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Notes by Carlo for Mattewh
1- Why Connecting brings Value 
2. Why customer 360 at center of receding by 
journey
3. How it helps with challenges



Market 
Context1



GA | October ‘22

Input Costs

+45%
Source2

2. DESTATIS (‘Erzeugerpreise’ - includes energy, investment costs, input costs, consumables); 3. What’s Going on with Shipping Rates, McKinsey & Co, Aug 2021; 4. DIHK Survey on German companies 
and their strategies to cope with supply chain issues  5. EUROSTAT; June 2022 data on Q1 labor cost growth 6. DESTATIS Press Release

        Labor costs

+4.2%
 labor cost growth in 

Europe5

https://www.mckinsey.com/industries/travel-logistics-and-infrastructure/our-insights/whats-going-on-with-shipping-rates
https://www.dihk.de/de/themen-und-positionen/wirtschaftspolitik/konjunktur-und-wachstum/blitzumfrage-lieferengpaesse
https://www.dihk.de/de/themen-und-positionen/wirtschaftspolitik/konjunktur-und-wachstum/blitzumfrage-lieferengpaesse
https://www.destatis.de/DE/Themen/Wirtschaft/Preise/Verbraucherpreisindex/_inhalt.html


Best Practices to extract value from 
Digital  Transformation… and respond to the storm

Renovate Evolve Transcend

Safeguard
profitability

Strategic 
measures

Generate actionable 
insight: 

Supplier Volatility, 
and profitable 
customer segments

Integrating sales,  service and 
operations execution, 

and Increase efficiency by 
automating processes 

Reduce 
costs 

Manage 
volatility 

Modernise commercial operations

New Revenue Streams 
& Partnerships



“Ease of doing business” initiatives
Onboarding, co-marketing, selling, servicing
Rebate Program Management

Integrated Revenue Management
Promote→Quote→Agreement→Commerce 
Management of Agreements vs Actuals

Modernize 
Commercial Operations

Simplify Partner 
Engagement

Unlock data from legacy systems 
Embedded analytics, AI-enhanced decisions

Predictive Demand & Pricing Insights

360° view of customers and assets
Omni-channel service & full field service

Full–Book-of-Business Demand Forecasting 

Transform Service

Translate 
Data into Actions

 BACK 
OFFICE

CONNECTED SENSORS, 
FIELD SERVICES & 
SUPPLIERS, etc.PricingPLMSupply Chain ERP Financials HR Logistics

  Connect the Value chain with Customer 360 

Customers, Partners, 
Employees

 Manufacturing 

OO



ANALYTICS

Marketing 
Dashboar
d

Sales 
Dashboar

d

Service 
Dashboar

d

Pricing & Document 
Generation

Quick Quote
Martin
After Sales
Rep

CPQ

FIELD
SERVICE

Dispatcher 
Console Schedule an 

appointment

Offline Mobile 
App

Inventory 
Management

Alberto
Technician

ERIKA
Scheduler

Partner 
community 

login

                   
GIORGIO

ACME 
Partner

Managing 
Appointments

Orchestrate agile processes around the Customer

SERVICE

Call

Omni-Channel

Remote 
Diagnostic

Real-Time 
Monitoring

MONIKA
Customer
Service Agent

LAUREN
Customer

STEVEN
CC Manager

SALES

Lead 
conversion

Customer 
360

Opportunity 
Management

Ferruccio
Sales Rep

B2B MARKETING

Marketing 
Manager 

Dashboard

Maria
Marketing 
Manager

Segmentation

Marketing 
Assets 
Creation 

Giulia
Marketeer

B2B 
Marketing 
Analytics

Automation

MANUFACTURING
Sales 

Agreements

Account 
Based 

Forecasting
Not use, alternative -



Customer 
Success2





Safeguard
profitability



Safeguard
profitability

SME’s can create their own analysis

Focused collaboration around key metrics

Reduced time to consolidate data and analysis

7 Days
< 5Mins

Time to create 
data visualisation 
& Analysis

$200M 

In working 
Capital savings 



Google Slides does not have an 
image placeholder option.  Please 

place an image over this box 
manually or work in 

„Thanks to Salesforce, we 
can react quickly and 
efficiently to changing 
customer and market 

requirements.“

Paul McCombs

Global Chief Technology Officer

Account teams achieve a 360-degree view of customers and 
oversee all key operations and data in real time 

More satisfied customers and lower warehousing costs 
thanks to better planning of production and closer 
integration with the sales department

More efficient and cost-optimized processes through 
automated data transfer and improved integration with ERP 
systems

How Klöckner Pentaplast makes
the right business decisions with Salesforce

SALES

Increased 
productivity

Reduced
inventories 
through better 
production 
planning SERVICE INTEGRATION MANUFACTURING

Manage 
volatility 



INTEGRATION 

Reduce 
costs 



Google Slides does not have an 
image placeholder option.  Please 

place an image over this box 
manually or work in 

Enabling high-value service provision 

“With Salesforce we have 
created a platform to 

meet not only our current 
but also our future 

needs.”

Chief Technology & Digital 
Officer

Bosch Service Solutions

360°-view of the customer                                                        
across sales, quality, operations and field service

Connection of formerly siloed functions to                        
increase global sales transparency 

Implementation of an end-to-end standardized 
lead-to-contract process 

5 months 
Initial 
implementation 
time 

+75% 
increase in 
customer 
satisfaction (Net 
Promoter Score)

SALES PLATFORM APP 
EXCHANGE

2 days   
of actual business 
migration, no down 
times, no 
productivity loss at 
cutover

Safeguard
profitability



Success Now
Add the 25% IT cost savings 
report? 





Innovation &
Collaboration3



Embedded 
Analytics

Modernize 
Commercial 
Operations

Simplify 
Partner 

Engagement

Transform 
Service 

Experiences

Manufacturing 
Cloud 360
World’s most complete 
manufacturing platform 



May 2020 Salesforce Platform Metrics*May 2020 Salesforce Platform Metrics

Building Products

Chemicals

Agriculture

Materials / Other

Industrial 
Products

Parts Suppliers

And many 
more

Transforming Experiences in Every Manufacturing Segment

Any Size Manufacturer - Any Segment -  Any Geography

Equipment

Tony Gondick
Head of CRM 

Kawasaki Engines



Slack for Manufacturing: Your Digital HQ!

Human Events System EventsEngagement Layer

Can we make a cost saving?

Do we have stock on hand?

🆘 Shipments only 5% Dual Sourced 

Your threshold was hit! Act now



40% decrease in time to resolve 
issues

2x decreased turnaround time in 
response from partners

Connecting with
Suppliers, Distributors 
& Customers



Track Inventory & Shipping 
through Bots to predict 
Out of Stock scenarios

11.4% increase in CSAT 1
9.2% increase in NPS 1

Get ahead of out of stock 
scenario

Inventory Bot



Customer Innovation on Slack
Honeywell SRM BMW Supplier 

Engagement



Closing Statements

Renovate Evolve Transcend
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Thank 
You




