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What are we going to cover? 
 
 

• What is Salesforce - Context 

• Why Salesforce was chosen? 

• The benefits Salesforce has or will bring? 

• A new website 

• Benefits 

• Salesforce demonstration (Logging a case / Viewing a customer record / Dashboard reporting)  

• Q&As and discussion 
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Salesforce Context 
 
 
 

"This is not just a phone”  Steve Jobs 
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Who uses Salesforce? 
 

• Public and private sector organizations including local authorities 
 

• Amazon   (No 1 UK brand for customer service and experience) 

• John Lewis  (No 4 UK brand for customer service and experience) 

• PWChort video 

• UCAS 

• DVLA 

• Peterborough City Council 

• Tandridge District Council 

 

n earlier model kept by Jenny in partnership 
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https://appexchange.salesforce.com/appxConsultingListingDetail?listingId=a0N30000003JBXPEA4
https://appexchange.salesforce.com/appxConsultingListingDetail?listingId=a0N30000003JBXPEA4
https://www.salesforce.com/uk/customer-success-stories/driver-and-vehicle-licensing-agency/
https://www.salesforce.com/uk/customer-success-stories/driver-and-vehicle-licensing-agency/
https://www.salesforce.com/uk/customer-success-stories/driver-and-vehicle-licensing-agency/
https://www.salesforce.com/uk/customer-success-stories/driver-and-vehicle-licensing-agency/
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Why Salesforce was choosen? 
 

• Existing CRM was not fit for purpose – Limited functionality to meet user 
needs 
 

• Existing CRM not scalable internally, i.e.                                        social to 
case, WhatsApp/Messenger to                                                                                    
case,  web to case 
 

• High level assessment platforms 
 

• SF scored significantly better on                                                        
reporting/data and cost 
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Potential Benefits for the Organisation 
 

• All customer interaction is in one place, i.e. phone, email, social 

• Circa 70% of all demand is in one place (low complexity/low risk cases) 

• Generic emails become visible, manageable, and trackable 

• Online web forms to case  

• Live data dashboards 

• Live Agent  

• Bots (24/7) 

• Overall higher customer satisfaction with website  

• Ability to update cases remotely in the field – Live updates 

• Create capacity to focus on individuals unable to use technology 
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Visibly Better Service Design Programme 

1. Replacement Container (Waste and 

recycling) 

2. Development management Enquiry 

3. Missed Collection (Residential Waste) 

4. New Container Request (Waste and 

recycling) 

5. Container Delivery Delays (Waste and 

recycling) 

6. Bulky Waste Booking 

7. Councillor enquiries 

8. Missed Waste/recycling Collection 

9. Purchase Garden Waste Licence 

10. General Enquiry - Council Tax 

11. Building Control Inspections 

12. Abandoned vehicles 

13. Fly tipping  

14. HR processes  
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DEMONSTRATION 
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Q&As 


