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This presentation contains forward-looking statements about, among other things, trend 
analyses and statements regarding future events, anticipated growth and industry prospects, 
and our strategies, expectation or plans regarding product releases and enhancements. The 
achievement or success of the matters covered by such forward-looking statements involves 
risks, uncertainties and assumptions. If any such risks or uncertainties materialize or if any of 
the assumptions prove incorrect, results or outcomes could differ materially from those 
expressed or implied by these forward-looking statements. The risks and uncertainties 
referred to above include those factors discussed in Salesforce's reports filed from time to 
time with the Securities and Exchange Commission, including, but not limited to our ability 
to consummate the proposed Informatica acquisition on a timely basis or at all; our ability to 
meet the expectations of our customers; uncertainties regarding Al technologies and its 
integration into our product offerings; the effect of evolving domestic and foreign 
government regulations; regulatory developments and regulatory investigations involving us 
or affecting our industry; our ability to successfully introduce new services and product 
features, including related to AI and Agentforce; our ability to execute our business plans; 
the pace of change and innovation in enterprise cloud computing services; and our ability to 
maintain and enhance our brands.
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Connection Is the Heart of Great Service
And your customers expect connected omni-channel experiences

Source1:Trends in INtegrated CX
Source2: State of the Connected Customer 2020

84% of customers say 
companies do NOT excel 
at providing consistent 
experiences across 
channels 70%of cases are about order 

tracking and status, but 
that data is in disconnected 
back office systems

Consistent Experience 

Connected Technology

Business Value Services, Salesforce, 2023*



Service teams don’t just solve problems – they drive loyalty
The Role of Customer Service Has Expanded

Source: State of the Connected Customer, 2020
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Lack of Tools for 
Efficiency

Siloed Data

Manual 
Processes

Disconnected 
DepartmentsCustomer Support
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The Gap Between Service & Order Management Prevent 
Teams From Delivering Great Customer Experiences



Seamlessly Service Omnichannel Orders

Create a single pane of glass experience

Empower reps with tools to service orders

Automate case resolutions with agentic skills

Generate Revenue from the Service Center

Order Support

30% Decrease 
in support time after self-service 
deflection and call resolution for orders

Agentic Order Support

Return Reason Enhancements

High Scale Order Ingestion



Customer Success All Over The World 

“Order Management 
enables us to drive high 
first-call resolution - more 
of our customers don't 
require escalation. This 
allows us to deliver five-star 
customer
service.”

- Christy Sports



Meet Today’s Experts!

Mitch Springer 
Director, Digital 
Transformation
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John Cardaris
Director, Product 

Marketing
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Nick Schulte 
GTM Lead, Salesforce 
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Problem

Solution
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Transforming Order Processing to
Enhance the Customer Experience

Manual order entry, outdated OCR tools, and inaccurate customer identification slowed down their order 
processing and increased errors. Back office connectivity to SAP / ERP data led to disjointed customer 
experiences and limited visibility into crucial data like product availability. Frequent manual validation added to 
staff workloads and reduced efficiency. Streamlining these processes with modern automation was essential to 
improving accuracy, speed, and overall order management performance.

Formerra is laser focused on their customer experience. They carefully picked the solutions and tools in order to 
enable their teams to offer exception omnichannel ordering experiences. With Salesforce OMS, Mulesoft and 
AI-powered automation solutions they now offer accurate PO and customer identification, seamless data 
extraction, and faster order validation. With fewer manual touches and real-time access to product availability, 
orders are confirmed quickly and reliably, ensuring a consistent, efficient, and expedited ordering experience.

Michael Lane
Chief Strategy Officer

“Implementing Salesforce Commerce and OMS has 
enabled us to deliver an industry leading customer 
experience, including 24/7 order management and 
placement, streamlined order processing, and faster 
confirmations.”

60% Fewer Manual 
Touches on Orders

Salesforce Products Used

Find more stories at 
salesforce.com/customers

B2B 
Commerce

Order 
Management

50% Faster Order 
Confirmations

http://salesforce.com/customers


Manage, fulfill,
and service orders
more efficiently.
Read how

FORRESTER TOTAL ECONOMIC IMPACT



 Thank 
you



Formerra Order Support Panel Discussion
1. Share an intro about Formerra and your role
2. What are your goals 
3. Why did you choose OMS what challenges were you looking to solve

a. How do you see Salesforce and SAP working together
b. How are you looking at using AI with Order Management and Salesforce

4. Where are you today with phase 1, and what’s your vision for phase 2
5. Forward looking how are you thinking about generating revenue from the 

freed up service team to better the customer experience 
6. What are some pieces of advice for folks looking to get started
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