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Every child deserves a 
world-class education

Equal pay for 
equal work

Equality for every 
human being

Inclusion for all in the Fourth 
Industrial Revolution

Protecting our planet for 
future generations 

Business is the Greatest Platform for Change 



Putting Our Values into Action

Volunteer Hours
4.0M+

Grants
$285M+

Nonprofits & Education
42K+



Leveraging the Platform for Change for Equality



24 Hours in the Life of Salesforce
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Service Agent Field Technician Customer
Device

Why and How Salesforce IoT Completes the Customer Experience

Salesforce IoT 

ingests real-time 

events

Automatically 

triggers the 

appropriate 

action

Failure 

detection 

prior to its 

occurrence via 

IoT 

Infrastructure

Get a complete 

view of the Case 

and asset status 

Fix problem 

remotely or 

create a Work 

Order for the 

Field

Proactively care 

for the assets 

before they fail

Perform guided 

repair during 

planned 

downtime

Reliable 

production

Performance 

improvement 

Reduced 

maintenance



IoT, AI and Context: Did you feel the Earthquake?



AI Is Real



Built on the world’s #1 CRM platform

Connecting Sales to IoT

Boost Team Performance

Sales Intelligence 

Partner Management

Sales Automation

Drive Sales Execution

Quoting & Billing Automation

Engage Prospects

Social & Virtual Selling

Marketing Automation 

Integrated Back Office 

Customer Lifecycle Management

Sales Collaboration & Enablement

Automated Consummable 
Ordering
Smart Speaker Connection
Upsell Maintenance Plans
Subscription Services
Capacity up-selling

IoT Use Cases



Making Sales Smarter

• Predictive Lead Scoring, Opportunity Insights

• Experience, Builder, and Ecosystem 

• Salesforce1 and Inbox

• Salesforce CPQ

+29%

+29%
revenue increase



Is the water turbidity level too high? Sell them more clorine tablets
Are Operational Hours > X? Sell them a new filter
Are Operational Years > Y? Sell them a new unit

Connecting Sales to IoT



Built on the world’s #1 CRM platform

Salesforce Service for IoT

Personalize Across Channels

Portals & Communities

Unified Agent Workspace

AI-powered Recommendations

Empower With Intelligence

AI-powered Bots

Connect Your Service

Messaging, Chat, Social, Email & Voice

Data Integration from Any Source

Elevate Your Mobile Workforce

Field Service

Proactive Service 

Service Automation

Proactive Service
Automated Work Orders
Knowledge Article Delivery
Just-in-time repairs

IoT Use Cases



Making Customer Service Smarter

• LiveMessage, Lightning Console, Lightning 
Snap-Ins

• Einstein for Service, Wave and Communities

• Field Service Lightning, IoT Cloud

+29%
customer satisfaction



OneCary 
– the overall 
Town of Cary 

(collective view)

360 degree 
view of the 

citizen

360 degree 
view of the 

Town
(Internal Operations)

311/911
Where internal 

process 
intersects with 

Citizen 
experience (Citizen Interaction)



Leak Detection

Citizen
via LiveMessage, 

CTI, Email

Use Case: 
Leak 
Detection

Proactively 
connecting 
Citizens with 
the work order 
process

Salesforce Field 
Service Lightning



Cary Smart Cities Ecosystem



Salesforce IoT

3rd Party Public APIs 

Sales Marketing

Native integration with all Clouds 

Salesforce Clouds 

Web hooks to any public API via HTTP 

REST

+Business Logic

Customer Context

Systems of Engagement

Service Apps

+
Bi-directional communication 

with X IoT Platform

Service Management Policy Automation Data Engine

Device and Data Connectors

City APICisco Kinetic for Cities

Cisco Kinetic for Cities and Salesforce.com 
IoT + Service Cloud integration example

Cisco Smart+Connected™ Digital Network Architecture

WirelessInternet Wired Cellular

PARTNER APPLICATIONS AND URBAN SERVICES

Wired/
Wireless

CellularLora Wireless Wireless
WirelessWired/

Wireless
Cellular Wired/

Wireless

Secure Device ConnectivityDigital Network Architecture

Edge Analytics
CDP 

Fog Node

PARTNER SENSORS AND DEVICES

Lighting SecurityEnvironmentWasteParkingWaterTransport Traffic

Mobile Apps

Other agencies &  
departments
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Nestle Ice Cream Cooler Demo

AT&T DataFlow
Orchestration with 

mnubo and Salesforce

Connected Cooler in 
AT&T AMOC

API

Automated Service Request – Customer Connected Experience

Customer notified of 
issue and status

Automated ticket 
created in Service Cloud 

& Support Center

AT&T Smart Analytics

Machine Learning
Inventory Stock and 

Foreign Brand Detection



Salesforce Marketing for IoT
Built on the world’s #1 CRM platform

Marketing orchestration, real-time 

interactions, and lead management

Personalize with Intelligence 

Channel execution across email, SMS, push, apps, advertising, 
OTT, and social

Engage Across the Journey

Know Your Customer

Data Management & Sharing

Marketing intelligence across any source

Analyze the Results

Coupon Delivery
Location Based Services

IoT Use Cases



Making Marketing Apps Smarter

• Predictive Scoring, Audiences & Customer 
Journeys

• Email, mobile, social, ads, apps, IoT, and web 

• Monitor and manage customer journeys on the 
go

marketing ROI

+23%



Where’s my Beer?



Salesforce Commerce for IoT
Commerce Cloud for B2B and B2C Commerce

Acquire Customers with Personalization  

AI-powered Shopping

Engage with Intelligence

Connected Marketing & Sales

Retain Customers with Connected Service

Transact with Speed and Scale

Search, Merchandising & Multi-site Management

Order Management

Cart, Checkout & Payments  

Single Customer View

Digital Advertising, SEO, Social & Email

AI-powered Bots and Self-service for Customers

Integrated View Across Every Channel for Agents

Automated Just-In-Time 
Ordering
Connected Vehicle Commerce

IoT Use Cases



• Across web, mobile, social and store Digital Commerce

• Empowering and increasing store personnel effectiveness

• Automate 1-to-1 shopping experiences

Making Online Shopping Smarter



Making Analytics Smarter

• Apps for Sales, Service, Marketing & IT

• Smart Data Discovery from BeyondCore

• Alerts & notifications, Wave for Android & iOS

• Wave Platform, Data Prep, App Designer & Connectors

faster decision making

+37%



AppExchange for IoT
Leading enterprise cloud marketplace

Source: Salesforce 2018

Ready-to-install solutions

Third party applications

Pre-built processes and community templates

Low code building blocks, data enrichment

Certified expertise

Consultants and specialists 

Proven Industry and Salesforce knowledge

IoT Apps on the 
Appexchange



Connect any app, data, or device

Mulesoft: The easy button for IoT integration

Integrates Salesforce apps 
with external systems

Unlocks data 
throughout the enterprise

Increases agility through an 
application network

Integration



Customer interactions will become 
personalized journeys

58°

55 bpm
%

%

%

35 g

6:00am



Thank Y u
Charlie Isaacs

VP, CTO for the Internet of Things

cisaacs@salesforce.com
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