Connecting the Clouds

Utilizing Service Cloud data in Marketing Cloud

© Markus Slabina jlo@markus.codes May 17, 2018



Markus Slabina
io@markus.codes

» Senior Developer @ durchblicker
e price comparison platform
* iINSurance, enerqy, finance, telco
e > 50 people and growing
e ~ 15 years in development
e > 2 5 years experience with Service Cloud

o ~ 2 years experience with Marketing Cloud
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Agenaa

 What is Marketing Cloud?
 Why connect Service and Marketing Cloud?
 Marketing Cloud Connect
e Journey Builder
» Service Cloud audience selection
* next level journeys with custom activities

 Marketing Cloud Developer Tools
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What is Marketing Cloud?

 Marketing Automation tool
* Email, Social, Mobile, ...
* Focus on B2C
o 2000: Exactlarget
e 2012: Pardot (B2B) bought by ExactTarget

e June 2013: Salesforce acquired Exactlarget
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Why connect Service and Marketing Cloud®

* USe data you already have
* NO redundant data storage and data administration
e petter segmentation & personalization

* more relevant campaigns

e more relevant content
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\Vlore relevant content

conversion

o . ey
50% conversion uplift! Insubscribe

level of Individualization
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Marketing Cloud Connect

standard & custom objects

Service
Cloud

Marketing
Cloud
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Problems & pitfalls

e polling Interval >= 15 min
 email address changes in SFDC not effective in SFMC

e workaround required! (= markus.codes/email-sync-workaround)

e NO blind faith in new features!

© Markus Slabina jlo@markus.codes May 17, 2018


https://markus.codes/email-sync-workaround

Service Cloud audience selection

o Salesforce Data Event
e synchronized data extensions
* + filtered data extension
e + SQL activity (more flexibility)

* report-basec
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Salesforce Data Event

e trigger journey on change in Service Cloud
* NO sync gap for event data!
e possible use cases include

e welcome journey

e survey after closed customer service case
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Rating request after contract is closed

EVENT

NAME

DATA EXTENSION NAME

PRIMARY EVENT OBJECT
Contract

VERSION
2.0

FIRE EVENT WHEN
Updated;

RULE CRITERIA

EVENT DATA
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Rating request after contract is closed
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Rating request after contract is closed

Service Marketing
Cloud * Cloud

B Contract status changes
20 to uaccepted“

Journey Is triggered
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Rating request after contract is closed
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EVENT
T T \ engagement
Wait email @ L. Exit on month 3 day 3
vession Service Cloud update

FIRE EVENT WHEN
Updated;
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Automation Studio triggered Journey

e audience selection via scheduled SQL activity
e result of activity injected to journey
e pOSsible use cases

e scheduled reminders

e specific iInfo only relevant it some conditions are met
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Improvement suggestion for active contract

STARTING SOURCE Step 1 Step 2 o

ANNOTATIONS

SCHEDULE

1.1 SQL Query v 2.1 Journey Entry: v
Audience

——
I Edit .ﬁ
n

REPEAT: T
Every 1 day

STARTING check for applicable contracts

ENDING: trigger journey

Never
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Improvement suggestion for active contract

© Markus Slabina

DATA EXTENSION

DATA EXTENSION NAME

RECORD COUNT

View Event Results €

Schedule

START

TIME ZONE
W. Europe Standard Time

— — e — a2 =~

Exit on minute 1

©
\ email

Service Cloud update

<4— scheduled entry from automation
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Bulld next level journeys with custom activities

* more complex actions possible

* use external services (APIs) v Flow Control
+ downsides o @ @
® Sehc—hOSJ[ed Decision Random Engagement
Split Split Split
* [Imited error handling & logging
db
e |Imited documentation
Join Wait Custom

* — github.com/mslabina/stmc-
servicecloud-customsplit
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Custom activity components

activity backend routes

Save

bublish

configuration dialog (FE)
configuration file (JSON)
AppCenter package
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Custom activity development

activity
configuration &
development

create package in
AppCenter

activity deployment
(FE & BE
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Salestorce Marketing Cloud Developer Tools

e free Google Chrome extension

' & - Salesforce Marketing Cloud - Developer ... el
* exposes hidden data e e TKEting P | woomarow | <

R (1) Develcper Tcols

OVERVIEW REVIEWS SUPPORT RELATED

e detailed error messages -

e 0 Coea Exnens Soxon Nedele Faronrands Mevon Ll Secunly Al Nasela Qoo SO eGSO A M 0% 2 :

2:1 Compatible with your cevice

Salesforce Markeling Clcud - Developer Tools An extension that makes life easier

o p U b ‘ | C atl on “ St | d S for Salesforce Marketing Cloud users.

Tra tabies dedow o ey dopakalad with dets if you dsittheMakung Siced Cuatboad whik the deteds o gen This is aneatension of Guugle Chrome
Base I ceveloper tools, that maces life easier for
Salacsforce Market ng Cloud Lsers.
Information tha: needs 1 be gathered by
checking out all the network -equests'

| | | ]
P Name: responses or using workarounds like
J O u r | I ey e a | S ASULUNE 1TH) IERPABE.2 starting awizard for a task you dont want to
USERNAVE perform right now just to get the desired

vaen ErAn information isn': necessary anymore when
LSINg this extension.

MIMEBEEE ID

FATERPRIST IT

Applcaion Avalabilty

ARFLLALIGY NAN PHUVESUNEM N AL GGUN Y ALLESDBIILE BY GURFENI UBLRY Current ‘COtU res include

» data extension details -' "
— :; | A Websice
C Gl Actisty - Asp y . D Repor: Abuse
m Additioral Information
. Flayteass ! / version: .24
re C O | I I | I I e n e y S Ag provade ’ ’ Updated: August 23,2017

Size: 24.14KIB

lanvuaee: Frwlish (L nds:] Stales)

e markus.codes/stfmc-chrome-devtools
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Markus Slabina

io@markus.codes

github.com/mslabina
twitter.com/mslabina
linkedin.com/in/markus-slabina
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