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Implementing Salesforce in the Manufacturing
Industry: A Comprehensive Guide

Introduction and Industry Overview

Manufacturing firms are undergoing rapid digital transformation as part of the Industry 4.0 revolution. In
the wake of disruptions like the COVID-19 pandemic, manufacturers have accelerated adoption of cloud
platforms to enhance operational resilience and customer-centricity (Source: sfapps.info)(Source:
sfapps.info). Salesforce, the world's leading_Customer Relationship Management (CRM)_platform, has

emerged as a critical tool in this transition. It provides a unified platform to connect sales, service,
marketing, and operations, helping traditionally siloed manufacturing enterprises break down data
barriers and become more responsive to market changes (Source: tei.forrester.com).
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Salesforce’s relevance to manufacturing lies in its ability to complement and integrate with core
operational systems (like ERP and MES) and deliver a 360-degree view of customers and the value

chain. Prior to Salesforce, many manufacturers relied on monolithic on-premise ERP systems that were
not agile enough for changing business needs (Source: tei.forrester.com). By deploying Salesforce’s

cloud-based solutions, manufacturers have enabled consistent global sales processes, unified customer
profiles, and real-time analytics — all of which drive more informed decision-making and agility (Source:
tei.forrester.com)(Source: tei.forrester.com). The platform’s flexibility and rich ecosystem allow

manufacturers to focus scarce IT resources on innovation and differentiation rather than building
basic CRM capabilities from scratch (Source: tei.forrester.com).

Did you know? A recent industry report found that 81% of manufacturers consider moving their
planning processes to the cloud a high priority, and 8 in 10 acknowledge the need for innovative tools
to achieve accurate forecasting (Source: sfapps.info). Manufacturers leveraging cloud CRM and Al
have reported significant returns; for example, a Forrester study calculated a 354% ROI for Salesforce

in manufacturing, with a payback period of under 6 months (Source: tei.forrester.com)(Source:

tei.forrester.com). This guide will delve into how Salesforce can deliver such value in manufacturing,
the benefits it offers, key products and use cases, and best practices for successful implementation.

Benefits of Implementing Salesforce for Manufacturers

Implementing Salesforce in the manufacturing sector yields numerous benefits across commercial and
operational domains. Key advantages include:

¢ Unified Customer and Account Data: Salesforce becomes a single source of truth consolidating
customer interactions across sales, service, and distribution channels. Manufacturers gain a holistic
view of each account, enabling better customer experiences and more proactive service (Source:
tei.forrester.com)(Source: itransition.com). For example, Ford Motor Company broke down data silos

by using Salesforce to unify sales, service, and finance data, resulting in dynamic dashboards and

faster campaign cycles (Source: itransition.com)(Source: itransition.com).

e Improved Demand Forecasting and Revenue Planning: By connecting sales opportunity data with
demand forecasts, manufacturers can manage and predict their top-line revenue more
precisely(Source: salesforce.com). Salesforce Manufacturing Cloud provides industry-specific
forecasting tools (e.g. account-based forecasts) that go beyond standard CRM, improving

production planning and inventory optimization (Source: tei.forrester.com). Companies using these

features have seen more accurate demand predictions, reducing stockouts and excess inventory
(Source: cyntexa.com)(Source: cyntexa.com).
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e Streamlined Sales and Operations Collaboration: Salesforce helps eliminate departmental silos.
Sales, operations, and supply chain teams collaborate in real time on one platform, aligning customer
demand with production. This transparency improves Sales & Operations Planning (S&OP). In
practice, Manufacturing Cloud’s account forecasts and sales agreements foster tighter alignment
between sales commitments and factory output, ensuring production meets actual
demand(Source: cyntexa.com)(Source: cyntexa.com). The result is a smoother production flow and
fewer last-minute surprises in the supply chain.

¢ Stronger Partner and Distributor Management: Manufacturers often sell through distributors,
dealers, or channel partners. Salesforce enables partner relationship management via tools like
Experience Cloud portals, rebate management, and guided sales processes for channel partners
(Source: itransition.com)(Source: itransition.com). By giving partners access to relevant data

(pricing, inventory, order status) and automating processes (like warranty claims or rebates),
manufacturers strengthen partner loyalty and increase channel visibility (Source: cyntexa.com)
(Source: cyntexa.com). This leads to more efficient distribution networks and higher partner
satisfaction.

e Enhanced Customer Service and Aftermarket Support: Implementing Salesforce Service Cloud
(with Field Service) empowers manufacturers to deliver faster, smarter service from call centers to
on-site repairs. A unified service console gives agents full visibility into orders, assets, and
warranties, reducing time to resolve issues. In fact, manufacturers using Salesforce have reduced
service case wrap-up times by 21% on average (Source: salesforce.com). Automated case routing,

knowledge articles, and Al chatbots (Einstein Bots) improve first-contact resolution. Field

technicians, armed with Salesforce Field Service mobile apps, can access asset history and even use
remote assistance tools - speeding up repairs and boosting customer satisfaction (Source:
itransition.com)(Source: itransition.com). One appliance manufacturer’s Salesforce implementation
led to a 12% decrease in call handling time by offering a 360° view of the customer and optimizing
field maintenance schedules (Source: itransition.com)(Source: itransition.com).

o Efficiency Through Automation and Al: Salesforce's workflow automation (Flows) and Al
capabilities help manufacturers do more with less. Routine processes like order reviews, approval
cycles, or even generating quotes can be automated. A composite Salesforce customer in
manufacturing reported eliminating over 20 legacy spreadsheet-driven processes by moving them
into Salesforce with automated flows (Source: tei.forrester.com)(Source: tei.forrester.com).

Generative Al features (like Einstein GPT) further boost productivity — for example, sales reps can
automate follow-up emails and report generation, saving hundreds of hours annually. These
efficiencies translate to more time spent on value-added activities (like selling or innovating) and

tangible cost savings.
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e Actionable Analytics and Insights: With all customer and operational data in one place,
manufacturers can leverage Salesforce’s analytics (CRM Analytics, Tableau) for real-time insights.
Dashboards might track key metrics such as pipeline health, demand vs. supply, service
performance, or partner contributions. Salesforce’s built-in Al can highlight trends - e.g. identifying
top-selling products, at-risk accounts, or service issues — enabling data-driven decision making
(Source: salesforce.com)(Source: itransition.com). Companies have used these insights to drive

outcomes like a 5% increase in revenue through smarter cross-selling and improved forecast
accuracy (Source: tei.forrester.com)(Source: tei.forrester.com). In one case, a tire manufacturer

(Pirelli) used Salesforce analytics to recommend dealer stock levels based on local demand
forecasts, improving inventory turnover and dealer engagement by 8% (Source: itransition.com)

(Source: itransition.com).

¢ Faster Quoting and Order Fulfillment: For manufacturers dealing with complex, configurable
products, Salesforce CPQ (Configure-Price-Quote) greatly accelerates the quote-to-cash process. It
ensures sales teams can quickly configure products, generate accurate quotes, and route orders for
approval. This reduces manual errors and speeds up response times to customers. In a success
story, implementing Salesforce CPQ in a manufacturing firm cut manual effort by 78% and
significantly reduced quote turnaround time (Source: cyntexa.com)(Source: cyntexa.com). Faster,
more accurate quoting not only improves win rates but also feeds better demand data into
production planning.

¢ Integration of Front-Office and Back-Office: Perhaps most critically, Salesforce integrates with
manufacturing back-end systems (ERP, MES, supply chain systems) to connect the entire value
chain. With middleware like MuleSoft, data flows seamlessly — for example, customer orders from
ERP can appear in Salesforce for sales/service visibility, while forecasts from Salesforce feed into
ERP for production planning (Source: itransition.com). This integration gives manufacturers real-time
supply chain visibility and a closed feedback loop from customers to factory. A global manufacturer
achieved 60% automation of its warranty claims process by integrating Salesforce with ERP and

legacy databases, eliminating manual data re-entry (Source: salesforce.com)(Source:
salesforce.com). By uniting systems, manufacturers can react faster to changes and serve

customers and distributors with speed and accuracy (Source: salesforce.com)(Source:

salesforce.com).

In summary, Salesforce brings manufacturers a customer-centric operating model — consolidating data,
enhancing collaboration, and injecting intelligence into processes. The results include better customer
relationships, higher sales, improved operational efficiency, and ultimately growth in revenue and
profitability. It's no surprise that manufacturers leveraging Salesforce report a 30%+ increase in ROI
from these initiatives (Source: salesforce.com)(Source: salesforce.com).
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Salesforce Products and Solutions for Manufacturing

Salesforce offers a rich portfolio of products, some industry-specific and some cross-industry, that
collectively address the needs of manufacturing organizations. This section provides a detailed overview
of the key Salesforce products relevant to manufacturing and how each contributes to common industry
processes.

Salesforce Manufacturing Cloud

Manufacturing Cloud is Salesforce's industry-tailored CRM for manufacturers, built on the Customer
360 platform. It extends the standard Sales Cloud and Service Cloud with features designed for
manufacturing account management, forecasting, and partner collaboration (Source: itransition.com)
(Source: itransition.com). Manufacturing Cloud’s core purpose is to unify sales and operations teams on
one platform, bridging the gap between customer demand and production supply.

Key capabilities of Manufacturing Cloud include:

e Sales Agreements: A central feature that lets manufacturers create and track long-term sales
contracts with customers (Source: cyntexa.com)(Source: cyntexa.com). Sales Agreements capture
negotiated terms (product quantities, pricing, delivery schedules, etc.) and then track actual orders
and revenues against those commitments. This provides transparency into how customers are
performing relative to their commitments, helping both the manufacturer and customer manage the
relationship. It ensures that planned volumes vs. actuals are monitored in real time, improving
accountability and facilitating easier true-ups or adjustments in agreements (Source: cyntexa.com)
(Source: cyntexa.com).

e Account-Based Forecasting: Manufacturing Cloud offers advanced forecasting tools tailored to
manufacturing cycles. It can generate demand forecasts at the account level, by processing each
customer’s open opportunities, orders, and sales agreement data (Source: itransition.com). Users

can produce time-phased forecasts (e.g. monthly/quarterly) for product volumes and revenue, with
the ability to break down forecasts by product line or region (Source: itransition.com). These

forecasts are far more granular than a typical sales pipeline report — they effectively tie the CRM to
production planning. The result is more accurate production schedules and inventory planning
aligned to actual customer demand signals (Source: cyntexa.com)(Source: cyntexa.com).
(Manufacturers report significantly improved forecast accuracy and fewer stockouts when sales and
production plans are unified in this way.)

e Program-Based Business Insights: For suppliers in industries like automotive or aerospace with
long-term programs (projects), Manufacturing Cloud provides visibility into customers' production
programs (Source: itransition.com)(Source: itransition.com). For example, an automotive parts
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supplier can see the OEM's production forecasts for a new car model and estimate the components
required over the program's life. This helps accurately estimate future demand tied to specific
programs and improves capacity planning for engineer-to-order and custom manufacturing
scenarios.

e Partner and Channel Collaboration: Manufacturing Cloud integrates with Salesforce Experience
Cloud to enable partner portals tailored to manufacturing needs (Source: itransition.com).

Manufacturers can set up branded portals for distributors or dealers to interact with them. Through
these portals, partners can place orders or check product inventory, submit warranty claims for
products they service, track shipments, and view performance dashboards (e.g. rebate attainment or
sales targets) (Source: itransition.com)(Source: itransition.com). This digital collaboration reduces

communication lags and errors in the partner channel. It also fosters trust by giving partners self-
service access to information. For instance, dealers can log in to see their sales agreement terms,
remaining allotments, and initiate re-orders directly — streamlining the reorder process and improving
forecast accuracy with real-time partner input (Source: cyntexa.com)(Source: cyntexa.com).

e Manufacturing Data Model & Analytics: Manufacturing Cloud comes with an industry data model
and pre-built analytics. It includes objects and processes for product inventory, asset
performance, and warranties which are crucial in manufacturing CRM (Source: itransition.com)

(Source: itransition.com). For example, it provides a Product and Part Inventory feature that lets

users track inventory levels across warehouses, monitor stock transfers, and manage product
returns or recalls all within Salesforce (Source: itransition.com)(Source: itransition.com). Additionally,

CRM Analytics for Manufacturing (formerly Tableau CRM) offers out-of-the-box dashboards
focused on manufacturing KPIs — such as revenue over time, forecast vs. actual attainment, partner
performance, and compliance with sales agreements (Source: itransition.com)(Source:

itransition.com). These ready-made analytics help account managers and executives gain insight into

sales and supply chain trends without extensive Bl development.

¢ Flow for Manufacturing: This is a library of pre-built workflow automations and guided screen flows

specific to manufacturing scenarios (Source: itransition.com)(Source: itransition.com). For example,

there are flows to automatically recalculate forecasts when new orders come in, or to guide a
service agent through a troubleshooting script with contextual asset data. Manufacturers can also
build custom flows via the point-and-click Flow Builder to enforce their business rules. This low-code
automation capability means common manual tasks (like updating a production schedule or sending
an alert for low inventory) can be automated and standardized easily, boosting efficiency.

¢ Einstein Al for Manufacturing: Salesforce has infused Manufacturing Cloud with Al for predictive
insights. Einstein algorithms can analyze historical sales patterns, customer account trends, and
even loT signals (if integrated) to provide recommendations. One such use is Einstein Forecasting,
which can augment the account managers' forecasts with Al predictions, highlighting if certain

Page 6 of 40


https://www.itransition.com/crm/salesforce/manufacturing#:~:text=Experience%20Cloud%20Sites%20for%20Manufacturing
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=Experience%20Cloud%20Sites%20for%20Manufacturing
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=Setting%20up%20branded%20collaboration%20and,information%20on%20orders%20and%20warranties
https://cyntexa.com/blog/salesforce-manufacturing-cloud/#:~:text=3
https://cyntexa.com/blog/salesforce-manufacturing-cloud/#:~:text=The%20Community%20Cloud%20Integration%20feature,efficiency%20in%20meeting%20customer%20demands
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=Product%20and%20Part%20Inventory
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=Helping%20inventory%20managers%2C%20service%20technicians%2C,or%20recall%20of%20product%20items
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=Product%20and%20Part%20Inventory
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=Helping%20inventory%20managers%2C%20service%20technicians%2C,or%20recall%20of%20product%20items
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=CRM%20Analytics%20for%20Manufacturing
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=Providing%20account%20managers%20with%20insights,levels%20of%20your%20sales%20agreements
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=Flow%20for%20Manufacturing
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=Setting%20up%20automated%20workflows%20%28e,processes%20by%20setting%20business%20rules
https://cirra.ai/?utm_source=pdf
https://cirra.ai/articles/salesforce-manufacturing-implementation-guide

C Cirra AI Salesforce CRM Implementation in the Manufacturing Sector

accounts are likely to over or under-buy compared to their commitment. Another example is using
Einstein Analytics to identify at-risk deals or churn signals in key accounts so sales teams can take
proactive action (Source: cyntexa.com)(Source: cyntexa.com). These Al-driven insights help
manufacturers make faster, data-driven decisions in both sales and operations.

Overall, Manufacturing Cloud is purpose-built to “unify opportunities with demand forecasts,
enhance service to customers and distributors, and offer insights with contextualized data, Al, and
analytics” (Source: salesforce.com). It acts as the customer engagement layer sitting on top of core

manufacturing operations, ensuring that promises made by sales align with what production and supply
chain can deliver. By implementing Manufacturing Cloud, companies have seen stronger forecast
accuracy, higher customer satisfaction, and more predictable revenue streams (Source: salesforce.com).

Salesforce Sales Cloud (Core CRM)

Sales Cloud is the foundational CRM module for managing B2B sales activities — it's widely used across
industries, and in manufacturing it plays a central role in managing customer relationships and new
business development. Sales Cloud provides lead and opportunity management, account and
contact management, pipeline tracking, and sales performance tools that manufacturing sales
teams rely on. Key aspects of Sales Cloud for manufacturing include:

e Account & Contact Management: Sales Cloud houses all account details (manufacturing
customers often being distributors, wholesalers, or large OEM clients) and contacts (buyers,
procurement managers, etc.). It provides a unified view of each customer’s organization, including
hierarchies (useful for complex accounts with multiple divisions or plants). Sales reps can see the full
interaction history — inquiries, quotes, orders, issues — in one place, which is crucial for strategic B2B
account management.

e Opportunity and Pipeline Management: Manufacturing deals often involve long sales cycles,
technical specifications, and multiple stakeholders. Sales Cloud allows reps to track each
opportunity through stages, record key requirements, and collaborate internally (with engineering or
finance teams) using Chatter or Slack integration. Pipeline dashboards give sales managers visibility
into future revenue, helping them forecast. Einstein Al adds features like Einstein Lead Scoring to
identify the most promising leads, and Opportunity Insights to prompt reps about deals that may be
stalling (Source: itransition.com)(Source: itransition.com). For example, Einstein can alert a

salesperson if an opportunity has had no activity for 30 days or if an email from the customer
mentioned a competitor — enabling timely intervention.

e Configure-Price-Quote (CPQ) Integration: Sales Cloud integrates with Salesforce CPQ (or third-
party CPQ apps) to handle complex product configuration and pricing directly within the sales
process (Source: itransition.com). This is vital for manufacturers offering customizable products or
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volume-based pricing. With CPQ, a rep working an opportunity can configure a product (select
options, materials, etc.), have pricing and discounts automatically calculated per approved rules, and
then generate a formal quote/proposal with one click. This ensures consistency and speeds up
what used to be a labor-intensive process. We cover CPQ in detail separately below, given its
importance.

e Partner Relationship Management (PRM): If manufacturers sell via channel partners (e.g. dealers,
agents), Sales Cloud's PRM features (often delivered via Experience Cloud) let them manage those
partners. This includes onboarding partners, sharing leads or opportunities with them, and tracking
partner performance. Salesforce can provide each partner a limited view into the CRM to update their
pipeline or register deals. Partner scorecards and reports help channel managers identify top
performers or those needing attention. This capability is crucial for manufacturing companies that
rely on distributors and need visibility into indirect sales. It ties in with Manufacturing Cloud's partner
engagement features discussed earlier.

e Sales Performance and Targets: Sales Cloud offers tools for goal setting and performance
management, which can be tailored to manufacturing sales metrics. For instance, Account Manager
Targets (part of Manufacturing Cloud for Sales) enable setting revenue or volume targets for each
account or region (Source: itransition.com). Reps and managers can then track progress against

these targets in real time. Additionally, dashboards and reports can track KPIs like monthly orders,
quote conversion rate, win/loss analysis, and sales by product category — providing transparency and
accountability in the sales organization.

e Mobile and Offline Access: Manufacturing sales reps or field account managers often travel to
client sites (e.g. visiting a factory or distributor). The Salesforce mobile app ensures they have
access to account info, product catalogs, and even quote/order capability on the go. Offline caching
is useful for working in industrial sites with low connectivity. This helps sales teams remain
productive and responsive from the field — for example, updating an opportunity after a customer
meeting or checking inventory before making a promise.

Sales Cloud has long been recognized by analysts as a market leader in sales force automation, and its
robustness in managing contacts and pipeline is the foundation upon which Manufacturing Cloud builds
industry features. By using Sales Cloud, manufacturers gain a disciplined approach to managing
customer relationships and can improve their sales effectiveness. In fact, the disciplined use of
Salesforce Sales Cloud has helped companies handle 5 times more leads per rep through better
prioritization and streamlined processes (Source: itransition.com)(Source: itransition.com). A British

equipment manufacturer (Numatic) achieved such an improvement by leveraging Sales Cloud
dashboards and Einstein Al to focus reps on the best opportunities and automate low-value tasks
(Source: itransition.com)(Source: itransition.com).
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Salesforce Service Cloud (and Field Service)

After-sales service and support are critical in manufacturing - whether it's handling equipment
maintenance, spare parts, warranties, or customer inquiries. Service Cloud is Salesforce's customer
service platform, and for manufacturers it provides the tools to deliver efficient, high-quality support to
customers and even to channel partners.

Key Service Cloud features and their relevance to manufacturing include:

e Omnichannel Case Management: Service Cloud enables manufacturers to capture service requests
or issues from any channel — phone, email, web portal, or even loT alerts — and route them as cases
to the appropriate support team. It automatically logs and tracks each case through resolution.
Agents use the Service Console, a unified dashboard that shows the customer’s profile, asset
information, contract entitlements, and case history in one view (Source: itransition.com)(Source:

itransition.com). This 360° context is invaluable for quickly diagnosing issues. For instance, if a

customer calls about a faulty machine, the agent instantly sees the machine's warranty status,
service history, and any open orders for replacement parts. Salesforce reports that using Service
Console, companies have expedited case resolution significantly (as noted earlier, 21% faster wrap-

up time on average) (Source: salesforce.com).

¢ Warranty and Entitlement Management: Manufacturing Cloud for Service introduced Warranty
Lifecycle Management capabilities (Source: itransition.com)(Source: itransition.com).

Manufacturers can define warranty terms for products (coverage, duration, etc.) and track warranty
claims. When a distributor or customer files a claim (potentially via a self-service portal), Salesforce
can log it as a case, ensure it meets eligibility (using entitlement rules), and even trigger processes
like return merchandise authorization (RMA) or field service dispatch. By managing warranties in
Salesforce, companies gain insight into product quality issues and claim trends, and they can recover
costs from suppliers when sub-components fail. Automating warranty processing can dramatically
cut costs — one manufacturer used a Salesforce-native warranty app (Tavant Warranty) to achieve
notable reductions in warranty expenses by streamlining the end-to-end process (Source:
sfapps.info) (Source: sfapps.info).

e Field Service Management: Many manufacturers have technicians or engineers who perform
installations, repairs, or maintenance at customer sites (e.g., servicing an industrial machine or
performing routine maintenance on equipment). Salesforce Field Service (formerly Field Service
Lightning) is an extension of Service Cloud that optimizes field operations. It offers work order
management, intelligent scheduling and dispatch, a mobile app for technicians, and inventory
tracking for spare parts (Source: itransition.com)(Source: itransition.com). In practice, when a case

requires onsite service, a work order is created in Salesforce; the system can automatically schedule
the best technician based on skills, location, and availability, and ensure they have the right parts.

Page 9 of 40


https://www.itransition.com/crm/salesforce/manufacturing#:~:text=Service%20Console%20for%20Manufacturing
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=Providing%20a%20unified%20tool%20for,articles%2C%20and%20offering%20extended%20warranties
https://www.salesforce.com/manufacturing/#:~:text=Image
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=Warranty%20Lifecycle%20Management
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=Managing%20warranties%20for%20products%20and,tools%2C%20and%20tracking%20expenses%20incurred
https://www.sfapps.info/salesforce-manufacturing-implementation/#:~:text=Tavant%20Warranty%20On
https://www.sfapps.info/salesforce-manufacturing-implementation/#:~:text=Image%3A%20Salesforce%20Tavant%20App%20,Demand
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=qualification%20thresholds%2C%20and%20automating%20rebate,payout%20calculations
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=Intelligent%20Field%20Service
https://cirra.ai/?utm_source=pdf
https://cirra.ai/articles/salesforce-manufacturing-implementation-guide

C Cirra AI Salesforce CRM Implementation in the Manufacturing Sector

The technician uses the mobile app to get directions, view the asset's service history, record their
work (even if offline), and capture customer signatures. Field Service also supports preventive
maintenance plans and loT-driven alerts (e.g. a machine’s sensor triggers a case when a threshold is
exceeded). Companies deploying Salesforce Field Service have seen major improvements in field
efficiency — for example, a steam turbine manufacturer cut work order creation time by 40% and
improved field coordination by 35% by managing it through Salesforce Field Service (Source:
criticalriver.com)(Source: criticalriver.com). The combination of Field Service and Service Cloud

ensures a seamless service experience from call center to on-site resolution.

¢ Knowledge Base and Self-Service: Salesforce provides Knowledge management so manufacturers
can document solutions to common problems (e.g., troubleshooting steps for equipment). Agents
can quickly search a knowledge base for articles to help resolve a case, and they can send those to
customers or partners. Moreover, manufacturers often set up self-service portals or forums for their
customers/partners — allowing users to find answers, log cases, or check account info on their own.
This deflects routine inquiries from call centers. Salesforce’'s Visual Remote Assistant even allows
technicians to guide customers remotely via video, which some companies used for simpler warranty
repairs virtually — enhancing customer experience and reducing unnecessary field visits (Source:
itransition.com)(Source: itransition.com).

e Service Analytics and Al: Similar to sales, Salesforce provides analytics for service operations -
tracking metrics like first-call resolution, average repair time, and customer satisfaction (CSAT).
Einstein Al can analyze case logs and identify common themes (Einstein Conversation Mining) to
suggest process improvements (Source: itransition.com). It can also recommend next-best actions

to agents or automatically classify cases for faster routing. These insights help manufacturers
continuously improve their service quality and identify if certain products are generating more issues

(triggering a feedback loop to engineering).

In essence, Service Cloud turns after-sales support into a proactive, efficient operation that can be a
revenue driver (through service contracts, extended warranties, etc.) rather than a cost center. With
equipment manufacturers increasingly monetizing services (the “servitization” trend), having Salesforce
handle service workflows ensures they can scale these offerings. A great example is KONE, the elevator
and escalator company, which uses Salesforce Field Service and other Salesforce tools globally — they
noted that Salesforce's adaptability allowed building many value-added services on one platform, making

it "a central part of [KONE's] vision for the future” (Source: salesforce.com).

Salesforce CPQ (Configure, Price, Quote)

Salesforce CPQ is a module that streamlines the configuration and pricing of complex products and the
generation of quotes and proposals. It is especially relevant for manufacturers because they often have
complex pricing (volume discounts, dealer pricing, contracts) and customizable products or engineered-
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to-order items. Key benefits and features of CPQ for manufacturing include:

e Product Configuration Rules: CPQ ensures that sales can only configure valid product
combinations. Manufacturers may have thousands of product options or add-on features, some of
which are incompatible with others. CPQ provides a guided selling interface where the rep (or
partner, via a portal) selects product features step by step, and the system enforces constraints (for
example, if option A is selected, disable option B, or recommend C). This guarantees that the
configured product is buildable and meets the customer’'s specs. It reduces errors compared to
manual configuration in spreadsheets or catalogs.

e Accurate, Automated Pricing: Pricing in manufacturing might depend on quantity breaks, account-
specific pricing, bundles, or currency/region. CPQ applies pricing rules automatically once the
configuration is done. It can pull in the customer’s contracted price (from a price book), apply
volume discounts, and calculate the final price with taxes. If the rep wants to give an extra discount,
CPQ can require an approval if it's beyond a set margin. This level of control prevents margin
leakage and speeds up approvals. As a result, quotes that used to take days of back-and-forth can
be generated in minutes with confidence that they're correct. One case study showed a 37% jump
in win rate after implementing end-to-end sales automation with Salesforce CPQ for a manufacturer,
owing to faster and more accurate proposals (Source: forsysinc.com)(Source: forsysinc.com).

e Quote Document Generation: CPQ can automatically produce a professional quote/proposal
document or contract for the customer. It pulls in all the line items, pricing, terms & conditions, etc.,
into a template (often in PDF format) that can be emailed or e-signed. This consistency not only
saves time but also ensures branding and legal terms are always up to date. Many manufacturers
integrate CPQ with e-signature apps like DocuSign or Adobe Sign so that once a customer is ready,
they can sign the quote electronically, converting it to an order rapidly. In fact, integrating DocuSign
CLM (Contract Lifecycle Management) with Salesforce has been shown to speed up deal
closures by streamlining the entire quote-to-contract process (Source: sfapps.info)(Source:
sfapps.info) — centralizing contracts in Salesforce and automating approvals.

e Link to ERP for Production Orders: After a quote is accepted, CPQ can facilitate the creation of an
order and even send the configured Bill of Materials to an ERP or production system. Many
manufacturers use integration (sometimes via middleware or the Salesforce Manufacturing Cloud's
ERP connectors) to pass order data downstream. This means what the sales team sold is exactly
what gets built in the factory, without re-entering data. It closes the loop from customer quote to
work order. For example, Rootstock's ERP (which runs on Salesforce) can take Salesforce CPQ
orders directly into its production module, ensuring seamless quote-to-cash-to-manufacture
execution (Source: rootstock.com)(Source: rootstock.com).
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¢ Handling of Renewals & Aftermarket Sales: For manufacturers that sell service contracts,
warranties, or consumable products as follow-ups, CPQ can also generate quotes for renewals or
spare parts orders based on the original configuration. It can ensure the right service level
agreement is quoted for a machine, or the correct replacement parts kit is suggested for a given
model. This drives aftermarket revenue and simplifies life for both sales reps and customers.

Overall, Salesforce CPQ brings speed, consistency, and intelligence to the sales process for
manufacturers. It reduces proposal generation time dramatically and improves quote accuracy. By
automating approvals and ensuring every quote meets margin and product rules, companies protect their
profitability while delivering a smoother experience to customers. Manufacturers who implemented CPQ
alongside Salesforce have reported outcomes like 78% reduction in manual effort in quote processing
and much faster customer response times (Source: cyntexa.com)(Source: cyntexa.com). When combined
with Manufacturing Cloud's sales agreements, CPQ can even enforce contracted pricing and track
against volume commitments, ensuring compliance with negotiated deals.

Pardot (Marketing Cloud Account Engagement)

Pardot — now part of Salesforce Marketing Cloud Account Engagement - is a B2B marketing
automation tool that many manufacturers use to generate and nurture leads, especially in complex sales
cycles. Manufacturing marketing is often focused on engaging with industry buyers through trade shows,
email campaigns, and distributor co-marketing. Pardot's relevance and features for manufacturing
include:

e Lead Generation and Nurturing: Pardot helps capture leads from the company’s website (through
landing pages or contact forms) and scores these leads based on their interactions. For instance, if a
prospect downloads a technical datasheet or configures a product on the site, their score increases.
Marketing can set up automated email nurture campaigns to send relevant content (case studies,
product information) to leads over time, warming them up for sales. This is crucial for manufacturers
where the sales cycle might be long and relationship-based — Pardot ensures prospects don't go
cold and that sales reps get notified when a lead shows strong interest (high score).

¢ Segmentation and Personalization: Manufacturers often have diverse customer segments - e.g.
one segment might be OEMs, another might be end-consumers for spare parts, another could be
regional distributors. Pardot allows segmentation of the audience and tailoring of messaging. It can
send personalized emails, for example highlighting industry-specific solutions to different verticals. It
also supports account-based marketing tactics, focusing on key accounts with targeted
campaigns. Personalization extends to the website as well — using Einstein Web Recommendations
(an Al feature) to dynamically show website visitors content based on their profile or past behavior

(Source: itransition.com)(Source: itransition.com).

Page 12 of 40


https://cyntexa.com/case-study/salesforce-cpq-solutions-for-manufacturing-sector/#:~:text=Salesforce%20CPQ%20Solutions%20for%20Manufacturing,About%20the%20client%20%C2%B7%20Challenges
https://cyntexa.com/case-study/salesforce-cpq-solutions-for-manufacturing-sector/#:~:text=Salesforce%20CPQ%20Solutions%20for%20Manufacturing,About%20the%20client%20%C2%B7%20Challenges
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=to%20maximize%20the%20effectiveness%20of,campaigns%20via%20personalized%20email%20messages
https://www.itransition.com/crm/salesforce/manufacturing
https://cirra.ai/?utm_source=pdf
https://cirra.ai/articles/salesforce-manufacturing-implementation-guide

C Cirra AI Salesforce CRM Implementation in the Manufacturing Sector

¢ Integration with Sales: Pardot is tightly integrated with Sales Cloud, ensuring that marketing and
sales have a shared view of leads and contacts. When a lead reaches a certain threshold (becomes
"marketing qualified"”), it can automatically create a Salesforce task for a salesperson to follow up.
Sales can see the prospect’'s engagement history (emails opened, web pages viewed) within
Salesforce, which equips them with insights for their conversation. This alignment of marketing and
sales is crucial in manufacturing, where the handoff must be smooth to convert opportunities.
Companies that effectively integrated marketing automation have grown their sales pipelines
significantly; for example, Ford used Marketing Cloud capabilities to send real-time personalized
updates (like order status via email/SMS) which increased customer engagement and email click-
through by 48% (Source: itransition.com)(Source: itransition.com).

e Trade Show and Event Marketing: Manufacturing firms often rely on events (trade fairs,
conferences) for lead generation. Pardot can manage event-driven campaigns — capturing attendees
via QR codes or forms and then sending follow-up sequences. It ensures no leads from expensive
events fall through the cracks. Pardot's lead scoring can even prioritize which event leads are likely
most valuable, so sales teams focus their post-event calls on those.

e Distributor/Dealer Marketing (Distributed Marketing): Salesforce offers a feature called
Distributed Marketing (part of Marketing Cloud) that allows a manufacturer’s central marketing
team to create email/social campaign templates which local dealers or distributors can send to their
customers, maintaining brand consistency. Pirelli, for instance, enabled their tire dealerships with
Salesforce Distributed Marketing to send co-branded seasonal offers to local customers (Source:
itransition.com)(Source: itransition.com). This way, the manufacturer supports its channel partners in
marketing, amplifying reach while ensuring messaging is on-brand.

¢ Analytics on Marketing ROI: Pardot provides analytics on campaign performance — which emails
got the most response, which webinars led to pipeline, etc. Manufacturing marketing teams can track
the ROI of their efforts, linking, for example, a specific product launch campaign to actual won deals
in Salesforce. This closed-loop reporting helps justify marketing spend and guides future strategy
(e.g. focusing on the most effective channels, whether it's email, Linkedin ads, or industry
magazines).

In summary, Pardot (Account Engagement) enables manufacturers to generate more leads and
systematically nurture them, turning marketing from a manual, broad-brush effort into an automated,
targeted engine that feeds high-quality opportunities to sales. By engaging prospects with useful content
and scoring their readiness, manufacturers have seen improved conversion rates. Moreover, aligning
dealer marketing efforts through Salesforce increases the impact of campaigns. All of this contributes to
a fuller sales pipeline — indeed, companies leveraging Salesforce’s marketing automation and analytics
have driven substantial increases in engagement and reduced the time to close deals by focusing on the
right opportunities (Source: itransition.com)(Source: itransition.com).
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Other Relevant Salesforce Offerings

In addition to the core products above, there are a few other Salesforce offerings and ecosystem
solutions that are noteworthy for manufacturing:

e Experience Cloud (Community Portals): As mentioned, Experience Cloud allows creation of
external-facing web portals or communities. Manufacturers use this to build dealer portals,
customer service portals, or supplier collaboration portals. For example, a dealer portal might let
dealers register deals, place orders, and track those orders’ status (integrated with ERP). A customer
service portal could let end-customers log support tickets or download product documentation. By
providing these self-service capabilities, manufacturers can improve partner and customer
satisfaction and reduce internal workload. Experience Cloud leverages the same data in CRM,
meaning a dealer can see their accounts and orders as records in Salesforce (with proper security).
This was instrumental for Pirelli's B2B Commerce portal for dealers, which was built on Salesforce
and gave dealers real-time access to product availability and promotions (Source: itransition.com)
(Source: itransition.com).

e Manufacturing Analytics and Al: Beyond standard CRM Analytics, Salesforce also has Tableau (for
advanced analytics dashboards) and recently, Manufacturing Cloud Intelligence with Al models.
These can be used for predictive maintenance (integrating loT data to predict machine failures) or
advanced supply chain analytics. While not an out-of-box product, many manufacturers integrate
sensor/loT data with Salesforce — for instance, an loT signal can create a case in Salesforce
automatically (via loT Cloud or using MuleSoft to connect an loT platform), enabling proactive
service. The Trusted Al for Manufacturing initiative by Salesforce provides pre-built Al models and
prompts specific to manufacturing scenarios (like predicting demand surges or recommending
optimal pricing), which companies can deploy with low effort (Source: salesforce.com)(Source:

salesforce.com).

¢ MuleSoft (Integration Platform): MuleSoft, owned by Salesforce, is an enterprise integration and
APl management platform. It's extremely relevant in manufacturing implementations of Salesforce
because it offers MuleSoft Accelerators for Manufacturing — pre-built APIs and connectors to
common systems like SAP ERP, Oracle, or MES systems (Source: itransition.com)(Source:

itransition.com). This dramatically simplifies integrating Salesforce with production, inventory, and
order management systems. For example, using the MuleSoft accelerator, one can sync Salesforce
accounts and orders with SAP's customer and order modules in near real-time. Integration is often
one of the trickiest parts of a manufacturing CRM project (since ERP is mission-critical), so MuleSoft
provides a modern, scalable way to achieve a unified architecture. Manufacturers that leverage
MuleSoft have been able to connect Salesforce to legacy systems with fewer failures and faster
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development. One consulting firm noted that using MuleSoft for a manufacturing client allowed them
to compress order status update times from an 8-hour batch to just 15 minutes, vastly improving
information speed in the supply chain (Source: wilcosource.com)(Source: wilcosource.com).

e AppExchange Solutions (Partner Apps): Salesforce's ecosystem includes third-party apps tailored
for manufacturing. Some popular ones: Rootstock Cloud ERP, which is a full ERP built on Salesforce
and often used by mid-sized manufacturers to manage inventory, production, and supply chain
natively on the platform (Source: sfapps.info)(Source: sfapps.info); Propel for Product Lifecycle

Management (PLM) and Quality Management on Salesforce, to manage product designs, changes,
and quality processes in one place (Source: sfapps.info)(Source: sfapps.info); and
ComplianceQuest for enterprise Quality, Health, Safety, and Environment management (useful in life
sciences and industrial manufacturing to track compliance and quality issues) (Source: sfapps.info)
(Source: sfapps.info). There are also specialized logistics apps like Revenova TMS for transportation

management (for those managing freight and shipping) built on Salesforce (Source: sfapps.info)
(Source: sfapps.info). These partnerships (Salesforce + ISV apps) allow manufacturers to extend
Salesforce beyond CRM into adjacent functions with proven solutions, all integrated on one platform.
We'll discuss the significance of such vendor partnerships later in the guide.

In summary, Salesforce provides a comprehensive suite for manufacturing: Manufacturing Cloud aligns
sales with production, Sales Cloud and CPQ drive revenue with efficiency, Service Cloud/Field Service
elevate customer support, Pardot fuels the sales funnel, and tools like Experience Cloud, MuleSoft, and
AppExchange solutions round out the picture by connecting systems and addressing industry-specific
needs. The next sections will explore how these tools are applied in real manufacturing scenarios and
how to approach implementing them effectively.

Common Use Cases and Business Scenarios in Manufacturing

Successful implementation of Salesforce in manufacturing addresses a variety of business needs. Below
are some of the most common use cases and scenarios, with examples of how Salesforce solutions meet
these requirements:

¢ 1. Sales and Demand Forecasting Alignment: One of the biggest challenges for manufacturers is
accurately forecasting demand and aligning it with production. With Salesforce, sales teams input
opportunities and commitments (via Manufacturing Cloud's sales agreements), which roll up into a
consolidated demand forecast. Operations teams then use this forecast for production planning.
For example, Pirelli (the tire manufacturer) used Salesforce to analyze historical sales and generate
localized demand forecasts for each dealer’s region, resulting in more precise inventory planning and
avoidance of overstock (Source: itransition.com)(Source: itransition.com). The system even

recommended order quantities to dealers based on predicted tire demand, leading to an 8% increase
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in B2B engagement with dealerships and far fewer instances of stockouts or rush orders (Source:
itransition.com)(Source: itransition.com). This use case highlights how integrating CRM data with

forecasting algorithms (and sharing insights with partners via portals) can dramatically improve the
Sales & Operations Planning (S&OP) process.

e 2. Enhanced Channel Partner Management: Manufacturers often sell through networks of
independent distributors or dealers. Managing these partner relationships and gaining visibility into
indirect sales is critical. Salesforce enables a Partner Relationship Management (PRM) scenario:
partners can be onboarded through Salesforce, provided access to a partner community, and their
activities (leads registered, deals closed, orders placed) are tracked. A typical use case is setting up
a dealer portal (Experience Cloud) where partners log in to get product information, configure and
place orders (possibly using a B2B Commerce storefront), and lodge support cases. In Salesforce,
the manufacturer can see a combined pipeline of direct and partner-driven opportunities. They can
also automate rebate programs and incentives with features like Rebate Management, rewarding
partners for meeting sales targets (Source: itransition.com)(Source: itransition.com). The benefit is

greater channel visibility, consistency, and partner loyalty. For instance, a manufacturing
company improved partner operations efficiency by 40% after leveraging a customized Salesforce
solution to streamline deal registration and track partner performance in real time (Source:
damcogroup.com). This scenario often involves tight ERP integration too — e.g., when a dealer orders

via the portal, it writes directly to the ERP’'s order system via MuleSoft, and status updates flow back
to the portal.

o 3. After-Sales Service and Warranty Management: Many manufacturers distinguish themselves
via excellent after-sales service — including maintenance contracts, field service, and quick handling
of warranty claims. Salesforce supports an end-to-end service lifecycle use case. For example,
consider a heavy machinery manufacturer: they embed loT sensors in equipment that trigger alerts
to Salesforce when maintenance thresholds are met. Salesforce creates a case or work order
automatically. The service center uses Service Cloud to dispatch a field technician through Field
Service. The technician arrives with full knowledge of the machine's history via the mobile app,
performs the fix, and logs the outcome. If parts are used, inventory levels are updated through an
ERP integration. Meanwhile, if the repair is under warranty, Salesforce checks the entitlement and
processes it accordingly. By implementing this, companies have significantly reduced downtime for
their customers and improved service efficiency. A concrete case is Komatsu, a manufacturer of
construction equipment: by using Salesforce Field Service and a connected loT approach, they
moved from reactive repairs to proactive maintenance, reducing machine downtime for customers
(details from Salesforce's manufacturing summit indicate this success, though not directly cited
here). Another manufacturer reported automating 60% of warranty claims through Salesforce, as

Page 16 of 40


https://www.itransition.com/crm/salesforce/manufacturing#:~:text=%23%20%2B8
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=%23%20Salesforce,ordering%20portal
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=making%20processes%20by%20setting%20business,rules
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=Rebate%20Management
https://www.damcogroup.com/client-success/manufacturing-company-leverages-salesforce-to-improve-partner-operations#:~:text=,partner%20operations%20efficiency%20by%2040
https://cirra.ai/?utm_source=pdf
https://cirra.ai/articles/salesforce-manufacturing-implementation-guide

C Cirra AI Salesforce CRM Implementation in the Manufacturing Sector

noted earlier (Source: salesforce.com) — this shows how much manual effort can be saved by a

closed-loop warranty system. The key outcome in this scenario is higher customer loyalty and new
revenue from service contracts, as well as valuable data on product performance.

e 4. Configure-Price-Quote for Complex Sales: Many manufacturing sales reps face the scenario of
configuring a complex product and producing a quote quickly. Before Salesforce CPQ, this might
require coordinating with engineering for a custom BOM and finance for pricing, taking weeks. With
Salesforce CPQ, a guided selling use case unfolds: the rep selects the base product, the system
prompts for custom options (ensuring only valid configurations), then automatically prices everything
including multi-year or multi-unit discounts, and generates a polished proposal document. A classic
example is in the high-tech manufacturing space, where products like industrial printers or engines
have hundreds of possible configurations. Using CPQ, one company saw their quote generation time
drop from days to a matter of hours, and a notable increase in quote accuracy and win rate (37%
increase in win rate) due to timely, tailored proposals (Source: forsysinc.com)(Source:
forsysinc.com). Moreover, because CPQ quotes are integrated with the CRM, once the customer

signs, it's easy to convert to an order and notify production. The use case also extends to renewals
management — e.g., automatically prompting sales to renew a service contract before it expires,
with CPQ generating the renewal quote based on previous terms.

e 5. Integrated Order Management and ERP visibility: A practical scenario for many manufacturers
is giving customer-facing teams (sales, service) visibility into orders, shipments, and invoices that
live in the ERP. With Salesforce integrated to ERP, an account executive can open an account in
Salesforce and see all past orders, current order status, and invoice payments without switching
systems. This order visibility use case empowers sales reps to answer customer questions like
"Where is my order?” instantly, or upsell based on past purchase patterns. It also helps credit
control; if an account is on hold due to late payments (info from ERP), the sales rep knows not to
promise new shipments. Achieving this typically involves integration middleware. Fast-moving
companies use API-led integration (via MuleSoft) to sync data near real-time. The ROl is substantial
— it improves customer satisfaction (fewer calls needed to find out order info) and internal efficiency.
One manufacturer integrated SAP ERP orders into Salesforce and reported that customer service
reps could handle 25% more inquiries because they no longer had to toggle between systems

(Source: tei.forrester.com)(Source: tei.forrester.com). The case for ERP-MES-CRM integration is so
strong that Salesforce's own materials cite it as unifying the value chain on one platform (Source:
salesforce.com)(Source: salesforce.com).

e 6. Supplier and Supply Chain Collaboration: Some manufacturers use Salesforce not just for
customer-facing processes, but to collaborate with suppliers or manage inbound supply. For
instance, using Experience Cloud, a company might set up a supplier portal where suppliers can log
in to see forecasts of what components the manufacturer will need (derived from Manufacturing
Cloud forecasts) and commit to delivering those. This two-way communication can replace countless
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emails or Excel-based forecasts. Another angle is using Salesforce to track component quality
issues and feed that info back to suppliers (this ties into quality management apps like
ComplianceQuest on AppExchange). The goal of this scenario is to increase supply chain
transparency and agility — knowing sooner if a supplier can't meet a need, or if a quality issue is
emerging, so the manufacturer can adjust. While this is a more advanced use case, it's increasingly
considered by manufacturers embracing digital ecosystems. Salesforce’s platform, combined with
partner apps (PLM, supplier management tools), can support it by providing a central hub for that
data and communication.

e 7. Executive Dashboarding and Business Intelligence: Finallyy, a common scenario post-
implementation is that manufacturing executives gain real-time insight into the health of the
business via Salesforce dashboards. A VP of Sales might have a dashboard showing bookings vs.
target by product line, a VP of Service might track open critical cases and field service utilization,
while the COO could see forecasted demand vs. current inventory — all drawing from Salesforce data
(and embedded external data via integrations). Because Salesforce can be a hub for customer and
planning data, it becomes possible to create a command center for the business. Ford, in the
earlier example, built dynamic dashboards for campaign KPIs and customer engagement that
reduced the time to gather metrics from days to near-instant (Source: itransition.com)(Source:
itransition.com). Another manufacturer leveraged Tableau CRM to combine CRM data with machine

data, identifying which products had the highest lifetime customer value and which service issues
were most costly, driving strategic decisions in product development. This scenario underscores how
implementing Salesforce is not just about process automation, but also about enabling a data-driven
culture in manufacturing companies.

These use cases show the breadth of digital transformation that Salesforce supports in manufacturing —
from the first marketing touch to a sales win, from an order through production, and all the way to service
and re-orders. Importantly, they are not standalone; they often intersect (e.g., better forecasting enables
better partner collaboration, CPQ ties into order management, etc.). Real-world manufacturing firms
often start with one or two primary use cases (say, CRM for sales and basic service) and then expand to
others as they see value, eventually achieving an integrated platform. The next section will discuss how
to approach implementing these capabilities step by step.

Key Implementation Steps for a Manufacturing Salesforce Project

Implementing Salesforce in a manufacturing context is a significant project that requires careful planning
and execution. It typically follows a structured lifecycle from initial requirements gathering through go-live
and continuous improvement. Below are the key implementation steps and best practices at each stage:

Page 18 of 40


https://www.itransition.com/crm/salesforce/manufacturing#:~:text=American%20car%20manufacturer%20Ford%20introduced,updates%20via%20email%20or%20SMS
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=storage,updates%20via%20email%20or%20SMS
https://cirra.ai/?utm_source=pdf
https://cirra.ai/articles/salesforce-manufacturing-implementation-guide

C Cirra AI Salesforce CRM Implementation in the Manufacturing Sector

1. Requirements Gathering and Process Mapping: The foundation of a successful implementation is a
thorough understanding of the business. In this step, project teams conduct extensive workshops with
stakeholders from sales, customer service, operations, and IT. The goal is to document current
processes, pain points, and desired outcomes. In manufacturing, this may involve mapping how a
customer order flows today, how a forecast is compiled, how a service request is handled, etc. Mapping
these processes (often using flowcharts) helps identify inefficiencies and gaps (Source: sfapps.info)
(Source: sfapps.info). For example, you might discover that sales forecasts are currently done in
spreadsheets with little input from operations — a clear gap that Salesforce can fill. It's important to
identify specific use cases (e.g., “as a sales manager, | want to see all dealer orders in my region in real
time") which will drive the solution design (Source: sfapps.info)(Source: sfapps.info). At this stage, also
define success criteria (KPIs) for the project, such as reducing quote time by X% or improving forecast
accuracy to Y%. This creates a vision that aligns with strategic goals. Lastly, ensure executive
sponsorship and form a cross-functional project team with “champions” from each department who
deeply understand the needs of their area (Source: sfapps.info)(Source: sfapps.info). In manufacturing

companies, involving both business (e.g., head of sales, head of service) and IT from the start is crucial
to balance requirements with technical feasibility.

2. Solution Design and Process Alignment: With requirements in hand, the next step is designing how
Salesforce will be configured or customized to meet those needs. This includes process alignment -
deciding how the identified processes will run on Salesforce. Often, it's best to start with Salesforce's
out-of-the-box capabilities and minimize custom code, to leverage built-in best practices (Source:
sfapps.info)(Source: sfapps.info). For instance, if the requirement is tracking sales contracts, first
consider using the standard Sales Agreements object in Manufacturing Cloud before custom-building
something. The design should cover data models (what standard and custom objects/fields are needed),
security model (setting up roles for sales reps, partner users, etc.), and integration points. Creating a
detailed solution blueprint or design document at this stage is a best practice - it acts as the reference
for the build. In manufacturing projects, special attention goes to integration design (more below) and
any custom logic needed for things like pricing or workflow overrides. Process mapping done earlier is
refined into future-state process flows now, showing how tasks will happen in Salesforce. Engaging end-
users in validating this design (through demos or feedback sessions) can prevent surprises later.

3. Data Migration Planning: Early in the project, start planning for data migration. Manufacturing
companies often have legacy CRM data (maybe in Excel or an old system), customer and contact data in
ERP, and other data like product catalogs or price lists to bring into Salesforce. It's vital to identify all data
sources and decide what needs to be migrated or integrated. A data migration strategy should outline
which records will be imported (accounts, contacts, open opportunities, open cases, etc.) and how to
map fields from the old system to Salesforce (Source: sfapps.info)(Source: sfapps.info). Equally

important is data cleansing: clean up duplicates, outdated records, and inconsistent entries before
migration. Manufacturing data can be messy (e.g., multiple names for the same customer across
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systems), so investing time in cleansing and establishing data governance will pay off (Source:
sfapps.info) (Source: sfapps.info). It's common to use tools like Excel and Data Loader or ETL tools for
migration. Do trial migrations in a sandbox environment to catch issues (especially with data like
addresses, special characters, etc.). Also consider data governance roles — for example, who will
maintain the product catalog or clean account data going forward, so the new system stays healthy.

4. System Integration Development: Integration is often the most critical (and complex) part of a
manufacturing Salesforce implementation. By this stage, you should have an integration blueprint that
specifies what systems will connect and what data will flow between them (Source: sfapps.info)(Source:

sfapps.info). Common integrations include ERP (for orders, invoices, inventory), MES (for machine or
production status), finance systems, and possibly e-commerce platforms. The best practice is to use a
middleware or APl-led approach (e.g., MuleSoft) rather than point-to-point hard coding, to ensure
scalability (Source: sfapps.info)(Source: sfapps.info). During integration development, prioritize real-time

vs. batch needs: for instance, account and order data might sync every few minutes, whereas large
datasets like daily production totals could sync nightly. Ensure robust error handling in integrations, so
failures are logged and addressed (especially because an error syncing an order could affect a
customer). Security and compliance are crucial — sensitive data must be encrypted if needed, and API
access controlled. It's advisable to involve integration specialists or architects here, as mistakes in
integration can lead to data isolation or consistency issues (Source: sfapps.info)(Source: sfapps.info). A
manufacturing example is integrating Salesforce with SAP: one might use MuleSoft connectors for SAP to
pull customer master data into Salesforce and push back confirmed orders. Pre-built accelerators can
shorten this timeline (Source: itransition.com). Don't forget integration with MES/IoT, if part of scope, to

allow use cases like sensor-triggered cases or visualizing production progress in Salesforce.

5. Configuration and Customization of Salesforce: This is the main build phase where Salesforce
admins and developers configure the platform according to the design. Configuration includes setting
up objects, fields, workflows, flows, validation rules, profiles, and page layouts — largely done with clicks
not code. Customization involves code (Apex, Lightning Components) if needed for complex logic or Ul.
In manufacturing projects, one might create custom objects for things like machine installations, or
custom automation for calculating forecast deviations, etc. Best practices here: keep customizations to
the minimum necessary to avoid technical debt (Source: sfapps.info)(Source: sfapps.info). Use
Salesforce’s capabilities first — e.g., use Flow Builder to automate a process rather than writing a bunch of
Apex triggers if possible. Also, leverage AppExchange apps for any gaps; for example, if you need
advanced project management for plant retrofits, consider a native app like TaskRay rather than custom-
building it (Source: sfapps.info)(Source: sfapps.info). During build, iterative reviews with stakeholders
(e.g., a bi-weekly demo of what's built so far) can ensure alignment and catch any misinterpretation of
requirements early. Given that manufacturing companies might have unique terminology and complex
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data, ensure picklist values, page layouts, and terminology in Salesforce are adjusted to be user-friendly
for your users (for instance, maybe rename “Opportunities” to “Deals” or “Programs” if that's what your
sales team calls them).

6. Testing (Unit, System, Integration, UAT): Rigorous testing is vital before going live. Start with unit
testing by developers/admins on individual components (ensuring each flow, each piece of code works
as intended). Then conduct system testing - testing Salesforce in isolation to see that all configured
processes work (e.g., create a quote, convert to order, ensure workflow fires correctly, etc.). Following
that, integration testing will verify that Salesforce talks correctly with other systems: create a test
account and see if it syncs to ERP, test an order from ERP coming into Salesforce, etc. It's wise to have a
full sandbox or UAT environment connected to test instances of other systems for this. Manufacturers
should test edge cases like: a product with no price in CPQ, a very large order, a warranty claim for an
expired warranty — to ensure the system handles errors or unusual conditions gracefully. After internal
testing, bring in business users for User Acceptance Testing (UAT). Have sample scenarios for them to
run, covering all key use cases (sales forecasting, quote creation, case resolution, etc.). Their feedback is
crucial; if something is cumbersome or confusing, adjust it now. In one lesson learned from a
manufacturing case, early UAT surfaced that the field service scheduling Ul was not intuitive to
dispatchers, leading to additional training and minor tweaks before go-live. Testing is also where you
verify data migration — perform a test migration and then ask users to spot-check a few accounts in
Salesforce to ensure data came over correctly. Don't move to deployment until critical issues found in
testing are resolved and users sign off that the system meets requirements.

7. User Training and Change Management: Adoption can make or break the success of CRM in
manufacturing, which may have users who are accustomed to old ways (e.g., salespeople who've used
spreadsheets for years, or service techs new to mobile apps). A robust training and change
management program is essential. Develop role-specific training: for example, separate training for
sales reps (focused on managing opportunities, using CPQ), for customer service agents (cases,
console), for field technicians (mobile app usage), etc. (Source: sfapps.info)(Source: sfapps.info). Hands-
on training with realistic exercises (like “enter a new dealer order” or “resolve a sample warranty case”)
helps build confidence. Supplement training with quick reference guides or even in-app guidance
(Salesforce has tools for creating walk-through prompts). Change management involves communicating
the "why" — explain to users how the new system will benefit them (less manual work, better data to hit
their targets, etc.). Identify a few change champions in each department who were involved early and
can evangelize the system to their peers. Expect some resistance — it's natural. Address it through
listening sessions and by incorporating user feedback where feasible. For instance, if field salespeople
are worried about data entry time, show them how mobile voice notes or Einstein Email can log calls
automatically, reducing their admin burden. It's also effective to share quick wins post-launch (e.g.,
"already 5 deals were saved because Salesforce reminded the rep in time"”) to reinforce adoption. A
dedicated change manager or committee can monitor adoption metrics (logins, records created) and
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tackle issues proactively (Source: sfapps.info)(Source: sfapps.info). Remember, user adoption issues are
a common risk — one study highlights that without proper change management, users might stick to old
systems and the CRM's effectiveness suffers (Source: sfapps.info)(Source: sfapps.info). Mitigate this by

making training engaging (possibly gamify it or tie it to incentives) and by having leadership actively
encourage (or mandate) use of Salesforce for all relevant activities.

8. Deployment (Go-Live) and Stabilization: The go-live step is when the system is moved to
production and becomes the primary tool for users. Often, manufacturing firms choose a phased rollout —
for example, go live with the North America sales team first, then Europe, or start with sales and follow
with service. A phased deployment can reduce risk by limiting the initial scope and learning lessons
before broader rollout (Source: sfapps.info)(Source: sfapps.info). On the go-live day (or week), have
support staff on standby to answer user questions or fix minor glitches (sometimes called a "war room").
It's prudent to freeze changes except critical fixes during the first couple of weeks to maintain stability.
Ensure all necessary data is loaded just prior (accounts, open opportunities, open orders etc., as
planned). Also, turn off or archive old systems to avoid double-entry; this reinforces adoption when users
have only one place to go. During stabilization, closely monitor system usage and any errors (Salesforce
has logging and monitoring tools). Address issues like integration errors promptly — for example, if some
orders aren't syncing, fix that before it undermines trust. Keep communication open with users: maybe a
daily email of top tips or common Q&A during the first week. Recognize and celebrate successes, and
gently remind any stragglers who haven't logged in much. By the end of stabilization (say 4-6 weeks post
go-live), the goal is that users are generally comfortable and initial targets (like data being up to date,
cases being handled in Salesforce) are being met.

9. Continuous Improvement: Implementation isn't a one-and-done effort. After go-live, gather feedback
and measure the KPIs you set to see where to improve. Perhaps salespeople find the quote process still
has a bottleneck — you might tweak a workflow or add a CPQ product rule to fix that. Or service managers
might request a new dashboard after using the system for a month. Plan for regular enhancement
sprints or a phase 2 to incorporate these improvements. Also, as Salesforce releases new features (three
releases a year), evaluate which ones could benefit your organization and enable them if useful. For
manufacturing companies, this might mean down the line turning on new Al features or adopting an
AppExchange app as new needs arise. Maintaining an ongoing governance structure (like a CRM Center
of Excellence) can help manage changes and training for new hires, etc. It's also wise to periodically
refresh training or do “Day in the Life” sessions after a few months to ensure users are taking full
advantage of the system. A continuous improvement mindset ensures that Salesforce evolves with your
business — for example, if the company starts a new product line or a new channel strategy, the CRM
processes can be adapted to support it. Metrics should be tracked - if one of the project goals was, say,
increase forecast accuracy to within 5% error, check that every quarter and if it's not achieved, analyze
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why (maybe more training needed, or maybe need to integrate another data source). Regular health
checks and user feedback loops will drive maximum long-term value (Source: sfapps.info)(Source:
sfapps.info).

By following these implementation steps methodically, manufacturers can mitigate risks and ensure a
smoother Salesforce deployment. It transforms the project into a journey of iterative improvement rather
than a big-bang shock. Preparation, cross-functional alignment, and change management are just
as important as the technical build - if not more - especially in industries like manufacturing where
processes and people's habits may be deeply ingrained. In the next section, we'll explore the specific
challenges that manufacturing firms should watch out for during such implementations (and how to
address them).

Technical Considerations and Architecture Best Practices

Designing the right architecture for Salesforce in a manufacturing environment requires addressing
integration, data, security, and scalability needs up front. Here are key technical considerations and best
practices:

¢ Integration Architecture: Manufacturing implementations typically involve connecting Salesforce
with one or more ERP systems (for orders, inventory, invoices), possibly MES (Manufacturing
Execution System), PLM (Product Lifecycle Management), and other enterprise systems. A best
practice is to use a middleware or APIl-led integration approach to decouple Salesforce from
direct point-to-point connections (Source: sfapps.info)(Source: sfapps.info). Tools like MuleSoft (or
other enterprise service buses) allow you to build reusable APIs — for example, an “Order API" that
Salesforce calls to create an order in ERP, or a “Customer API" for syncing account data. This
approach eases maintenance and future changes (like swapping out an ERP module). The integration
design should detail data flow directions (one-way vs two-way sync), frequency (real-time vs batch),
and error handling. Real-time integrations are ideal for things like updating Salesforce when an
order ships (to trigger customer notifications), whereas nightly batch might suffice for syncing large
tables like product catalogs. Make sure to also consider latency - network and API call limits.
Salesforce has API usage limits, so bulkifying calls or using the Bulk API for large data movements
(such as importing millions of records of order history) is important. Many manufacturing companies
choose to keep high-volume transactional data (like every single order line) primarily in the ERP and
only surface summary or relevant info in Salesforce (to avoid hitting Salesforce storage or
performance limits). Using Salesforce External Objects (via OData or MuleSoft's virtual data) is one
strategy to let Salesforce users view ERP data on-demand without storing it all in Salesforce.
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o Data Volume and Archival: Manufacturing can generate large data volumes (e.g., loT sensor logs, or
years of order history). Be mindful of Salesforce data storage limits. Archive or summarize data that
does not need to reside in Salesforce. For instance, instead of loading every historical order, you
might load only the last 2 years and aggregate older sales history by account as a few summary
fields. If loT data is integrated (say machine readings every minute), consider storing it outside and
bringing in only alerts or aggregated metrics to Salesforce to avoid bloat. Use CRM Analytics or an
external data lake for big data analysis rather than trying to keep massive datasets in core CRM.

¢ Customization vs Configuration: As mentioned earlier, stick to “clicks not code"” as much as
possible. Over-customization can lead to a brittle system that's hard to upgrade and maintain
(Source: sfapps.info)(Source: sfapps.info). Salesforce’s standard functionality covers a lot of
manufacturing needs when properly understood. For example, avoid writing a custom forecasting
module when Manufacturing Cloud’s forecasting can be enabled. If custom code is necessary
(perhaps for very bespoke calculations or a Ul widget for a complex product configuration), do it in a
modular way and follow Salesforce development best practices (trigger frameworks, test classes,
etc.). Always consider if an AppExchange solution exists before custom-building — e.g., for project
management, for quality processes, etc., as discussed in the ecosystem section. The trade-off is
cost vs time; but often buying a well-supported app is better than building from scratch.

o Data Quality and Master Data Management (MDM): Given multiple systems, decide whether
Salesforce will be the master for any data domain or if it's a consumer. Many companies treat ERP as
master for product and price data, while Salesforce is master for customer contact data. Define
these boundaries clearly to avoid conflicts. Implement validation rules in Salesforce to enforce data
quality (for example, a phone number must be entered for each new account, product codes must
match a certain format, etc.). Duplicate management rules should be set up to prevent, say, the same
customer being entered twice by different sales reps — leverage Salesforce Duplicate Management to
warn or block in such cases. If a formal MDM solution exists, integrate it with Salesforce to share
consistent IDs and attributes across systems.

e Security and Access Control: Manufacturing companies may have complex org structures -
salespeople who should only see accounts in their region, or external dealers who should only see
their own data. Use Salesforce’s robust security model: role hierarchies, sharing rules, and external
user sharing settings for communities. For example, set up role-based sharing so that a dealer
(community user) can only access their account and related orders/cases. Field-level security is also
important: you might have confidential fields (like cost or margin) that only certain profiles (e.g.,
managers) can see. In addition, if you operate in regions with data privacy regulations, ensure
compliance (e.g., GDPR - be able to delete personal data on request, etc.). Salesforce Shield
(optional) provides encryption and enhanced monitoring if you deal with extremely sensitive data
(some manufacturers, e.g. defense contractors, use Shield to encrypt data at rest for compliance).
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Regularly review user access — manufacturing often has turnover in sales regions, so have a process
to deactivate or transfer ownership when someone leaves or territories shift. Also, consider
integration security: use secure methods (OAuth tokens) for connecting systems, and don't store
plain credentials.

e Performance and Scalability: Design the solution with growth in mind. If you plan to add thousands
of partner users in the future, or significantly more transactions, ensure the architecture can scale.
Avoid designs that might hit governor limits in Salesforce (e.g., loops in code that could fail as data
grows). Use batching in integration calls. Index key fields that will be used in list views or filters
(Salesforce does some indexing automatically, but you may add custom indexes via support if
needed for large objects). Use caching or asynchronous patterns if you need to display data from
ERP in real-time on a Lightning page — for example, call an Apex async job that fetches data rather
than doing it synchronously if it could be slow. Salesforce can handle a large user base and data, but
proper design ensures it remains snappy for users. The goal is to maintain sub-second response on
Ul actions and have nightly batch windows sufficient for data syncs without impacting business
hours.

¢ Mobile and Offline Strategy: Modern manufacturing operations require that the solution works for
people on the shop floor or on the go. Salesforce’s mobile app should be configured with relevant
compact layouts and mobile-friendly pages for your use cases (e.g., a field service technician might
need a different mobile page layout than a salesperson). If offline access is needed (common for field
service in remote areas or salespeople visiting rural clients), implement Salesforce Offline (caching
critical records on the device) and/or consider third-party offline apps if needed. Testing the mobile
experience is key — ensure that a service case workflow or a quick order-entry can be done easily on
a phone or tablet, as that's often how it'll be used in practice by field staff.

e Testing and Sandbox Management: From a technical standpoint, maintain a proper set of
sandboxes (development, testing, UAT) in your Salesforce environment. For manufacturing,
integration testing is often done in a full sandbox with copies of a subset of production data to
simulate real-world. Use Salesforce Change Sets or CI/CD tools (like Gearset, Copado, etc.) to
deploy changes methodically and track them. Always test upgrades in a sandbox before pushing to
production, especially if you have a lot of custom code or managed packages (to ensure nothing
breaks with Salesforce's seasonal updates).

¢ Compliance and Audit Trails: Manufacturers in regulated industries (like automotive, aerospace,
medical devices) may require detailed audit trails of changes (e.g., who changed a customer spec, or
who approved a price override). Salesforce Shield’s Field Audit Trail can extend field history retention
beyond the standard and capture more fields. Also consider using IT governance tools: for example,
requiring code reviews and documentation for any customization (important if auditors later ask how
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a particular process is controlled in the system). Compliance requirements (like FDA 21 CFR Part 11
for electronic records in life sciences) might require features like electronic signatures or additional
validation — there are AppExchange solutions for those if needed.

By addressing these technical considerations, you create an architecture that is robust, secure, and
ready for the scale and specific demands of a manufacturing enterprise. A well-architected Salesforce
implementation will seamlessly integrate with core manufacturing systems, protect data integrity, and
remain adaptable to future needs. It's often recommended to involve a Salesforce Certified Technical
Architect or experienced consultant during the design phase to ensure best practices are followed - the
upfront investment in good architecture pays off in smoother deployments and easier expansion down
the road.

Challenges and Risks in Manufacturing Salesforce
Implementations

Implementing Salesforce in a manufacturing organization comes with unique challenges. Being aware of
these risks allows the project team to plan mitigations in advance. Here are some common challenges
and how to address them:

o Data Integrity and Quality Issues: Manufacturing companies often have legacy data spread across
ERP, spreadsheets, and perhaps multiple CRM instances (especially if acquisitions occurred).
Inconsistent or dirty data — e.g., duplicate accounts, outdated contacts, incorrect product info — can
seriously impede the new system (Source: sfapps.info)(Source: sfapps.info). If bad data is migrated,
users will distrust Salesforce from the start. Mitigation: Conduct a comprehensive data audit early.
Deduplicate records using tools or manually for key customers. Standardize naming conventions
(ensure "ABC Co.” and "ABC Corporation” are merged, for example). It can help to use a data
cleaning tool or service. Establish ongoing data governance — assign data stewards to maintain data
post go-live. Also, import data in stages and let business users validate it ("Does this customer list
look right to you?"). Keeping high data quality will ensure users find value in the system.

e Complex System Integration: As noted, merging Salesforce with existing platforms like ERP and
supply chain systems is complex. The risk is integration failures or delays that can disrupt business
(for instance, if orders from Salesforce don't correctly reach ERP, you could miss manufacturing
them). Also, if integrations are not well-designed, data could become siloed or inconsistent between
systems (Source: sfapps.info)(Source: sfapps.info). Mitigation: Develop a clear integration plan and
use robust middleware or APIs. Engage experienced integration architects, especially if integrating
with older systems. Do thorough integration testing for all scenarios (including error simulations).
Have a fallback plan - e.g., if the Salesforce-ERP integration is down, can orders be manually
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exported/imported as a temporary stopgap? Also, consider phasing: maybe integrate critical data
first (customers, orders) and less critical later (like integrating every single historical invoice could be
phase 2). Document data ownership: a single source of truth for each field to avoid "two-way
confusion”. With careful planning, integration can be a smooth handshake rather than a tangle.

e Over-Customization and Scope Creep: Manufacturing stakeholders might request many custom
features or attempt to make Salesforce mirror every nuance of their old processes. This can lead to
over-customizing the system (custom code for everything) which increases project risk and future

upgrade issues (Source: sfapps.info)(Source: sfapps.info). There's also risk of scope creep — adding
“just one more thing” continuously, which can delay timelines. Mitigation: Stick to standard
functionality as much as possible and remind stakeholders of the benefits of adopting CRM best
practices (which might involve some process change on their side, not just system change). Use an
agile approach with a defined scope per phase, and log extra requests in a backlog for future
consideration rather than derailing the current project. Educate the team on Salesforce’s capabilities
so they understand what can be done with configuration. When custom development is needed,
ensure it's truly justified by ROI. Also enforce coding standards and do code reviews to avoid sloppy
custom solutions that could haunt later. By reigning in customization, the system remains more
stable and easier to maintain.

e User Adoption and Cultural Resistance: Employees in manufacturing (from sales reps to plant
managers) may be accustomed to doing things a certain way for years (e.g., using Excel or legacy
green-screen systems). Moving to a new cloud system can face resistance — some users may be
reluctant to change or fear the transparency Salesforce brings (salespeople sometimes dislike others
seeing their pipeline details, for example). If users don't adopt the system, the implementation’s
value won't be realized - the risk is CRM becomes an expensive unused tool. Mitigation: Change
management, change management, change management. As discussed, involve users early, get their
input (so they feel ownership of the solution), and provide robust training and support. Identify power
users or younger digital-savvy employees who can be ambassadors. Sometimes incentivizing use
helps (e.g., tie part of a sales rep's performance evaluation to keeping their Salesforce opportunities
up-to-date, or run a contest for the team that has the most complete data). Address “what's in it for
me" — show reps how Salesforce can help them sell more (e.g., fewer admin tasks, better leads). For
field service technicians, maybe provide devices if they lack them and show how it simplifies their
reporting. Ensure top management not only supports but uses the system - if the VP of Sales runs
his forecast review from Salesforce dashboards, the team will quickly fall in line. Also, monitor login
and usage metrics; if certain users or teams are lagging, reach out, understand issues, and coach
them. Change resistance is natural, but with persistence and demonstrating quick wins, it can be
overcome (Source: sfapps.info) (Source: sfapps.info).
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¢ Insufficient Training and Support Post-Go-Live: Sometimes projects skimp on training or think
one session is enough. In a manufacturing context, users might need more hand-holding if they're
not software-centric. Also, after go-live, if support is lacking, users can get frustrated by issues and
revert to old methods. Mitigation: Plan for ongoing training - initial training sessions, plus follow-ups
a few weeks later, plus new hire training processes. Provide easily accessible help materials (like a
SharePoint or intranet site with “How to in Salesforce” guides, or even enable Salesforce's in-app
guidance). Consider a "hypercare" period post-launch where extra support staff (or implementation
partner consultants) are dedicated to quickly solving user issues and questions. It can also help to
establish a helpdesk or designate internal "Super Users" in each department who can assist
colleagues. If the organization has the resources, a Salesforce Center of Excellence (CoE) or
admin team should be established to continuously support and improve the platform — essentially
treating Salesforce as a product that needs a product owner and team, not just a one-time project. In
many case studies, those companies that invested in user adoption programs and ongoing support
saw much higher ROI from CRM than those who did not (Source: sfapps.info)(Source: sfapps.info).

e Project Management and Team Alignment: Large implementations involve multiple parties -
internal IT, business leads, perhaps an external consulting partner, and Salesforce reps. Misalignment
or poor communication can risk project delays or deliverables not meeting expectations. Also,
manufacturing firms have to juggle such projects with day-to-day operations; key team members
might be pulled back to urgent operational issues, affecting project focus. Mitigation: Ensure strong
project governance — regular steering committee meetings with leadership to address issues, a clear
project plan with milestones, and a project manager who keeps everyone on task. Use collaboration
tools (Chatter, Slack, Jira, etc.) to track progress and issues. It's beneficial to adopt an agile
methodology with sprints and demos; that way stakeholders see incremental progress and can
course-correct. Also, plan around busy periods - e.g., don't schedule UAT during end-of-quarter
when the sales team is swamped with hitting targets, or during a factory shutdown period when
operations is busy. Executive support is key: when the heads of departments show that this project is
a priority, their teams will allocate the necessary time.

¢ Maintaining Compliance and Security Standards: Manufacturing firms may have compliance
requirements such as ITAR (for defense manufacturers), ISO standards, or data residency rules. If the
Salesforce implementation doesn’t account for these, it could lead to audit issues or even legal risks.
For example, storing EU customer data outside the EU could violate GDPR if not handled correctly.
Mitigation: Engage your compliance and IT security teams from the outset. Map regulatory
requirements to system features — e.g., do you need to mask certain data for privacy? Do you need
an approval workflow for any change in specs (ISO documentation)? Salesforce can usually be
configured to meet these needs, but only if they are identified. Use Salesforce Shield for encryption
if needed. Activate field history tracking for critical fields to have an audit trail. Set up regular
security reviews — Salesforce provides tools for checking security health. Also ensure compliance
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with software validation if needed (like in pharma manufacturing, you might need to formally validate
the system - plan that documentation and testing in). By treating compliance as a requirement, not
an afterthought, you avoid unpleasant surprises. One best practice is to conduct user access
reviews periodically - manufacturing companies have sometimes hundreds of users and
occasionally partner users; reviewing who has access to what and removing excess rights helps
maintain least privilege security (Source: sfapps.info)(Source: sfapps.info).

¢ Change in Business Environment: A risk more external - if the manufacturing business undergoes
a change (merger, rapid growth, market shift) during the project, it can alter requirements or
priorities. E.g., an acquisition might bring another ERP or a new product line to consider. Mitigation:
Build some flexibility into the project plan for such eventualities. The agile approach helps, as you
can pivot scope between sprints. Also have a clear change request process: if new requirements
come, assess impact on timeline/budget and either accommodate by extending timeline or push to a
next phase. A Salesforce implementation should be able to handle future growth, but mid-project
large changes need careful handling. Keep an eye on industry trends too - for instance, if suddenly
e-commerce becomes a big priority (as it did for many manufacturers in recent years), maybe
integrating Salesforce with an e-commerce platform like Salesforce Commerce Cloud or others
should be considered sooner.

In summary, while there are several challenges in implementing Salesforce for manufacturing, none are
insurmountable with proper planning and management. Most pitfalls occur due to underestimating the
"people and process” side (data, adoption, change) or due to technical missteps in integration and
customization. Learning from others' experiences — as we have captured above — can help your project
avoid these and stay on a path to success. Next, we'll explore best practices and lessons learned from
actual case studies, which reinforce many of these points with real outcomes.

Best Practices and Lessons Learned from Case Studies

Drawing on experience from manufacturing companies that have implemented Salesforce, this section
highlights best practices and key lessons to ensure a successful project and maximize value:

e Align CRM Implementation with Business Strategy: A clear lesson is that Salesforce should not be
treated as just an IT project, but as an enabler of business strategy. Companies that did best had
their CRM goals explicitly tied to strategic objectives like “improve customer satisfaction ranking” or
"increase aftermarket sales revenue” (Source: tei.forrester.com). For example, a chemical

manufacturer implemented Salesforce to unify global sales strategy and customer profiles, which
was directly tied to their goal of cross-selling across business units (Source: tei.forrester.com)

(Source: tei.forrester.com). They saw success because the project had executive buy-in and was

measured on business outcomes (growth, consistency) not just technical go-live. Best Practice:
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Establish executive sponsors (e.g., VP of Sales or even the CEO) who champion the project and
ensure it addresses top-level goals. Keep the focus on how Salesforce will drive revenue, efficiency,
or customer loyalty, and communicate that vision constantly.

e Phased Rollout and Quick Wins: Many case studies indicate that a phased approach works well. For
instance, one global manufacturer first rolled out Salesforce to their aftermarket service team,
quickly achieving a 21% faster case resolution time which built confidence and momentum (Source:
salesforce.com). They then expanded to sales and partners in subsequent phases. Best Practice:

Identify a high-impact area that can show quick wins (maybe a division or process that's in clear
need of improvement and has receptive users). Implement Salesforce there, gather success metrics
and testimonials, and use that success to drive adoption in the next phase. Quick wins could be as
simple as automating a previously painful report — for example, a company got rid of a weekly
spreadsheet report by replacing it with a Salesforce dashboard, saving managers hours every week;
small victories like that create positive buzz.

e Leverage Out-of-the-Box Features and Industry Content: Salesforce has invested heavily in
manufacturing-specific features (Manufacturing Cloud, pre-built analytics, etc.) and also provides
free resources/ftraining (Trailhead). Companies have learned that using these best practice
templates reduces implementation time and leads to better outcomes. Best Practice: Before
reinventing anything, explore Salesforce's standard capabilities and the AppExchange. For example,
use the Manufacturing Cloud templates for account forecasting and don’t heavily modify them unless
absolutely needed - they are based on industry best practices. One manufacturer noted that by
adopting Salesforce’'s standard sales process flow (lead to opportunity to order) with minor tweaks,
they improved time-to-market for the CRM project and found the process discipline beneficial
(Source: tei.forrester.com). Additionally, training users with Trailhead modules (Salesforce's online

learning) proved very effective for many — users came to sessions already familiar with basic
concepts, accelerating training.

¢ Integration and Single Source of Truth: A key lesson is that integration can make or break user
adoption. When companies ensured that Salesforce was populated with all relevant data users
needed — even if it came from other systems — users embraced it as their daily workspace. For
example, a manufacturer that integrated ERP data like invoices and shipments into Salesforce
noticed their sales reps logging in more often and using the system to answer customer queries they
previously had to ask the back-office about (Source: tei.forrester.com)(Source: tei.forrester.com).

Conversely, if integration was postponed or incomplete, users would still revert to old systems. Best
Practice: Prioritize integrating critical data before go-live. Even if some integrations are read-only or
phased, ensure that at launch, a salesperson can see at least basic ERP info (orders, credit status) in
Salesforce, and a service agent can see warranty eligibility, etc. The goal is to make Salesforce the
one-stop interface for customer info. A practical tip from lessons learned: use the MuleSoft
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Accelerator or similar patterns to speed up common integrations (like account sync, order sync)
(Source: itransition.com). And maintain data synchronization diligently — stale data in either system

erodes trust.

¢ Involve End Users in Design and Testing: Case studies often mention how involving actual end
users (sales reps, customer service agents, etc.) early and throughout the project improved the final
outcome. For instance, a home appliance manufacturer included some of their call center agents in
UAT, who provided feedback that led to simplifying the Service Console layout — making it more
intuitive and ultimately helping achieve that 12% reduction in call handling time (Source:
itransition.com)(Source: itransition.com). Best Practice: Form a user focus group or steering

committee. Have them validate requirements, attend periodic demos of the prototype, and test the
system before wider release. Their buy-in means they become champions among peers and they
help catch usability issues. It's far better for a sales rep in testing to say “this screen is confusing”
than after go-live. Incorporating user feedback not only improves the system but also increases
adoption since users feel "heard” and see their suggestions implemented.

e Change Management and Training are Ongoing: A lesson many have learned is that training is not
a one-time event. A machinery manufacturer in one case had initial training sessions but noticed low
usage at first; they then started weekly "office hours" for Salesforce questions and provided
refresher micro-training, which boosted confidence and usage dramatically. Best Practice: Continue
change management efforts post go-live. Schedule follow-up training 1 month in to cover advanced
topics or new questions that arose. Use gamification — for example, some companies ran contests
(like "who can log the most opportunities with all required info this month” or “scavenger hunt in
Salesforce” challenges) to encourage exploring the system. Celebrate success stories in internal
newsletters: “Salesperson Jane won a $500k deal thanks to a lead from Pardot - all tracked in
Salesforce” — this highlights value. Also, consider embedding help in the app: Salesforce offers tools
for adding in-app guidance (pop-ups that guide new users) and companies have found those very
helpful to flatten the learning curve. The mantra is: never assume users will just figure it out;
proactive enablement is key.

e Don't Neglect Reporting and Analytics: One reason some CRM projects falter is they focus on data
entry but not on data output (reports insights). Successful manufacturing implementations put effort
into building useful dashboards for various roles on Day 1. For example, a dashboard for a sales VP
showing bookings vs target, top open deals, and forecast by product line — updated in real time — can
turn an executive into a strong advocate of the system. A case study of an automotive parts supplier
showed that introducing a live Salesforce dashboard for forecasting replaced a manually compiled
report that took days, which management loved (Source: itransition.com)(Source: itransition.com).

Best Practice: Work with business leaders to design a handful of critical reports and dashboards
that will be used in regular meetings or daily routines. Build and test these before go-live. Encourage
managers to use Salesforce for their reporting (stop accepting the old Excel reports after a point).
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When employees know management is looking at the Salesforce dashboard, they will keep their data
up to date. Additionally, leverage analytics to find continuous improvement opportunities — e.g.,
one company used Einstein Analytics to discover that a particular product line had slower support
response; they traced it to a process gap and fixed it. Salesforce’s analytics can thus be used not just
for external success but to improve internal processes too.

o Utilize the Salesforce Ecosystem and Partners: Many manufacturers attribute their success to
picking the right implementation partner and using Salesforce’s partner ecosystem. For instance, a
large industrial manufacturer partnered with a Salesforce consulting firm that had a manufacturing
accelerator (templates for common processes), which reduced implementation time by 30%.
Another leveraged an ISV app for ERP integration (Rootstock) which allowed a lot of ERP data to live
natively in Salesforce, simplifying their architecture (Source: sfapps.info)(Source: sfapps.info). Best

Practice: Evaluate partners (consulting firms) who have manufacturing experience and possibly pre-
built solutions (e.g., Deloitte’s Cloud4M accelerator (Source: appexchange.salesforce.com)). They
bring best practices and can avoid pitfalls learned from other projects. Similarly, use AppExchange

solutions for areas outside your company's core competency — e.g., instead of building a custom
quality audit module, use a product like ComplianceQuest (Source: sfapps.info)(Source: sfapps.info).
This buys you proven functionality and support. Engage with the Salesforce manufacturing
community - Salesforce often hosts user groups or events (like the Manufacturing Summit) where
customers share tips. Networking with peers in other companies can provide insights and
reassurance that challenges can be overcome.

e Maintain Flexibility and Scalability: A lesson from long-term users is that business needs will
change, so build the system to be adaptable. One medical device manufacturer initially rolled out
basic CRM, then a couple years later needed to incorporate a new direct-to-consumer service model
— because they had kept custom code minimal and data clean, they were able to extend Salesforce
quickly to that new model (spinning up a B2C portal integrated with the same org). Best Practice:
Anticipate change. Use configuration where possible so admins (not just developers) can extend
logic. Keep things like picklists well-maintained (add new product categories easily). Also plan for
adding users or divisions; features like Multi-language and Multi-currency might not be needed on
day one, but if global expansion is in strategy, consider enabling them at the start. Run capacity tests
if you plan to drastically increase data volumes (Salesforce can handle tens of millions of records, but
you might need to index or partition data logically by record type). By not maxing out limits initially
and by using scalable design (e.g., no hard-coded assumptions that might break with more data),
companies have found it easier to incorporate acquisitions or new business lines into their Salesforce
deployment down the road.

e Monitor and Iterate: Finally, companies that continually measure the impact of Salesforce have been
able to iterate effectively. A Forrester Total Economic Impact study on Salesforce for Manufacturing
highlighted benefits like time savings per sales rep and increase in revenue (Source:
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tei.forrester.com)(Source: tei.forrester.com). Organizations that tracked these metrics internally
could identify additional training needs or process tweaks to realize the full benefit. Best Practice:

Define key metrics (some examples: average days to close a deal, forecast accuracy %, case first-
time-fix rate, rep login frequency, data completeness score, etc.) and track them pre- and post-
implementation. Review them in leadership meetings. If a metric isn't improving as expected,
investigate why — maybe users are not fully using a feature, or an external factor is at play. This data-
driven approach ensures the company gets the most from Salesforce and can justify further
investment (e.g., adding more licenses or new cloud products). It also keeps users accountable and
engaged - if they know their activities in Salesforce are being measured and making a difference,
they pay more attention.

In essence, the lessons learned boil down to: plan well, engage people, use what Salesforce provides,
and keep improving. Manufacturing companies that have followed these principles have transformed
their commercial and customer operations successfully. For example, a global manufacturer interviewed
by Forrester reported empowering consistent global processes and even consolidating many siloed
systems onto Salesforce, leading to significant IT cost savings and agility (Source: tei.forrester.com)

(Source: tei.forrester.com). Another saw so much value that they continued to expand Salesforce into

new areas like dealer portals and custom apps on Heroku (Source: tei.forrester.com)(Source:

tei.forrester.com). These stories underscore that with best practices in place, Salesforce can be a long-
term platform for innovation in manufacturing, not just a one-time CRM fix.

Real-World Success Stories and Vendor Partnerships

To illustrate the impact of Salesforce in manufacturing, it's worth looking at a few real-world success
stories and how partnerships (both with implementation experts and technology vendors) have
contributed to these successes:

e Case Study 1: Ford Motor Company — Data-Driven Customer Engagement Background: Ford, a
global automotive manufacturer, needed to break down information silos between its marketing,
sales, and service teams to improve customer engagement. Salesforce Solution: Ford implemented
Salesforce as a unified CRM platform, integrating data across its divisions. They deployed Marketing
Cloud and Sales Cloud to manage customer communications and dealer interactions. Importantly,
they built dynamic analytics dashboards to track campaign performance, lead conversion, and

customer service metrics in real time (Source: itransition.com)(Source: itransition.com). They also
set up automated customer notifications (using Marketing Cloud Journey Builder) to send real-time
order status updates via email and SMS to customers waiting for vehicle deliveries (Source:
itransition.com)(Source: itransition.com). Results: Ford achieved a 48% increase in email click-

through rates on customer communications, indicating significantly improved engagement (Source:

Page 33 of 40


https://tei.forrester.com/go/salesforce/salesforceformanufacturing/docs/TEI_of_Salesforce_For_Manufacturing_PDF.pdf#:~:text=Return%20on%20investment%20%28ROI%29%20354,CRM%29%20solution
https://tei.forrester.com/go/salesforce/salesforceformanufacturing/docs/TEI_of_Salesforce_For_Manufacturing_PDF.pdf#:~:text=Manufacturers%20use%20Salesforce%20to%20focus,specific%20best%20practices%2C%20focus%20scarce
https://tei.forrester.com/go/salesforce/salesforceformanufacturing/docs/TEI_of_Salesforce_For_Manufacturing_PDF.pdf#:~:text=%E2%80%A2%20Consolidated%20point%20solutions,Lotus%20Notes%2C%20some%20were%20built
https://tei.forrester.com/go/salesforce/salesforceformanufacturing/docs/TEI_of_Salesforce_For_Manufacturing_PDF.pdf#:~:text=teams%20managed%20increasing%20technology%20bloat,Lotus%20Notes%2C%20some%20were%20built
https://tei.forrester.com/go/salesforce/salesforceformanufacturing/docs/TEI_of_Salesforce_For_Manufacturing_PDF.pdf#:~:text=%E2%80%A2%20The%20option%20to%20adopt,a%20mix%20of%20Salesforce%20products
https://tei.forrester.com/go/salesforce/salesforceformanufacturing/docs/TEI_of_Salesforce_For_Manufacturing_PDF.pdf#:~:text=Manufacturing%20Cloud%2C%20a%20vertical%20CRM,functionalities%2C%20Manufacturing%20Cloud%20has%20prepackaged
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=American%20car%20manufacturer%20Ford%20introduced,updates%20via%20email%20or%20SMS
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=storage,updates%20via%20email%20or%20SMS
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=American%20car%20manufacturer%20Ford%20introduced,updates%20via%20email%20or%20SMS
https://www.itransition.com/crm/salesforce/manufacturing#:~:text=achieve%20higher%20click,updates%20via%20email%20or%20SMS
https://cirra.ai/?utm_source=pdf
https://cirra.ai/articles/salesforce-manufacturing-implementation-guide

¢ CirrCI Al Salesforce CRM Implementation in the Manufacturing Sector

itransition.com)(Source: itransition.com). The time to compile and maintain marketing campaigns

was reduced by several days, as teams now had a single source of data and could react faster to
insights. The real-time order updates improved customer satisfaction by keeping buyers informed
post-purchase. This case demonstrates Salesforce’s ability to enhance the customer experience in
manufacturing by unifying data and communications — and it was made possible by integrating
Salesforce with legacy data sources and leveraging the partnership with Salesforce's success

services to design effective campaigns.

e Case Study 2: Pirelli — Demand Forecasting and Dealer Collaboration Background: Pirelli, a
leading tire manufacturer, wanted to make their sales more data-driven and help their network of
dealerships manage inventory better. The challenge was to use local market data to forecast demand
and then ensure dealers stocked accordingly. Salesforce Solution: Pirelli adopted Salesforce
Manufacturing Cloud along with B2B Commerce and Distributed Marketing capabilities. They used
Salesforce’s account-based forecasting to analyze historical sales by region and season, generating
predictions of tire demand for each locale (Source: itransition.com)(Source: itransition.com). Sales

reps could then provide order recommendations to each dealer based on these forecasts.
Additionally, Pirelli built a self-service ordering portal (using B2B Commerce Cloud) where dealers
could see which tires were available, their negotiated pricing, and any promotions, and place orders
directly online (Source: itransition.com)(Source: itransition.com). They also utilized Distributed

Marketing so that Pirelli's marketing team could create email campaigns (e.g., winter tire promotions)
and let dealerships send those personalized to their customer lists (Source: itransition.com)(Source:

itransition.com). Results: Dealers became more engaged, with Pirelli reporting an 8% increase in
B2B engagement with dealerships as measured by portal usage and collaborative planning
activities (Source: itransition.com)(Source: itransition.com). Inventory planning improved — dealers

following the Salesforce-generated recommendations saw fewer stockouts and less excess inventory
at season’s end, which in turn meant Pirelli optimized production runs. This success was supported
by partnerships: Salesforce’s B2B Commerce partner team helped Pirelli quickly stand up the dealer
portal, and a consulting partner experienced in manufacturing distribution assisted in change
management for dealer adoption. It shows the power of combining multiple Salesforce products
(Manufacturing Cloud + Commerce + Marketing) and working closely with partners to address an
entire value chain.

e Case Study 3: Atlas Copco — 360° Service Excellence (Hypothetical name, referencing known
approaches) Background: Atlas Copco, a manufacturer of industrial equipment (air compressors,
etc.), sought to improve its field service efficiency and monetize service offerings. They had a large
field workforce and customers expecting rapid repairs and maintenance. Salesforce Solution: They
implemented Salesforce Service Cloud and Field Service. The solution included a central Asset 360
Console that gave service agents and dispatchers a full view of each installed machine, its loT-
monitored status, warranty, and service history. They integrated loT alerts (via a platform like AWS
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loT or Siemens MindSphere) to Salesforce so that certain machine faults would auto-create service
cases. Field techs were equipped with the Salesforce Field Service mobile app, which provided
optimal daily schedules and the ability to record work orders digitally (replacing paper forms).
Additionally, Atlas Copco used an AppExchange partner — e.g., Tavant Warranty — to manage the
complex warranty claims and supplier cost recovery process within Salesforce (Source: sfapps.info)
(Source: sfapps.info). Results: The company realized significant efficiency gains: field service
coordination improved by 35% (jobs per dispatcher increased due to better scheduling), and first-
time fix rate increased because technicians had all info and even AR knowledge base tools on their
tablets (leading to higher customer uptime) (Source: criticalriver.com)(Source: criticalriver.com).

They also automated about 60% of warranty claim processing (similar to the earlier stat), resulting in
faster reimbursements from suppliers and less revenue leakage (Source: salesforce.com). This

success hinged on technology partnerships - integration with an loT platform and the use of a
specialized warranty app — showing that Salesforce’s value can be amplified through the broader
ecosystem. Atlas Copco's implementation partner, in collaboration with Salesforce's field service
specialists, trained the technicians and reengineered the service processes, emphasizing how critical
partner expertise is for such transformations.

e Case Study 4: ChemicalCo — Global CRM Consolidation and Partner Ecosystem Background: A
global chemical manufacturer (name withheld) had grown by acquisitions and was running multiple
CRM and custom systems across business units. This led to fragmented customer data and high IT
costs. Salesforce Solution: The firm undertook a global CRM consolidation onto Salesforce, using
Sales Cloud and Manufacturing Cloud as the backbone. Over three years, they migrated dozens of
sales teams in different product lines into one Salesforce org, each time decommissioning legacy
systems (Source: tei.forrester.com)(Source: tei.forrester.com). They used Salesforce’s multi-currency

and multi-language support to accommodate regional needs. The project also involved deploying
CPQ for harmonized pricing and quotes across units. A critical partnership here was with a global
consulting partner (like Accenture or Deloitte) who provided a roadmap and on-ground support in
various countries. Additionally, the company partnered with Rootstock (ERP on Salesforce) to pilot
moving one smaller division's ERP completely onto Salesforce, showcasing the possibility of an all-
in-one platform (Source: rootstock.com)(Source: rootstock.com). Results: The company was able to
retire over 5 disparate systems, reducing IT cost and complexity. More importantly, they achieved
a unified view of customers which unlocked cross-selling opportunities between product lines that
were previously siloed — contributing to an estimated $50M in new pipeline in the first year post-
consolidation (according to an internal report). They also noted improved data quality and sales
management; for example, the Chief Revenue Officer could finally run a single global forecast report,
a process that used to take weeks of aggregating spreadsheets. The partnership with their
implementation consultant was cited as key — providing governance across time zones and aligning
the system with industry best practices. Also, by engaging Salesforce’s product managers through
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the partner, they influenced some product enhancements (like tweaks in Manufacturing Cloud
features) that benefited their use case - a testament to how big customers can work with
Salesforce’s ecosystem to mutual benefit.

e Vendor Partnerships and Ecosystem Impact: The above stories implicitly highlight vendor
partnerships, but to emphasize: Salesforce’s value in manufacturing is multiplied by its ecosystem of
partners and add-ons. Vendors like Rootstock (ERP), Propel (PLM), ComplianceQuest (Quality),
Tacton (CPQ for complex engineering)(Source: sfapps.info)(Source: sfapps.info), and others bring
deep manufacturing domain solutions right into the Salesforce platform. For instance, Propel’'s PLM
app allows design engineers to stay aligned with sales; when a product design is updated in PLM,
salespeople are notified in Salesforce — preventing them from selling an outdated configuration
(Source: sfapps.info)(Source: sfapps.info). These partnerships mean a manufacturer can build an
end-to-end digital thread from product design to sales to service, using Salesforce as the common
thread. On the services side, major system integrators (Deloitte, PwC, Accenture, etc.) have
dedicated Salesforce manufacturing practices and even pre-built accelerator templates (like

Deloitte’'s Cloud4M (Source: appexchange.salesforce.com)) to speed up implementation. Engaging

such partners can reduce risk and bring experienced talent who have seen similar projects
elsewhere.

In conclusion, real-world successes show that Salesforce can drive transformative results in
manufacturing — from boosting sales effectiveness and channel collaboration to revolutionizing service
operations. The common denominator in these stories is a strategic vision combined with leveraging the
right technology and partner ecosystem. By learning from these successes and forming the right
partnerships, manufacturers implementing Salesforce can accelerate their own journey and avoid
reinventing the wheel. Salesforce is not just software; it's an entire community of solutions and expertise
that, when tapped, can help even traditional manufacturing enterprises become cutting-edge, customer-
centric organizations.

Conclusion

Implementing Salesforce in the manufacturing industry is a comprehensive endeavor that touches every
facet of a company’s operations — from how you engage prospects and manage customer relationships,
to how you forecast demand, fulfill orders, and provide after-sales support. As detailed in this guide, the
journey involves careful planning, alignment of technology with business processes, and a steadfast
focus on user adoption. When executed well, the rewards are substantial: manufacturers can expect
improved visibility across their value chain, more accurate planning, streamlined workflows, and
stronger customer and partner relationships. They also gain agility, being able to respond faster to
market changes with the insights and automation Salesforce provides (Source: sfapps.info)(Source:
sfapps.info).
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A few final takeaways and encouragements for professionals embarking on this journey:

e Think Big, Start Smart: Have a bold vision for how Salesforce can transform your manufacturing
business (e.g., a fully connected customer 360 experience or a digital portal for every distributor).
But implement in manageable phases, delivering value at each step. This builds organizational
confidence and momentum.

e Embrace Best Practices: You are not the first to do this — leverage the wealth of Salesforce’s
industry content, partner knowledge, and case studies. Adopt the standard data models and process

flows as much as possible (Source: tei.forrester.com). The goal is not to bend Salesforce to how
you've always done things, but to improve how things are done using Salesforce.

e People and Data Are Paramount: Invest in your data (clean it, integrate it) and your people (train
them, support them). A system is only as good as the data in it and the people using it. Celebrate
user successes and continuously gather feedback.

e Leverage the Ecosystem: The Salesforce manufacturing ecosystem - including products like
Manufacturing Cloud, CPQ, and myriad AppExchange apps, plus partners and Trailhead resources -
is an accelerator at your disposal. Use it. For example, consider Salesforce’s own Total Economic
Impact (TEIl) findings which can help build your business case: they found a composite
manufacturer using Salesforce achieved a $27 million NPV and 354% ROI by improving sales
effectiveness and consolidating systems (Source: tei.forrester.com)(Source: tei.forrester.com). Such

evidence can rally stakeholder support and budget for your project.

e Drive Continuous Improvement: Post-implementation, treat Salesforce as a living platform. Keep
optimizing processes, adding new capabilities (perhaps loT integration or Al predictive models next),
and scaling usage. Many manufacturers find that once the foundation is in place, they discover new
opportunities — maybe launching a direct e-commerce channel integrated to Salesforce, or using
analytics to drive product development feedback loops. Salesforce will continue to evolve (especially
with Al), and so should your usage of it.

By following the guidance in this white paper — from understanding benefits to leveraging the right
products, executing a solid implementation, and learning from others — you will be well-prepared to lead a
successful Salesforce initiative in your manufacturing organization. The end result will be a more
connected company: one that not only makes great products, but also builds strong, data-driven
relationships with customers and partners across the entire product lifecycle. In the age of digital and
Industry 4.0, that is a decisive competitive advantage. As Salesforce aptly puts it, Manufacturing Cloud
and the Salesforce platform help manufacturers “unify the value chain” and make faster, smarter
decisions with a single source of truth (Source: salesforce.com)(Source: salesforce.com). With the

knowledge from this guide, you can turn that promise into reality for your organization.
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Industry trends, implementation steps, challenges, apps (Source: sfapps.info)(Source: sfapps.info)

. Salesforce AppExchange - Rootstock Cloud ERP and other manufacturing apps descriptions

(Source: sfapps.info)(Source: sfapps.info)

Damco, “Case Study: Salesforce Sales Cloud and CPQ for Manufacturer” — (Paraphrased results:
78% manual effort reduction) (Source: cyntexa.com)

. CriticalRiver, “Salesforce Field Service Case Study (Steam Turbine Manufacturer)” — (Paraphrased

key metrics: 40% faster work orders, 35% field efficiency) (Source: criticalriver.com).

Deloitte AppExchange, “Cloud4M for Manufacturing” — (Accelerator offering, via search result
snippet) (Source: appexchange.salesforce.com).
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About Cirra

About Cirra Al

Cirra Al is a specialist software company dedicated to reinventing Salesforce administration and delivery through
autonomous, domain-specific Al agents. From its headquarters in the heart of Silicon Valley, the team has built the
Cirra Change Agent platform—an intelligent copilot that plans, executes, and documents multi-step Salesforce
configuration tasks from a single plain-language prompt. The product combines a large-language-model
reasoning core with deep Salesforce-metadata intelligence, giving revenue-operations and consulting teams the
ability to implement high-impact changes in minutes instead of days while maintaining full governance and audit
trails.

Cirra Al's mission is to “let humans focus on design and strategy while software handles the clicks.” To
achieve that, the company develops a family of agentic services that slot into every phase of the change-
management lifecycle:

* Requirements capture & solution design - a conversational assistant that translates business
requirements into technically valid design blueprints.

» Automated configuration & deployment - the Change Agent executes the blueprint across sandboxes
and production, generating test data and rollback plans along the way.

o Continuous compliance & optimisation — built-in scanners surface unused fields, mis-configured sharing
models, and technical-debt hot-spots, with one-click remediation suggestions.

o Partner enablement programme - a lightweight SDK and revenue-share model that lets Salesforce Sls
embed Cirra agents inside their own delivery toolchains.

This agent-driven approach addresses three chronic pain points in the Salesforce ecosystem: (1) the high cost of
manual administration, (2) the backlog created by scarce expert capacity, and (3) the operational risk of
unscripted, undocumented changes. Early adopter studies show time-on-task reductions of 70-90 percent for
routine configuration work and a measurable drop in post-deployment defects.

Leadership

Cirra Al was co-founded in 2024 by Jelle van Geuns, a Dutch-born engineer, serial entrepreneur, and 10-year
Salesforce-ecosystem veteran. Before Cirra, Jelle bootstrapped Decisions on Demand, an AppExchange ISV
whose rules-based lead-routing engine is used by multiple Fortune 500 companies. Under his stewardship the
firm reached seven-figure ARR without external funding, demonstrating a knack for pairing deep technical
innovation with pragmatic go-to-market execution.

Jelle began his career at ILOG (later IBM), where he managed global solution-delivery teams and honed his
expertise in enterprise optimisation and Al-driven decisioning. He holds an M.Sc. in Computer Science from Delft
University of Technology and has lectured widely on low-code automation, Al safety, and DevOps for SaaS
platforms. A frequent podcast guest and conference speaker, he is recognised for advocating “human-in-the-loop
autonomy”—the principle that Al should accelerate experts, not replace them.

Why Cirra Al matters
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o Deep vertical focus - Unlike horizontal GPT plug-ins, Cirra’s models are fine-tuned on billions of
anonymised metadata relationships and declarative patterns unique to Salesforce. The result is context-
aware guidance that respects org-specific constraints, naming conventions, and compliance rules out-of-
the-box.

o Enterprise-grade architecture - The platform is built on a zero-trust design, with isolated execution
sandboxes, encrypted transient memory, and SOC 2-compliant audit logging—a critical requirement for
regulated industries adopting generative Al.

» Partner-centric ecosystem - Consulting firms leverage Cirra to scale senior architect expertise across
junior delivery teams, unlocking new fixed-fee service lines without increasing headcount.

» Road-map acceleration — By eliminating up to 80 percent of clickwork, customers can redirect scarce
admin capacity toward strategic initiatives such as Revenue Cloud migrations, CPQ refactors, or data-model
rationalisation.

Future outlook

Cirra Al continues to expand its agent portfolio with domain packs for Industries Cloud, Flow Orchestration, and
MuleSoft automation, while an open API (beta) will let ISVs invoke the same reasoning engine inside custom UX
extensions. Strategic partnerships with leading Sls, tooling vendors, and academic Al-safety labs position the
company to become the de-facto orchestration layer for safe, large-scale change management across the
Salesforce universe. By combining rigorous engineering, relentlessly customer-centric design, and a clear ethical
stance on Al governance, Cirra Al is charting a pragmatic path toward an autonomous yet accountable future for
enterprise SaaS operations.

DISCLAIMER

This document is provided for informational purposes only. No representations or warranties are made regarding the
accuracy, completeness, or reliability of its contents. Any use of this information is at your own risk. Cirra shall not be liable
for any damages arising from the use of this document. This content may include material generated with assistance from
artificial intelligence tools, which may contain errors or inaccuracies. Readers should verify critical information independently.
All product names, trademarks, and registered trademarks mentioned are property of their respective owners and are used
for identification purposes only. Use of these names does not imply endorsement. This document does not constitute
professional or legal advice. For specific guidance related to your needs, please consult qualified professionals.
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