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Shifting sands in 
professional services

The professional service sector is going through some 
significant change – questions are being asked about 
how organisations have traditionally operated.  
The key challenges driving this change are:

A need to operate globally as well as 
domestically which presents challenges around 
collaboration and data silos.

The need to avoid IP loss thanks to inherent risk  
of the traditional partner model, and the digital 
skills gap meaning insights and intellectual 
property are not recorded.

The shift to as-a-service which can tighten 
budgets as BPO partners change the traditional 
outsourcing service.

Competition and turbulence at the hands of 
start-up firms as well as a need to redefine offers  
in response to the Big 4 split.

As a result, clients want greater choice, transparent 
pricing, a laser-focus on value, and they want  
a partner that understands their changing needs. 
To achieve that, becoming client-centric is essential 
– and to understand your clients, you need a single 
source of 360-degree truth.

How organisations can adapt and thrive in a changing industry

By breaking down  
data silos and using up-to-the-

minute insights from across the 
business, you can help your 
teams collaborate with ease, 

identify areas to automate and 
increase efficiency, and deliver a 

connected, intelligent experience 
for your clients. Let’s explore  

how you might do that.



Connecting  
the dots for  
a holistic view  
of your clients

A connected 
approach for 
professional 
services

Perspective is everything when you’re trying to connect to your clients. Professional services 
organisations like yours have so many different client touchpoints and channels for 
communications that it can be hard for teams to keep track. Often organisations can suffer 
at the hands of point solutions for standalone problems, all procured separately,  
and which don’t talk to each other very well.

When an organisation tries to operate with multiple 
different CRM instances, disconnected departments, 
and siloed data sources, it’s unable to achieve its 
potential – and research has shown that the average 
company has 976 business applications.

But with the right technology platform, you can equip 
yourself with a single view of all client interactions 
within your organisation – putting the client at centre  
of an intelligent, data-driven experience. Post-pandemic, 
in the wake of accelerated digital transformation in the 
sector, this is top priority for those wishing to 
differentiate themselves.

Doing so will mean you’re able to empathise  
and connect better with your clients, anticipating  
their needs, wants, and pain points. 

And that means that at every stage of the client 
engagement lifecycle, you’re able to make improvements: 
better lead identification; the delivery of more engaging, 
relevant, and personalised marketing communications; 
and more proactive, cohesive interactions. 

All that will build  
trust and loyalty, and allow 
you to stay ahead of your 

competition, increase client 
satisfaction, and drastically 

lower your churn rate.

https://www.mulesoft.com/lp/reports/connectivity-benchmark


The Client 360
A powerful family of applications for professional 
services organisations

Drive innovation directly into your systems

Connect any system, Salesforce or not, cloud or on-premises, 
on one unified platform. Integration is the #1 reason digital 
initiatives fail, but with Mulesoft you can change that.

 
Innovate, automate, and empathise – with Einstein AI

With Einstein AI, you can access insights hidden in client 
data to understand them better, automate tasks to free up 
employees’ time, and deliver personalised client service. 

Build a smart digital HQ – with Slack

Let internal and external teams collaborate better by 
providing them with a digital HQ that brings them together, 
with all the apps and data they need, in one place.

 
Make every person a data person – with Tableau

With Tableau, anyone in your organisation has the power to 
aggregate and visualise data – putting it at the heart of every 
conversation. By visualising the opportunities that are hiding 
in your data, you can make smarter business decisions, faster.

Learn more

Learn more

Learn more

Learn more

https://www.salesforce.com/uk/products/integration/overview/
https://www.salesforce.com/uk/products/einstein/overview/
https://www.salesforce.com/uk/products/slack/overview/
https://www.salesforce.com/uk/products/analytics/overview/


Sell faster and smarter – with Sales Cloud

Increase sales efficiency, speed up deals with  
AI-powered insights, and maximise client  
touchpoints across every communication channel.

 
Keep your clients coming back – with Service Cloud

Use AI-powered workflows and automation to  
provide a connected, personalised service across  
every touchpoint, that makes every client  
feel understood.

Power effective, data-driven campaigns –  
with Marketing Cloud

Build client relationships that last by using Marketing 
Cloud to know your clients, humanise every moment, 
and optimise on the fly.

 
and there’s more…

Client 360 gets better the more apps you use –  
95% of our customers who use more than 1  
report improved efficiency and productivity.  
And with Trailhead, our digital learning platform, 
 you can ensure your employees are able to get  
the best out of them. 

To discover more about  
Client 360, click here 

Or to see a few examples  
of how others are already  

using it, keep reading…

Continued

Learn more

Learn more

Learn more

https://www.salesforce.com/uk/products/sales-cloud/overview/
https://www.salesforce.com/uk/products/service-cloud/overview/
https://www.salesforce.com/uk/products/marketing-cloud/overview/
https://www.salesforce.com/eu/products/


Freshfields: 
Delivering richer 
client experiences 
through automation, 
personalisation,  
and collaboration

Success story
Global Elite law firm Freshfields, with over 
4,000 employees serving clients in more 
than 150 countries, is committed to 
providing exceptional client experiences. 
To ensure they’re able to do that, they’ve 
embarked on a multi-year digital 
transformation that will cover every  
area of the business.

Summarised, Freshfields’ plan  
of action looks like this:

The firm is implementing a new platform that brings 
together data from its matter, finance, practice, and 
time management systems into one central client 
record. The new platform, which is founded on 
Sales Cloud, Tableau CRM Analytics, and Marketing 
Cloud Account Engagement, has been rolled out to 
around 2,750 people across the globe.

1 Establish 360-degree visibility 
of client relationships

Using Tableau CRM Analytics, 
Freshfields imports client and 
prospect data and pushes key 
developments to lawyers 
through email or SMS.

2 Empower teams with  
sharper client insights

By capturing client data in a single 
record, lawyers and business 
development teams can identify new 
opportunities and prepare pitches 
more easily and quickly.

3 Support growth with smarter 
opportunity management



With Salesforce, Freshfields can ensure the right communications 
reach the right recipients. Thanks to an integration between 
Marketing Cloud Account Engagement, Salesforce’s B2B 
marketing automation platform, and data cleansing solution 
DemandTools by Validity, the firm has seen a substantial 
improvement in data quality and email deliverability.

4 Personalise communications to better engage clients

Encouraging greater flexibility and diversity in the workplace 
is key to retaining and attracting talent. Providing partners 
with access to a unified client view from anywhere is helping 
Freshfields foster new ways of working.

5 Attract talent with richer colleague experiences

Recognised as one of the most innovative law firms in the 
world, Freshfields puts new digital ideas through their paces 
with user testing and feedback sessions – before evaluating 
the security and cost implications.

6 Establish a culture that thrives on challenge and change

Read the full story

“ Salesforce helps  
us build stronger 
relationships and 
engage with our 
clients in a more 
impactful way.

Rafique Bachour, Managing 
Partner, Freshfields  
Bruckhaus Deringer

”

https://www.salesforce.com/uk/resources/customer-stories/freshfields/


“ The key to success in  
a digital transformation 
is to make it fun. It’s to 
make it so that people 
want to be part of that 
transformation.

Christine Robertson, Marketing  
and Sales Leader, PWC Canada

”

Dating back to the 1800s, PwC has evolved and 
expanded both in terms of business offerings and 
locations. As PwC increased its global footprint,  
each new region created processes and systems that 
were uniquely tailored to its local culture. This 
ultimately resulted in siloed regional offices, disparate 
technology systems, and complex multi-layered 
structures – making collaboration difficult.

For PwC to serve clients better, they needed  
to bring their people together.

“Digital transformation isn’t only about technology. 
The people part is the hard part.” Robertson knew 
that getting people to adopt new ways of working 
would be difficult. To drive change, she  built  
a gold-medal team of specialists with a breadth  
of expertise to drive the transformation and  
securing full leadership buy-in, all to help foster  
a culture that readily embraces using Salesforce  
to better respond to the needs of their clients.

Success story

PwC: People-first  
digital transformation



90%
Of key internal 
stakeholders 
logged in within 
the first week of 
the UK go-live.

8-10%
Client teams 
with strongest 
adoption are 
winning 8-10% 
more business.

While PwC continues  
to roll out its sales and  

go-to-market transformation 
globally, member firms have 

seen astounding success 
already with 14 deployments  

in 87 countries. Currently,  
more than 65,000 users are  

live on Salesforce.

151%
increase in the  

value of recorded 
opportunities during 

the first month.

Read the full story

At the start of the journey, 
PwC partnered with the 
Success Cloud Expeditions 
team to co-create a vision 
for adoption, including 
developing engagement 
models and determining  
KPIs to measure success. 
Through this process, they 
discovered some universal 
threads across the breadth  
of learning styles within  
PwC’s workforce.

https://www.salesforce.com/uk/customer-success-stories/pwc/


Ready to take 
your first step?

If you’re ready to talk, that’s great.  
If you’ve still got questions for us,  
that’s great too. Click through for:

•  Advice from our expert professional  
services team.

•  Information about the Salesforce platform,  
and what you could do with it.

•  More success stories from professional  
services organisations who've taken  
the steps and firms who’ve taken the  
steps you’re taking now.

Get in touch

https://www.salesforce.com/uk/company/contact-us/?d=cta-header-9



