
Forward-Looking Statements

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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What is Account Management?

Key account management (KAM) defines full relationship between 

your business and the customers you are selling to. It describes the 

individual approach of sales people to their customers in order to 

create long everlasting business relationship.



What is Account Management?

1. Sales (Driving Revenue)   

New Business Acquisition

#BuildPipe

#ClosePipe

White-spacing (Grow revenue within 

existing customer base)

#Upsell

#CrossSell

2. Customer Experience

Culture – Obsessed about customer 

success?

How important is customer retention & 

Attrition

Do you have visibility (control) of these 

metrics?
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Today’s Agenda

Salesforce as a Start-up Processes to Drive Growth
Salesforce Customer 

Retention process



The Start



Marc’s V2MOM



FY18 V2MOM





Together, We’re Building a Path Forward 

2009 • 2010 • 2011

2012 • 2013 • 2014

2014 • 2015 • 2016

September 
2016

2011 • 2012 • 2013

2014 • 2015 • 2016

The world’s most 

innovative companies

in GDP impact 
by 2020*

$389B

$1.71B FY17Q3 
revenue

24K employees

“Innovator of 

the Decade”

IDC White Paper, sponsored by Salesforce, 

"The Salesforce Economy," August 2016

2M jobs created 
by 2020
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Salesforce as a Start-up Processes to Drive Growth
Salesforce Current 

Growth Strategy



Salesforce 3 Pillars That Enable Growth

Fire

Passionate about our 

KAMs

• Energy

• Enthusiasm

• Execution

Faith

Belief in our 

solutions/services

• Innovation

• #1 – Forbes

• #1 Gartner, IDC

Focus

Customer Driven 

Focus

• Key deal

• Run Rate

• Renewals



Focus on Driving Revenue

# Leads

Lead Conversion Rate

Win Rate

Average Contract Size



Sales Cloud Drives Customer Success

Source: Salesforce Customer Relationship Survey conducted 2014-2016 among 10,500+ customers randomly selected. Response sizes per question vary.

Increase in 

Revenue

+25%



Overview: Lead Generation



Overview: Lead Management



Overview: Lead Qualification



Overview: Operational Excellence



Overview: Operational Excellence



We Always Look for Impact

Pipeline PerformanceActivities

# Calls

# Meetings

# Accounts Health Checks

# Events/ Content

Pipe Created

Pipe By Product/ Region/ 

Segment

Pipe Progression

Lead Conversion

Win rates 

Closed business Trends

Industry sales

Cloud sales



Forecast



Dashboard: Sales Overview



Dashboard: Tracking and Priorities



Salesforce Customer Retention process



`

Processes to Drive Growth
Salesforce Customer 

Retention process
Salesforce as a Start-up



Revenue vs. Attrition
Why are renewals important?



Law of Churn
Selling to stand still

$1m 

Revenue

90% Renewal Rate

80% Renewal Rate

85% Renewal Rate

Year 0 Year 1 Year 2 Year 3 Year 4

$
6

5
6

k
 

$
5

2
2

k

$
4

0
9

k

$
9

0
0

k

$
8

1
0

k

$
7

2
9

k$
8

5
0

k

$
7

2
3

k

$
6

1
4

k

$
8

0
0

k

$
6

4
0

k

$
5

1
2

k



The story so far…
What challenges did we face, how did we overcome them?

• Working as a team for customer success

• Gaining insight into a global business

• Leveraging data to mitigate risk

• Getting ahead of the renewal

• Forecast accuracy

• Innovation, efficiencies and scale



A Lifecycle Approach: The Customer Journey

Get 

Started

Renew

Adopt & 
Extend

Buy

Successful customers = Successful renewals



A Lifecycle Approach: The Renewal Journey
Renewals begin at Day 1 Renew

Early Warning System

Collaboration Engagement

Negotiate 

& Close

Insight



Supported by analytics
One source of truth

• Real time updates

• Measurement and tracking

• Manage the business from the 

renewal rep level up to senior 

management

• New – Wave Analytics

Renewals Dashboard



Productivity gains through automation
Leveraging the power of marketing cloud

• Efficiency - Automated Email notifications at 90-

60-45 days prior to the renewal

• Personalization - Tailor email templates with 

specific opportunity details

• Measurement - email activity, open rate, clicks, 

bounce-backs

• Event Triggered – email open time stamp 

recorded in Renewal opportunity record

Marketing Cloud



Unified Renewal Experience
Renewals ‘Console’ leveraging the Service Cloud

Service Cloud

Renewal milestones workflow

Proactive alerts

Prescriptive insights

Data driven analysis



Future - Improving the customer renewal experience
Taking the right action at the right time

FORWARD LOOKING

EVENT DRIVEN

PRESCRIPTIVE



Key Takeaways

• Customer Success – MOST important metric

• Everyone owns customer success

• Understand Risk and take action

• Unified experience that starts on Day 1

• Define what impact your product/service has with 

your customer and monetize (ROI)




