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Doing Well and Doing Good - # 1 in CRM 

#1 World’s Most
Innovative Companies

Best Places to Work
for LGBTQ Equality

#1 The World’s Best 
Workplaces

#1 Workplace for 
Giving Back

#1 Top 50 Companies 
that Care

#1 Best Places to Work,
San Francisco Bay Area

The World’s Most 
Innovative Companies

#1 The Future 50
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The Fourth Industrial Revolution
Ushering in a new era of growth in manufacturing

2nd Industrial Revolution

Electricity1st Industrial Revolution

Steam

3rd Industrial Revolution

Computing

4th Industrial Revolution
Intelligence

1700s 1800s 1900s TODAY



Your Company

Focused on:

Product

Efficiency

Standardization

%

Your Customer

%

Manufacturers are now living in the age of the customer
Traditional Value Chains are Being Disrupted

Cares about:

Experience

Relationships

Personalization



The Product-Centric Manufacturing Approach
Prioritizing product excellence over customer experience

Product-Centric 

Manufacturer

Customer relationship
was Distributor-owned

Customer engagement
was Minimal

Sales were
Transactional

Product connectivity
was Limited

Focused on
Internal operations



The Path to a Connected Customer Experience

Product-Centric 

Manufacturer

Customer relationship 
has joint ownership

Sales maximize the 
lifetime customer value

Products have 
always-on connectivity

Focused on
customer experience

Customer engagement
is ongoing

Customer relationship
was Distributor-owned

Customer engagement
was Minimal

Sales were
Transactional

Product connectivity
was Limited

Focused on
Internal operations

Customer-Centric 

Manufacturer



The Challenge of Delivering a Unified Experience
Traditional business processes have led to siloed technology platforms

Connected 
Product

Service 
&  Field Service

Data-Driven 
Services & Analitycs

Dealers and 
Distributors

Sales & 
Marketing 



Blaze Your Trail to a Connected Customer Experience
Disrupt and reorient your business around the customer

Connected 
Product

Service & Field 
Service

Data-Driven 
Services & 
Analytics

Dealers and 
Distributors

Sales & 
Marketing

Source: IDC InfoBrief, sponsored by Salesforce, Omni-Experience 
Customer Engagement for Manufacturers, November 2017.

Companies with digital business 
strategies that center on tailored 
customer centric experiences.

+35%
improved NPS

Powered by Intelligence



Supercharge sales teams to sell from anywhere

Sales Cloud Einstein and Salesforce Mobile

Increase profitability by selling solutions

Salesforce CPQ

Digitally engage customers and prospects

Pardot B2B Marketing Automation

Increase the lifetime value of your customer relationships
Sales & Marketing



Shaw Lays the Foundation for Customer 
Relationships with Sales Cloud

Sales worked in many different systems, they 
felt customer data was scattered 

There was no single system for Sales to work 
out of and input valuable data or insights

Unable to accurately measure the success of 
the three main distribution channels 1) Dealer 
2) Architects 3) Direct 

“Our sales reps don’t have to leave 
Salesforce to see all the 
information they need, which 
makes their lives easier and their 
work done faster.” 
Gary Barnes, Strategic Sales Initiatives Manager

Single system with flexibility, integration and 
customization to store all customer data 

Sales has one central tool to input valuable data 
to support Shaw’s unique GTM strategy 

Sales is able to manage pipeline and forecast 
sales in one system, giving leadership visibility 
into business success 

Challenge Solution

Sales Cloud

100%
Adoption among 
sales reps



Empower your agents to personalize service

Lightning Service Console

Connect your mobile service workforce

Field Service Lightning

Solve issues proactively with Einstein

Einstein Vision and Einstein Case Management

Faster, more personalized service at every touchpoint
Service & Field Service



Honeywell Increases Service Agent 
Productivity and Saves $1M

Legacy Siebel CRM couldn’t support rapidly 
evolving global business needs
High call and email volume to support 
worldwide customers
Compliance with international regulations

Real-time, 360 degree view of customers
Engaged reps, contractors, and customers 
through innovative Salesforce products and 
applications
Increased agent productivity and reduced 
system downtime from 23 hours a month to 
.01%

Challenge Solution

Sales Cloud

Service Cloud

Community Cloud

$1M
savings over 3 years

50%
reduction in IT cycle 
time and dependency



Dealers & Distributors

Extend CRM to your partners so they can sell more

Sales Cloud PRM

Empower customers and partners to transact online

B2B Commerce and Knowledge

Enable your partners to quickly be effective

Lightning Community Builder and Lightning Bolt

Extend front office capabilities to your partner network



Titan International Drives Partner Loyalty
with a Global Dealer Network

Leading global manufacturer of off-highway 
tires with sophisticated partner network
Lacked centralized solution for customer data 
as well as product marketing materials

Consolidated customer data, making it easy to 
use for direct and channel sales alike 
Enhance partner visibility with partner 
community, driving greater channel sales 
results

Challenge Solution

Sales Cloud

Community Cloud



Create connected experiences

Rapid innovation on the Salesforce Platform

Connect your products to the customer

Unify all your data on one platform

Create new revenue streams with data-driven services

Connected product data opens up new business models

Predict, personalize, and monetize with IoT embedded in Salesforce
Connected Products



“Salesforce IoT Cloud provides us the 
foundation to connect our services to 
our physical products.”

Rob Martin
Director, Technology Services

Rehrig Pacific continues 100+ years
of innovation with Salesforce

Looking to transform from a product company 
to services company to better serve their 
customers
Aspired to make the data from their IoT 
networks actionable across their entire 
business

Salesforce IoT allows Rehrig to connect their 
network of connected products directly to the 
Salesforce Platform 

Accelerating their vision of becoming a 
services first company, starting with proactive 
customer services 

Challenge Solution

Community Cloud

Platform

IoT



Data Driven Services & Analytics
Advanced analytics powered by AI

Native App

Sales, Service a Marketing Analytics App

Intelligent

Make smarter decisions with Einstein Discovery

Fast

Explore any data quickly and automate actions

Mobile

Explore any data quickly and automate actions



Align Image an Send to Back
Align photo to this shape and crop

Syngenta Digitizes the Selling Experience to Supercharge Reps
Reps identify white space, quickly respond to seed demands and deliver support across regions

Mobile dashboards for every rep on any device replace time-consuming, paper based analysis 

Reps focus on data-driven customer engagement, spending more time with customers




