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Giving amazing customer service in a 
pandemic, how are companies doing this?



Fast Time to Value • #1 CRM • Flexible & Scalable • Trailblazer Economy • Work From Anywhere
Salesforce Customer 360
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of service leaders say 
2020 exposed 

operational weaknesses, 
technology gaps, and 
service channel gaps

87%

Today’s 
Customer

of customers say 
companies do NOT excel 

at providing consistent 
experiences across 

channels

84%

Service 
Team

Companies are not set up to meet changing customer and employee expectations

Source: Trends in 
Integrated CX (2018)

Source: State of 
Service (2020)



Optimize Your Channel Strategy 
Around the Customer Journey
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70%
of customers 

expect a seamless 
experience across 

channelsSource: State of Service (2019)




