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Connected Devices Power Customer Engagement

Millennials/Gen Zers Millennials/Gen Zers

Gen Xers Gen Xers

Silents/Baby Boomers

93¢

of customers want
more connections
between their devices

Silents/Baby Boomers

82%

80% 7 6 Cyo

of customers use
connected devices

STATE of the
CONNECTED

37%
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Business is the Greatest Platform for Change

PUBLIC EQUAL ENVIRONMENT
EDUCATION g

Every child deserves a Equal pay for Equality for every Inclusion for all in the Fourth  Protecting our planet for
world-class education equal work human being Industrial Revolution future generations




Putting Our Values into Action

1-1-1 Model

Nonprofits & Education



Leveraging the Platform for Change for Equality
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24 Hours in the Life of Salesforce

: 4.2M

orders

N/

4.1B
messages sent
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1.5B

customer
service calls
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Einstein
predictions
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commerce
page views

53Mm

reports and
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case
interactions
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opportunities
created
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2019.




Why and How Salesforce IoT Completes the Customer Experience

Service Agent Field Technician Customer

B
‘Q-;

Failure Salesforce loT Get a complete Proactively care Reliable
detection ingests real-time  view of the Case for the assets production
prior to its events and asset status before they falil

occurrence via Performance
loT Automatically Fix problem Perform guided iImprovement
Infrastructure triggers the remotely or repair during
appropriate create a Work planned R_educed
action Order for the downtime maintenance

Field




loT, Al and Context: Did you feel the Earthquake?
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salesforce
We wish all the people in the Bay Area who were affected by the earthquake a speedy recovery and a good night’s sleep.
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Connecting Sales to loT
Built on the world’s #1 CRM platform

loT Use Cases

Automated Consummable
Ordering

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

Engage Prospects

Marketing Automation

Social & Virtual Selling

Customer Lifecycle Management

Drive Sales Execution
Sales Automation

Quoting & Billing Automation
Partner Management

Shuang Stoppe Boost Team Performance
VP Growth Operations .

Bright Horizons Sales Intelligence
Sales Collaboration & Enablement

Integrated Back Office

salesforce



Making Sales Smarter &

sales cloud

* Predictive Lead Scoring, Opportunity Insights

* Experience, Builder, and Ecosystem

Presidio Tech - Installation Services

e Salesforcel and Inbox

e Salesforce CPQ
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Connecting Sales to loT

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



Salesforce Service for loT
Built on the world’s #1 CRM platform

Connect Your Service

IOT Use Cases eI Unified Agent Workspace

Data Integration from Any Source

Empower With Intelligence
Service Automation
Al-powered Recommendations

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

Al-powered Bots

Personalize Across Channels
Portals & Communities

Sason Stefanacd Messaging, Chat, Social, Email & Voice

Sr Business Solutions Architect
LendingTree

Elevate Your Mobile Workforce

Field Service
Proactive Service

salesforce



Making Customer Service Smarter @

service cloud

* LiveMessage, Lightning Console, Lightning
Snap-Ins
* Einstein for Service, Wave and Communities

* Field Service Lightning, loT Cloud

© M8 with Martha

O~ smarter with
einstein

*29

customer satisfaction



OneCary
— the overall
Town of Cary
(collective view)




Leak Detection s ——

Use Case:
Leak
Detection

Proactively
connecting
Citizens with
the work order
process

Boomi

D—d—h—ha—oc—

Salesforce Field
Service Lightning

M

_
Citizen
via LiveMessage,
CTI, Email

salesforce
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Cary Smart Cities Ecosystem

gsas  NUN

NWN CORPORATION

@esrl $ P RESEARCH TRIANGLE ol I 1ol ' I

B CLEANTECH CLUSTER"

» Transformation Through Collaboraio Booml CISCO

SENSUS
a xylem brand

WAKE

COUNTY



NIr
\CISCON

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

salesforce ¢

@ Service @ Apps

Mobile Apps PARTNER APPLICATIONS AND URBAN SERVICES )
@ Sales Marketing

Q . Salesforce Clouds
. Native integration with all Clouds
. Bi-directional communication
. et with X loT Platform
v

Transport Water Parking Lighting Waste Environment Security Traffic
Salesforce loT
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Cisco Kinetic for Cities City API

Systems of Engagement
Device and Data Connectors “ / 949 314 party Public APIs

Web hooks to any public API via HTTP
Internet Wireless Wired Cellular REST

Digital Network Architecture

Secure Device Connectivity

Cisco Smart+Connected™ Digital Network Architecture

CDP : : : ) : Wired/ - Wired/ . Wired/ . Wireless Other agencies & *
Eao Node Lora * Wireless * Cellular * Wireless * Wireless Edge Analyts T Wireless * Cellular Wireless departments :
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CUMULOCITY loT

CAPTIS

All devices

Map

Simulators

Service monitoring
Overviews
Device types
Groups

Management

« Captis Multi 024420.63

%k Info

[iml Measurements
A Alarms

£ Configuration
@ Control

™) Software

() Events

il Service monitori...

2 Captis Configur...

[ Identity

Temperature Measurement
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{ Telst ra Al w Search TeistraCaptisLog and more... ] = [ vi ') ‘ 0
EE E Telstra Home  Accounts v  Assets » Cases v  Contacts \  Field Service Analytics  Knowledge s  TelstraCaptislog rd
x;;lfavCapll:Log New Import Change Owner v
20 items - Sorted by Last Modified Date - Filtered by all telstracaptisiog - Updated 3 hours ago x-Sl histt. - B |Ci72) 0T

TeistraCaptisLog Name v Last Modified Date T v id v Created Date v SignalStrength v Switch2 v Temperature v Battery v
1 aBM3i000000blkz 10/13/2019 10:43 AM 21325 10/12/2019 9:54 PM 1 -
2 aBM3i000000bi10 10/13/2019 10:43 AM 21987 10/12/2019 9:54 PM 1 v
3 aBM3i000000bII2 10/13/2019 10:43 AM 21321 10/12/2019 9:54 PM 1 B
4 aBM3i000000b118 10/13/2019 10:43 AM 21972 10/12/2019 9:54 PM 1 v
s aBM31000000b1IB 10/13/2019 10:43 AM 21967 10/12/2019 9:54 PM 1 v
6 aBM3i000000biky 10/13/2019 10:43 AM 725 10/12/2019 9:54 PM -64.00 v
7 aBM3I000000bIT 10/13/2019 10:43 AM 1061 10/12/2019 9:54 PM -64.00 -
8 aBM3i000000bI9 10/13/2019 10:43 AM 17700 10/12/2019 9:54 PM -66.00 v
9 aBM3i000000bIIC 10/13/2019 10:43 AM 1005 10/12/2019 9:54 PM -64.00 v
10 aBM3i000000DbIl 10/13/2019 10:43 AM 17703 10/12/2019 9:55 PM -66.00 -
11 aBM3i000000bII3 10/13/2019 10:44 AM 1007 10/12/2019 9:54 PM 25.00 v
12 aBM3i000000bIID 10/13/2019 10:44 AM 1010 10/12/2019 9:55 PM 26.60 v
13 aBM3i000000bIIF 10/13/2019 10:44 AM 1011 10/12/2019 9:55 PM 26.80 v
14 aBM3i000000blIG 10/13/2019 10:44 AM 1009 10/12/2019 9:55 PM 26.20 v
15 aBM3i000000bIIN 10/13/2019 10:44 AM 1008 10/12/2019 10:08 PM 2570 v
16 aBM3i000000b111 10/13/2019 10:46 AM 18314 10/12/2019 9:54 PM 103.00 v
17 aBM3i000000bIi4 10/13/2019 10:46 AM 18650 10/12/2019 9:54 PM 103.00 v
18 aBM3i000000bIIS 10/13/2019 10:46 AM 18427 10/12/201% 9:54 PM 103.00 v
19 aBM3i000000bII6 10/13/2019 10:46 AM 18702 10/12/2019 9:54 PM 103.00 v
20 aBM3i000000bI1A 10/13/2019 10:46 AM 18765 10/12/2019 9:54 PM 103.00 v



Automated Service Request — Customer Connected Experience

% AT&T salesforce

Dashboard: Nestle ice Cream Cooler - AT&T Smart Analytics

Nests Automated ticket
created in Service Cloud

& Support Center

Connected Cooler in Machine Learning AT&T DataFlow

Inventory Stock and Orchestration with Customer notified of
Foreign Brand Detection mnubo and Salesforce issue and status

AT&T AMOC

w



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

ooooo
........
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loT Use Cases e @ Know Your Customer

\\.\ Data Management & Sharing

\
Coupon Delivery

. Personalize with Intelligence
Location Based Services "

Marketing orchestration, real-time
| interactions, and lead management

\
|

|
‘ Engage Across the Journey

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

~ Kathryn Frederick
MO

Mo ® Analyze the Results

\\ ’ %&u_a 0“6* / Marketing intelligence across any source
\\ COMM /

salesforce



Making Marketing Apps Smarter

marketing cloud

* Predictive Scoring, Audiences & Customer
Journeys

* Email, mobile, social, ads, apps, loT, and web ; CT7rris R
« Monitor and manage customer journeys on the
go

> smarter with
einstein

P56
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2,741,772~

.......

1,596,863 *

*23%

marketing ROI




Where’s my Beer?

.....

Assaciated Oleras Mbps

8 1.06

1200 AM O 13- 1100 M Oct 13 |2reg et mmma of | rdmemad £ Jasame W Sty Fvents
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Site Events ¢
salesforce
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Salesforce Commerce for 10T &
Commerce Cloud for B2B and B2C Commerce

Acquire Customers with Personalization
Digital Advertising, SEO, Social & Email

Connected Marketing & Sales

loT Use Cases

Engage with Intelligence
Al-powered Shopping

Automated Just-In-Time
Ordering

Connected Vehicle Commerce Search, Merchandising & Multi-site Management

Single Customer View

Transact with Speed and Scale
Cart, Checkout & Payments

Order Management
Ekta Chopra

VP of IT ) ) )
et Cosmetics Retain Customers with Connected Service

Integrated View Across Every Channel for Agents

Al-powered Bots and Self-service for Customers
Proven Customer Success

Global Success Management
Practice Expertise

Learning Platform | Partner Ecosystem

2 2]
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Making Online Shopping Smarter o

e commerce cloud

* Across web, mobile, social and store Digital Commerce

* Empowering and increasing store personnel effectiveness

* Automate 1-to-1 shopping experiences

COLE HAAN Women Men Kids Sale GrandRevsiution Seorch a

|

[[oesrwmsrs | [ weorsees

ZERAGRAND Wingtip
Oxford
g$270. 00

°> smarter with
einstein



Making Analytics Smarter @

analytics cloud

* Apps for Sales, Service, Marketing & IT

e Smart Data Discovery from BeyondCore
* Alerts & notifications, Wave for Android & iOS
e Wave Platform, Data Prep, App Designer & Connectors

@) smarter with
einstein +
37%

faster decision making



AppExchange for loT

Leading enterprise cloud marketplace

loT Apps on the
Appexchange
Ready-to-install solutions
Third party applications
- Low code building blocks, data enrichment
. oktana | ° |
Pre-built processes and community templates
— AT&T P . :
= APPIRIS _. : ; Certified expertise
(I.'\nagnE‘t 360  Google Cloud Platform o e Consultants and specialists

Global Salesforce Applications Proven Industry and Salesforce knowledge

Manager, RFS

Deloitte. EMIPOLIS

INFORPMATION MANAGEMENT

electricimp

salesforce

Source: Salesforce 2018



Mulesoft: The easy button for |oT integration
Connect any app, data, or device

Integrates Salesforce apps
with external systems

ORACLE
Unlocks data
throughout the enterprise SAP4
. aws
Increases agility through an —
application network |
METSUITE
n

Integration




Customer interactions will become
personalized journeys
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Charlie Isaacs cisaacs@salesforce.com

VP, CTO for the Internet of Things @charlieisaacs



