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Safe harbor 
Safe harbor 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. 



Social Media 101 

What is it? 

 

 

 

Why should I give a                                       ??? 

Damage Control        Productivity        Communication 

  

Demographics         Responsiveness         Service     



Case Study –  

Atlanta Ice Storm 2014 



Crowdsourcing Stranded Motorist Help 

What do you do when phones stop working? 



Case Study –  

San Diego Gas and Electric 



SDG&E Power Outage – Background 

•  Affected the entire service area of SDG&E (3.5M 

People) 

•  Largest Outage in California History 

•  Resulted from a Maintenance activity by a worker in 

Arizona 

•  Power in SD was out in 11 Seconds--cascading failures 

 



Social Media to the Rescue 

•  14 minutes into the blackout, SDG&E sent out its first 

tweet 

•  17 hours later, the utility company had sent out 110 

tweets. 

•  Before the blackout, SDG&E only had approximately 

2,000 followers on Twitter; after the blackout, it had 

16,600. 

 



Tweets 



Case Study: 

The Internet of Trashcans 



The Internet of Trashcans 

Only one percent of what could 

be connected in cities/states is 

connected: 

•  smart meters  

•  parking meters 

•  water meters 

“I’m Full!” 

Benefits for connecting trashcans: 

• Traffic Patterns 

• Energy Savings 

• Demographic Information 



Real Customer Examples 



Build a Social 311 Citizen Portal  

Deploy a one-stop citizen portal for reporting issues & requesting services 

Allow citizens to log all cases over one channel & browse self-service content 

City employees in all departments collaborate around unified data 

Provide live updates to the public over every social media channel 

Every citizen becomes a set of eyes & ears.  

We make informed decisions based on good data. 
- Sean Stegall, City Manager, City of Elgin 



Collaboration Around Snow Command & Control 



Elgin 311 Citizen Call Center 

 

 

• One-stop shop for non-emergency issues 

 

• Citizens can report issues and receive status updates 

on issues using phone, text messages, email and 

social media 
 

 



How KLM nails social customer care 

 -- From Ash Cloud to Success 

“The 2010 ash cloud was a turning 

point for KLM. This was the first time 

they received questions coming 

through Twitter, and decided this 

was  a comms channel that should be 

expanded.” 

Fast forward to April 2014 and KLM receives 

around 35,000 questions every week on social media. 

75% of these are on Facebook, with the other 25% 

predominantly on Twitter. That's a 250% increase YoY. 



The Latest Trends 



NEX Nebraska Retail Outlet 

http://www.omaha.com/article/20131219/MONEY/131218749 



DDR Retail App – Flooding Incident in Parking Lot 



http://machinetalk.etherios.com/tsm/driving-connected-

shuttles-into-the-dreamforce-mobile-app/ 

Connected Transportation 
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http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/ 

 

http://www.youtube.com/watch?v=3oixUQvwF4o 

 

Connected Car – Mobile World Congress 

http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://machinetalk.etherios.com/salesforce-com/etherios-deploys-connected-car-solution-at-mobile-world-congress/
http://www.youtube.com/watch?v=3oixUQvwF4o


Next Generation –  
 

Geo-based Object Awareness 

 

Help Everywhere 

 



Passer-by or 

customer Snaps 

Picture of 

problem 
Customer is notified 

of their expected 

resolution time 

The Cloud 

Customer 

encounters 

problem 

Scans photo, text to 

assign severity 

Case is opened, 

Photo is attached  

With Location 

Customer receives 

confirmation of open 

case. 

Customer Receives  

update 

Emergency personnel 

are notified, any 

partners notified. 

GPS and Photo-identification, surroundings assessment, tracking 

    Social Trust Profile Layer  

iBeacons 

Sensor Data 

Social Media 



Pushing Help to the Citizen, In-Context, Everywhere they need it 

At the Website 

“This looks interesting, 

I need help getting 

info. I have questions”  

“I need information” 

In Facebook 

“Now I’m Having a Problem!” 

“There’s a sink-hole on my 

street”  

• Call, chat, email an expert 

• Like us on Facebook 

• Search for answers in KB 

• Look at a document 

• Call, chat with an expert 

• Mayday Video Button 

• Cobrowse a website 

• Get Emergency Information 

 



Food for thought for Georgia: Possible Areas 

• Dept. of Revenue 

• Wildlife 

• Motor Vehicle 

• Public Safety 

• Corrections 

• Legislature 

• Dept. of Labor 

• Secretary of State 

• Administrative Office of the Courts 

• Dept. of Justice 



Food for thought 

• Social Media Command Center 

• Consolidated State View 

• Job Finding 

• Small Business Support 

• Tax Information 

• Connected Transportation 

• Departmentalized Smartphone Apps 

 



Thank you 

Charlie Isaacs 

CTO for Customer Connection 

Twitter: @CharlieIsaacs 


