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As you know, this world took a crazy turn and we all needed to (re-)invent 

our ways of working. Digitalization became a more relevant topic than 

ever before. With this whitepaper we want to bring you up to speed with 

the relevant new Salesforce products and features. We hope this lights 

a fire of all the possibilities Salesforce has to offer to empower your own 

growth.

Linkedin-in www.linkedin.com/company/the-customer-link

instagram www.instagram.com/thecustomerlinkglobe www.thecustomerlink.be

phone +32 3 443 12 23



Written by our Functional Consultant, Arno Abs
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Sales & Service Cloud

Salesforce is known as a great innovator and an ongoing provider of new updates for their 

products. Sales & Service Cloud are the two clouds most used by Salesforce customers, therefore 

new innovations are key. 

In this day and age, we’re all working from home more often. This increases the need for a 

centralized digital approach. That’s why Salesforce focused their Sales Cloud innovations on three 

key topics. 

Analytics Insights
AI allows you to gain more and better insights into your revenue. Therefore, your employees 

can make data-driven decisions with the newest functionalities: Pipeline inspection, Einstein 

opportunity scoring and Einstein conversation insights

Sales Enablement
Offcourse the acquisition of Slack was a crucial element to facilitate easier sales processes for 

your organization. With meeting studio, Slack deal rooms and Slack’s automated alerts your sales 

team can do their jobs effortlessly.

Subscription Management
As we live in a membership economy, let’s be honest, it was a normal step to innovate within the 

customer asset lifecycle. Salesforce made sure to improve their subscription management within 

Sales Cloud.

Aside from these amazing innovations Salesforce made sure to improve your customer experience 

as well. By focusing on more automation and proactivity these were the key topics for Service 

Cloud innovations:

Customer service incident management
When new instances arise from the same problem you can automatically 

respond via this improvement. Linked with the remote visual assistant, your 

staff can collaborate more efficiently.

Einstein conversation mining

Don’t really know which actions to take for an optimal customer 

experience? Einstein will help via the conversation mining. It analyzes all 

your emails, chats, cases, and phone calls to make the best suggestions.
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Service Cloud Voice

Do you want to lift your Service Cloud even more and make sure your customer experience is spot 

on? Get intrigued by the magic of Salesforce’s Customer 360° and the possibilities of Service Cloud 

Voice.

Improve your customer service with Service Cloud Voice
As announced at Dreamforce 2019, Salesforce started a partnership with Amazon to connect 

Service Cloud with Amazon Connect. This partnership makes it possible to store all your CRM 

data and customer interactions in one place. From now on it’s no longer needed to jump between 

platforms such as CRM, Telephony, Chat, Mail, WhatsApp etc. 

With Service Cloud Voice, all your interactions take place from a single Omni-Channel platform 

where all your customer data is connected. Now you can take your customer experience to the 

next level!

Service Console and Omni Channel: The heart of your service center
Just like any other service channel, you can route incoming calls to the right agents or set up 

queues based on your company’s processes or requirements. Incoming calls will appear in the 

Omni Channel widget of your service agent. Together with all other service requests from 

channels you agent is assigned to. Once your agent 

accepts an incoming call, the magic of Salesforce’s 

Customer 360° comes into play and your agent can 

deliver a better customer experience.

The 360° customer view makes it easy for your agents 

to see all information about the customer and their 

request, combined with other relevant data such as other 

cases, open opportunities etc. 

On top of this, the conversation with your customer will 

be live transcribed and recorded so agents, supervisors or management can use them for various 

purposes such as reporting, training, insights etc. As a cherry on top of the cake Einstein Next 

Best Action makes sure your agents get real time personalized recommendations based on your 

company’s strategy so agents can solve cases faster and deliver a better customer service. 

An intelligent IVR system
The setup of your contact flow(s) is an important step in the process of offering service via a 

contact center as this is the first place where customers interact with your company or help center. 

Therefore, it is important that your IVR menus and routing are set up in a way, so customers 

receive the right information as fast as possible. 
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Amazon Connect offers an advanced way to set up your contact flow(s). Via the build in Amazon 

Lex feature, you can transform any written text into a prompt. This Text-to-Speech functionality 

makes it easy to create, maintain and manage your prompts. Changes to your content can now be 

done in seconds. 

One of the key benefits of Service Cloud Voice is the fact you can integrate Salesforce data into 

your contact flow. This powerful feature makes it possible to add self-service functionalities to 

your flow so customers can help themselves without any interaction with an agent. Via Lambda 

functions, which is a block of functionalities that you can reuse in your code, you can retrieve any 

data from your Salesforce platform and send this to your flow. E.g.: Ask for your customers’ case 

number and provide him with the status of his case. Lambda functions make it possible to create 

or edit data in Salesforce. Based on the input of your customer, you can make changes to records 

like updating customer case, or other record information. You can also create new records and add 

the data you gathered in your flow from your customers’ input to Salesforce. A true example of 

Salesforce 360° magic!

Why Service Cloud Voice?
 M With Service Cloud Voice, you get a platform which is natively built for Service Cloud and 

comes with a prebuilt, out-of-the box integration with Amazon Connect. 

 M Boost agents’ productivity by offering one centralized platform which connects your CRM data 

with customer interactions.

 M Advanced IVR options which allows you to include Salesforce data into your contact flow.

Written by our Functional Consultant, Jonas Meys



Pardot

Before there are engaged, loyal clients, we all know there’s marketing. To have a great cooperation 

between your sales and marketingteams and a flawless sync of your data, we introduce you 

Salesforce’s Pardot. 

A world where Sales & Marketing work- and live-in harmony…
Imagine a world where sales and marketing are perfectly attuned to each other. A world where 

targeted automations ensure that your sales will only receive qualified prospects. Prospects that 

are interested in your product/service and are also in line with your ideal customer. This is possible 

thanks to Pardot. Pardot is a marketing automation tool which ensures the ideal cooperation 

between sales and marketing thanks to all kinds of automations. These automations increase the 

efficiency of the marketing department, our lead generation, and qualification. Not quite clear? 

Let’s clarify with a simple example of a hypothetical buying journey of Cronos.

Imagine, Cronos is interested in buying 100 new cars for their car park. More specifically, electric 

cars. They will welcome 100 new employees in January 2022 and Cronos wishes to give their 

journey a start with a more ecologic way of mobility. Peter, the mobility manager at Cronos is 

responsible for finding the best partner for this project.
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Peter Googles ‘Electric com-
pany cars’ and clicks through 
a blog post on E-TRONICS 

Website.

The embedded Pardot form 
asks visitors to sign up for their 
newsletter. Peter fills in his 
name, mailing address, job title 
& company.

Pardot

Peter signs up for the 
newsletter and ends up in the 
Pardot database of E-Tronics.

 á He’s created as a “prospect”

 á Opted into the newsletter list

 á Receives an engagement 
score of 50 for submitting the 
form

Pardot

Since Peter works for the IT 
giant Cronos, the Sales team 
gets notified immediately.

The assigned sales rep, Mia, 
knows there is a big new ac-
count to work on. As prospect 
data is continuously synched 
between Pardot & Salesforce 
Sales Cloud, Mia has all data 
available for a tailored conver-
sation.

Sales Cloud
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Peter will be added to the 
loyalty engagement campaign 
in Pardot.

Automatically, Peter will recei-
ve personalized, relevant, and 
branded messages from time 
to time which will increase his 
loyalty to E-Tronics.

Pardot

Peter visits the ‘companies’ 
page of the website and clicks 
multiple times on the low bud-
get electric hatch bag car.

As Peter is a key account, we 
have put a sales alert on speci-
fic product pages. When Peter 
visits such a page, the assigned 
sales rep, Mia, gets notified 
right away and can make a call 
to Peter: right time, right place!

Pardot Sales Cloud

Mia can close a deal with Cro-
nos thanks to the immediate 
action she could take when she 
received the sales alert.

In Sales Cloud and in Pardot, 
the closed won opportunity is 
being captured. The sales and 
marketing manager can per-
form closed loop reporting and 
visualize the RO(M)I.

Sales CloudPardot

Mia wants to thank Peter for 
his purchase and follows up on 
the delivery date. She uses a 
Pardot branded template to do 
this, which she can edit from 
Sales Cloud.

Peter will continue to receive 
a consistent branding, while 
reading a personal message 
from his account manager, Mia. 

Pardot Sales Cloud

Meanwhile, Peter receives the 
monthly newsletter & clicks 
through on an article regar-
ding business partnerships for 
electric mobility.

In Pardot: His interest for 
electric cars is recorded, and he 
receives an “engagement” score 
of 20 points for clicking on the 
link. Mia can see all activities on 
her dashboard in Sales Cloud.

Pardot

An ideal customer journey exists of a close collaboration 
between marketing and sales, that’s nothing new. Par-
dot & Sales Cloud support this collaboration by sharing 
functionalities, assets, insights and key data (real-time!) 
on their prospects/customers.

With the native integration between the marketing au-
tomation platform and the CRM database, the sky is the 
limit when it comes to collaborating and creating a seam-
less customer journey, across teams and across channels.

Written by our Pardot experts, Catrien Janssen & Nick Windey
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The Customer Link, your experienced Salesforce partner

Are you intrigued by these latest updates and want to know how your business can profit from 

Sales, Service, Service Voice or Pardot? We love to think along with you about the possibilities 

and give you more insights and key benefits for your authentic business.

Get in touch with our account managers and let’s enhance your customer experience (even more).

Katrien Vermeiren

Katrien.vermeiren

@thecustomerlink.be

0472/64.27.89

Sara Van De Sande

Sara.vanddesande@

thecustomerlink.be

0476/64.51.14


