
Community Cloud cuts 
service cases while boosting 
customer satisfaction.
eWAY was founded on the idea that the 
best payment systems are equal parts 
technology and humanity. Creating a 
frictionless process is key. “Smarter 
payments with a personal touch. It’s what 
we’re all about,” says Matt Bullock, founder 
and CEO. 

This merchant-centric company’s sales 
organization was already on the 
Salesforce1 Platform, so adding 
Community Cloud and Service Cloud to 
deliver complete customer service and 
support was a no-brainer. Previously, they 
were working with two separate systems, 
with customer care on Zendesk and sales 
on Sales Cloud. “It was a real pain” says 
Bullock. “With Salesforce, we have a single 
view of the customer on one system.” 

Now eWAY sales reps can see service cases, 
so they know their customers’ history — and 
potential leads from service inquiries can 
be seamlessly passed to sales. Everyone is 

on the same page for every customer 
interaction. 

Using Community Templates, setup was 
fast and easy — and the results were 
staggering. Within the very first day of 
launching their Customer Community, 
eWAY’s average service cases were literally 
reduced by 50%.

Customers now can find answers to 
questions on their own, quickly, and easily 
via the Web. Online content started with 
knowledge articles. The initial 42 articles 
quickly grew to 358, creating a broad 
self-service library for customers. “Our guys 
love it!” says Bullock. “We’re creating new 
articles every day — and we know just what 
the customers are asking for.”

Using Community Cloud, customers can 
ask questions — which other customers can 
help answer — or share ideas and 
suggestions that can be used to create new 
articles and a rich knowledge base. In fact, 

it worked so well that they were able to 
actually turn off their email inbox for 
support. 

Service Cloud has even allowed eWAY to 
set up skill-based service reps, with 
intelligent routing based on customer 
interactions, to route the right cases to the 
right rep at the right time, saving “a crazy 
amount of effort,” says Bullock. With 
increased focus and case loads reduced by 
self-service, response times have been 
reduced from 65 minutes to 16 minutes. 

Setting up a Customer Community was so 
successful for eWAY that Bullock can’t think 
of a reason why everyone wouldn’t use it. 
“With Community Templates and no code 
to write, we were able to implement quickly 
and see immediate results.” And Bullock is 
looking forward to using Community Cloud 
for eWAY’s partner network in the near 
future. “Our customers are growing, and so 
are we — it’s a beautiful thing.”

WHO IS EWAY?
Since 1998, eWAY has provided a safe, reliable, 
frictionless online payment gateway to help 
businesses worldwide grow and thrive. The company 
was built on a commitment to personal service and 
support — and last year businesses used eWAY to 
process billions in online payments. In fact, 25% of 
all online payments in Australia are already processed 
through eWAY. With such rapid growth, eWAY 
needed service capabilities that stayed ahead of their 
expanding customer base. Enter customer self-service 
with Community Cloud and Service Cloud.
 
FINANCIAL SERVICES, BANKING
Community Cloud, Service Cloud, Sales Cloud, 
Salesforce1 Platform



Salesforce is the leader in enterprise cloud computing. We help companies connect to their customers in a whole new way with our sales, service, 
marketing, community, and analytics apps. All of these apps run on the Customer Success Platform so you can manage all your information in one place.  

To learn more, call us at 1-800-667-6389

Alt Statistics 2 PRODUCTS

Community Cloud

Service Cloud

Sales Cloud

Salesforce1 Platform

CHALLENGE

Increase customer satisfaction 
and reduce service cases with 
online self-service

Align customer care and 
sales with a single view of the 
customer in one system shared 
by all employees

Provide scalable service 
capabilities to support rapidly 
growing customer base

SOLUTION

Using Community Templates, 
quickly and easily built a 
fully integrated customer 
community

Create self-service framework 
where customers can find 
the information they need 
and interact with each other, 
allowing service personnel to 
pinpoint their needs and act 
on them — and resolve them — 
more effectively

RESULTS

Within one day of launch, 
average support case numbers 
were reduced by half

Case response time has 
dropped by two-thirds, from 
65 minutes to 16

Average time to close cases fell 
from 21 hours to 3 hours

Net promoter score (NPS) rose 
from 48% to 63% — and is still 
rising

Increased net promoter 
score from 48% to 

63%
Case closing times 
reduced from 21 hours to 
less than

3 hrs

 “Our experience with 
Community Cloud is 
amazing. For years, our 
sign-up process has been 
frictionless, now our 
support is just as effective. 
It saves our support team 
a crazy amount of time, 
and our customers are 
happier than ever.”

Matt Bullock, 
Founder and CEO, eWay
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