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Today’s connected customers have fundamentally
changed the role of the customer service contact
center from a “necessary evil” to a strategic corporate
imperative.

The internet, the cloud and rapidly evolving mobility
have empowered customers with more choice, and
with that choice comes a new expectation for superior
customer experiences. They expect you to know

them and expect instant gratification based on that
knowledge. Customer experience is more important
than product or price?, it fuels how customers choose
what brands with which to do business.

Ta b | e Of CO ﬂte ﬂtS This new reality has elevated the customer service

contact center from the back room of reactive

) support afterthought to the frontline of proactive
03 Call Center Technology Isn't customer engagement that drives customer loyalty and

Keeping Up with Customers competitive advantage. The challenge now is keeping up
with the connected customer.

04 Extending the Power of Your
Service Organization with Apps

In this e-book, we’ll explore the importance of customer
service technology to meet the needs of today’s
customer, and some of the apps that make it possible.

12 Deliver Personalized Experiences
with Service Cloud Lightning
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While customer expectations have evolved,

companies have not. Most companies today
are still using call center technology from
the days when a 1-800 number was the only
channel for handling customer service. These
siloed, inflexible systems shackle the customer
service department’s ability to quickly address
and adapt to their customers’ ever increasing
needs. Even more modern customer service
applications are inadequate. They are still
standalone products that stovepipe customer
service rather than broaden customer
experience management.

Keeping up with the rapidly evolving needs
of today’s connected customer requires a
customer engagement platform designed for
agility, flexibility and extensibility.
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Extending
the Power of
Your Service
Organization
with Apps

Service Cloud Lightning is the #1 customer service
solution in the world, and it’s built on the Salesforce
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In addition to our own continuous innovation on the : Veo

Customer Success Platform, Salesforce has opened Integrated 4

up the platform to everyone else, creating the #1 Industries - = g

enterprise app marketplace. With the AppExchange,
you can harness new innovation instantly, tapping a
vast partner ecosystem that includes thousands of apps
built and accessible on the Salesforce platform. There’s
nothing else like it in the world. Here are seven exciting

apps that give Customer Service departments the agility
to continuously deliver differentiated experiences that
drive customer loyalty:
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GetFeedback

LEARN MORE

“Zenefits uses
GetFeedback to
measure customer
satisfaction levels

at every step of a
customer interaction.
Survey results are
automatically
associated with

the customer

record Iin Service
Cloud enabling
the right people
at the company
to monitor and
react in realtime.”

Joshua Jackson
Business Operations, Customer
Support



https://appexchange.salesforce.com/listingDetail?listingId=a0N3000000B4lIxEAJ
https://appexchange.salesforce.com/listingDetail?listingId=a0N3000000B4lIxEAJ

Gainsight e nave

Iimplemented a
customer health
score system and
new cases are
automatically
created in Service
Cloud based on the
customer’s renewal
date, including
health score
metrics - allowing
us to engage with
customers in a more
relevant and timely
way, which results
in higher NPS and
retention rates.”

LEARN MORE

Abbett has made tremendous strides with our
product, increasing their usage 64% over the

Scott Romesser
VP Customer Care,
Citrix Online



https://appexchange.salesforce.com/listingDetail?listingId=a0N300000055jJXEAY
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Coveo

LEARN MORE
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“‘What Salesforce
and Coveo have
done is to help us
scale rapidly without
adding additional
costs and resources
to do it - it's great!”

Bill Parks
CIO, Sonus Networks



https://appexchange.salesforce.com/listingDetail?listingId=a0N30000009x8GjEAI
https://appexchange.salesforce.com/listingDetail?listingId=a0N30000009x8GjEAI

Heywire

LEARN MORE

“Anyone looking

to engage with

their customer in a
more personal way,
should be signing up
HeyWire LiveText”

Robert Cahill
Northwestern Technical Institute



https://appexchange.salesforce.com/listingDetail?listingId=a0N3000000B5hBtEAJ
https://appexchange.salesforce.com/listingDetail?listingId=a0N3000000B5hBtEAJ

NewVoiceMedia

LEARN MORE

“The integration

of caller line
identification with
Salesforce Service
Cloud has reduced
call lengths by up
to 20%”

Mike McCarron
VP Customer Success, Mobilelron



https://appexchange.salesforce.com/listingDetail?listingId=a0N300000025yAGEAY
https://appexchange.salesforce.com/listingDetail?listingId=a0N300000025yAGEAY

TalkDesk

LEARN MORE
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“Talkdesk's CTI and
deep integration with
Salesforce Service
Cloud enables us

to provide a great
customer experience
which results in
higher customer
satisfaction while
streamlining the

agent experience
across our

enterprise.”

Chad Boonsupa
Sr.Director of Customer Experience,
Chloe + Isabel



https://appexchange.salesforce.com/listingDetail?listingId=a0N30000000qjFlEAI
https://appexchange.salesforce.com/listingDetail?listingId=a0N30000000qjFlEAI

MapAnything

LEARN MORE

“Using Salesforce plus
MapAnything Live

for fleet tracking has
enabled us to service
our customers with
fewer dispatchers,
handle exception
worker orders without
disrupting operations,
and automate

billing processes. We
consolidated multiple
disconnected systems
into a single view,
SelVigleNVinuigglcXelgle!
money on a daily
basis.”

Mike Cardella
President/CEO, Westside
Environmental



https://appexchange.salesforce.com/listingDetail?listingId=a0N3000000586bhEAA
https://appexchange.salesforce.com/listingDetail?listingId=a0N3000000586bhEAA

Deliver
Personalized
Experiences
with Service
Cloud

Service Cloud Lightning is the #1
customer service application in the
world, helping organizations deliver
faster, smarter and more personalized
customer experiences. Built on the #1
cloud platform for business, Service
Cloud Lightning is the only solution that
seamlessly connects every customer
touchpoint across every phase of the
customer journey, giving you a 360
degree customer view that enables
personalized 1:1 relationships.
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Conclusion

To meet the ever-changing expectations of today’s connected
buyer, customer service departments need to operate at
customer speed, or risk losing them. Whatever the “next
big thing” that customers are going to expect, Salesforce
provides the agility to meet the need- fast. This e-book
has highlighted just a few examples of the hundreds
of partner apps available through Salesforce to
support the evolving needs of customer
service departments. The collective power
of our ongoing innovation on the world’s
#1 customer service application, Service
Cloud Lightning, and the #1 Cloud
Platform, combined with the
innovative capacity of hundreds

_ of partners developing new apps

"\\ is the best way keep service-
focused businesses one step

ahead of their customers—-and

the competition.



http://www.salesforce.com/service-cloud/resources/
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