignored by
many companies — with processes
typically managed using spreadsheets
and emails and contracts often being
manually archived to a shared drive.
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The Implementation

Ultimately, DocuSign CLM and
DocuSign Insights were selected as
the right technology to enable the
business to improve and expedite their
sales and contracting processes.
DocuSign CLM is designed to
automate and streamline the contract
lifecycle, and DocuSign Insights is an
Al tool specifically designed to drive
smarter business decisions while
uncovering risks and hidden
opportunities using contract analytics.

The implementation process began
with integrating the current CRM
system being used by Genesys , which
the company was using to request and
archive contracts. The integration
would allow the sales team to directly
access the CRM for each opportunity,
as well as have access to contracts
already in the system. The new
process allowed sales users to access
the new tool from the same point of
initiation as they did with the previous
process, submitting contracts to legal
in a way that felt familiar. The new
process was successfully rolled out to
Genesys Account Executives following
comprehensive training and support
for the new system.



Case Study - Contract Management

< BEMESYS

“Bringing Morae to the table has been terrific in the
sense of walking us through the various steps in the
process, keeping us honest and realistic in terms of
what is that we want to accomplish, what it is what we
should be doing. Bringing in a firm such as Morae has
been the difference for us in making this a true success
story.”

Jaime Borja, Global Leader of Legal
Department Operations

The Results

The CLM solution has increased the speed at which
contracts are signed and the level of service the company
is able offer their customers: contracts such as NDAs are
now being signed in under thirty minutes from the time
that they are requested, and the company is now able to
track the speed at which internal teams are able to
respond to customer requests.

With the integration with the company’s CRM system, it is
now much easier to access the right information relating
to each contract and sales account. One of the initial
realisations for Genesys was the need to separate out the
processes for each contract type, as the company
previously was working with only one process in place for
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all contracts. The separation of workflows for specific
contract types allows reporting to be carried out in a
much more meaningful way. Genesys is able to
identify bottlenecks for each contract type, internally
and externally throughout the process.

In addition to making the contracting system more
efficient, Morae also migrated over 2,000 legacy
contracts into DocuSign CLM.

This gave the entire organisation visibility over all
executed contracts for the first time and gave users
the ability to search through these contracts using
the Al capabilities of DocuSign Insight, which was
another important first for the company. Genesys can
now track new analytic measurements such as the
ratio of contracts where the sales team do not need
require help from legal or other teams. Genesys can
now also monitor how the sales team are using the
new software and can advise on where improvements
can be made to their individual processes.

“It's a new world for us, and definitely a needed change.
We are discovering this a new set of opportunities in
terms of measuring and analytics which enables us to

manage our processes in a way we couldn’t before.”

Sonu Nayar, Director IT, HR and legal applications
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