
Salesforce Research provides data-driven insights to help 
businesses transform how they connect with customers. 

Learn more at salesforce.com/research.

State of Service survey, Salesforce Research, September 2016.
Data may or may not be represented in the second annual “State of Service" report.

SOURCES:
State of Connected Customer survey, Salesforce Research, June 2016.
Data may or may not be represented in the “State of Connected Customer" report.

Download the “State of Service” report 
for more insights and trends from global 

service Trailblazers.

Learn how Field Service Lightning connects your 
entire workforce on one platform to deliver smarter, 

faster, more personalized on-site service.

GET THE REPORT  WATCH THE DEMO

Your Path

Doesn’t End Here

Check out these resources
to learn more.
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FASTER SERVICE RESOLUTIONSERVICE FROM ANYWHERE
REAL-TIME COMMUNICATIONS

WITH TEAM MEMBERS

74%

Manufacturing

76%

Healthcare

79%

Financial Services

Interact in Real Time

of consumers expect companies 
to respond and interact with them 
in real time

Personalize Service

79%

of consumers say it’s very important
to immediately be routed to the agent 
who is the most knowledgeable
about their issue

78%

with mobile app access say it’s very 
beneficial for providing real-time 
communications to customers

54%

say their company provides 
mobile apps for service agents

to increase productivity

Provide Consistent Experiences

of consumers are likely to switch 
brands if they don’t receive consistent 
levels of service

73%

with mobile app access say 
it’s very beneficial to have 
real-time communication 

with team members

60%

using service analytics say it’s 
very beneficial to provide 

managers with visibility of team
or agent performance

58%

say their company has
increased focus on personalizing 

service interactions 

69%

say their company has increased 
focus on creating deeper 
customer relationships

over the past 
12–18 months

Serve Customers Proactively

of consumers expect companies to 
anticipate their needs and make relevant 
suggestions before customer contact

57%

say their company has increased 
focus on proactively engaging 

customers over the past
12–18 months

47%

say their company uses 
predictive intelligence

Field Service Implications

Field Service Implications

Field Service Implications

Field Service Implications

The Impact of Providing
Mobile Apps to Service Agents

A Closer Look
by Industry*

* This data represents service pros in each industry, 
not specific to field service, that currently provide 
mobile apps to their agents.

Share of Service Teams That Say Mobile Apps for Agents Are Very Beneficial for...

73%

64%

51%
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Faced with heightened customer 
expectations, service teams are going 
mobile to keep pace with the anytime, 

anywhere mindset. Here, we take a look at 
what research says about four growing 
customer expectations, and how field 

service is transforming in response.

How to Conquer
Four Big Customer
Service Expectations
A Guide for Field Service Trailblazers

https://www.salesforce.com/products/service-cloud/overview/
http://www.salesforce.com/stateofservice
https://www.salesforce.com/form/conf/demo-service-fsl.jsp?leadcreated=true&chapter=&videoId=w8qysEZNQQ8&__element=pre&DriverCampaignId=70130000000sUVb&player=&redirect=true&FormCampaignId=701300000025ZMK&playlistId=PL44qeaYfwISDq9cD_e_EA1PvEUWq2AYcL&d=70130000002DxSJ&mcloudHandlingInstructions=&landing_page=%2Fform%2Fdemo%2Fcrm-service-demo-field-service-lightning.jsp&nurture=
https://www.salesforce.com/research/
https://www.salesforce.com/research/

