
Retailers are using Service Cloud to provide personal, seamless, and differentiated 
customer service across mobile, social, online, and in-store experiences. This improves 
customer satisfaction, loyalty, and advocacy.

Challenges facing the retail industry 

Yesterday’s systems are not equipped to serve today’s omnichannel 
customer, causing: 

1. Poor customer experiences as store associates and service 
personnel do not have a single, complete view of their customers. 

2. Inconsistent customer experiences across channels due to 
channel, regional, and product silos and the lack of a single 
knowledge source. 

3. Limited self-service and mobile options for customers to resolve 
their own issues.

4. Lack of coordination among store associates, service center agents, 
e-commerce, and distribution functions.

5. Low employee productivity due to multiple systems and  
complex procedures.

How Service Cloud solves these challenges

1. A 360 degree view of the customer allows employees to view recent customer interactions, as well as past purchases, 
e-commerce, loyalty, and social history. 

2. The tools for a seamless customer experience across channels including in-store, online, social media, and from mobile 
devices; customers can contact the retailer on one channel and be assisted in the same channel or another of their choosing.   

3. Self-service communities let customers serve themselves on their own terms, and connect with the broader customer 
community, empowering brand advocates and evangelists.

4. Improved employee collaboration across store associates, service-center agents, merchandising and distribution so 
everyone can collaborate quickly on customer requests and issues.  We provide a collaboration platform to quickly coordinate 
and swarm on issues when needed to improve first-call resolution rates. 

5. A single console for the employee to perform all customer service transactions (offers, orders, inventory, shipping, and 
complaints) in a single place.  Salesforce provides a simple and easy interface that improves agent productivity and satisfaction 
and call handling times.  Salesforce ties seamlessly to back-end inventory, e-commerce, and point-of-sale systems.  
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•	 Burberry	Group,	established	in	1856,	
manufactures and sells clothing, fragrances,  
and fashion accessories

•	 Mobile	clienteling	application	for	associates	to	
serve customers in the store

•	 Three	global	contact	centers	powered	by	
Service Cloud, for a seamless customer 
experience across phone, web, and social media

Burberry connects to everyone 
who touches the brand.

•	 Design	Within	Reach	is	a	furniture	retailer	founded	in	1999

•	 Unified	view	of	customer	profile,	service,	order,	and	billing	data	across	retail	
channels and wholesale 

•	 Improved	team	efficiency	by	managing	email,	web,	and	phone	
communications in a single tool

•	 Integrated	with	InContact	for	intelligent	call	routing	and	rollover	support	

design Within reach rallies 
around customer experience.

Burberry	customers	can	
be seen through a single 
view in Salesforce.

30 million

tommy Bahama embraces 
customer-centric retailing.

•	 Tommy	Bahama	Group	is	
an international retailer and 
manufacturer of apparel, and 
personal and home goods

•	 Holistic	view	of	guest	purchases,	
feedback, and experience across 
all channels 

•	 Identify	and	track	“Voice	of	 
the	Guest”	feedback	via	email	
and social

Time	it	took	to	deploy	Service	
Cloud, resulting in improved guest 
experience and confidence in brand.

retail Customer use Cases
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