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Question #1

What Enterprise Feedback Management (EFM) and 
Customer Relationship Management (CRM) solutions 
do you currently use?

a) CustomerSat & Salesforce.com  

b) CustomerSat & another CRM solution 

c) CustomerSat only, no CRM solution 

d) Salesforce.com only, no EFM solution 

e) None of the above 
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Question #2

If you use CustomerSat, which CRM solution 

have you integrated it with?

a) Salesforce.com 

b) Another CRM solution 

c) We are not integrated with a CRM solution
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Safe harbor statement under the Private Securities Litigation Reform Act of 1995: This presentation may 
contain forward-looking statements that involve risks, uncertainties, and assumptions. If any such 
uncertainties materialize or if any of the assumptions proves incorrect, the results of salesforce.com, inc. 
could differ materially from the results expressed or implied by the forward-looking statements we make. All 
statements other than statements of historical fact could be deemed forward-looking, including any 
projections of subscriber growth, earnings, revenues, or other financial items and any statements regarding 
strategies or plans of management for future operations, statements of belief, any statements concerning 
new, planned, or upgraded services or technology developments and customer contracts or use of our 
services.

The risks and uncertainties referred to above include – but are not limited to – risks associated with 
developing and delivering new functionality for our service, our new business model, our past operating 
losses, possible fluctuations in our operating results and rate of growth, interruptions or delays in our Web 
hosting, breach of our security measures, the immature market in which we operate, our relatively limited 
operating history, our ability to expand, retain, and motivate our employees and manage our growth, new 
releases of our service and successful customer deployment, and utilization and selling to larger enterprise 
customers. Further information on potential factors that could affect the financial results of salesforce.com, 
inc. is included in our annual report on Form 10-K filed on February 29, 2008, and in other filings with the 
Securities and Exchange Commission. These documents are available on the SEC Filings section of the 
Investor Information section of our Web site. 

Any unreleased services or features referenced in this or other press releases or public statements are not 
currently available and may not be delivered on time or at all. Customers who purchase our services should 
make the purchase decisions based upon features that are currently available.  Salesforce.com, inc. 
assumes no obligation and does not intend to update these forward-looking statements.

Salesforce.com Safe Harbor Statement
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Software as a 
Service

21st

Century Platforms

Client/Server

Late 20th

Century Platforms

Mainframe

Mid 20th

Century Platforms

Salesforce.com’s Mission: 
Innovation Driver, Catalyst & Evangelist
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Our Inspiration:  The Consumer Web
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Our Goal:  Help Companies Manage all Business 
Information On Demand

You should not have 
to…

Manage Hardware

Upgrade Software

Wait for Changes 

Tune Databases

Manage Disaster Recovery

You should be able to 
easily…

Gain Visibility

Drive Adoption

Customize & Integrate

Change

INNOVATE!



8Our Vision: The World’s First Multi-Application, 
Multi-Category SaaS Company
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First SaaS Company to Exceed $1 Billion Annual Run Rate

FY2007 FY2008FY2005 FY2006
Revenue though fiscal quarter ended 7/31/08
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Strong Growth in New Customers

Based on publicly available customer and subscriber numbers. Bars represent fiscal quarters.

Fiscal Year

2001 2002 2003 2004 2005 2006 2007 2008

47,700+ Paying Customers

1,100,000+ Paying Subscribers

July 31, 2008

2009



11

74% Have Already Recommended
94% Would Recommend to Others 
94% Will Continue to Use

Source: Salesforce.com Relationship survey conducted in July 2007 and Feb. 2008, by an independent supplier CustomerSat, Inc. Sample size for 
continue to use = 4147, recommend to others = 4140, and already recommended = 4150, WW respondents, randomly selected. Success Rate reflects 
respondents indicating “Definitely will” or “Probably will” continue to use salesforce.com. “Would recommend to a Colleague” reflects respondents 
indicating “Definitely will” or “Probably will.”

Our Results: Incredible Loyalty and 
Recommendation Rates
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Our Program: “Voice of the Customer”

Objective: Represent the “Voice of the Customer” to 
all Employees and our Partners

Tools: CustomerSat and Salesforce.com

Actions: Analyze and recommend actions to all 

Results: Empower the right people

Timing: Every 6 months

Scope: Global
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Our Business Performance Framework: 
Metrics for Measuring Customer Success

1. Market Awareness/Branding Effectiveness
2. Product and Technology Effectiveness
3. System Performance and Reliability
4. Customer Success
5. Customer Evangelism
6. Customer Loyalty: Renewal and Attrition
7. Future Services to Provide
8. Prioritization of Improvement Opportunities
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Improvement Opportunities

Key 
Vulnerabilities 

Potential 
Vulnerabilities 

Strategic 
Advantages

Potential 
Advantages

Satisfaction

Im
po

rt
an

ce

Drivers of Satisfaction with Our Application Features

Customer Service & Support
Sales

Analytics and 
Reporting

Customer 
PortalMarketing

Workflow

Mobile PDA 
Solution

PRM

Outlook Edition

Content Mgt. 
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How We Drive Action

Immediate CustomerSat Action Alerts sent to account 
executive from customers that ask for a follow-up 

All employees see CustomerSat survey results in our
Salesforce CRM System

Salesforce.com Reports used to find survey results by 
rep or region or any other criteria

Salesforce.com Campaigns and Workflow used to 
trigger Tasks for account executives to complete

Salesforce.com Dashboards used to measure tasks 
completed, opportunities created, and opportunities 
closed
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Sample Action Alert Email

Subject Line – Your customer would like you to contact them

Hello – We are in the process of conducting our bi-annual customer relationship survey 
to over 2600 global customer contacts randomly selected. Your customer requested 
that you follow-up with him/her regarding their survey response. To view the entire 
survey response your customer completed for us, please click on the link below.

Nothing is more important than customer success. Please review your customer’s 
survey response and reach out to your customer now.  Thank you for contacting your 
customer. 

If you have any questions regarding our survey process, please feel free to contact me.

<SURVEY LINK HERE>

Wendy Close, CRM Success Expert
Salesforce.com
(415) 536-7159 
wclose@salesforce.com
or askwendy@crmsuccess.com
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Survey Data Loaded into Salesforce
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Full Survey Link

Loyalty

Satisfaction. Improving the 
Customer Experience

New Areas of Interest

Full Survey Link

Loyalty

Satisfaction. Improving the 
Customer Experience

New Areas of Interest
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Fulfillment of Business 
Objectives

Measurable Business Impact 
Achieved Using SFDC 

Account Penetration and 
Opportunity

Implementation Strategy Used

Willing to Be a Reference

Fulfillment of Business 
Objectives

Measurable Business Impact 
Achieved Using SFDC 

Account Penetration and 
Opportunity

Implementation Strategy Used

Willing to Be a Reference
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Survey Data in Salesforce Reports



21Review, Customize, and Create Reports in Salesforce 
Using Integrated CustomerSat/Salesforce Data Sets 
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Official Survey Results Stored in Salesforce “Content”
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How We Did The Integration 

Tools Used: CustomerSat’s “Export Feedback” feature, Microsoft Excel, 
and Salesforce.com Apex Data Loader.
– We use Export Feedback to create the Excel file of data we want to 

import into SFDC. We use Excel to massage the data, and Apex Data 
Loader to upload the information into Salesforce.

Time: One to two business days per survey wave 
– About one business day Business Operations to review the changes

to make to the Salesforce application, and 1-2 business days for a 
Salesforce admin to prepare and load the data. 

Resources/Skill Set Needed: One Information Technology Support 
Analyst/SFDC Admin. 
– Knows how to in Salesforce, create a custom object, create fields, 

manipulate page layouts, and have experience with Salesforce Apex 
Data Loader.  Intermediate Excel skills needed. 
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CustomerSat Export Feedback Options
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Salesforce Apex Data Loader

Easy-to-Use Wizard: Guides you 
through selecting data sources, 
mapping fields, and viewing errors.

Reusable Maps: Save mapping 
files so you can easily load files 
from multiple data sources and 
reuse existing maps.

Large File Support

Scheduled Imports and Repeated 
on an Automated Basis

http://blogs.salesforce.com/features/2006/03/appexchange_dat.html
Available in Salesforce Enterprise, and Unlimited Editions
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Sample Task and Campaign

Task: Sat score is 5 or less and/or not considered a long term 
solution -– Triggers email alert to sales person read survey results 
and to contact account. 

Campaign: If interested in XYZ Product = yes or maybe – send 
email alert to sales to follow up on sales opportunity and associate 
it with ABC Campaign.
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Dashboards to Measure Success
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Action Advice

Integrate your customer feedback with your 
CRM system (If you use CustomerSat and 
Salesforce.com -– it’s easier then you think). 

“
”

– Wendy Close, CRM Success Expert, 
Salesforce.com 2008
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Lessons Learned

Start Simple. Pick a few key pieces of 
customer relationship survey data per contact 
that will give your employees the greatest 
insights. Move these nuggets into your CRM 
system first. Then over time add more survey 
data. 

“

” – Wendy Close, CRM Success Expert, 
Salesforce.com 2008
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Wendy’s Top Ten List

1. Full survey link
2. Primary involvement with XYZ (pick list of roles) 
3. Customer Satisfaction Level (1 to 10)
4. Likelihood to Continue Using (definitely will, probably will, probably will 

not, definitely will not)
5. Why XYZ is a Long-Term Solution (Free form)
6. Why XYZ is Not a Long-Term Solution (Free form)
7. How We Can Improve Your Experience (Free form)
8. Additional product/services of interest (List)
9. Would recommend to others (definitely will, probably will, probably will 

not, definitely will not)
10. Willing to be a Reference (Y/N/Not right now)
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Question #3

After today’s presentation, do you now plan to integrate 
your Enterprise Feedback Management and Customer 
Relationship Management Solutions? 

a) Yes 

b) No 

c) I’m thinking about it. 
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Questions?

Wendy Close
wclose@salesforce.com
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