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Key enterprise Salesforce trends shaping the market

Improved data
visibility enhances
customer
experience

Industry-specific
solufions continue fo
see fraction

Salesforce
Commerce Cloud
elevates the usage
of e-commerce
platforms

Salesforce Net Zero
Cloud adoption
facilitates tracking of
sustainability goals

RADARVIEW"

Enterprises integrate data from different business functions and customer touchpoints to develop a
unified view of their customers and generate insights into customer behavior.

This improves customer service efficiency in an omnichannel environment and enables targeted
marketing campaigns, elevating the customer experience.

Organizations leverage Salesforce industry cloud solutions and proprietary solutions developed by
service providers to address industry-specific business use cases.

These use cases include improving patient data visibility and stakeholder collaboration in healthcare,
automating loan origination in banking, enhancing advertising campaign execution in media and
entertainment, and creating an omnichannel buying experience for automotive customers.

» Businesses enhance the customer experience on their e-commerce platforms by implementing

Salesforce Commerce Cloud with a composable commerce architecture.

The composable commerce architecture enables flexible interoperability between different systems
and enhances the scalability of e-commerce solutions.

Enterprises adopt Salesforce Net Zero Cloud to improve the reporting of carbon emissions across the
value chain and frack the performance of their sustainability initiatives.

Leading service providers have integrated Salesforce Net Zero Cloud into their offerings and
developed addifional solutions to enhance value for enterprises.

AVASANT




Avasant recognizes 26 top-tier providers supporting the _ RADARVIEW"
enterprise adoption of Salesforce

Practice maturity O O O

DISRUPTOR 2

y Sih!he

INHOVATOR 3

LEADERS

Deloitte HCLTech

Cognizont

Capgemini

- Tech
. Mahindra

Accenture
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Improved data visibility helps enterprises bolster customer , RADARVIEW"

service and launch targeted marketing campaigns

Enterprises use Salesforce solutions to unify customer data from different touchpoints and business functions to
enhance customer service efficiency and create targeted marketing campaigns.

Business outcomes Illustrative list of examples
f@ BCBS of Arizona leveraged Salesforce Health Cloud and Marketing Cloud to improve
7 C customer data visibility. It ensured the availability of real-time information to customer service g}ﬁggﬁf&%
agents through multiple system integrations, improving customer service efficiency. ) ‘"

Improving customer
service efficiency TATA CLiQ deployeo! a Solesforce—powered.cus’rom'er servigg solution fo automate service TATA
C case routing and unify data from customer interactions. This improved the UX for customer CLiQ

service feams and reduced the average handling time for calls by 15%-16%.

{@’(@'— Entercard leveraged Salesforce Marketing Cloud and Service Cloud to improve customer
(2 c segmentation using data from customer service engagements. This enabled targeted @ entercard
marketing campaigns and personalized customer experiences.

Enabling targeted
marketing

compoigns c Analytics to integrate customer data from different touchpoints and enhance customer
segmentation. This improved marketing campaign performance and lead conversion.

Pacific Life implemented Salesforce Financial Services Cloud, Marketing Cloud, and CRM _
(3 PACIFICLIFE

Source: Avasant Salesforce Services RadarView Survey,
January_March 2023 Avasant research REPORT EXCERPT — NOT FOR DISTRIBUTION AVASANT
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Enterprises across multiple industries are solving business
challenges through specialized solutions

Maijor business challenges addressed in various industries

Healthcare and life sciences Manufacturing

« Enhancing care management + Creating an omnichannel customer
through improved patient data experience through collaboration
visibility and stakeholder collaboration between dealers and OEMs

« Automating business operations for * Improving field service operations
healthcare payors and providers through analyfics integration

Telecom, media and
entertainment

Banking, financial services, and
insurance

Source: Avasant Salesforce Services RadarView Survey,
January-March 2023; Avasant research

« Automating processes, such as loan

origination for banks, and policy
administration and claim processing
for insurance companies

Personalizing recommendations for
financial products

« Enhancing advertising campaign

REPORT EXCERPT — NOT FOR DISTRIBUTION

execution and performance
visualization

Automating product bundling and
quote generation
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