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Serving Customer Needs 
and Enhancing 
eCommerce with AI
A case study presented by a leading food distributor.
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Customers’ expectations have changed - 
both in how they want to interact with 
a business and what they expect from 
them.

In turn, companies are investing 
in digitalization to transform their 
business and to attempt to meet these 
new expectations.

Many find it difficult to achieve 
their goals while delivering on these 
lofty expectations. A recent global 
pricing and sales study showed 
that most companies expect their 
digitalization investments to result in 
top-line revenue growth and return on 
investment, but only 23% have actually 
realized the intended results.



3Serving Customer Needs and Enhancing E-Commerce with AI

A leading food service distributor 
recognized the need to transform their 
business to serve their customers “the 
way the customer wanted to be served.” 
This meant implementing a B2C-like 
experience for their B2B customers.

They recognized digital transformation 
was more than a new website or selling 
products online, but rather a strategic 
and cultural shift in how they do 
business.

They wanted to ensure the success of 
their efforts, and that’s why they chose 
to partner with Zilliant.
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Over the past two decades, the 
company rolled out new systems to 
improve the customer relationship 
ranging from locally-installed, direct-
order software to business intelligence 
software to enable the entire sales 
organization.

In 2016, they introduced a modern, 
self-service, eCommerce platform 
to improve the online and off-line 
customer experience.

As more business moved to their online 
channel, they quickly identified a pricing 
gap as sales was less involved in the 
actual negotiation and price setting. 
This led them to work with Zilliant.
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During the initial engagement, Zilliant 
led the company through a consultative 
diagnostic that both quantitatively 
and qualitatively assessed issues and 
opportunities.

Through close partnership, they 
identified achievable objectives, 
challenges to account for, and 
observations that would be addressed 
with the Zilliant solution.

While the company initially perceived 
pricing as the primary issue, the 
diagnostic helped them to identify 
additional opportunities to address 
sales rep productivity and a better, 
more intelligent eCommerce experience.
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The company chose to partner 
with Zilliant to ensure their digital-
transformation success for three 
primary reasons:

1. A strong understanding of the 
customer’s business

2. Extensive expertise and confidence in 
the solution to deliver business results

3. Highly recommended by a peer 
company

Based on these factors, Zilliant 
demonstrated their leadership in 
implementing AI-based solutions that 
drives profitable growth for distributors.



7Serving Customer Needs and Enhancing E-Commerce with AI

With Zilliant’s help, the company 
began communicating a future state 
where all sales activities and customer 
touchpoints were informed by an expert 
analyst that created optimal value.

Internal messaging focused on the 
benefits to the sales reps because of 
how Zilliant’s AI complemented the 
sellers’ activity.
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The company worked closely with 
Zilliant teams to implement a solution 
to help them achieve their objectives.

The solution delivered actionable 
intelligence to three primary channels 
including the company’s direct sales 
team, eCommerce channel, and national 
account teams.

The solution used Zilliant’s AI to 
identify real-time sales and eCommerce 
opportunities that would maximize 
every transaction and grow all customer 
accounts. To drive adoption, the AI 
guidance was seamlessly delivered into 
the systems and processes that sales 
and customers used daily.
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Within four months of the initial 
transfer of data, the company deployed 
actionable intelligence to the market.

The initial deployment delivered 
guidance to all three sales channels, 
and was delivered on time and below 
budget.
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It was important that the company’s 
investment in digitalization delivered 
top-line impact by enabling a better 
online experience and facilitating more 
valuable conversations for their sales reps.

Through strong change management 
and communication, they facilitated a 
successful rollout to their organization 
of 500 experienced, sales reps.
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When asked what tips they would share 
for other companies in B2B considering 
eCommerce, they encouraged 
deliberate action. 

As customer expectations continue 
to change across B2B industries, 
companies that move first set 
themselves up to gain market share and 
a competitive edge.

Make sure you truly understand the 
problem and your customers. And 
quantify the opportunity, otherwise risk 
joining the rank of companies unable 
to deliver top-line revenue from their 
digital initiatives.
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About Zilliant
Zilliant helps B2B enterprises turn data into actionable intelligence 
that accelerates profitable growth. The Zilliant IQ Platform uses 
AI to deliver actionable, real-time sales and pricing intelligence for 
traditional and digital channels, so you can maximize the immediate 
value of every transaction – and the lifetime value of every customer. 
Because when customer lifetime value is maximized, profits are 
accelerated, competitive advantage is created, sales performance is 
improved, and sustaining organizational success is achieved.

Talk to us about how your business can 
benefit from incorporating AI-based 
guidance to accelerate profitable growth. 
Visit us at zilliant.com.

Follow Zilliant on Social

@zilliantinc @zilliant

@zilliant @ZilliantIncorporated

Zilliant, Inc.
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