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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



Salesforce.com Safe Harbor Statement

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.
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Salesforce.com’s Mission:

Innovation Driver, Catalyst & Evangelist
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Our Inspiration: The Consumer Web

Google amazon.com




Our Goal: Help Companies Manage all Business
Information On Demand
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Our Vision: The World’s First Multi-Application,

Orlesforeer

Multi-Category SaaS Company
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9
First SaaS Company to Exceed $1 Billion Annual Run Rate

sales ﬁrce com®
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Annualized Revenue 192
Exceeds $1 Billion 1.7
162
I

Quarterly Revenue ($M)

QL Q2 Q3 Q4! QL Q2 Q3 Q1 Q2 Q3 Q4! Q1 Q2 Q3 Q4! Q1 Q2
FY2005 | FY2006 5 FY2007 | FY2008 . FY2009

Revenue though fiscal quarter ended 7/31/08
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Strong Growth in New Customers
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47,700+ Paying Customers

1,100,000+ Paying Subscribers

July 31, 2008

2000 | 2002 | 2003 | 2004 | 2005 | 2006 | 2007 | 2008 | 2009

Fiscal Year

Based on publicly available customer and subscriber numbers. Bars represent fiscal quarters.
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Our Results: Incredible Loyalty and
Recommendation Rates

> 94% Will Continue to Use
» 949% Would Recommend to Others
» (4% Have Already Recommended

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 Program

Objective:

Tools:
Actions:
Results:
Timing:

Scope.:

S f)rce.com

: “Voice of the Customer”

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

CustomerSat and Salesforce.com
Analyze and recommend actions to all
Empower the right people

Every 6 months

Global
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Our Business Performance Framework:
Metrics for Measuring Customer Success

Market Awareness/Branding Effectiveness
Product and Technology Effectiveness
System Performance and Reliability
Customer Success

Customer Evangelism

Customer Loyalty: Renewal and Attrition
Future Services to Provide

© N O O bk wWwDdhE

Prioritization of Improvement Opportunities
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Sample Prioritization of Application 14

Improvement Opportunities

Drivers of Satisfaction with Our Application Features

Key Strategic
wsanl  VUINerabilities Advantages
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Potential Potential
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Satisfaction
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How We Drive Action

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

@lﬁmz 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

2 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

15



16
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

sal f)rce.com m




Survey Data Loaded into Salesforce

Home | Documents | Campaigns | Leads | Opportunities | Contracts | Orders | Solutions | Dashboards | Intranet | Google M

Search *
| Search Al >
| 3 New
% AppExchange Offerings | New | AppExchange C
Mo records fo display
() Opportunities | New | Oppe
Action Opportunity Name Stage Amount Close Date Owner Full Na
Edit
Edit
Edit
Edit
@t Surveys b Customer Sat !
Action Survey Response ID Contact Name Contact Email Likelihood to Continue Using SFDC SFDC Believed to be a Long-Term Solution Sales Ap
Edit | Dl 003559 Definitely will Yes Compett
intelligen
enrichme
SFDC on
devices
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Survey Response ID 003559
Account Name
Contact Mame | ... o ceee i
Full Survey Link
Cont ——
Complete Survey y
Results
s
Survey Date  2.08.2008
Primary Involvemnent  Business sponsorfproject champion
with SFDC
Primary Job  Other (CEQ)
Function/Dept. L Oyal ty
Likelihood to  Definitely will
Continue Using SFDC
SFDC Believedtobea Yes

Long-Term Solution

Why 5FDC is a Long-
Term Solution

Why SFDC is Not a
Long-Term Solution
Customer
Satisfaction Level
How We Can Improve
Your Cust.

Back Office
Integration
Considering Use of
SFDC Call Centeri555

Sales Apps of
Interest

Marketing Apps of
interest

Service & Support
Apps of Interest

Other Apps of
Interest

Business Objectives
Leading to CRM Eval.

VWe are building our processes and information usage around it

Satisfaction. Improving the
Customer Experience

8

make it a3 one-stop shopping experience for my staff, better integrate the CRM with my needs.

New Areas of Interest

—

Competitive intelligence; Data enrichment services; SFDC on mobile devices

Drip / multi-step Campaigns; Search engine optimization; Web site tracking and analytics; Market
research mamt: Marketing resource mamt.

Advanced knowledae management, Call scripting; Computer Telephony Integration; Customer
satisfaction surveys

cleansing, data qu'alih' semvices; Electronic signatures + wurkﬁuw, Financial porifolio management; :l
Forums and discussion boards: Inbound email capabilities: Instant messaging/employee chat;
Project Management apps, R3S Integration ;l

Increase sales revenue; Acquire new customers; Improve sales pipeline visibility, Reduce operational
costs; Improve customer data quality/mgrmt

18



tgzsiness Objectives
ading to CRM Eval.

SFDC Increased
Customer
Satisfaction

SFDC Increased
Sales Revenue
SFDC Increased
Customer Loyalty
SFDC Acquired New
Customers

SFDC Increased
Customer Retention

% Increase in Sales
Revenues

% Increase in Win
Rate

% Increase in Sales
Productivity

% Increase in

Customer
Satisfaction

% Increase in
Customer Retention
% Decreasein
Service/Support
Costs

% Increase in Lead
Volume

% Increase in Profit
Margin
Implementation
Strategy Used

% of CRM Employees
Using SFDC

% of non-CRM
Employees Using
SFDC

Willing to Serve as a
Customer Reference

19

Increase sales revenue; Acquire new customers; Improve sales pipeline visibility, Reduce operational
costs; Improve customer data quality/mamt

Yes Fulfillment of Business
Objectives

Yes

50%

10%

e Measurable Business Impact

10% Achieved Using SFDC

0%

15%

Implementation Strategy Used

50%

10%

‘ Account Penetration and

- Opportunity

Not at this time < Willing to Be a Reference
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Survey Data in Salesforce Reports

Slsfret” -

Home .| Documents | Campaigns | Leadd Reports . iti . ; i | Intranet | Googlel

Setuo- Sysom Loa- Helo & Trainina Logout . w{\ppexchange [saes = =

Search ‘.‘ Reports Home Tald me more! | Help for this Page 7
ISearr:.h All |
I@ Enter kevwords to find matching custom reports.
< Customer Surve Find Report
™ Limitto items | own -—J)
Advanced Search.. Report Folders
Recent Items Edit | Del | Export CS - SF Customer Sat  Customer Satisfaction Scores from Survey Corporate Sales - SF
i} Scoreg
Edit | Del | Export Q1 FY09-Customer Sat Reference Repors
Suvey
Edit| Del | Export QvReport-EMEA [ PS Cust Sat Survey
Edit | Del | Export Cus Sat Sunvey results of customer satisfaction survey EMEA CS CSM Reports
Edit | Del | Export Customer Safisfaction [N Alliances - Partner
Surnvey Enablement
Edit | Del | Export Customer Survey <5, Customer survey respondants with satisfaction level less than Unfiled Public Reports
SFDC not long term 5 and indicate that salesforce.com is not a long term solution
robusiness
Edit | Export Customer Survey Which customers have we surveyed in the past 12 months d Public Reports
Results 707 and 208 and what do they say about us?

salesforce.com



Review, Customize, and Create Reports in Salesforce 21

Using Integrated CustomerSat/Salesforce Data Sets

|" H%e | Documents | Campaigns | Leads ' Accounts | Contacts | Opportunities | Contracts | Orders '| Solutions |' Dashboards | Intranet .| Google Maps | Success Plans | IdeaBxchange ]
- -

Y customerSat data

i New! ’: Personal Tags: (No Tags) AddPersonalT:

Report Generation Statius: Nele 2,000 of 2,487 records are displayed below, Setect Export Detals to Excel for & compiste view of your dala
HReport Options:
 Time Frame
Summarize information by: View Columns Duration
| —None— > | [Alcustomer sat surveys > | | Customer Sat Survey: Created Date ~> | [custom >

Start Date End Date

 un Report [ ide Detaie fcustomize | save [ save As | Deiste J rintable iew | Export Detais

Generated Report:

___________ 001211 - 7 - Salesforce com  Sales Staff 11/6/2007
end user
a2Z3000000000Fq 000978 Mo 9 - Salesforce.com Marketing Execulive/Management TUBI2007
administrator
A2Z3000000000F7 000933 - (5 - Salesforce.com Sales ExecutiveManagement 11/6/2007
end user
a2Z300000000020 000120 - - | would like to be able to getmy  Salesforce.com Sales ExecutiveManagement 111612007
E-mail in Salesforce. end user
a27300000000021 000121 - 9 Offer consulting sandces to Business Sales EvecutiveManagement 1182007
ensure product maximization. sponsorfproject
Offer suggestions on howte champion
enhance the user experience.
a2730000000002C 000132 - 7 It's just right Salesforce.com Marketing Staff 111612007
administrator
a2Z3000000000Dv 000859 - 6 - Salesforce.com Sales Staff 11/6/2007
end user

salesforce.com
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Official Survey Results Stored in Salesforce “Content”

Crlesforce® saotent g lodos T force.cont [conen =]
content &

Home | Workspaces Subscriptions | Contribute k

"y

| Content Search C

~—% ontent - - Tell me more!  Help for this Page @2
SFDC Relationship survey results 3.08 ~=2 e MeTe
|AII Workspaces ;'
« Back
| Search | Content Details e e e e
2% SFDC Relationship survey results 3.08 &, ap _ _
0 P Comments | Versions || Subscribers | | Downloads

Recent Items P
our official Salesforce.com Relationship survey results on ¥ Number of Comments: 1 Write Comment

CustomerSat Letternead approved for external use.

Highlights: 94% of customers indicate they definitely or Great for sending to prospects
probably will continue to use salesforce.com. Business
executives report achieving an average return on
investrment of 49% within 10 months.

By: Wendy Close = 1 minute ago | delete | edit

Not Subscribed

% Tags Customer Survey ¥
Customer Survey Results (¥

CustomerSat™ Ease of use®)
customer satisfaction (=)
customer success ¥ roil®

add tags... |

Author  Wendy Close(¥)

Created  3/20/2008
Featured
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23
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.

sforce.com @



CustomerSat Export Feedback Options

Customer¥Sat T Chiminiter] Users & Push Reprts
ExPoRT FEEDBACK OPTIONS B

Export Feedback enables the export of all data or a sub =et of the data to a text file.
For more information an this feature click on Help abowve.

Report name

Email address
Display options
Null (empty) values

| Create Alpha Value file

| blank] and =~

Kl [KA{R | K

Mon numeric rating values I Choice Text/Rating Value

Apply a filter (optional) II'-Iune

Apply a date filter (optional) INune ;I Iguu.g ;I
Fruml To I

Date format | Dizplay Date LI

Add link to response in export file IND LI

Delimiter ITab LI

Column names I Question Text LI

Custom footer (optional)

Hide Guestionz in Exported Feedback

Generate New Feedback File

Download Feedback File

saleyc‘)rce.com
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Salesforce Apex Data Loader

= Easy-to-Use Wizard: Guides you
through selecting data sources,

S > > Apex Data Loader
mapping fields, and viewing errors.

= Reusable Maps: Save mapping =T

files so you can easily load files
from multiple data sources and -m }
reuse existing maps. REBE

= Large File Support

= Scheduled Imports and Repeated
on an Automated Basis

Available in Salesforce Enterprise, and Unlimited Editions
http://blogs.salesforce.com/features/2006/03/appexchange dat.html

salesforce.com m
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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.

TOP LV e vask | how Ever |

Action  Subject
Edit | Cls [TEThnical Issues, Please Follow Up Tand, Edward
Edit | Cls | Approve Confract Revisions Goldberg, Scoll

Collaboration |4

»  |B2172005 Mot Stared  |High |Stﬂﬂﬂtlntﬂ$h

Activity HiFw Log A Call | Mail Merge | 5 IR View AL |
Action  Subijéct T S SR Rkt
"H"il"‘.'l“ﬂ']r v Eiund Call: Meeds Tech Support Eult - iy 5 05 _ E1II005 454 B
Edit | D&l !Inhnund Ernail: Adjustrnent 1o Special Terms | Bobe, Jason Palch Manager (130 V5) | | Br2152005 | Brand Drake | B/21/2005 4:50 PM
Edit | Del | Call: Final Megoliations Goldberg, Scoff | Patch Manager {120VE) | " |B20/2005 | Brent Drake | Br2172005 448 PM
Edit | Dal |Heal:irm Prasanted bo the CEQ & CI0 Buakar, M Palch Managar (120 V&) | B TI2005 2:00 PM | Brand Drake _ Er212005 4:54 PM
Edit | Del |Meesting: Breakiast at Ellas Bobe, Jason Paich Manager (120 V5) | [ 172152005 8:00 AM | Brent Drake | 6721720005 4:51 PMW

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.

Saley(‘)rce.com m



Dashboards to Measure Success

Dashboard

1 - Marketing Executive Dashboard
+ Go To Dashboard List
——————

View Dashboard | 1 - Marketing Executive Dashboard

Q3 Unspent Marketing Budget

Pipeline

[CA edit | cione |l Refresh |

0 15,000
7,825 5
Q3 Unspent Budget

Opportunity Trends

Daily Sales to Date

]
g $1000 |-
&
2 800 |-
E
$600
£
g H400 |-
H
s
E $ni«~(\\\~\'\¢\\\\
A y}@'; ‘}4.‘_(1\ o §@°§a§a@a§a
FaH ¥ L L
A o @pl@'
Close Date
Close Month
W crzoos M crzoos M cy2007

cyzoos

Top 5 Reps This Quarter
Top 5 Reps this Quarter

Opportunity Owner Sum of Amount
Peter Parkins $3.6M
Ely Easter 672K
Thornton Thomlinsen 497K
Ellery Mayers 495K
Dennis Rossiter 467K

Prospecting
Qualification
Needs Analy...
Walue Propo...

% Id. Decision ...
& Perception ...
Proposal/Pri...
Negotiation...
Closed Waon

®

Top 3 Marketing Channels

Sum of Total Value
Campaign Type Opportunities
Internet Search $374,700
Email $161,000
Serminar $125,000

Conference

Leads by Campaign {Technology Services)

o o wl
&P
Sum of Amount (Thousands)

M upgrade

B Add-0n Business B New Business

Type

Target Pipeline is

Activities

3times your Quota

Sean Whiteley

Cindy Central
Peter McGui...
Ely Easter
T Craig Henry
S Thomas East
W Wendy West
= Vince West
Tllohnson
Sue Market . : :
SR e e P e
Record Count
Activity Type
B cal B Cold Call
B Email Meeting
B Other [ Send Letter/Quote
Last 120 by Rep & Type

Activities Completed

Charlie Chal...
Chet Callag...
Cindy Central

Craig Henry

Record Count (Hundreds)

Campaign Name
M Tradeshow - Netwark Warld
B Internet Search - Secure Networking Cuide
B Email - Technology Services Promotions

3rd Party Banners - Technology Services Pr...

Leads to work from active Campaigns

QTD Closed + Pipeline

$0 346 $100

sum of Amount (Thousands)

saleyc‘)rce.com
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Action Advice

LL ntegrate your customer feedback with your
CRM system (If you use CustomerSat and
Salesforce.com - it's easier then you think).77

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

L 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. 7

— Wendy Close, CRM Success Expert,
Salesforce.com 2008

alesforce.com m
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Wendy’s Top Ten List

Full survey link
Primary involvement with XYZ (pick list of roles)
Customer Satisfaction Level (1 to 10)

Likelihood to Continue Using (definitely will, probably will, probably will
not, definitely will not)

Why XYZ is a Long-Term Solution (Free form)
Why XYZ is Not a Long-Term Solution (Free form)
How We Can Improve Your Experience (Free form)
Additional product/services of interest (List)

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)

S | ﬁrcecom m
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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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