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CSAT has been increasing 8.4% per
th in the last 6 months

CSAT will likely increase another 5.7% in
the next 2 months
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Intro:

The best businesses have always been defined by agility. But in today’s changed world,
agility is no longer a competitive advantage-it’s table stakes to survive. What, then,
drives competitive advantage moving forward? The answer is smart analytics.

Smart analytics powered by Al help sales and
service teams quickly move from insight to action,
directly in Salesforce.

You can’t deliver this level of personalized, intelligent insight with a disconnected tech stack—especially one

not specifically designed for sales and service teams. It’s difficult to expect employees to work with and learn
multiple, disconnected applications. That’s why so many advanced analytics projects fail. They can’t scale if only
a portion of your teams use intelligent analytics to drive their work.

Customer-facing teams need actionable insights—delivered when and where they need it, in the flow of work-to
make faster and smarter decisions.

O/o of US-based companies agree that adopting Al technology has helped them
create better customer experiences.

Source: PwC Al Predictions, 2021
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The time is now, intro:

_ This guide will help you understand how to take advantage of smart, connected
and the gOaI Is analytics directly in Salesforce CRM. We’ll cover key questions, including:

+ How do you move decision making closer to the point of customer impact?

u
atta I na b I e- - Why do you need Al-powered analytics if you already have reports and dashboards?

+ Can you really get value from Al if you don’t have a data science team?

Contents:

Part 1:
The urgent need for Al-powered analytics

Part 2:
Put intelligence at the center of every customer interaction

Part 3:
Automate sales and service processes in a more intelligent way

Part 4:
How to get started
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The urgent need for
Al-powered analytics

Sales and service teams are working hard to support customers in their goals, help your
organization protect revenue, and grow faster than the competition. In a highly digitized ;
world, these teams shouldn’t have to go searching for insights they need. B

2t Sales

Home  Analytics eads s ~ Opportunities ~  Dashbeards ~  Reports +  Einstein Analytics Learning Adven.. Quotes

Opportunity Parts «~+  HelpDesk ~  More

i f Einstein Insights
Einstein Discovery Reasons

e e

P
o o Qo s °] | |
of service professionals say it’s impossible 88% of sales reps say current economic
to provide great service without a complete conditions make it important to anticipate
view of customer interactions customers’ needs

Source: 4th Edition State of Service Report, Salesforce Soirae: AR e St o Saniee e SelesTame

News

° ° . | ! Oppartunity is cverdue R
Service agents are buried in a flood Sales reps are overwhelmed. They I]ﬁl | Uf
H BTl

of cases. They need to know... need to know... e Gmm—
- Which cases are most likely to result in a lost - How can we predict which deals are most likely to — T

customer? close so we can work those most?
- How should we prioritize responses to better - With growing product complexity, what should we

engage customers and improve retention? offer to each customer?

- What patterns can we find of customer issues to
predict and head off future problems?

How do you personalize this for each service agent anad sales rep without asking them
to build their own analyses, and deliver it right where and when they need it?
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You can’t deliver this level of personalized, intelligent insight with a disconnected tech stack—especially B Sevioo tome BRI Moot - Debieats v Sieach v Clne it vt

one not specifically designed for sales and service teams. It’s difficult to expect employees to work Precicted CSAT Trand Eccalated Cases

with and learn multiple, disconnected applications. That’s why so many advanced analytics projects g eew  Coe” -

fail. They can’t scale if only a portion of your teams use intelligent analytics to drive their work. C Y e BN

Customer-facing teams need actionable insights—delivered when and where they need AN\ ... |

= @ Johnny Bowman E Performance Overiew

it, in the flow of work-to make faster and smarter decisions.

O/o of IT leaders say their company’s revenue will be negatively impacted if they
fail to complete digital transformation initiatives in the next 1-5 years.
Source: Mulesoft 2021 Connectivity Benchmark Report

*_! Einsteln Voice for Analytics 2 @ Phillip Leonard

“Einstein, show me the Predicted
CSAT Trend Dashboard”

3 A.; Roxie Norton
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Part 2

Put intelligence at the center
of every customer interaction

Bring intelligent insights closer to sales and service decisions

By automatically delivering intelligent insights within your CRM, sales and service teams can
focus on taking action for the customer, instead of spending valuable time finding data and
figuring out what it means.

When users have actionable, Al-powered insights at their fingertips—predictions for different
business outcomes, recommendations on specific actions, and a complete view of their
business—they can optimize every interaction to meet their sales and service KPIs.

(e' S tr a “At Telstra, we're aiming to get intelligence

into the hands of our business users right
where they work. We have insights on what

happened, why it happened and now we have
Telstra uses Tableau CRM to to predict an account’s added what could happen.”

Intelligent Insights in Your CRM

likely NPS score based on survey feedback captured

from customers. This NPS score is embedded on Svetlana Kuzmenkova,
product owner, Telstra

the account level so sales and service reps can make .
p Watch the Dreamforce session

smarter decisions when dealing with their customers.
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Insights for service

L Q search Salesforce i - . 0 = I"-:‘.‘
B Senite @ooms v © CutGsomer v x|+ Crat-Uned v % Tableau CRM’s predictive, prescriptive analytics helps Service teams understand the next steps

Contact Detals P o or o oo S they should take to accelerate case resolution and improve the customer experience.

_ Issue with Home Theatre Setup .
Medium

Jacqueline Asong

Priority Status Case Number

Mechury Clused TS N o e O —

Title
VP of Sales

Comment Post Pall @
Email

Aci@po com

ite a Comment

Reduce churn risk: Reduce likelihood of escalation:
g Which accounts are at risk of churn that | should What can | do to resolve an issue without
' ' prioritize? What steps can | take to reduce that involving a manager or other resources?
N - I | risk of churn, e.g. offer a discount, a service
</ vl —— o e bundle, or a service pause? Decrease total time-to-resolution (TTR):
S 2 o Chum Rte s predicted 0 dacrease by 8% i the What resources will help me resolve a specific

Time Feb 23,2015 11:00am - 12:00pm next month

= plt NP — —— Increase CSAT/NPS: case faster?

L. Case Closed

e Tme Feb 23,2015 1100am- 1200pm -\ What is the customer’s predicted CSAT
> @ sosme vickens nooinosy v ~. B experience? And how can | improve that during And many others....

Home Theatre iy
LJ Case Opened

Case Origin Time Feb23,2015 11:00am - 12:.00pm : o thls | nte raCtlon?

Wab
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Insights for sales

Tableau CRM’s predictive, prescriptive analytics helps Sales teams understand the next steps

they should take to accelerate the sales process and improve sales outcomes.
. Q, SearchSalesforce

::E Sales Home Chatter Groups  Files Opportunities w Accounts v Contacts v Leads v Cases v Reports »  Dashboards w

E '_. Sppantudl + Follew Edil Delate Clane Pradicted Days to Close
| Acme - 1,200 Widgets olloy Ed Delet

Channel Program Level Name 'y Vebsite Fartner Cartification
| Reseller Gold Program acmepartners.com Elite Partrer

Increase conversion: Increase lifetime value:

Proposal Negotiation

Activities  Chatter

Filter Timeline =
Next Steps

> ﬁ Acme Co - Renawal Meeting
Lats gat together to raview the theater's layout and facilities. We'll also discuss potential outcomes for the averall.

Time Feb 23, 2015 11:00am-12:00pm  Location 300 Pike 5t, San Francisco CA  Attendees Jason Dewar + 4 Mare

> @ Call Lei Chan about Case 0032134
| Name Lei Chan Assigned to Jason Dewa:

Past Activity

9:46 AM | Today

y response. [l take a look at the proposal and discuss it internally before reviewing...

| Name \BEBRIBLCI  Assigred to

> %:ﬁ Call 1 with Lei

+ Mark Stage as Complete

T: Acme Partners

Type
Partner

Partnership Status
Active
YTD Revenue Generated

$110,000

Current Year Target
56,750,000

Billirg Address
1401 Jackson Street
San Francsico, CA 95549

, 5
5
b 7. 1401 Jackson Street
o FiA min drive - hotne

¥ 5
W e J
Sy

-

266 13th Street &

YTD Account Open Cases

What is the customer’s likelihood to buy a specific
product?

Improve win probability:
What can | offer a customer right now that would
increase the chance to close a deal?

Decrease time to close:
What can | do today to accelerate the time to
close this deal?

Increase repeat business:
What are the best options to improve the chance
of renewals, cross-sells, and up-sells?

What actions should | take today and over time to
build and deepen the relationship?

Discount guidance:
What is price guidance for this particular bundle
of products?

Predict expected revenue:

What is the likely size of a current opportunity?
What is the likely overall value of a customer over
time?

Priority outreach:
What open opportunities should | focus on today?
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Revenue

79.17%

Volume

50.11%

Profit
32.57%

My Goals

Year to Date Trend

ol

™

/O of IT leaders say data silos are an obstacle to digital transformation.
Source: Mulesoft 2021 Connectivity Benchmark Report

AVAYA

CRM, visual analytics, and Al enhance
forecasting for sales teams and execs

Avaya uses Tableau CRM to deliver Al-driven
predictions and recommended actions to sellers
in real time, directly in their existing workflow. This
includes propensity to buy, propensity to close in
quarter, forecasting, account health checks, and

opportunity scoring.

“The data and the self-service analytics
are available to everyone, if they have
permissions. So, rather than relying on
analysts and reports, everyone can do the
forecasting themselves.”

Mariano Salatino,

Vice President of Sales Operations at Avaya
Read the case study
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Give business leaders access to Al-powered analytics

At Risk Amount Missed Revenue

Need Coaching

- Intelligent analytics isn’t just for your customer-facing teams. It enables leaders
$110.0K $59.2K 3 throughout the business—across sales, service, marketing, and operations-to:

Which deals are under priced? How much revenus have 1 gained? Which reps have the most missed ravenue?

—y » Access a 360-degree view of the business and drive toward impactful KPIs
. = B - Identify white space/new opportunities

l _ Generate more accurate forecasts

- Predict shortfalls (and understand how to prevent them)

- Understand how teams are performing and where coaching opportunities exist
Get a holistic view of trends driving the business
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EE; Sales Home  Chatter  Groups  Files  Forecasting ~  Accounts v Contacks v Leads v Cases v Reports v Dashboards w

"l Gerald Webb Good News Gerald!
Account Executive Einstein pradicts you will close out the quarter at $28m, which is $3m above quota!

+6% $32m 6.0x 530m

.'o

ACVYOY Open Pipe Coverage m
L
‘l

$19m (523m

B Clased Won 3 o"-
TOP 3 OPEN DEALS S4m P a
oc.'-.. -
Testa - Mule ESB /?---
ATET Renewal 2017

Accenture Wave Rollout

END OF QUARTER

Einstein Recommendations

TOP 3 ACCOUNTS ; : _
Einstein has 3 recommendations you should consider to reach your quota

Tesla Corp.
Reduce time of first call contact from lead generation by 24 min to increase bookings by 528m

Accenture

Accenture Wave Rollout
Increase each of your reps average contract value by $20k, to increase lead conversion by 5%

]

B Account Executive Details

Name
L Gerald Web

Titla

| Account Executive

Phone

508-332-1234

Email

jec@po.com

Commit
52,546,900

Best Case

58,889,346

Pipeling
532,338,397

Pipeline

$32,338,397

Address
1401 Jacksan Stree
San Francisco, CA 94559

&
9 St
<
2673t Steet ' @
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Analytics native to Salesforce

Tableau CRM is native to the Salesforce platform.

F w N RE

scientist processes.

U1

It inherits Salesforce’s security, hierarchy, and permission settings.

o

you get more value from your Salesforce investment.

Learn more

It’s built directly on the Salesforce platform-no integration work required.

+
+
+,

+

+
+

It accelerates the delivery of intelligent insights to customer-facing users in the flow of work.

Its no-code model accelerates Al usage at a fraction of the time and effort of traditional data

+ableau

It delivers insights at scale, from both Salesforce and non-Salesforce data, to all Salesforce users.

It simplifies and streamlines the deployment of Al-powered analytics throughout Salesforce, helping
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Automate sales and
service processes in a more
intelligent way

Watchlist

Revenue

When automation is working well, it’s handling processes that don’t require human expertise, freeing

people up to work smarter and faster where it matters most. Productive employees can spend more
of their time on higher-value interactions that deepen customer relationships and lead to better

outcomes for the customers, and for the business.

In addition to delivering intelligent insights, you can also automate service and sales
processes in an intelligent way. It’s a shift from simple, rules-based automation to smart
automation.

For example, what if you could improve case resolution time by automatically approving a discount
without having to manually route it to finance? Or what if you could remove friction in the sales cycle
by automatically moving an opportunity to the next stage without the forms, steps, and tasks to

request manager approval?

Stock Price

A “Using Salesforce’s automation solutions, we’ve dramatically cut Capacity

a down the time needed to go digital, allowing us to deliver better
e N G ' e customer experiences.”

Marc Lallemand, CIO, Engie Belgium, (Salesforce News & Insights)
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Part 4

How to Get Started—Today

Wondering where to start?

Consider these questions to identify where to apply smart analytics to your sales and
service workflows:

1. What are the strategic initiatives and KPIs of the business? What is the million dollar question you’re
trying to answer?

2. How does your team’s work align to those KPIs? Which workflows directly impact those KPIs?

3. What questions do you need answered? What is in the way of answering them?

4. What actions do you take / what decisions do you make on a regular basis? What do you wish you
could do faster and with more confidence?

Adopt an MVP mindset-start small, then iterate and expand over time.

Even if you have imperfect data, you can still gain powerful insights that will drive immediate business
Impact and also improve over time. Tableau connectors make it easy to pull in data from all of your

data sources, and our Fast Start Templates help you get up and running quickly for every line of
business and industry.
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Search

Maria Lopez

Maria Lopez < LoanerD.. ~ x

Maria Lopez

5 Active Account

1050 E 230th 5 The Bronx The Bronx, New York 70116
41592232001

jputt@gmail.com

Customer Insights

Churn Risk Customer NPS

LOW o 8w

oblems (: }{&[1), Data
112), and Problem with Delivery (2019/12/12)

& Viocity Interaction Launcher (@ History 8 Notes

Overview Customer Insights Recommendations

Maria Lopez
Subcription Plan: Prepaid

Total # Cases .
Type2
12 -

Churn Risk

LOW (24)

Avg. Monthly Spend 5

30

Last 180 days

Tenure (Years)
35

# Top Ups

32

Product Mame 3
6% confidence

Lifetime Value

51,620

¢ +tableau

Many customers start with the following use cases—but remember: every
organization is different and you know best where you need to start!

Service

» Likelihood of escalation
« Risk of churn

* Increase CSTA/NPS

* Decrease TTR

» Reduce handle time

Sales

« |ncrease conversion

« |mprove win probability

« Decrease time to close

» Increase repeat business
* Increase lifetime value

« Discount guidance

« Predict expected revenue
 Intelligent white space

Learn more about using native, AlI-powered analytics in Salesforce

WATCH DEMO CONTACT OUR TEAM
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'hank you

About Tableau CRM: Tableau CRM (formerly known as Einstein Analytics) empowers your Salesforce CRM users

with actionable insights and Al-driven analytics right in their workflow. Spot opportunities, predict outcomes, and
discovery the story your data has to tell with Tableau CRM




