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Deloitte has successfully completed numerous 
contact center projects across many industries.  
We help our clients in their efforts to drive ROI  
and business value through improvements across 
the entire service value chain.

Today’s customers are highly mobile and constantly 
connected. For those businesses looking to retain 
customers and partners, social service can be the “new 
everything.” Savvy CEOs know service should be fast, 
flexible, and integrated within the social experience. 

Building intimacy and transforming B2B and B2C 
experiences
Social service breaks down organizational silos and helps 
reshape business decision making — altering the manner 
in which operations, marketing, sales, intelligence, and 
support teams work together. Consumers and partners 
want to connect and share with entire communities 
instantly, not just point-to-point company representatives. 
For example, traditional repair time may take weeks 
to source the relevant part and have it delivered to the 

correct location. With a social service model, B2B or 
B2C participants can find the relevant part in a day from 
online “out there” platforms such as Facebook, YouTube, 
LinkedIn, and specialist communities that focus on a key 
issue, problem, or opportunity.

Getting questions answered from “out there” is great if 
they get it right, but dangerous for your brand if they get 
it wrong. Going social can help protect your brand by 
helping your company be at the heart of the conversation.

For more than 20 years, Deloitte has been helping clients 
better align their contact centers with their business, 
improve their operations, and implement solutions at 
the strategic level. Through our experience with Service 
Effectiveness, Contact Centers, and Social Business 
as well as the Salesforce Service Cloud, Deloitte has 
provided countless Service Effectiveness projects. With our 
customer solutions experience, Deloitte has helped clients 
streamline how they deliver service through their channel 
organizations. 
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Sometimes service can be more than case management… a lot more:

Breadth of service effectiveness

Service Forecasting & 
Planning

Service Parts Management Service & Parts Pricing Self-Service Install Base Management

Service Strategy Service Financials Service Channel 
Management

Knowledge Management Contact Center

Field Service Service Management Service Analytics Service Marketing & Sales Contract & Warranty 
Management

Contact us for a full view of our Service Effectiveness capability and Value Map.

Contact centers and multi-channel
Social service may not just be remaking the call center or 
the business organization. It may be remaking the fabric of 
modern society. Machine-to-Machine (M2M) automation is 
impacting the home as well as the business. In a few years, 
CEOs may not remember how they ran their businesses 
without it.

Today’s social machines enable M2M communications, 
which highlights problems with greater accuracy and 
speed than human conversations, distributes the 
right information to the correct call center agent, and 
significantly reduces traditional lag times. Social machines 
can spotlight problems with unequaled clarity, making 
it easier to trigger workflows and processes and quickly 
assign the correct sales, engineering, or services personnel. 
For example, an M2M interface can highlight a problem 
with an airline engine, shop floor control, or fluid levels in 
construction equipment and enable a call center agent to 
act proactively well before it becomes a critical safety issue.

Deloitte has extensive experience with global leaders 
in business communications and dynamic customer 
engagement, as well as emerging cloud telephony vendors. 
We have implemented contact center technologies, 
including Company Telephony Integration (CTI), Interactive 
Voice Response (IVR), Speech, and WFM. By working 
with ServiceMax we offer the combined knowledge and 
skills to streamline field service and RMA operations. We 
understand what’s keeping the call center manager up at 
night, which metrics matter, and how to measure ROI. 

Benchmarking your success
Deloitte works with management at the strategic level to 
coordinate the use of social capabilities, define roles, and 
empower organizations to build intimacy and relevance 
with customers and partners across many touch points 
of the business. We have years of experience helping 
companies establish the right processes and framework to 
manage customer feedback and create leading practices 
that segment critical communications across multiple 
workflows, redirecting the most urgent messages towards 
the most relevant part of the business. We work with 
companies to map social metrics to key business drivers 
and benchmark success against internal metrics as well as 
the competition.

Salesforce Service Cloud
Deloitte offers a number of tools to help you heighten 
your contact center project. We have an industry leading 
Service Capabilities Map, Service Maturity Model, and 
Contact Center Maturity Model. These models help frame 
early discussions and can identify where the biggest return 
on investment can be found. Additionally, we have other 
tools, templates, and accelerators we can bring when you 
want to understand details around “how?”
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The Deloitte and salesforce.com advantage 
By engaging with Deloitte and salesforce.com for cloud 
computing and social services, you can tap into leading-
edge technology and a broad source of knowledge, 
experience, and skills to help you increase the value of your 
CRM or enterprise software initiative. Deloitte’s industry 
recognized practitioners offer experience and tools to help 
our clients in the following areas:
• Case Management: We help improve agent efficiency, 

resolution times, and self-service, resulting in reduced 
operational costs and improved customer satisfaction. 

• Knowledge Management: We guide your team 
through when and how to use the Salesforce Knowledge 
tool, and how to extend and integrate Sharepoint to 
maximize the value of dynamic knowledge build-outs 
and usage models.

• Customer Experience Management Advisory 
Services:  With an “outside in” customer lens and several 
frameworks, we help clients identify and prioritize areas 
to improve interactions with their customers.

• Social Media Integration: By integrating social media 
capabilities into our case management solutions, service 
agents can better participate in communities providing 
solutions and diffusing negative sentiment.

• Field Service Management: We help improve visibility 
and efficiency of dispatch with multi-channel solutions 
that integrate with ServiceMax specialized capabilities. 
Our methodology delivers measurable results to sustain 
the benefits achieved through our social listening 
techniques, and measure their customer’ experience as a 
key project deliverable.

• Contact Center Advisory: Using our contact center 
maturity model, and Service Effectiveness frameworks 
and process models, we help clients assess and define 
roadmaps for strategic and tactical improvements.

• Voice Technology Integration: Our solutions leverage 
cloud-based services and other technologies to improve 
customer interactions, agent efficiency and overall 
customer experience.

Other key advantages of working with Deloitte and 
salesforce.com:
• Salesforce.com is a leader in cloud computing

• Deloitte is salesforce.com’s #1 Service Cloud Partner 
(Deloitte Consulting LLP 2013)

• Deloitte won the Salesforce.com Innovation in Service 
award for Activision (Dreamforce 2012) 

• Deloitte has one of the industry’s leading Contact Center 
practices — oriented around the Service Cloud offering 

• Deloitte brings an array of cloud computing 
competencies across many cloud solutions, ensuring 
thought leadership as well as significant experience using 
the Force.com cloud platform

• Deloitte teams with industry leading service technology 
providers to help create custom solutions

Multi-Channel
Case Management

Knowledge 
Management

Customer Experience 
Management

Voice Technology 
Integration

Contact Center 
Advisory

Field Service 
Management

Social Media 
Integration
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Learn more about Deloitte’s Social Service Cloud 
offerings at www.deloitte.com/salesforce. Or contact:

Rob Rose
Principal & Service Cloud Lead
Deloitte Consulting LLP
+1 415 609 7611
rorose@deloitte.com 

Kim Peterson
Business Development
Deloitte Services LLP
+1 415 783 5548
kimnpeterson8@deloitte.com

Jason Eichenholz
Business Development
Deloitte Services LLP
+1 917 334 8300
jeichenholz@deloitte.com

Kort Crosby
Business Development
Deloitte Services LLP
+1 708-860-3982
kocrosby@deloitte.com
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