
Navis steers industry-wide 
collaboration in Community Cloud
Collaboration is the key to staying afloat in 
the ever-changing world of ocean shipping. 
Perhaps no company understands this 
better than Navis. In 2012, the global 
leader in maritime technologies launched 
the industry’s first online community—and 
three years later turned it into a full-blown 
Collaboration Center with Community Cloud.

Previously, Navis had two separate systems  
to service its customer base—the Navis 
Support Portal and the Navis Online 
Community. This meant customers had 
to toggle back and forth between siloed 
systems to manage support cases and get 
answers from industry colleagues.

“Having two systems, we were creating  
this artificial distinction—either you could  
get help from the community or you could 
get support,” says Jennifer Grinold,  
Marketing and Communications Manager. 
“But really, we wanted customers to feel like 
they’re getting answers and support from  
our network.”

The solution was simple: Combine the 
two customer-facing systems into a single, 
comprehensive platform. 

Since the organization successfully adopted 
Salesforce for service and sales, Community 
Cloud was the ultimate choice for delivering 
an integrated customer experience.

Now, when customers have a product-
related question, they can type it into a 
community search box and access all 
relevant knowledge articles, release notes, 
cases, blogs, and discussions—whether 
produced by Navis or the community. If it’s 
a new, unanswered question, they can solicit 
help from the community or send it to the 
service desk as a support case.

Navis expects to see a big reduction in 
support cases, according to Kelly Cole, Chief 
Customer Officer. “It’s all about reducing 
customer effort. If customers can solve an 
issue by some other means, through self-
service or via one of their peers, they’re going 
to do that rather than raising a case.”

With Community Cloud, customers have  
an anytime, anywhere hub where they can 
get answers, access product training, read 
best practices, submit and vote on  
roadmap ideas, and collaborate in public  
or private groups.

Navis user groups, who typically met in 
person once or twice a year, can now meet 
virtually anytime to discuss topics related to 
their region. And community-wide, members 
can access the “Navis World Group” to view 
presentations from the company’s exclusive 
annual conference.

The unified solution has created deeper, 
more productive customer relationships. 
“Customers aren’t just talking with support 
now,” says Grinold. “They’re interacting with 
engineering and product management.” The 
entire network of customers, employees, and 
partners has come together to collectively 
resolve issues and contribute to product 
enhancements.

“It’s so much more for us than just a support 
portal,” adds Grinold. “That’s why we call it 
the Collaboration Center. It’s a place where 
our users can meet and share expertise and 
have a better experience with our product.”

WHO IS NAVIS? 
Navis is behind the technology that drives efficiency 
for the world’s leading terminal operators. Founded 
in 1988, the Oakland-based company developed 
the first terminal operating system designed for the 
marine shipping industry. Now, its software is in use 
at more than 230 marine container terminals in over 
50 countries.

SHIPPING TERMINAL SOFTWARE
Community Cloud, Service Cloud, Sales Cloud, 
Chatter, and Force.com



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

PRODUCTS

Community Cloud

Service Cloud

Sales Cloud

Chatter

Force.com

CHALLENGE

Customers had two different 
ways to get answers to their 
questions and resolve support 
issues: They could raise a case 
through the Navis Support 
Portal or solicit help from 
industry colleagues in the Navis 
Online Community 

It was burdensome for 
customers to monitor their 
questions in two systems 

Maintaining two platforms 
to serve the same customer 
base was costly and often led 
to double handling of support 
issues

SOLUTION

Navis combined its Salesforce 
Customer Portal and Lithium-
based online community 
into a single, comprehensive 
Collaboration Center that’s easy 
to maintain and accessible from 
any device

By building its integrated 
solution with Community 
Cloud, Navis was able to 
preserve the look, feel, and 
gamification features of the 
Navis Online Community—while 
also giving customers access 
to collaboration groups and a 
searchable knowledge base

RESULTS

A seamless user experience

Lower technology costs and 
easier maintenance

Reduced customer effort: More 
efficient issue resolution through 
self-service tools

Greater visibility, including 
detailed reporting on how  
and when customer questions 
are resolved

Easier collaboration between 
industry experts, customers,  
and employees—with virtual 
groups designed for specific 
regions, departments, and 
exclusive events

 “Whether it’s submitting a 
case, working in a group, 
asking a forum question, 
or reading content—that’s 
up to our customers, 
but we want to give 
them everything, so 
they can get 
the answers 
and the help 
they need 
as quickly as 
possible.”

Jennifer Grinold
Marketing and Communications Manager

 “When we 
started this 
journey, we 
weren’t sure 

that our customers 
would interact with one 
another, but what we 
found is that it’s the exact 
opposite. Community 
Cloud has created a lot 
of collaboration across 
the globe.”

Kelly Cole
Chief Customer Officer
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