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ABSTRACT

Salesforce Customer 360 represents an integrated customer relationship management platform designed to provide
comprehensive insights into the customer journey. This platform connects various facets of a business, including
marketing, sales, commerce, and service, offering a unified, 360-degree view of each customer. By leveraging this
platform, companies can streamline their processes, enhance cross-departmental collaboration, and effectively
tailor their customer engagement strategies to meet individual needs. This leads to more efficient revenue
management through ongoing subscriptions and partnerships from the initial point of sale. The platform's robust
architecture gives businesses the tools to create a single source of truth for all customer and revenue-related data,
enabling precise revenue tracking and recognition. Salesforce Customer 360 empowers organizations to become
more customer-centric, increasing satisfaction and loyalty while unlocking strategic advantages that drive long-
term growth and success. [1]
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INTRODUCTION
Salesforce Customer 360 is an innovative platform that unifies various customer-facing components of a business
into a cohesive system. It is the cornerstone of the Salesforce ecosystem, providing a holistic view of each
customer by integrating data across different departments—marketing, sales, commerce, service, and more. This
unified approach facilitates seamless interactions and experiences for customers and employees, as all
stakeholders can access the same information.
As a part of Salesforce's broader Customer 360 Platform, it leverages advanced technology to connect and
automate processes, thus helping businesses streamline operations, gain deeper insights, and foster more
meaningful relationships with their customers. The platform's capabilities, such as Configure-Price-Quote, Billing,
Subscription Management, Partner Relationship Management, and B2B Commerce, empower organizations to
manage their revenue streams more effectively.
By breaking down silos and offering a single source of truth for customer information, Salesforce Customer 360
ensures consistency in customer engagement. It supports a strategic approach to revenue management, from initial
purchase to renewal. It is designed to satisfy customers' immediate needs and anticipate future demands, enabling
businesses to adapt swiftly in a dynamic market environment. The platform's comprehensive view into the
customer lifecycle aids in recognizing revenue accurately, optimizing sales strategies, and, ultimately, driving
sustainable growth. [1]

UNDERSTANDING SALESFORCE CUSTOMER 360

Salesforce Customer 360 is an integrated CRM platform that provides businesses with a unified, comprehensive
view of their customers. It connects various departments—including marketing, sales, commerce, and service—
allowing for seamless sharing of customer data across an organization. This leads to improved customer
interactions, enhanced team collaboration, and more efficient management of the entire customer lifecycle. Key
features include tools like CPQ, Billing, Subscription Management, and B2B Commerce, which streamline the
revenue management process. By implementing Salesforce Customer 360, companies can effectively harness
customer insights, meet diverse customer needs, foster a customer-centric organization, and achieve strategic
business advantages. [1]
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KEY FEATURES OF SALESFORCE CUSTOMER 360

Salesforce Customer 360 offers a wide range of tools and functionalities aimed at improving customer relationship

management and optimizing business processes. [1]

[1].  Unified Customer Profile: Integrates data from multiple sources to create a single, holistic view of each
customer. [2]

[2]. Cross-departmental collaboration: It is a powerful feature that connects various departments, such as
marketing, sales, commerce, and service. It enables teams to work together, fostering a shared
understanding of customer needs and the power of teamwork.

[3]. CPQ: Helps sales teams quickly generate quotes for orders, ensuring accuracy and efficiency in the sales
process.

[4]. Billing: Manages invoicing and financial transactions, linking sales directly to finance for streamlined
operations.

[5]. Subscription Management: Facilitates handling recurring revenue streams and subscriptions, allowing for
better customer lifecycle management.

[6]. Partner Relationship Management: Strengthens partner collaboration, enhancing channel sales and
partner engagement strategies.

[7]. Sales Cloud and Service Cloud: It provide comprehensive sales management and customer service
solutions, enabling businesses to manage the entire sales cycle and effectively support customer
interactions.

[8]. B2B Commerce: Offers a platform for businesses to manage B2B transactions, creating a tailored buying
experience for business customers.

[9]. Revenue Recognition: Ensures accurate revenue tracking and reporting that aligns with accounting
standards and regulations.

[10]. Analytics and Insights: Delivers powerful analytics tools for deep insights into customer behavior and
business performance, driving data-driven decision-making. [3]

Salesforce Customer 360's features combine to transform how businesses manage their customer relationships,

providing both the strategic advantage of a comprehensive CRM solution and the operational benefits of an

integrated platform for revenue management and customer engagement. [1][2]

ACHIEVING A UNIFIED CUSTOMER VIEW WITH SALESFORCE CUSTOMER 360
Achieving a unified customer view with Salesforce Customer 360 lies at the heart of its CRM capabilities,
providing businesses with a complete and holistic understanding of their customers. This comprehensive view
results from the platform's ability to aggregate and harmonize customer data from multiple channels and
departments, including marketing, sales, commerce, and service. Organizations can deliver personalized
experiences at every touchpoint and enhance customer satisfaction by having a single source of truth for customer
information.
The integration of disparate systems into Salesforce Customer 360 creates a user-friendly and accessible platform.
Every interaction with a customer is informed by their entire history with the company, from past purchases and
service requests to preferences and engagement patterns. This unified customer profile is easily accessible by all
relevant departments, allowing for smooth handoffs and consistent communication that is crucial in building trust
and loyalty.
Salesforce Customer 360 is not just about historical data. It offers a real-time view of customer metrics,
supporting proactive engagement and allowing businesses to anticipate customer needs. The platform's advanced
analytics and Al capabilities offer insights that can refine marketing, sales, and customer service initiatives. By
leveraging a unified customer view, companies can tailor their approach to suit the unique preferences and
behaviors of each customer, resulting in more targeted, effective, and efficient operations.
In summary, Salesforce Customer 360 equips businesses with the tools to create a unified customer view,
"Delivering exceptional customer experiences requires certain essential elements.”, fostering long-term
relationships and driving sustained business growth. [1]

THE ARCHITECTURE OF SALESFORCE CUSTOMER 360
The architecture of Salesforce Customer 360 is designed to be a comprehensive and connected system that unifies
various aspects of customer data and business processes. At its core, Customer 360 operates on the Salesforce
Customer 360 Platform, which is the foundation that enables the integration of multiple solutions offered by
Salesforce.
Here are the key architectural components of Salesforce Customer 360:
[1]. Customer Data Management: Integrates data from different sources to create a unified customer database
This centralized data repository ensures all departments have a consistent and up-to-date view of customer
information.
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[2]. Service Integration: Facilitates the connection between various Salesforce services like Sales Cloud,
Service Cloud, Marketing Cloud, and more. These integrations enable a seamless flow of data and
processes across the customer lifecycle.

[3]. APIs and Interoperability: The use of APIs allows for the exchange of data between Salesforce Customer
360 and external systems, enhancing the platform's ability to operate within a broader technological
ecosystem.

[4]. Analytics and Artificial Intelligence: Leveraging Salesforce's advanced analytics and Al, such as Einstein
Al, the platform provides actionable insights and predictive analytics to inform business strategies and
personalize customer interactions.

[5]. Application Ecosystem: The Salesforce AppExchange provides access to an extensive network of third-
party applications that can be integrated with Customer 360 to extend its functionality and tailor solutions
to specific business needs.

[6]. Multitenant Architecture: Salesforce's multitenant cloud architecture underpins Customer 360, ensuring
scalability, security, and consistent upgrades across all tenants on the platform.

[7]1. Security and Compliance: Built-in features ensure data security, privacy, and compliance with various
regulatory standards, safeguarding sensitive customer information.

Together, these components form a robust architecture that supports businesses in managing their customer

relationships comprehensively, delivering personalized experiences, and executing customer-centric strategies

effectively with an integrated approach. [1]

BENEFITS OF CUSTOMER-CENTRIC ORGANIZATION WITH SALESFORCE CUSTOMER 360
Creating a customer-centric organization with Salesforce Customer 360 involves leveraging the platform's
capabilities to centralize customer information and align business processes around the customer experience. This
transformation is based on the following pillars:

[1]. Single Customer View: By unifying data across all touchpoints and departments, Salesforce Customer 360
eliminates silos and provides a 360-degree view of the customer, enabling tailored interactions and
services.

[2]. Collaborative Environment: The platform encourages synergy between marketing, sales, service, and
commerce teams by sharing real-time customer insights, fostering a culture of collaboration and shared
customer focus.

[3]. Personalized Customer Journeys: With the integrated data and tools provided by Customer 360,
organizations can design and execute personalized customer journeys, enhancing engagement and
satisfaction.

[4]. Data-Driven Decisions: Advanced analytics and Al offer deep insights into customer behavior, allowing
organizations to make informed strategic decisions and to anticipate customer needs.

[5]. Agile Adaptation: The platform's agility empowers businesses to respond rapidly to customer feedback
and market changes, ensuring customer-centric evolution.

[6]. Extensive Ecosystem: The Salesforce ecosystem, including the AppExchange, offers a multitude of
integrations and applications to further customize and expand the capabilities of Customer 360 for specific
industry needs.

By integrating Salesforce Customer 360 into their operations, companies set themselves on a path to a more

customer-centric approach where every decision and innovation is aimed at improving customer relationships,

loyalty, and the overall customer experience.
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Figure 1: Salesforce 360 Wheel [6][7][12]
STRATEGIC ADVANTAGES OF IMPLEMENTING SALESFORCE CUSTOMER 360

Implementing Salesforce Customer 360 offers strategic advantages that help businesses achieve a competitive
edge and drive organizational success:

[1].

2.

[3].

[4].

[5].
[6].
[7]1.

[8].

Unified Customer Insights: Consolidating customer data provides a complete view, which helps deliver a
personalized and consistent customer experience across all channels. This, in turn, strengthens customer
relationships.

Enhanced Collaboration: Seamless information sharing across departments ensures that all teams can
access the same customer data, facilitating more effective collaboration and a unified approach to customer
engagement.

Operational Efficiency: By integrating various business functionalities such as sales, service, marketing,
and commerce into a single platform, Salesforce Customer 360 reduces complexity, streamlining processes
and increasing overall efficiency.

Informed Decision Making: The platform's robust analytics and Al provide deep insights that support
data-driven decisions, enabling the anticipation of customer needs and the optimization of business
strategies in real time.

Increased Flexibility and Scalability: Organizations can rapidly adapt to market changes and customer
demands, scaling their operations as needed thanks to the platform's agile and scalable architecture.
Revenue Growth: Businesses can identify new opportunities and track customer journeys more accurately,
improving cross-selling, upselling, and customer retention, contributing to revenue growth.

Enhanced Partner Ecosystem: The Salesforce AppExchange provides access to a wide range of third-
party applications, allowing companies to extend Salesforce Customer 360's functionality to meet specific
business requirements.

Compliance and Security: Salesforce's strong emphasis on security and compliance ensures that customer
data is protected, which is critical for maintaining trust and adhering to regulatory requirements.

Salesforce Customer 360 helps businesses adopt a more strategic, customer-focused approach that drives
efficiency, growth, and customer satisfaction. [10][11]

Salesforce Customer 360

prn—
P N

y » * N

/ N —
/ \
s » P 2 &6 & 3
& y a J ° 0 ¥ an
7 Jr—— <
3 4
s y
Compliance built in Al-powered cpplications Tools to build and customize
ond platform services with declarative programming

Fully connected CRM cpps
and platform Integrated analytics Automatic inheritance of
modern technologies

Open integration with AWS,
Microsoft, and Google

b

Figure 2: Salesforce Customer 360 Components [6][7][12]
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SALESFORCE CUSTOMER 360 CUSTOMER SUCCESS STORIES

Here are some of the organizations that have successfully implemented Salesforce products, including the

Salesforce Customer 360 platform, to achieve significant business improvements.

[1]. Algo Challenge -Algo experienced a sudden surge in technical service cases due to rapid growth.
Addressing each case required multiple steps for resolution. To cope with the increasing demand, the
company required a solution that could quickly train new service team members and efficiently respond to
customer queries. [8]

[2]. Product Used: Einstein 1 Platform, Einstein Al, Service Cloud

[3]. With Salesforce Helps - Al helps service agents handle a higher volume of cases and reduces resolution
times by 80%.

Agents speed up response times by 67% to open up more time for upsell and resell opportunities.
Service agents onboard and upskill quickly with 90% Al support accuracy.

[4]. Grammarly’s Challenge - The marketing operations team had to spend several hours manually creating
email lists based on user engagement rates [9]

[5]. Product Used: Account Engagment, Slack, Sales Cloud, Tableau, Customer Success, Einstein 1

[6]. With Salesforce Helps - Einstein 1 Marketing identifies quality leads, increasing conversions by 30%.
Automated email sends increase relevance, leading to just a 0.04% unsubscribe rate.

Slack improves internal and external collaboration.
Tableau improves sales planning with easy-to-filter dashboards.

CONCLUSION

In conclusion, Salesforce Customer 360 is a powerful CRM platform that enables organizations to centralize
customer data and create a holistic view of each customer. Its architecture supports integrating various Salesforce
services and external applications, fostering a collaborative, data-driven, customer-centric environment. The
platform enhances personalized customer engagement, streamlines operations, and promotes proactive business
strategies with advanced analytics and Al. Implementing Salesforce Customer 360 helps businesses stay agile,
responsive to customer needs, and equipped to build stronger, long-lasting customer relationships, which drive
sustained growth and success in today's competitive marketplace. [1]
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