/E\verest Group® Provider | Lo

Compend UM | services

Salesforce Industry Cloud Services Provider Compendium 2023

‘m

bl

Copyright © 2022 Everest Global, Inc.
We encourage you to share these materials internally within your company and its affiliates. In accordance with the license granted, however, sharing these materials outside of your organization in any form — electronic, written, or
verbal — is prohibited unless you obtain the express, prior, and written consent of Everest Global, Inc. It is your organization’s responsibility to maintain the confidentiality of these materials in accordance with your license of them.

EGR-2022-50-CA-5669



Our research offerings

This report is included in the following research program(s):
Enterprise Platform Services

>

vV vV VYV VvV VvV VY Y VYV Y Y Y Y VvV VY VvV VY

v

>

>

Application Services
Artificial Intelligence (Al)

Banking and Financial Services Business Process
Banking and Financial Services Information Technology

Catalyst™

Clinical Development Technology
Cloud and Infrastructure
Contingent Staffing

Contingent Workforce Management
Conversational Al

Customer Experience Management Services
CX Excellence

Cybersecurity

Data and Analytics

Digital Adoption Platforms (DAP)
Digital Engineering Services

Digital Services

Digital Workplace

Employee Experience Management (EXM) Platforms

Employer of Record (EOR)
Engineering Services
Enterprise Platform Services

v

vV v v VY

v

vV Vv VY vV v v VY

v

>

>

Exponential Technologies

Finance and Accounting

Financial Services Technology (FinTech)
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Introduction

Early adopters of Salesforce services were looking to effectively manage customer relationships, market targeted products, explore sales performance, and drive cost efficiency riding on
the cloud wave. As the Salesforce technology landscape broadened, enterprises’ approach toward Salesforce has evolved from a reactive relationship management approach to a
proactive approach toward Customer Experience (CX). Enterprises leverage CX as a key channel that opens new streams of revenue. They seek to create a 360-degree customer view
leveraging advanced analytics to better engage and offer a personalized experience to generate new opportunities.

In recent times, enterprise expectations have evolved to generate faster Rol from their Salesforce investments. In this regard, Salesforce has introduced its industry cloud products and
augmented industry capabilities through the acquisition of Vlocity. In order to respond to these evolving demand themes, IT service providers are investing in building industry-specific
solutions to expedite time-to-market needs for their clients and have also made tuck-in acquisitions to fill gaps across their Salesforce services portfolio and further enhance their
geographic footprint.

In this research, we present an assessment and detailed profiles of 16 Salesforce providers featured on the Salesforce Industry Cloud services PEAK Matrix®. Each provider profile
provides a comprehensive picture of its service focus, key Intellectual Property (IP) / solutions, domain investments, and case studies. The assessment is based on Everest Group’s annual
RFI process for the calendar year 2022, interactions with leading Salesforce providers, client reference checks, and ongoing analysis of the Enterprise Platform Services market.

This report includes the profiles of the following 16 leading Salesforce service providers featured on the Salesforce Industry Cloud Services PEAK Matrix:
e Leaders: Accenture, Deloitte, and IBM
e Major Contenders: Capgemini, Cognizant, Globant, Infosys, NTT DATA, OSF Digital, PwC, Silverline, TCS, and Wipro

e Aspirants: Birlasoft, Marlabs, and Tech Mahindra

. = service providers Cloud services

Scope of this report P
Geography @ Providers /. '\ Services
Global 16 leading Salesforce \ / Salesforce Industry
I\./l
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Everest Group’s definition of the scope of Salesforce Industry Cloud services
The scope includes IT services delivered for all Salesforce Industry Cloud products and industry solutions built by
service providers that are certified and hosted on the Salesforce marketplace
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Sl built
industry Pre-configured industry solutions built by providers that are certified and hosted on the Salesforce marketplace

solutions

Salesforce Industry Cloud strategy and roadmap formulation, Requirements gathering, technical and functional design, Help desk management, monitoring, incident management, issue
mapping of the existing technology landscape, product(s) selection, configuration design, workload migration, platform resolution, emergency fixes, environment management, ongoing
feasibility and readiness assessments, security assessment, setup, customizations, application development and testing, customizations and integrations, compliance and regulatory support,
integration strategy, governance, program management, change integration, and deployment new feature addition, minor and major usability enhancements,
management, and CoE setup advisory and ongoing application reengineering
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The Salesforce Industry Cloud Services Provider Compendium report has 16 provider
profiles which covers their service focus, provider overview, key IPs / accelerators, industry
solutions, investments, and case studies

Provider A | Salesfor
Everest Group assessme|

Portfolio mi

v 9

Strengths

o Clients cite Provider A’s advisory capat
as its key strengths

Provider A has invested in building indu
of Salesforce industry cloud expertise ft
consumer goods, and public sector

Clients from finance services and telect
industry IP such as Provider A for Insur

Provider A has its clientele spread acro
partner with Provider A can benefit fron
region
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Provider A | Salesfor:
Overview

Vision for Salesforce industry cloud services

Provider A has been organized by vertical, with de€
Salesforce industry cloud, multi-cloud, and industry|
internal technology, data, and process environment

Salesforce industry cloud services revenue

<US$50 million US$50-100 milli

industry p p

(o] i ion score (CSAT)

Salesforce-certified experts:

Overall Salesforce industry product expertise le

1 Others include automotive, higher education, retail, m
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Provider A | Salesfor
Accelerators, industry soli

Proprietary horizontal accelerators/solutions/f

IP name Focused Salesfc
IP1 Health cloud

P2 CG cloud
Solution 1 Energy utility clou

Industry solutions built on Salesforce platform

Solution name Focused functi(

Industry solution 1 Security

Industry solution 2 Financial service

Other investment (representative list)

Investment name Focused Salesfc
Investment 1 Salesforce consu

Investment 2 Salesforce comm
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Provider A | Salesforce industry cloud services profile (page 4 of 4)

Case studies

Case study 1 A lifestyle brand

Business challenge

The client was looking for a dynamic e-commerce solution since the previous platform was not delivering in
terms of scalability, stability, and performance. The absence of an integration with OMS was not allowing the
company to provide customers with a pick-up in store option, raising certain challenges. It partnered with
Provider A Digital to implement OMS and PIM solutions, as well as Salesforce service and Salesforce
marketing clouds.

Solution
e Provider A implemented Salesforce commerce cloud, taking a mobile-first approach. A modernized

storefront template was built with the mobile user experience in mind and the ability to scale up and adapt
to larger screens

o Commerce cloud website was integrated with the Order Management System for better service and return
management, which improved inventory visibility and provided with an in-store pickup option

e Customers were able to see suggestions for the closest store based on geo-location embedded directly
on the product page and get an estimate for the time of delivery and shipping cost

o Allowed shoppers to order blinds and curtains according to their specific measurements

Impact

e The client now had a 360-degree view of data in service and marketing clouds

o Service agents were able to quickly and efficiently resolve cases, and provide state-of-the-art support
from a single location

e The client company was able to not only personalize but individualize communication with consumers and
unify the shopping journey across all touchpoints and channels
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Business challenge

With a full, rich display in its galleries, the client wanted its website to offer the same engagement and

complexity to cater to customers’ needs. The museum wanted to replace an end-of-end e-commerce

platform and redesign the online shopping, ticketing, membership, and donation experiences into a single

basket. The goal was to create an e-commerce space customized for a multi-faceted business, allowing

sales of both retail products and non-traditional products through the same system.

Solution

o Provider A re-platformed V&A’s e-commerce from Magento to a flexible platform

o Salesforce commerce cloud is a solution that optimizes the purchase journey for the user, reduces the
support to maintain the platform, and boosts performance

e Tailored a custom-made UX on SFRA and delivered solid, secure, and flexible integrations with ticketing,
CRM, and mixed-payment providers

Impact

o Easy browsing on the website and cross-purchase through shop tickets, membership, and donations

 Sign in and self-serving memberships (renew or update details, auto-apply their shop discount to their
basket, etc.)

o A personalized and customized online experience, regardless of the museum transaction



Research calendar
Enterprise Platform Services (EPS)

Il Published [ Planned [l Current release

Reports title Release date

Oracle Cloud Applications — Systemize Innovation to Drive Business Value July 2022
ServiceNow Services PEAK Matrix® Assessment 2022 August 2022
ServiceNow Services Provider Compendium 2022 September 2022
The Future of Field Service Management (FSM) — Driving Business Growth by Leveraging Emerging Technologies October 2022
ServiceNow Services — Delivering the Next Frontier of Digital Transformation October 2022
Salesforce Industry Cloud Services PEAK Matrix® Assessment 2023 November 2022
SAP Business Application Services PEAK Matrix® Assessment 2023 — Global November 2022
SAP Business Application Services PEAK Matrix® Assessment 2023 — Europe November 2022
Salesforce Industry Cloud Services Provider Compendium 2023 November 2022
SAP Business Application Services Provider Compendium 2023 — Global Q1 2023
SAP Business Application Services Provider Compendium 2023 — Europe Q1 2023
State of the Market — Salesforce Industry Cloud Services Q12023
Sate of the Market — SAP Business Application Services Q1 2023
Voice of the Customer — Enterprise Platform Services Q1 2023
Microsoft Dynamics 365 Services PEAK Matrix® Assessment 2023 Q2 2023

Note: Click to see a list of all of our published Enterprise Platform Services (EPS) reports

/Rerest GI’OUp® Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-50-CA-5669


https://www2.everestgrp.com/reports?Cat0=1172

Everest Group®

With you on the journey

Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through today’s
market challenges and strengthen their strategies by applying contextualized problem-solving to their unique situations. This
drives maximized operational and financial performance and transformative experiences. Our deep expertise and tenacious
research focused on technology, business processes, and engineering through the lenses of talent, sustainability, and sourcing
delivers precise and action-oriented guidance. Find further details and in-depth content at www.everestgrp.com.

Stay connected

Website Dallas (Headquarters) London

everestgrp.com info@everestgrp.com unitedkingdom@everestgrp.com
+1-214-451-3000 +44-207-129-1318

Social Media

, @EverestGroup Bangalore Toronto
india@everestgrp.com canada@everestgrp.com

() @Everest Group +91-80-61463500 +1-647-557-3475

€) @Everest Group

© @Everest Group Delhi
india@everestgrp.com

Blog +91-124-496-1000

everestgrp.com/blog

This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, adequacy, or fitness
for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document should not be
used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that are taken as a result of any material in this publication.
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