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Agenda What challenges were we facing?

Our process for comparing products and 

solutions to choose a winner

Configuring Openprise for our complex 

use case

Where do we want to go next?

Lessons learned and key takeaways
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About Teladoc Health

Teladoc Health is the global leader in virtual care. The company is delivering and orchestrating care 

across patients, care providers, platforms, and partners — transforming virtual care into a catalyst for 

how better health happens. Through its relationships with health plans, employers, and health systems, 

Teladoc Health fuels clinical excellence 

and applies the power of technology to help people live their healthiest lives.



Speed to Lead

Ultimate Problem:



Manual lead management and routing process 

Fragmented systems: Marketo ingest for multiple 

Salesforce systems

Multiple business segments with different rules

Compliance + accuracy expectations 

slow the process in a regulated industry

Challenges



Requirements

Works across multiple Salesforce orgs + Marketo

Lead-to-Account matching at scale

Rule flexibility (geography, segment, company size) w/ easy change management

Data hygiene support: standardization + enrichment

Partnership with the CS team, not just software

Vendor evaluation approach

Other tech evaluated: 



Business segments and technology

We chose flexibility

and partnership 

over single-point 

solution tools —

so we wouldn’t box 

ourselves in later.

1 Marketo

The ingest point for all lead and contact activity

2 Salesforce Instance 1

4 of the 5 business segments live here

3 Salesforce Instance 2

The last business unit lives in their own 

Salesforce due to complex product/quote configurations



Data 
ingestion

Data ingest

Net new or existing, 

assign a program and 
status

Net new Lead record

Sync to SFDC campaign

Confirm criteria and 

segment. Add to SFDC 
campaign

Lead qualify for routing 

in Openprise

Existing Contact or Lead 
assigned to a sales 

owner

Openprise

Marketo

SFDC 1

SFDC 2

Key

Task

Pass to sales?

Task notification 
created for owner

Nurture queue, 
add to SFDC 

campaign

Yes

No



Primary / 
high volume 
segment 
in SFDC 1

SFDC 1 Segment 1

Lead to Account 
matching

Lead routing
Lead is converted to 

Contact & assigned to 
matched account 

owner

Lead is assigned to 
Sales owner based on 

routing tableTask notification 
created for owner

Match found?

Task notification 
created for owner

Openprise

Marketo

SFDC 1

SFDC 2

Key

Task

No match foundYes



Remaining 
segments 
in SFDC 1

SFDC 1 
Segment 2, 3, 4

Lead to Account 
matching

Lead routingLead is converted to 
Contact & assigned to 

matched account 
owner Lead is assigned to 

Sales owner based on 
routing table

Task notification 
created for owner

Match found?

Task notification 
created for owner

Openprise

Marketo

SFDC 1

SFDC 2

Key

Task

No match foundYes

Business segment



SFDC 2

SFDC 2

Openprise creates Lead 
in SFDC 2

Lead assigned to Queue 
2

Lead assigned to Queue 
1

Openprise adds record 
to campaign based on 

most recent GCRM 
campaign

Openprise

Marketo

SFDC 1

SFDC 2

Key

Task

Organic 
lead 
scoring

Hand raiser 
/ event lead

Net new or existing 
in SFDC 2

Notes field is 
updated. 

Owner is notified

Openprise adds 
record to campaign 

based on most 
recent GCRM 

campaign

Openprise adds record 

to campaign based on 
most recent GCRM 

campaign

Existing Lead or Contact

Net new Lead



Single-pane view of our routing processes

The ability to review the results, on per record basis

The ability to identify any issues within a single app, on one single screen



Speed-to-lead

from days → minutes. On Average a record 

is converted or assigned in 10 minutes depending on 

the path it takes

Manual touches

from 3 people daily → 0 for standard flow

Routing accuracy

95-97% accuracy, for every 100 records 3-5 need to 

be reviewed or re-assigned.

Outcomes



What’s next

Implement AI screening functionality to try to better identify whether 

a record is qualified to route. For example: a B2B vs B2C records

Automated enrichment on a per record basis to have better 

accuracy assigning records



Lessons 
learned 
& key 
takeaways

Start with the problem, 

not tools; let the scope expand only 

where ROI is clear

Partner with CS —

“bring the problem, not a 

preconceived solution”

Your biggest blockers may be your 

own CRM validation rules, not the 

orchestration layer.
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Thank you
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