
Salesforce meets all of your 
customer support needs

Growing from Desk.com to Service Cloud

Whether you run a small startup or a Fortune 500 company, customer service is an essential part of 
your business. Salesforce offers two solutions, Desk.com and Service Cloud, with the flexibility and 
security you need to deliver consistently great service as you grow.

Both Desk.com and Service Cloud make your agents more productive with intuitive tools and smart 
consoles so they can respond to customers faster. These cloud-based solutions create transparency 
and increase collaboration between sales and support, and help you make better decisions with 
powerful business insights. Regardless of your industry or size, you can deliver support across email, 
phone, chat, and social channels, develop rich knowledge base content, and provide self-service 
support to your customers.

When you choose a customer service solution you need to be sure it will scale as your company grows. 
It’s easy to start with Desk.com, the out-of-the-box support app designed for speed, ease of use, and 
scalability. As your business grows, your support needs will too, which may require the additional 
customization and integration capabilities of Service Cloud. With shared data in Salesforce standard 
objects, there’s no need to move data from one system to another, so the upgrade path between  
Desk.com and Service Cloud is effortless.

Your customers will experience consistently great service. Your agents will love the ease of use. For 
your business, it’s all part of the value of Salesforce.
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Choose the right solution for your support needs

Desk.com is the all-in-one support solution built 
for fast-growing businesses. This cost-effective 
app works out-of-the-box so you can get customer 
support up and running in an average of 2 days. 
It’s fast and easy to use, and creates transparency 
between sales and service for instant productivity 
across your company. 
Desk.com comes with everything you need to 
provide fast, helpful service including:
• Simple knowledge base for internal and external use
• Customizable self-service support web portal
• Agent productivity tools
• Automated workflow for multichannel support
• Easy integration (both open API and web-based)
• Robust, prebuilt reporting
• Mobile app for case management on the go
• Desk Connect to Salesforce for instant information sync 

and better collaboration

Service Cloud is the complete CRM customer
service solution. Bringing the full power and
flexibility of Salesforce to your business, it’s a
great choice for companies looking for a robust,
customizable, integrated approach to service.
Having sales and service on a single platform
gives you a true 360-degree view of the customer
for deep, insightful reporting. 
In addition to the support basics included in
Desk.com, Service Cloud gives you a full CRM
solution built on the Salesforce1 Platform with:
• The ability to integrate into anything, including existing 

legacy systems and external third party applications
• Communities for Service, which lets your customers get 

help from other customers as well as agents
• Live video support that can be embedded anywhere 

with SOS for Apps
• A customer engagement center
• Flexible customization

Get your support team up and running in an 
average of 2 days with this out-of-thebox 
solution that can be configured easily, without 
IT support.
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The Salesforce ecosystem, including Successforce and a wide 
range of implementation partners, gives you access to all the 
resources you need to customize for your unique business 
needs and get up and running in a matter of months.

Desk.com is designed for speed and can be quickly 
configured for your unique support needs. Build and 
automate business rules, bring together multiple 
support channels, personalize the agent console, 
and fully brand your self-service support portal.

Customization The #1 Customer Service Platform is fully customizable to 
the specific processes that run your business. Customize 
your agent console to maximize productivity with custom 
objects and a complete view of customer, product, and 
account information. Build custom business processes 
with workflow automation, milestones, and SLAs, and 
integrate data from external systems. Manage permissions 
at every level while sharing information and collaborating 
to help customers.

Quickly integrate Desk.com with Salesforce and
other business critical apps with open APIs and 
user-friendly web hooks. The real-time sync makes 
information visible everywhere to everyone, 
providing complete views of your customers and 
triggering actions from Desk.com in Salesforce.

Run your entire business with Salesforce by integrating 
legacy or 3rd party applications and external back-end 
systems with the Service Cloud. Our robust, open API allows 
you to give your agents the data they need to e�ectively 
resolve customer issues all from one application.

Integration

Agents can provide support from anywhere on 
Desk.com’s mobile app for iOS & Android with 
complete case management capabilities in the 
palm of their hand. And, with the Salesforce1 
mobile app, everyone in your company can 
access real-time updates on every customer 
support issue, providing true 360-degree views of 
your business.

Give your customers the ultimate mobile support 
experience with Service Cloud SOS, which lets you embed 
personalized, incontext, video support in any mobile app. 
The Salesforce1 Mobile App lets your employees collaborate 
and get insights into customer interactions, even on the go. 
Sales reps can view a customer’s complete case history on 
the road and managers can make key business decisions 
with realtime metrics.

Mobile

Most popular plan is $60/user a month Month-
to-month or annual agreement available. 
Hourly flex agent packages http://
www.desk.com/pricing

Most popular plan is $135/user a month
Annual agreement
http://www.salesforce.com/crm/editions-pricing-
service.jsp

Budget

SERVICE CLOUD

http://www.salesforce.com/crm/editions-pricing-service.jsp
http://www.desk.com/pricing



