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Forward-Looking Statement

Statement under the Private Securities Litigation Reform Act of 1995

This presentation may contain forward-looking statements that involve risks, uncertainties, and assumptions. If any such uncertainties materialize or if any of
the assumptions proves incorrect, the results of salesforce.com, inc. could differ materially from the results expressed or implied by the forward-looking
statements we make. All statements other than statements of historical fact could be deemed forward-looking, including any projections of product or
service availability, subscriber growth, earnings, revenues, or other financial items and any statements regarding strategies or plans of management for
future operations, statements of belief, any statements concerning new, planned, or upgraded services or technology developments and customer contracts
or use of our services.

The risks and uncertainties referred to above include - but are not limited to - risks associated with developing and delivering new functionality for our
service, new products and services, our new business model, our past operating losses, possible fluctuations in our operating results and rate of growth,
interruptions or delays in our Web hosting, breach of our security measures, the outcome of any litigation, risks associated with completed and any possible
mergers and acquisitions, the immature market in which we operate, our relatively limited operating history, our ability to expand, retain, and motivate our
employees and manage our growth, new releases of our service and successful customer deployment, our limited history reselling non-salesforce.com
products, and utilization and selling to larger enterprise customers. Further information on potential factors that could affect the financial results of
salesforce.com, inc. is included in our annual report on Form 10-K for the most recent fiscal year and in our quarterly report on Form 10-Q for the most
recent fiscal quarter. These documents and others containing important disclosures are available on the SEC Filings section of the Investor Information
section of our Web site.

Any unreleased services or features referenced in this or other presentations, press releases or public statements are not currently available and may not be

delivered on time or at all. Customers who purchase our services should make the purchase decisions based upon features that are currently available.
Salesforce.com, inc. assumes no obligation and does not intend to update these forward-looking statements.
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“Best Customer Experience is not created by accident”

salesforce




salesforce




70,

of customers
say connected processes
are very important

Connected Processes

M All Customers B Consumers W Business Buyers

84,

of customers
say being treated like a
person, not a number,
is very important

Personal Experiences

salesforce

66..

of customers
say instant, on-demand
engagement is very important

Always on




Customer Engagement goes Digital and Cross Functional

salesforce

Percentage of Service Professionals
Who Share Common Goals
and Metrics with the Following

E Sales 8]

E Commerce
‘ 81
Q Marketing

71

of service professionals say
their organization is seeing

INncreased case volume
through digital channels

71




Introducing The

New Age of
Human-Centric
Service

==n




Keys to Power Human-Centric Service

Put Your Customer at the Support and Empower Serve Across Every Lead With Values

Center Employees Touchpoint

Personal Intelligent Trusted Inclusive




Salesforce Customer 360

Trusted - Smart - Flexible

>
Platform
Mobile Blockchain Al Vision Voice
© B & é =
Security Privacy Communities Builder Flow
& Identity
Trailblazers J

& Reskilling

Employee Analytics, BI &
Experience Visualization

Integration

salesforce




Salesforce for Service

#1 platform for powering
Human-Centric Service

Personalize with a
complete view

Intelligent agent console

Unified data from any source
L

3% Lightning Service  Cases VB Andy Martinez v X = 00004315 v X

Connected digital engagement

= Case 00004315

Empower with
intelligence

Al powered workspace
Integrated automation & bots
Trailblazers for the Future

Case Details Milestones

My laptop is overheating

Appliec ° First Response

Case Reas

on
Product Defect

Bricrity
Change Status

Escalation Team

Escalated

X Support Bot

True

Deliver trusted
engagement

Field service optimization
Proactive connected service

Hi, I'm the Service Chat Bot.

Contact Detail

Account Upgrades

1401 Oakridge Lane, Augusta,

Unlike other RAs, Bati

amended to follow s

@ Guided Action List

Include everyone
® ‘ AT features S Lead with values
released last :

‘.,/ increase in AlSIDIFIGIHIJIKIL hoad
+27 O customer

retention ZIXjClv]B|NIM .

Actions History

S, cal » Macros

Source: Salesforce Customer Success
Success Metrics Study, 2019
Source: Salesforce, October 2019

Judy Tang,
OpenTable



Keys to Power Human-Centric Service

Put Your Customer at the Support and Empower Serve Across Every
Center Employees Touchpoint

Personal Intelligent Trusted




Deliver Personal Service Experiences seforce

With a complete view of your customer in Lightning Service Console

Al v 1. Search Salesforce x|~ 9 & s ﬁ

Messaging Users v @ 00000901 v X D MS-00000040 v X

Service Console

Messaging Message History

D Shoe Seeker Question: Pronation

Amanda West ;i 3 <
San Francisco, CA In Cart Marketing Orders Service Details @ Chatstarted - Jun 11, 2019 9:24:58 AM

G}

Sports ~ Lifetime Value STATUS ITEM PRICE TOTAL Oh yeah! i need help deciding on shoes for
* 3 W Enthusiast 52365 Hecomite macathon.
NPS* improved canmaus 2 i MuleSoft
14154129162 - 9:26:58 AM
2a. Color: WHITE/WHITE M Item: $150.00 $163.50 :
: . x
Size: WOMENS 7 Tax: $13.50 Hi Amanda, I'm shoe bot. I see you need

5 points & s s Accelerator

help picking out a shoe. I'll ask you a few
Quantity: 1 questions with our Shoe Seeker. Simply
reply with the # on your keypad that

GEL-KAYANO 26

————=
Risk of Churn: Low corresponds to your answer. If at anytime
i = - Color: PIEDMONT GREY/SILVER m Item: $160.00 $174.40 you have questions, just ask! Ok, let's start.
e g e T Customer 360
Item #: 0020008903400 Asics Bot - 9:25:01 AM

O This customer is highly active and
engaged with your brand. Low risk for
attrition.

Quantity: 1

Asics Bot + 925:01 AM

Guidance Knowledge

1

+14154129142  9:25:08 AM

Next Best Action

How much do you run?

Asics Bot + 9:25:09 AM

MENU.
Under 10 mii eek

** Based on recent purchases customer
qualifies for 14 day free trial **

increase in
O agent

Sign Up Now

, Phone O Omni-Channel  » Macros 4 Recentltems @ History = MyCases & Notes 4 Rewind pI’OdUCtIVIty

Source: Net Promoter and NPS are registered service marks, and Net Promoter Score is a service mark,

of Bain & Company, Inc., Satmetrix Systems, Inc., and Fred Reichheld. Improvement Score was

calculated for a composite organization created for The Total Economic Impact™ Of Salesforce

Lightning For Service Cloud, a May 2019 commissioned study conducted by Forrester Consulting on Source: Customer Success Metrics Study, 2019
behalf/of Salesforce.




Seamlessly Connect Every Customer’s Digital Journey

Self-Service Portal or Community

GROCEREASE

Today’s Member ,
Special ;

Rainbow Carrots from Simone Farms in Califorfia '
4 un the NTO bot.

VIEW ALL SPECIALS ¥n I help you today?

Order Status

Password Change

/ Order History Ideas for Weeken
4 ‘ |

/ Groceries - Home Out for Delivery
HO0123456701 Scheduled for 6:00-7:00PM

Connect to Agent

Lunch Kits - Work Delivered h (%4 )
G00123456702 M 9 4 "

o v 0
[ MNananllad =

hooco & Fruit Plate . $30 05

S S PO ON

Vicky Eimer,
Chamberlain Group

& ¥

v Connect all customer data
v Help customers help themselves
v Support across every channel

v Enhance with bots

Social Messaging

[y o0
as=y) ﬁ ﬂ

Hi, Joe! What can we help
you with tonight?

Order Inquiry

Exchange i .
Einstein

° Track Order Bots for
Service

- <~ —
der Inquiry :w\ Exchange ) (Tre

cccccccc




New Ways to Connect with Customers sesore

Quickly embed messaging Engage across new messaging apps & Launch bots faster than ever
in every digital property Embed bots in new channels with clicks not code

Wil T -

<4 NTO Support o

achany

Hello, | need help with a recent order

Z

Hi Purvi, I'm the NTO support bot.

| see that you need help with your recent
order. Can | help you:

1. Cancel an order

2. Change an order

3. Initiate a return

| actually need help changing the
package delivery date. w

Ok, one moment while | connect you to
an NTO agent that can help you with
that.

RPA and Chatbots

Message us on Facebook Great, thanks!

0y
b Accelerate Your Path to Automation with Einst

Hi Purvi, I'm Leah, | see that you want to
change your package delivery date. \_ Automation Anywhere Salesforce Connector
‘When would you like it delivered? app

Message us on WeChat

Message us on WhatsApp

UiPath Connector for Salesforce®
Hi Leah, can you update it to Monday? | !
won't be home this weekend.

“

Callus

@ chatvithus

»  DecisionEngines - Intelligent Process Automati...

Of course! I'll contact the shipping
company Now.

NeuraFlash Einstein Bot Accelerator
L

A SurveyMonkey Einstein Bot: Get feedback on y.

Life saver! Thank you! «

+ C® ¢

@ channel Menu @ Whatsapp @ AppExchange Packages @ Einstein Bots for Conversation Mapping,
for Einstein Bots Facebook Messenger Search & Serve
Knowledge



Introducing Service Cloud Voice ==
Bringing together telephony, digital conversations and CRM data

Integrate telephony and route calls all
on the Service Cloud platform

Boost agent productivity by reducing LT [
data entry and call wrap-up time el R

B </o! i s Jason with Cameraland Pro.
| How can I help you today? . B @ xnowledge

Leverage voice transcription to surface
Al-powered agent recommendations

Give supervisors real-time
omni-channel visibility in the
supervisor console




Keys to Power Human-Centric Service

©

Put Your Customer at the
Center

©

Serve Across Every

Support and Empower
Touchpoint

Employees

Personal Intelligent Trusted

. J




Enable Agents to Focus on the Human Side of Service
with Automation & Intelligence

p

Assist Augment UpSkill

with productivity tools with intelligence with training

— i

Complexity

Yy



salesforce

Assist With Productivity Tools To Increase Efficiency

Lightning Flow for Service

Beta ) Quip for Service

LightBs  pewis '@ Cases v 00014723 v X @ O

grocument  Beta L

r ;
Case Swarming: Massachus
Disclosure My router is not responding.

v Centralize your organization’s
knowledge

Customers that live in Massachusetts must be read aloud the 2) A
when closing one of their accounts

Details Related Versions

have the right to dispute any adverse credit report item produced by Asro et
account closing”

v Automate Frequent Actions L .

SENERAL Qotaks. PR [ —" -
The basics: What is a 401(k) rollover?

“This company must disclose to you when closing an account of yo7

“he tor shall make the disclosures required by ¥
= O icuously. . 5 . v Knowledge =
Automate business process with o N s i1y it Bty i A .
hall make the disclo: . . 3
p o you. But a 401(k) rollover allows you to transfer your balance into another retirement account - like an individual
Products  gesT v Setup&Usage retirement account or your new employer's 401(k) plan — while still k e X [EY-EA

»
people, the best choice is to convert the 401(k) into an IRA, which w ngscizg

consistency & step-by-step guidance < e h ol o i i oo e i Aok it oo |

N The three main types of 401(k) rollovers are: 1g ropes for M
+ 401(k) to traditional IRA: Allows you to keep your money tax-de 1##™ Member Access Team Member Access ginners about
options, possibly with lower fees. Pdovond reet Ripandie the cueser [they can use out
" M - - + 401(k) to Roth IRA: You'll pay taxes on the rolled amount becau Set Case Pty to Low
.\/ SWa rl I I Cases In real tl I I le (The exception is if you're rolling over a Roth 401(k).) sty s t How o Guige

[Z] Contact Detail 2 + Old 401(k) to 401(k) with a new employer: May be a sensible ¢l 1
one account, and if your new employer’s plan offers low-cost inw X
X want to do this, contact your current 401(k) plan administrator f¢ i

Riley Schultz Director of Ops

v Collaborate across groups faster - How torol over a 401(K) to an IRA o Roth IRA

Phone g rof
itz @biosprin (415) 901-7193 ;

There's a right way to do this and a wrong way. You don't want the 40
ocatiorn and you don't want to cash out your balance. In both scenarios, you)
1 Market St., San Francisco, CA 94107 balance to the IRS. View Detals  Ed _
To protect your balance from taxes and penalties, there are certain si * Howt
ROLL OVER YOUR 401(K) TO AN IRA IN FOUR STEPS AECeN AN e

‘ginners about

(they can use out
’

Q, Cal » Macros @ History £ Notes of Omni-Channel
+ 2 9 O/O (]t

increase in faster case
resolution

W ——
p—

e: Customer Success Metrics Study, 2018




Augment Agent Work With Intelligence to Scale G
Einstein Case Classification & Routing Einstein Reply Recommendations

<IgNtNING Servi swase

W Case No,00004315 Vv X

Embedded Al that

‘_J Agent Replies

§5 X' EiChac Kede Boyie S5 © Einstein Recommendations - 3 items

Case Details ——e————i v Routes cases

estion about home loans, I'm a first time buy¢ 5:02 pm

O Einstein Recommendations Applied s o bt '\/ PredICtS ﬁe|dS

{lower

@ Chotstarted by Katie Boyle « Transfered from Beight Bot 15 year mortgage terms typically have a lg} "

Contact Name nameremeanawu-upayuessoverme v Instantly suggests articles

£at overview
Katie Boyle A 4
s higher than with a 30 year mortgage

the loan, but your monthly payment Wibout our
1 ¥ rme o il you an aticle now that's o : v Automatically surfaces

or s “ation (+81 3nd 30 year mortgage? “hing you need te
y¥ W WeTerance score 91

t 'W‘f Tim‘c amy first he-y We offer multiple mortgage products. Choosing reS p O n S e S

OPerY Tyt g between 15 vs. 30 years, fixed or variable rates,
* Single Family Home 4 -nat  Personalize “ be dependent on your current financial
~ and how fong you are planning to stay S f | I | |
P r e. —-— -
 Einstein Next Best Action v Surface cross-sell and up-se
onalize Not Heiptul

a Knowledge

Einstein Next Best Actic ‘ . Sharch Kriowieces @) p p @) rt un |t| es

© Einstein Article Recommendations « 2 items

NEXT BEST ACTION

Relevance score 96%

000001296 - Published by Khoa Le - Newsletter

&' OmniChannel 2 Mac s S Last Modified: 3/1/2019
Bright Bank Loyalty Discount
... overview on everything you need to know

hout Bright Bank mortgage products ...

Accept Not Usef:
- 2
N _o*

_—
B

Einstein Next Best Action

Article g
.

Einstein Article Recommendations




Upskill With Training to Empower Agents

Trailblazers for the Future & myTrailhead

Educate employees & accelerate growth

With 40+ units of Trailhead content for service meheam \‘
Learn modern contact center best practices e 7;222 MX(}
At global customer-hosted workshops

A

FUTURE &

Connect Empower Lead

Blaze service trails together

Connect with a community of 30K+ Trailblazers

859% gé 2Y

see agent training Skilling up the Manager
. . and Agent Workforce
Investment as vital

; l/(/

7::,,
\

Source: Salesforce Customer Success Metrics
Study, 2019



Keys to Power Human-Centric Service

©

Put Your Customer at the
Center

©

Serve Across Every

Support and Empower y
Touchpoint

Employees

Personal Intelligent Trusted




Ensure Your Front Line Delivers Reliable Service

- '(i' =
e l 7 say in-person service it
-kt Se 89 O/o is a reflection of a w

company’s brand

Professional Healthcare

Services




Deliver Intelligent Field Service Operations
Field Service Lightning for Dispatchers and Agents

Dispatcher Console

v Use intelligence to schedule the
right resources and crews

v Dynamically view and optimize
Jjob schedules

V Integrate data from ERP and
legacy systems

C
Y. Mo 2007 -W mber 2
e g .
@ o T g
0 o - SRS : B w :w o
@ th.m:x’ hmu.‘.}&-
o ‘.'.'.L'."-= g “‘.:‘.E.‘..---
6 .. LRSS B e W
Mulesoft o4 pywn' e g g
@~ " wonsos s a D
o J— e
- O e s :w
o vt rma B




Empower Mobile Workers to Complete any Job

Field Service Lightning for Mobile Workers and Contractors

v Get complete schedule visibility and . .
) Mobile Extensibilit
guidance for any job m OPiE SIS

V Track inventory usage and manage
product returns easily

v Access job insights without network
connectivity

<

C o |l
v Manage jobs in the field with tailored

capabilities in one mobile app

Sograture

[T —

James Burns,
Toast



Eliminate Uncertainty for Customers o

Support customers with great self-service experiences

Give customers
m Einstein Bots for Appointment Scheduling & Salesforce CMS B 1Y

Live Locations

GROCEREASE

Today’s Member
Schedule Installation . SpeCial

RECOMMENDED v

Rainbow Carrots from Simone Farms in California
Nov 30 - Dec 6, 2019
VIEW ALL SPECIALS Support Chat v

Hi, my favorite Mary's

crackers have been out of

stock for weeks. Do you
9AM - 10AM . know when theyll be back?

12/1/2019

10AM - 11AM

12/2/2019

Drder History Ideas for Wee

Hi Angela, Jordan from support

11AM - 12PM here! So glad to hear you like the

Groceries - Home Out for Delivery
HO0123456701 Scheduled for 6:00-7:00PM

Mary's crackers. They are one of

my favorites 100

12/4/2019 1PM-2PM

According to our supplier, they
are scheduled to be back in stock

12/5/2019 Fri 3PM - 4PM v

this Friday. Would you like to be
notified when they are back?

Lunch Kits - Work Delivered
G00123456702 May 31, 2019

12/6/2019 4PM - 5PM

Book Appointment



Thank youl!

feel free to reach out via Social or on the Booth

Dan Joons

y
Thomas Gronk

https://www.linkedin.com/in/janverbrugghe/


https://www.linkedin.com/in/janverbrugghe/




