
Discover how companies use Salesforce’s digital experience  
platform for their partners.

The Trailblazer’s  
  Guide to Partner Communities



From startups to global enterprises, thousands 
of companies are transforming the way they do 
business with Community Cloud.

22%
increase  
in partner  
engagement

30%
greater employee  
engagement

24%
faster case  
resolution time

22%
increase in customer 
satisfaction



You hear it all the time — the world is getting smaller. The truth is, 
it’s also getting smarter. And there are two good reasons why: 

DATA AND ARTIFICIAL INTELLIGENCE 
Today, your customers expect personalized, connected experiences. Partners need access to the  

same information as your internal teams so they can make smart decisions that support your growth. 

And employees want to spend more time taking action and less time searching for answers. 

At Salesforce, we love to take all kinds of data and transform it into powerful insights. Einstein’s AI  

helps your teams sell smarter, service faster, and market better. Now you can go one step further.

Community Cloud lets you extend Salesforce apps, data, and AI into customized portals, branded  

sites, and social forums. Engage your customers, partners, and employees with intelligent,  

personalized experiences. 

In this book, you’ll meet the Trailblazers who are creating captivating experiences. They are business 

leaders who understand the need to move fast and keep everyone connected to the resources they 

need. They’re finding new ways to engage customers, empower partners, and inspire employees.  

Find out how Community Cloud lets you transform the way you do business and blaze new trails  

to unique user experiences.

MEET THE TRAILBLAZERS 
who are using Community Cloud to  
create more engaging experiences for their  
customers, partners, and employees.  

WANT TO LEARN MORE? 
Visit Trailhead. It’s our interactive guide  
where anyone can get up to speed on  
everything Salesforce, including our  
platform. It’s fast, it’s fun, and it’s simple to  
use. If you’re ready to become a Trailblazer,  
let’s get started.

THIS  WAY TO...



Your partners are known by many different names. They could be suppliers, dealers, distributors, or brokers.  

But no matter who they are and what they do, they have the same goals as you — to extend your business’  

reach and accelerate your growth. 

Community Cloud makes it simple to build a partner portal with the data, processes, and apps that  

partners need to work smarter and faster. You can share contacts, leads, and customer insights,  

and personalize each partner’s experience to deliver the right information at the right time.

And with new Sales Cloud PRM, an app built for partner relationship management, deploying a 

personalized experience is fast and easy. The new interactive wizard helps customize all of the  

standard PRM functionality.  

What used to take months to set up, like lead distribution 
and deal registration, can now be done in hours. 

Read on to find out how other Trailblazers use Community Cloud to extend Salesforce into  

connected partner communities and portals, empowering partners to work smarter and faster.

BUILD INTELLIGENT  
PARTNER  EXPERIENCES







FINANCIAL SERVICES

Force.com, Sales Cloud,  
Community Cloud

WHO IS ASAHI MUTUAL  
LIFE INSURANCE?

With roots dating back to 1888, Asahi 
Mutual Life Insurance is one of Japan’s 
oldest and largest life insurance firms.  
More recently, the Tokyo-headquartered 
company branched out into the 
health and retirement sectors, offering 
specialized policies including cancer 
and nursing care insurance.

“For companies that would like to see fast  
development of services, this Community Cloud  

from Salesforce.com is extremely attractive.”
           Masatake Konno, Assistant Manager, Agency Business Administration Division
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Asahi Life has come a long way since its days of selling insurance door to door. One of Japan’s oldest 

and most respected insurers, the company added a network of independent agents to complement 

its internal sales team only six years ago. Since then, its distribution channel has expanded to include 

over 8,000 representatives employed by 250 separate entities. Keeping its growing sales force up to 

date on agents’ performance using the company’s old manual methods became both an arduous 

challenge and a security liability, leading the company to a more modern solution: Community Cloud. 

Previously, Asahi circulated paper statements to its sales agents, which meant they had to wait until 

the end of the month when statements came in the mail to see their sales totals and commission 

amounts. “And at the same time, our internal reps were looking through piles of paper to track the 

performance of the agencies,” said Masatake Konno, Assistant Manager of the Agency Business 

Administration Division. “It was very inefficient.”

ASAHI LIFE AND ITS GROWING  
DISTRIBUTION NETWORK FIND MUTUAL  
SUCCESS WITH COMMUNITY CLOUD
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With Community Cloud, Asahi reps are able to find the agency sales and 

commissions metrics they need instantaneously — in the office or on the go 

using the Salesforce1 Mobile App — resulting in a major time savings. 

“ We calculated how many hours were 
spent creating the performance 
documents we sent out to distributors, 
and the total came out to 960 hours 
per year,” said Konno. “Now, that waste 
of effort is gone — simply gone.”

Community Cloud also eliminates another immeasurable expense: the cost 

of sending the wrong document to the wrong distributor. “We have different 

types of commission structures for our agents, so if one distributor is exposed 

to another’s more attractive commission schedule, it could cause a great deal of 

problems for us,” said Konno. “With Community Cloud, we can control who has 

access to information much more effectively while avoiding operational risks.”

Since Community Cloud integrates with Asahi’s commission  

calculation system, agents always have access to the most up-to-date  

performance metrics. Internally, the company can easily keep track  

of its stronger — and weaker — sellers and use Community Cloud to launch 

incentive campaigns. These incentives, plus the ease of interaction 

Community Cloud affords, are both compelling reasons for agents to sell 

Asahi products over those offered by competitors within their portfolio.



    Masatake Konno,  
Assistant Manager 
Agency Business  
Administration Division

 “ Community Cloud 
has been a great 
investment. In terms of 
agility and speed and 
ease of development, 
it’s incomparable to 
other solutions.” 

In the future, Asahi plans to further improve its sales force by offering online 

training directly through Community Cloud. “Between 20 internal sales reps, 

we have to train over 8,000 independent agents. That’s quite a big number,” 

said Konno. Making the move from face-to-face to on-demand training will 

not only cut costs for Asahi, it will also give agents the ability to self-train on 

their own schedule.
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Increased  
security and

more  
motivated

workforce

  Eliminated  

960    hours 
   of manual labor 
annually 
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Force.com

Sales Cloud

Community Cloud

PRODUCTS

Now that everything is on a single platform, 
Asahi can easily track sales from any device, 
provide real-time performance reports for 
independent agencies, and offer incentives  
to increase sales.

Eliminated 960 hours of manual labor 
annually. 

Increased security — eliminated the risk  
of mailing the wrong statements to the  
wrong distributors.

Ability to quickly launch self-training  
programs to further improve the  
sales force.

RESULTS

Launched a Partner Community in less  
than six weeks, giving both agents and 
internal reps 24/7 access to updated 
performance metrics.

After first considering a PaaS solution 
provided by a domestic Japanese vendor, 
Asahi chose Community Cloud for its 
out-of-the-box mobility, development 
capabilities, and ease of integration with 
Sales Cloud and external solutions.

SOLUTION

With over 8,000 independent agents  
added to its sales force, Asahi Life had 
difficulty keeping track of up-to-date sales 
performance through manual means.

Since statements were mailed, agents had  
no way to track their sales totals and 
commissions until the end of the month.

The labor-intensive process of printing 
statements and stuffing them into envelopes 
was not only time-consuming for internal  
reps, it also made the company vulnerable  
to human error.

CHALLENGE

SALESFORCE CUSTOMER SUCCESS STORY:  
ASAHI MUTUAL LIFE INSURANCE
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CLOUD COMPUTING & 
PRODUCTS

Sales Cloud, Community Cloud

WHO IS BOX?

Since its founding in 2005, Box has 
become a leading cloud content 
management and file-sharing service 
for businesses. From its headquarters in 
Redwood City, California, Box works with 
1,400 employees around the country.

Box has been a household name in business file sharing and cloud content management for years, but an 

outdated legacy customer portal was preventing it from providing the outstanding modern user experience 

expected by today’s partners. “Functionally, the portal did what it was supposed to, but the experience, design, 

and personalization of a modern portal was absent,” said Tony Dyck, Director of IT Delivery Services at Box.

When Box was ready to tackle a more accessible and user-friendly partner portal, executives turned to Sales 

Cloud PRM. “Sales Cloud PRM empowered our channel operations team to be Trailblazers because they did 

not have to go through IT for help making changes in the portal” said Dyck. Integrating Cornerstone’s LMS was 

an easy first step for Box to ensure partners were trained and certified on their products. 

BOX INVIGORATES CHANNEL SALES 
WITH SALES CLOUD PRM

“Functionally, the portal did what it was  
supposed to, but the experience, design, and 

personalization of a modern portal was absent.”
           Tony Dyck, Director of IT Delivery Services
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And adding broadcast groups allowed channel operation teams to streamline 

communication of upcoming events to all partners while still maintaining  

data silos between partners.

Before Sales Cloud PRM, the Box team was only able to distribute a single 

login to each partner, making it difficult for various groups inside that 

partnership to find the content and resources they needed to sell.

“ When we made the change to  
Sales Cloud PRM, it was like the 
sunlight broke through the clouds,” 
said Dyck.

“We were able to give personalized access and custom dashboards to 

different users so each partner renewal manager could utilize measures  

and statistics to grow their business and admins could use them to  

measure overall partnership health.”

Box believes the key to its successful rollout was communication. Transitioning 

the users and partners to a new portal requires planning and training, and 

Box guided every stakeholder through that delicate process. “We had a 

communication plan so as soon as we had the dates locked in, we started 

sending emails to weave it into the regular cadence of communications that 

go out to channels,” Dyck said. 

“The key was to over-communicate.” During launch week, Box also released 

a webinar series to walk users through the transition and offer step-by- step 

instructions for logging in and using the portal.

The core project team visited Box’s all- hands meeting recently to present the 

successes of the Sales Cloud PRM project so far. “This really shows the level of 

appreciation within the company. Everyone in channel organization was just 

thrilled with the change,” said Dyck. Box credits Partner Community Planning 

and Design Accelerators for speeding along its implementation by outlining  

a structured approach to using Sales Cloud PRM to solve its channel needs.



In addition to the overwhelmingly positive response from Box staff, feedback 

has been impressive from Box’s 200 channel partners and 1,200 partner 

users as they transition to the new modern, mobile experience. User adoption 

skyrocketed: Engagement has tripled since Box launched multiple user access 

with customized views and features. “This has really been a tremendous 

success story for Box.”

  Tony Dyck,  
Director of IT  
Delivery Services

 “Sales Cloud PRM empowered our 
channel operations team to be trailblazers 
because they did not have to go through 
IT for help making changes in the portal.”
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3x 
  user engagement 



Sales Cloud PRM 

Cornerstone LMS 

Salesforce Accelerators

PRODUCTS

Delivered a personalized experience to 
different users, which helped to triple 
engagement.

Increased satisfaction across 200 partners and 
1,200 users.

RESULTS

Worked with Partner Community 
Accelerators to define implementation 
direction.

Implemented Sales Cloud PRM as a  
flexible solution to grow and scale  
channel business.

Introduced Cornerstone LMS to train 
partners and support platform transition.

SOLUTION

Previous portal was static and difficult to 
navigate.

It only gave partners a single access point.

It was unable to customize experience for 
each user accessing the platform.

CHALLENGE

SALESFORCE CUSTOMER SUCCESS STORY:  
BOX
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MANUFACTURING

Sales Cloud, Community Cloud

WHO IS CYBERPOWER?

CyberPower is a global manufacturer 
of uninterruptible power supply (UPS) 
systems, power distribution units (PDUs), 
surge protectors, mobile charging devices, 
connectivity devices, and fiber-to-the-
premises (FTTx) backup power solutions. 
CyberPower’s sustainable practices ensure 
product reliability and value through 
design and engineering, manufacturing, 
distribution, and customer support.

CyberPower’s relationship with technology solutions providers and distributors was a big catalyst for 

implementing the Partner Community. Solution architects configure IT implementations for their customers, 

and CyberPower wanted to be at the top of their list when planning new deals. CyberPower opted to provide 

a digital solution to share product and pricing information and improve quoting time. Now, instead of sorting 

through product brochures, reps simply click on the Partner Community link to find product information and 

configuration variables such as special pricing and power requirements.

“We wanted to use the Partner Community to set up a one-stop shop to house all our catalog information, 

and more importantly, provide the ability to live chat with us,” said Scott Koller, Vice President of Channel Sales.

CYBERPOWER POWERS SALES WITH SALES 
CLOUD AND A PARTNER COMMUNITY

“We’re able to turn quotes in an hour when it used  
to take us 24 hours. … We’re getting more business 

because of our speedy, thorough responses.”
          Heather Shafland, Sales Operations Manager
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Speed is critical in winning sales so communications have to be laser focused. 

CyberPower sales reps were using Excel spreadsheets to configure their deals, 

but there were so many sheets with pricing variables that they were forced 

to contact Sales Operations for verification. Using Sales Cloud, the reps were 

able to enter and establish a database of special pricing with no lengthy 

approval process or further notification to distributors.

Now CyberPower delivers quotes quickly, even in situations with complicated 

pricing variables. “We’re able to turn quotes in an hour when it used to take us 

24 hours. Plus, we’re able to provide a much more professional-looking quote 

using native Salesforce functionality. We’re getting more business because 

of our speedy, thorough responses, and we can follow up and close deals 

in the time we used to spend preparing estimates,“ said Heather Shafland, 

CyberPower’s Sales Operations Manager.

“The expectation by the end user, and even our partners, is that they receive 

answers and quotes in about 10 minutes. Over 50% of the time, the company 

that responds first is awarded the business. It’s well worth the endeavor to not 

only increase our response time with a Partner Community but also improve the 

quality of our response,” said Koller.

CyberPower’s Partner Community is easy to navigate and also  

provides quick reminders about key elements necessary for quoting. 

One of the most important features is a custom-built power audit form. 

Form elements include items such as devices, locations, wattage, size, 

consumption, and battery backup which all factor into the recommended 

power solution. Closing rates have surged when the power audit feature for 

individual deals is used.

Koller is confident that the Partner Community will help move the needle 

on revenue this year because of the actionable benefits and huge impact it 

will have on mindshare. “In channel relationships, reps are bombarded with 

information from manufacturers all the time. If they lose sight of you, you 

lose. With the Partner Community, we are visible with a concise solution every 

day and that will work to our sales advantage,” Koller said. 

Looking at what is possible with 
Community Cloud continues to drive 
new initiatives at CyberPower. 



     Scott Koller, Vice President of 
Channel Sales, CyberPower

 “I’ve never had a 
CRM experience  
as good as the one 
with Salesforce,  
especially with the 
Partner Community.”

CyberPower is considering marketing, lead generation, learning management, demo, 

rewards, training, and HR apps as well as further fine-tuning of its internal knowledge 

base and sales process. The company is also integrating the Einstein Analytics business 

intelligence tool into its portals to support its partners’ sales reps in tracking success.  

 

“I’ve never had a CRM experience as good as the one with Salesforce, especially 

with the Partner Community. The product is so pliable, thanks to the AppExchange, 

and the investments we’ve made in customizations stay intact through updates. 

You just can’t beat the scalability of Salesforce,” said Koller. “This will meet any 

company’s needs by taking advantage of available apps and having a good partner 

to help with integration.”
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96% 
reduced  
response time

21% 
projected  

sales growth



Community Cloud

Sales Cloud

PRODUCTS

Communications and information 
centralized via Partner Community.

Quotes can be prepared with the native 
Salesforce quote template in a fraction of 
the time that it took prior to the Partner 
Community.

Closing rates have increased due to 
improved communications and quoting 
process.

Improved channel mindshare as a result  
of Partner Community.

RESULTS

CyberPower teamed with Salesforce 
implementation expert Modacto to build  
a comprehensive Partner Community.

The Partner Community provided a sales 
portal with product information readily 
available.

The Partner Community has a live chat 
function to facilitate sales communications.

Sales quoting system simplified and 
automated to increase speed of responses.

SOLUTION

Communications with channel sales and 
partners were fragmented and inconsistent.

Providing customer quotes was a 
cumbersome process.

Company was losing sales  due to not being 
able to respond quickly enough with customer 
quotes.

CHALLENGE

SALESFORCE CUSTOMER SUCCESS STORY:  
CYBERPOWER
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FINANCIAL SERVICES

Sales Cloud,  
Community Cloud

WHO IS THE WARRANTY GROUP?

The Warranty Group is one of the world’s 
premier global providers of warranty solutions 
and related benefits. For more than 50 years, it’s 
provided underwriting, claims administration, 
and marketing expertise to some of the world’s 
leading manufacturers, distributors, and retailers 
of consumer goods including automobiles, 
homes, consumer appliances, electronics, and 
furniture, as well as specialty insurance products 
and services for financial institutions.

How Moving to the Cloud Saved The Warranty Group  
$8 million
The Warranty Group is the world’s leading provider of extended warranty programs and associated benefits 

for automobile, home, consumer goods, and travel. With 1,800 employees in 33 countries, The Warranty 

Group faced a challenge shared by many global organizations: how to lower IT costs and radically simplify the 

business across dozens of older legacy systems globally. Operations in 33 countries meant IT staff, hardware 

infrastructure, plus licensing costs. Many systems were built to support specific clients or countries. Data was 

TRANSFORMATION GUARANTEED: 
THE WARRANTY GROUP TURNS  
TO SALESFORCE

“Now this is CRM on steroids. It’s all fully mobile  
enabled, all tablet driven right out of the box.”

           Paul Risk, Chief of Global Applications and Architecture
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spread far and wide. Which meant data centers and backup data centers. 

Which meant huge expense and difficulty with reporting. Innovations, when 

they appeared, came from clients, who got them from competitors. The 

Warranty Group needed a single platform to simplify business processes, 

increase customer satisfaction, and provide a way to do everything in one place.

The Warranty Group Heads  
to the Cloud
“We approached the transformation to Salesforce strategically,” said Paul Risk, 

TWG Chief of Global Applications and Architecture. “We created six self-

contained projects, and delivered value at every stage. We did it with fixed 

predictable costs and ROI for each project.” 

Today, Community Cloud helps drive service and sales and greater dealer 

engagement. One example — a customer pulls into an auto dealer’s service 

lane. The VIN number is scanned, the contract pulled up. All information is 

on an iPad. The claim is filed and instantly adjudicated. A contract extension 

is sold and completed. The driver is still in the car. For complicated repairs, 

dealers shoot video or still photos from inside the Community Cloud, send it 

up for review, and get immediate results. 

New Communities,  
Stronger Relationships
Community Cloud is helping repair relationships, too. TWG’s second-largest 

customer was frustrated with the company’s IT department and technology. 

With Community Cloud, this customer now has its very own segmented 

community. “They have their own confidential knowledge base and their 

own special parts dealers,” said Paul Risk. “They were thrilled. This is so much 

better than we could have hoped for.” TWG used Community Cloud to help 

Nissan more effectively manage brand compliance at dealerships. 



Speed to Market, Increased Sales 
TWG does five things every day — rates, configure price quotes, claims/

fulfillment, contracts, and finances. All finally have a natural home in the cloud. 

“This is CRM on steroids,” said Risk. “Fully mobile-enabled, all tablet driven 

right out of the box.” Salespeople can walk into a dealership, sell a product 

or upgrade a product, and tweak the numbers on the fly. Sales are up 25%. 

Product launch times are now five days, down from 45 days.

The transition to Salesforce netted  
The Warranty Group an immediate  
$4.1 million in savings in IT. By 
eliminating a call center, it saved 
$2 million annually. Another $1.5 
million will come from eliminating a 
department that is no longer needed.

The Warranty Group finds
 $8 million in savings.

21 The Trailblazer’s Guide to Communities



22 The Trailblazer’s Guide to Communities

Sales Cloud

Service Cloud

Community Cloud 

Chatter

Einstein Analytics 

Lightning Connect 

Salesforce Shield 

Heroku

Force.com

PRODUCTS

Savings of nearly $8 million.

Increased customer satisfaction.

Faster product launches.

Easy transitions from B2B to B2C.

RESULTS

The Warranty Group went through a  
total IT transformation, moving its entire 
enterprise stack into the cloud using 
Community Cloud, integrated  
with Service Cloud and third-party 
automotive software. The Warranty Group 
provides dealers and agents with  
a single platform to verify and enter  
claims information.

SOLUTION

Lower IT costs, simplify the business across 
dozens of older legacy systems globally.

Connect reps, dealers, salespeople, and 
customers.

Get new products to market easier and faster.

CHALLENGE

SALESFORCE CUSTOMER SUCCESS STORY:  
THE WARRANTY GROUP
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MARINE AND ENERGY

Sales Cloud,  
Community Cloud

WHO IS WÄRTSILÄ?

Based in Helsinki, Finland, Wärtsilä serves 
the marine and energy industries globally 
with products and services ranging from 
ship machinery to power generation 
management systems. Collectively, the 
company’s more than 17,000 employees 
are dedicated to providing innovative and 
sustainable solutions with a continued 
focus on total efficiency.

Few industries are as geographically dispersed as marine and energy, and with 11,000 service professionals 

supporting marine transportation customers from 160 locations in 70 countries, Wärtsilä covers as much 

ground as its customers. When the company decided to replace its aging homegrown portal with a modern, 

integrated solution connecting to its worldwide marine and energy industry client bases, Wärtsilä turned to 

Community Cloud.

By 2014, Wärtsilä’s custom-developed services portal — then a decade and a half old — had proven 

completely inadequate for the company’s increasingly complex customer service demands. “It was more or 

less kind of a black box,” said Tuomo Iivonen, Development Manager. “We had no clue what was happening 

inside there or how our customers were behaving.” The company’s existing relationship with the Salesforce 

CRM system triggered an interest in Community Cloud, and the platform was the ideal fit for Wärtsilä’s 

underlying customer focus. Community Cloud’s tight platform integration was a major time-saver in 

deployment, too. “If we hadn’t built the Online Services Community on top of Salesforce, we’d have ended 

up doing a lot more different integrations, and the overall complexity would have been much greater.”

WÄRTSILÄ BRIDGES PLATFORMS AND 
OCEANS WITH COMMUNITY CLOUD

“We now have a much better capability of seeing
and understanding how our customers behave,

what they do, and what they are looking for.” 

          Tuomo Iivonen, Development Manager
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The Online Services Community takes 
advantage of Community Cloud’s 
flexibility to incorporate functions 
from the company’s SAP systems into 
a unified interface that’s completely 
seamless to the user. 
“Some services’ underlying delivery processes are on SAP, such as parts sales 

or warranty claim handling, and the community integrated with these services 

quite nicely,” said Iivonen. This level of integration also maintains impeccable 

data integrity across multiple back-end systems, which is critical to successfully 

supporting such a sizable and dispersed customer base. “There’s no email 

ping-pong happening in the background — data is always going to the right 

place, to the master data engineers who are able to maintain these things  

in SAP directly.”

Yet for all of the consolidation Community Cloud allows, users are presented 

with a totally personalized experience. An easy-to-scan dashboard gives 

customers a single-glance overview of their open warranty claims, parts, 

quotes, and orders, and a customizable notifications center highlights 

items that are of particular interest to customers based on their personal 

preferences.

No matter the user’s role, support is always a few clicks away. Built-in 

deflection tools suggest existing knowledge articles and bulletins that might 

resolve the customer’s issue instantly. But if a case is logged, Community 

Cloud takes advantage of its tight Service Cloud integration to route it to 

the correct Wärtsilä expert with all relevant product information attached, 

reducing lead time and data entry. Select customers can also access a team 

forum for direct technical support conversations with Wärtsilä technicians, 

and the company is considering opening this forum to user-to-user 

interactions as well.



accelerated 
 quoting and ordering speed 

improved 
 data quality

Community Cloud has dramatically streamlined the process of both quoting 

and placing product orders and tracking purchase records. “Customers can 

easily query this data directly from SAP and get their specific pricing,” said 

Iivonen. And because customers’ orders are guided by their profiles and order 

histories, they can place orders quickly and with increased accuracy. “In our 

case, small mistakes can sometimes cost a lot of money, so even incremental 

improvements in the process quality can, in the long run, save a great deal.”

For Wärtsilä, Community Cloud is one step toward the company’s goal of 

developing deeper customer insight. “Compared with our previous platform, 

we now have a much better capability of seeing and understanding how our 

customers behave, what they do, and what they are looking for,” said Iivonen. 

And Community Cloud’s role as a digital hub for client interaction will only 

increase. “We will soon be at a point where nearly everything that we do 

has some kind of a digital interface, and Online Services is one of the most 

important channels to provide that content to our customers.”
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Sales Cloud

Service Cloud

Community Cloud

PRODUCTS

Improved data quality by maintaining 
a centralized hub for many different 
customer transactions.

Case deflection through automatic 
knowledge search during the  
case-logging process.

Wärtsilä gains valuable insight into 
customers’ interests and activity within 
the community.

Increased quoting and ordering speed 
while also boosting accuracy.

RESULTS

Using Community Cloud, Wärtsilä’s 
development manager built a single 
customer touchpoint for functions 
divided between siloed data systems.

Dashboards provide customers a  
consolidated view of their warranty 
claims, support requests, product 
orders, and quotations.

Customizable notifications allow  
customers to tailor highlighted  
updates to their own personal  
interests.

Online quoting and ordering 
streamlines the transactional process 
from the user’s perspective.

SOLUTION

Wärtsilä needed to provide customer 
support, technical assistance, and quoting 
and ordering services to clients spread 
across the globe.

Inventory, quoting, CRM, and other 
back-end systems were divided between 
Salesforce and SAP, potentially requiring 
extensive customization to create an  
integrated solution.

The company’s existing homegrown 
customer portal had very limited user 
functionality and was incapable of  
giving the company insight into  
customer activity, interests, and  
behavior.

CHALLENGE

SALESFORCE CUSTOMER SUCCESS STORY:  
WÄRTSILÄ



SO WHAT MAKES A TRAILBLAZER?
As the companies featured in these pages make clear, it’s all about discovering a whole new way to connect 

with partners, customers, and employees. Trailblazers are building the apps, communities, and portals that 

make this possible.

The good news is you don’t have to radically reinvent yourself to become a Trailblazer. All you need is the right 

platform on which to build your vision.

You’ve already taken your first step by reading this book. Where you go now is up to you. As you’ve discovered, 

there is no limit to what you can do with Salesforce. Now you can empower anyone to build productivity apps and 

run your entire business on a single platform. Join the thousands of Trailblazers who are changing their businesses, 

their roles, and connecting to customers in a whole new way.

1    See how to engage your partners, customers, and employees 
with intelligent, personalized experiences. Learn how to  
transform the way you do business and become a Trailblazer at 
salesforce.com/products/community-cloud/overview.

2   See how easy it is to blaze your own trail. We’ll guide you 
step-by-step at trailhead.salesforce.com.

http://www.salesforce.com/products/community-cloud/overview/
http://trailhead.salesforce.com


THE SALESFORCE ADVANTAGE
Salesforce has always been an innovator. Seventeen years ago, we pioneered a new technology model with our 

cloud platform. We were born in the cloud and we are 100% cloud today. But our real success is driven by our 

customers’ success. Over 100,000 companies worldwide trust our secure architecture and 99.9% uptime — and 

rely on three seamless, automatic upgrades each year to keep their business growing. By removing the burden of 

maintaining costly legacy infrastructure, our customers are free to focus on innovation.

The Salesforce Platform is a complete CRM solution that connects every facet of your business so you can connect 

with your customers in a whole new way. There is simply no better platform for building apps — from low code/no 

code to elaborately customized apps — or a larger ecosystem of readymade apps, available on our AppExchange. 

No matter how big — or small — your company, whatever your industry or current systems, Salesforce is the right 

partner to help you become the community leader you need to become to lead your business into the future.

28 The Trailblazer’s Guide to Communities



THE BENEFITS OF SALESFORCE
Lightning Platform – Now anybody can create rich, engaging apps that deliver a beautiful user experience on any 

screen. The Lightning Platform is the fastest way to build connected, scalable, secure apps that connect you to your 

customers in new ways.  

Artificial Intelligence — More intelligent. More predictive. Einstein Analytics, with the world’s first comprehensive 

AI for CRM, transforms all the data from your customers, suppliers, and the Internet of Things into insights and 

actions that will drive sales, product enhancements, and customer satisfaction.  

Mobility — The mobile revolution could not have happened without the cloud revolution. Everything we do is 

mobile-ready — and with Salesforce Platform Mobile Services, now you have everything you need to build, run,  

and manage engaging mobile apps that are secure from day one.  

Productivity — Automate processes, give your employees a 360-degree view of your customers from any device, 

connect your field staff to HQ — the Salesforce Platform replaces infrastructure with constant innovation so you  

can increase productivity in every department, every employee, across the business.

Find out more at salesforce.com/products/community-cloud/overview.

http://www.salesforce.com/products/community-cloud/overview/


Salesforce is the leader in enterprise cloud computing. We help companies connect to their customers in a whole new way with our 
sales, service, marketing, community, and analytics apps. All of these apps run on the Customer Success Platform, so you can manage 
all your information in one place. To learn more, call us at 1-800-667-6389
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