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Introduction 
Even though every business is different, there is one thing that they all have in common: customers.  Without them, a 
business cannot thrive.  Therefore, the key to every organization’s success is to build strong customer relationships that 
will increase customer satisfaction and loyalty, ultimately resulting in higher revenues. 

By establishing a customer-centric vision and tactical strategy, creating a great 
customer experience is the focal point of today’s leading companies.  However, 
technology also plays a critical role in providing the infrastructure and tools to 
implement this vision and build it into a company’s daily processes.   

Salesforce is a highly popular, reliable, web-based customer relationship management 
(CRM) system that provides a great way to manage the relationships a company has 
with its customers and prospects.  CRM applications enable a company to have detailed 
information about a customer account in a centralized platform, and are of great value 
for sales and marketing teams.  Salesforce also works as a platform, making it possible 
to integrate with other applications.  

However, CRM initiatives undertaken without paying adequate attention to the needs 
of the customer service department often fail to deliver on corporate goals of increased 
customer-centricity and improved customer satisfaction.  Nowhere within an 
organization is the opportunity to use CRM to deliver an exceptional customer 
experience, and build lasting customers relationships, stronger than within the 
customer service department.  

Customer service personnel constitute a customer’s primary post-sale contact with a business (and often a key pre-sale 
or sales contact, as well), making them the front line in customer retention, satisfaction, and relationship 
management.  Service representatives are the “face” of the organization to most customers, and the impression they 
make on customers has a direct impact on how customers feel about the company and its brand, and whether they 
continue to do business with the company over the long term.  Furthermore, research has indicated that customers 
who are impressed by a vendor’s resolution of a service issue will in fact be more loyal than those who never had a 
complaint.  Meanwhile, 40% of customers who lodge complaints will consider buying additional products or services 
from the company if they were happy with the issue resolution.  This clearly identifies customer service as critical 
component in ongoing revenue generation.1 

Given the importance that a company has for both a CRM system, like Salesforce, and a customer support system, it 
only makes sense to implement a solution that integrates these systems via a seamless, two-way integration.  
Therefore, all the relevant customer information will be available within both applications in order to best serve the 
customer.   

 

                                                                    

1 CRM Built for Customer Service, January 2009	  

“81% of companies with strong 
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for delivering customer 
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outperforming their 
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– PEPPERS & ROGERS GROUP, 

2009 CUSTOMER EXPERIENCE 

MATURITY MONITOR 
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Know Your Customers Well 
Customer service does not occur in a vacuum.  Service and support requests from customers influence, and are 
influenced by, sales and marketing interactions.  On one hand, CRM applications do not provide complete insight into 
the customer lifecycle, but on the other hand, if customer service interactions are tracked in a separate system they 
remain disconnected from sales and marketing activities.  This means that companies most likely miss opportunities to 
transform service into sales, resulting in lost revenue and lower customer satisfaction. 2 

If a company has the ability to see all activity associated with a customer account at every point in the customer 
lifecycle, people can make more intelligent decisions on how to approach and engage with each customer.  Therefore, it 
makes sense to integrate your company’s Salesforce CRM solution with an agile, smart and convenient customer 
service platform in order to gain complete visibility into your customer relationships.  

Benefits to sales and marketing interactions 
Companies put a lot of effort into every step of the sales cycle, from establishing a lead to closing a sale with a 
customer.  For each of these steps it is crucial that both marketing and sales teams have full visibility into the 
customer.  This way, salespeople will know what each customer’s needs are and can craft a sales strategy to help 
address those needs.  

For example, the last part of a sales cycle, closing a deal, can be one of the most fragile ones in the process.  Any small 
error or miscommunication might derail the process and cause delays, or have the deal fall apart completely.  For this, 
salespeople need to have every bit of detail about the customer in order to have this process flow smoothly.  However, 
it is easy to be caught off guard when the sales team does not have complete insight into the customer support 
interactions.  

This potential customer might have submitted several support requests to the customer service department, regarding 
problems they were having with the product.  If the salesperson involved in closing the deal is not aware of these 
concerns from the customer, he might decide to close the deal prematurely, only to be blindsided by these unanswered 
support requests.  This will most likely cause the customer to be dissatisfied about the level of communication in a 
company.  It might even signal that the salesperson is only interested in generating revenue from the deal, instead of 
having the customer’s long-term interest in mind. To avoid such situations, the sales rep should have complete 
visibility into all of the customer interactions. 

Benefits to customer support interactions 
So what does the customer service department want from a CRM system?  That’s simple: a system that will help them 
provide faster, better support to customers.  Customer service representatives want a system that will give them the 
tools and information they need to answer customers’ questions and resolve their problems – on the spot, in the first 
call or interaction – keeping customers satisfied and loyal.  

Also, customer service representatives should have direct visibility into the sales and financial processes stored in the 
CRM platform.  This way, customers will feel that they are dealing with a single organization that knows them and 
cares about their concerns, which creates strong brand loyalty. 

                                                                    

2 Service & Support at the Speed of the Customer, Frost & Sullivan	  
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For example, although two customers may call into a contact center with an identical service issue, an enterprise can 
differentiate the service it provides both customers if it can see that one customer is in the midst of a lengthy sales 
process, while the other customer has had no further contact with the company since the initial product purchase.  That 
information could also make the timing for an upsell offer ideal for the first customer, but not for the latter one. 

Best Practices for Integrating Salesforce With Help Desk Software 
It is very important that companies select help desk software that will seamlessly integrate with Salesforce, and allow 
users within the organization to have a complete view of all customer interactions.  There are many considerations to 
be made when deciding which customer support software to integrate with your Salesforce solution.  Fortunately, there 
are a few guidelines to guide this decision-making process. 

The help desk software must be highly flexible and intuitive  
Salesforce serves companies of all sizes and industries and with a variety of needs.  
Therefore, the help desk solution that is used to integrate with Salesforce should be 
highly flexible and intuitive, allowing customers to get started in minutes and have it 
easily adapt to their business needs. 

Zendesk is web-based help desk software that is easy to set up and easy to get started.  
It was built on the idea that help desk software does not have to be complicated and 
cumbersome, and really should be focused on what matters: delivering exceptional 
customer support to customers.  As a pure SaaS solution, Zendesk imposes no hardware 
purchases to organizations, nor does it require any software to be installed.  It also 
supports the modern communication channels customers are using, including email, 
chat, web, mobile applications, community forums, and social media, such as Twitter.  
This enables companies to stay on top of all customer conversations and respond to 
issues quickly and proactively. 

In addition, because of Zendesk’s open API (Application Programming Interface) it is 
easy to integrate Zendesk with virtually any web-based application.  Zendesk currently 
supports more than 60 integrations with popular third-party applications in a variety of 
categories, such as CRM, analytics and E-Commerce. Salesforce is one of Zendesk’s 
most popular integrations: It is a two-way integration that allows users to access 
Salesforce CRM data from Zendesk and Zendesk ticket data from Salesforce.  

The solution must have access to customer support data from within Salesforce 
As discussed earlier, it is crucial that the help desk solution a company chooses enables sales and marketing teams to 
access customer support data from Salesforce.  This way, companies can deliver a personalized sales strategy for each 
customer relevant to their pain points and needs. 

With Zendesk for Salesforce, sales reps can seamlessly see any support incidents from within their Salesforce 
application in real-time, without having to switch screens or login to a new system.  The ticket information shown has 
been populated based on the Account, Contact, Lead or Opportunity that a sales rep is looking at in Salesforce.  
Salesforce users can also filter Zendesk ticket data by status, priority, and type, making sure that they are paying close 
attention to those tickets they deem as most important.  Users can also seek the status of any outstanding tickets and 

“In terms of getting started 

and adding users, we don’t 

think any other system can 

compare to Zendesk. Our 

operations from Florida to 

Montreal to Sweden are giving 

the online help desk system 

high praise. 

– JEFF NETHERY,  

CUSTOMER SERVICE 

DIRECTOR, CALE PARKING 
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when these were created and updated to ensure they don’t get blindsided by any unanswered customer requests.  In 
addition to this, users who have accounts in both Salesforce and Zendesk can update and create Zendesk tickets within 
the Salesforce platform.  

 

Figure 1 – View, filter, and update Zendesk ticket data from within Salesforce application 

The solution must have access to Salesforce CRM data from within the help desk system 
The ability to seamlessly access Salesforce CRM data from your help desk solution is also a must.  This way your 
customer support agents will have a 360-degree view of each customer and can provide the appropriate amount and 
quality of support based on each customer’s relationship with the company.  For example, a company should make sure 
that its largest and oldest client gets an extra level of care and attention when contacting the customer support 
department.  

With Zendesk for Salesforce, customer support agents can view and customize which Salesforce attributes to access 
from within the Zendesk interface, without having to switch screens or login to a separate system.  This enables agents 
to have full visibility into all customer relationships, so they do not have to spend time looking for more information 
and can focus on their main responsibility of providing exceptional customer support.  

Because every company is unique, the information that each company wishes to access from their Salesforce system is 
also different.  With Zendesk for Salesforce, mapping fields from Salesforce record types to Zendesk user profiles is as 
easy as selecting and adding fields from one column to another.  Support agents can then view Salesforce CRM data in 
the existing Zendesk user profile widget, on the right-hand side of the product, as well as click on this widget to view 
an expanded version of the record fields that were previously mapped to Zendesk. 
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Figure 2 – Map fields between Zendesk and Salesforce 

 

 

Figure 3 (left)  – View information mapped from Salesforce within Zendesk user profile widget 

Figure 4  (right) – View expanded user profile information mapped from Salesforce within Zendesk 
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The solution must create reports with aggregate CRM and support information 
Finally, the integrated CRM and customer support solution must enable users to create reports with the aggregated 
data.  Business intelligence is extremely useful to analyze trends, the health of the business, and make intelligent 
business decisions based on this information. 

With Zendesk for Salesforce, companies can easily tap into Salesforce’s advanced analytic capabilities by pushing 
Zendesk tickets into Salesforce cases and create reports based on this aggregated information in order to make 
intelligent business decisions.  For example, you can easily create a report that shows the distribution of support 
requests per account, or the average resolution time per account. 

 

Figure 5 – Create reports with aggregate data by pushing Zendesk tickets into Salesforce cases 
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Conclusion 
The key to a thriving business is creating a growing pool of happy and loyal customers.  To achieve this, many 
businesses are establishing a customer-centric vision and tactical strategy in order to provide exceptional customer 
experience.  Therefore, it is imperative that companies closely track all of their customer interactions throughout the 
customer lifecycle. 

Many companies rely on Salesforce as their CRM system, in order to record all information relevant to a customer 
account.  It is also necessary to implement a reliable web-based customer service system, like Zendesk, to make sure 
that support requests are handled in a timely manner.  By integrating these two systems, companies can close the loop 
from sales to support and gain complete visibility into all customer interactions, in order to engage in a more 
personalized manner with each customer, and address their specific needs.  

Zendesk for Salesforce provides a two-way integration between Salesforce CRM and Zendesk help desk.  Through this 
seamless integration, customer support agents can access Salesforce customer data from within Zendesk, and sales 
reps can access customer support data from within Salesforce.  In a few words: companies get the best of both worlds, 
Salesforce and Zendesk, with one easy-to-setup integration. 

How to Get Started 

Visit us to sign up for a free 30-day trial with full access to all features at www.zendesk.com/signup.  Contact Zendesk 
to get started at +1 (415) 418-7506 or email sales@zendesk.com. 

For more information on how to setup Zendesk for Salesforce, visit https://support.zendesk.com/entries/348360-
zendesk-for-salesforce-getting-started. 

About Zendesk 
Zendesk is a leading provider of web-based help desk software that is reinventing how companies engage with their 
customers.  The company serves more than 5,000 businesses large and small, including Groupon, MSNBC, Twitter and 
Rackspace Cloud.  Zendesk products are easy to customize, integrate, and use so companies can quickly start offering 
better customer support.  Founded in 2007, Zendesk is funded by Charles River Ventures, Benchmark Capital and 
Matrix Partners.  Learn more at www.zendesk.com.  

ZENDESK, INC.   •   410 TOWNSEND ST. #350   •   SAN FRANCISCO, CA 94107 
Toll Free 1 888 670 4887   •   support@zendesk.com 


