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Doing Well and Doing Good, Together
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2.6B
marketing
messages sent

1.9M
commerce 
orders

19.7M
customer
service 
conversations
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Einstein
predictions
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commerce 
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reports and
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24 Hours in the Life of Salesforce



Trailblazer Success & Community • World’s #1 CRM • Fast Time to Value • Scalable & Flexible • Work From Anywhere

Slack-First Customer 36O



Keeping 
Customer
Data Safe

Faster Recovery 
From Events

Large or small, global business has no downtime

24/7

Reducing Downtime

Salesforce.com, inc. Confidential and Proprietary Information - Subject to Non-Disclosure Agreement or Master Subscription Agreement

The World’s Most Trusted Enterprise Cloud

Trusted Security

Multi-Tenant
Infrastructure

Continuous
Innovation

Rapid 
Incident
Response



Option 1: FSC Journey Slide. Customize for your customer

Financial Services Cloud Continues to Innovate

2016 2017 2018 2019

Wealth

Mortgag

e

Banking

Insurance

Foundation

2020

Householding
Client Management

Relationship Mapping
FSC Communities

Intelligent Referrals
Action Plans Life Events and Business 

Milestones
Actionable

Relationship Center

Einstein Referral Scoring

Community Cloud for 
Banks 

Business APIs for LOS 
& System Integration

Community Cloud: 
Portal for Independent 

Insurance Agents

Distributor 
Performance
Management

Community Cloud for 
Wealth Managers

FSC Wealth Management
Client / Household Model

Multi-Currency and 
Language Localization

Relationship Mapping
FSC Communities

Intelligent Referrals

FSC Retail Banking App

Person & Household 
Account View

FSC Commercial Banking 
App

Teller Access

Einstein Analytics for 
Retail Banking

Einstein Analytics for 
Wealth Management

Streamlined 1003 
Application Flow

Document Tracking & 
Approvals

FSC Insurance App

Einstein Analytics for 
Insurance

At the center of every financial 
service offering is a customer

Financial Services Cloud extends Sales and 
Service Cloud. It is embedded in your CRM 
to connect all lines of business to unify the 
customer experience, and integrated with 
your core business processes to manage 
relationship insights and compliance.

14 Releases



Optimized Mission Critical Processes Connect the Entire Journey
Bringing together customer, banker, service agent, mid-back office, and 
digital channels

Lead Prospect Customer Dep & Loan Services Cust Support Renew/GrowMarket

Customer Acquisition

Customer Onboarding

Loan Origination

Account Opening & Service Fulfillment

Customer Support

Customer Impact Management

Relationship Deepening

Business Management & Data Insight

Compliance Agility



RMs  > PBOs > CSR > Teller > Mangers > MLO  > Admin/Support > Compliance/Audit > Broker > 
Customer

Financial Services 
 

SalesOrchestration Service

Marketing Cloud

+

MuleSoft
Integration & APIs

Core Banking Systems and Applications

AIApps Analytics

Platform & 
Ecosystem  

Education Customer 360

Portals

Channels 
Apps

The Salesforce Platform for Banking

AppExchange 
Partners

5,000 +

Much more than CRM

Personas

Vlocity
 



Four Common Strategies in Successful Implementations      
Success happens when there’s a strong game plan in place and 
organizations stay the course

 Establish a Strategy  Start with Thin & 

Wide

 
 

 Align IT & Business 

Strategy

 
 

 Consider Culture

● Stakeholder Alignment
● Defining the 360 vision
● MVP Definition
● Less is More
● OOTB vs. Integration 
● Batch vs. Real-Time
●  360 Roadmap 

● Laying the Foundation
● Identify Common 

MVP Use Cases
● Connective Tissue
● More Than One 

Persona or Channel
● Project Roadmap

● Deliver on Business 
Priorities First

● Establish Governance
● Simplify Architecture
● Define Target State
● Good vs. Perfect
● Lead with APIs
● Use Agile Development

● Address App vs. Strategy
● Steering Committee
● Align to Operational 

Model
● Change Management 

a ongoing process
● Champions
● Training vs. Enablement 



29%
Increase in 

Remote 
Employee 

Productivity

Source: Salesforce July FY21 Success Metrics Pulse 
Report 

27%
Increase in 

Qualified Leads

27%
Faster Decision 

Making

31%
Increase in 
Employee 

Engagement

Sales Efficiency, Customer 
Experience,
Employee Satisfaction &
IT Efficiency

Benefit uplifts as reported from 
our Financial Services customers

23%
IT Cost 

Reduction

27%
Decrease in 
Time to First 

Response

91%
Had ROI 

Improvements 
Implementing 

Salesforce

28%
Faster System 

Integration

Salesforce Business Value Benchmarks



 Retail Banking Customer Stories

Banking 
Trailblazers




