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COVID-19 lockdown caught pretty much everyone unawares. The 

situation has stirred up a plethora of valid questions in everyone’s 

mind. How are things going to work? How can companies continue to 

do business? What’s going to happen to the economy? And, a lot 

more. Many of these questions still remain to be answered, but we 

can find solace and pride in human resilience and our ability to adapt 

to situations quickly. We’ve seen a major chunk of industries have 

resumed operations quickly with the least disruption to their business 

as possible. Industries such as travel and other professions that 

require physical presence have been impacted harshly – the 

government, companies and non-profits are doing their part to help 

and assist those in dire need of aid services to get through this 

unprecedented period.

The domino effect.
Global tourism, travel and 
hospitality companies close down 
economic activities, impacting 
SMEs globally. 

This affects the least well-paid 
and those who are self-employed 
or working in the gig economy.
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With most businesses proactively adapting to current circumstances, 

the uncertainty of the situation has prevented some from enforcing 

concrete steps of change. History has shown that during times of 

uncertainty, it is important for leaders to be bold and act decisively. In 

difficult circumstances, it is always imperative to look beyond the 

current situation and plan for the future.

DemandBlue has constructed a framework of stabilization to help 

companies navigate and emerge from the current situation by 

defining a roadmap that utilizes the power of tools and technologies 

available within the Salesforce customer success platform.

of organizations are 

highly prepared for 

the impact of corona 

virus, according to 

Gartner's recent 

Business continuity 

Survey

of senior executives 

rarely update their 

operating model, 

according to initial 

data from an ongoing 

intelligent Operations 

survey by Accenture 

and Oxford 

Economics.

Just 12% 32%
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Strategic Priorities to create 

headroom and retool for a different 

world 

It’s time to get REAL:

R:eset 

Plans for returning and 

addressing near term 

challenges

E:nact 

Act quickly to mobilize 

resources behind key 

initiatives 

A:dapt 

By transforming 

organization and thinking for 

a post-pandemic world

L:ead 
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The magnitude and force of this pandemic is 

something that none of us have ever witnessed 

before in our lifetime, and it is still unfolding. 

Customers are watching how their favorite brands, 

celebrities, vendors, partners, trusted advisors are 

scrambling to handle this situation. How we 

respond defines who we are to our customers and 

will have a big impact on how they perceive us in 

the world after. Here is how you can take advantage 

of your Salesforce customer success platform and 

crystallize your comeback strategy:

Come up with the communication plan and 

keep customers posted on how the pandemic 

is handled internally and externally

Use tools to continuously educate employees 

to stay safe and steps they need to be taking 

if they have symptoms and/or infected

Equip employees with the tools and 

technologies to enable them to be successful 

in a work from home situation 

Manage proliferation of mobile devices 

across the organization

Inventory Management for all the mobile 

devices provisioned out

Secure remote access to network and 

validate essential tools (laptop, VPN, etc.)
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Task a team dedicated to act as the 

crisis-response nerve center. This team will –

Review your Identity and Access 

Management and implement necessary 

security controls including but not limited 

to Two-Factor Authentication, if it is not 

already deployed

Implement digitally-enabled future of 

work tools, including those for business 

processes and back-office functions

Establish an IT Helpline to assist 

employees who are not familiar with 

telecommuting or to test thoroughly in 

anticipation of a pandemic

Explore the free collaboration software 

resources available from Salesforce
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Review all marketing campaigns and 

automated emails, which go out from the 

system, and ensure they are either stopped if 

not appropriate or updated to be sensitive to 

the current situation

Define potential scenarios

Align leaders to the above

Create a single source of truth for the 

situation

Collaborate across the organization

https://www.demandblue.com/covid-19-resources/


Identify customers who are adversely 

impacted. Explore offers and relief measures 

from your end to the customers. Track and 

manage the relief process 

"Gartner research 
shows that an agile 
response occurred 
far more often when 
clear process already 
existed"
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We have taken care of the immediate priorities 

which primarily revolved around communicating to 

the customers and partners and enabling 

employees to work remotely wherever possible. 

Now what? The following lists some of the priorities 

that need to be addressed next as we are 

navigating this pandemic.

Review and revise the business continuity plan 

and ensure that the business continues as 

close to normal as possible 

Incorporate changes in the system to handle 

the incentives and relief measures provided to 

the customer. An inadvertent invoice or a 

payment follow up not aligned with the 

incentive provided will create anxiety among 

the customers. Proper care should be taken to 

handle this effectively

Define new products and services with the 

right pricing and promotions, which will meet 

the needs of customers at this time

The outside sales team, which primarily relies 

on meeting customers face to face, has to 

transform to an inside sales team until the 

situation permits them to meet customers in 

person. Provide them with the tools to be 

successful at being an inside sales team, which 

will allow them to build a pipeline to close 

deals efficiently until things get back to 

normal. Invest on tools of productivity like -
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Setup remote call center if applicable at the 

earliest so that customers will be able to 

continue to receive services with minimum 

disruption. Ensure the call center is set up to 

handle larger call volumes

Focus on all the areas where there is a 

customer touchpoint and ensure that there 

are adequate resources to provide customers 

with the same level of service as before. 

Wherever that is not possible, at least make 

sure that there are systems put in place to 

handle customer touchpoints. Some tools and 

technologies that can come in handy if not 

already implemented are -

Tools which will allow them to create a 

list and make calls easily to prospects and 

customers

Tools which will allow them customize 

and automate voice messages

Automate logging of the calls in CRM 

which increases productivity
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Einstein Chat bot

Email to case

Web to case

Customer Portal

Knowledge articles
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Transition to paperless office, now that we are 

working from home and not everyone might 

have access to printer and fax machine

www.demandblue.com

Look at all the processes that require 

printing and identify alternatives

Replace check payments for both inbound 

and outbound to online payments

Reports and Dashboards to have the right 

insights 

Someone dedicated from the organization 

should look at and stay on top of incentives 

the government and organizations like 

Salesforce are providing to combat the 

situation. Government is coming up with loan 

packages to save businesses, and at the same 

time, companies like Salesforce are coming up 

with discounted products and services like the 

gratification programs to help their customers

Use these tools to track and manage 

business continuity 

Enable forecasting reports to predict 

revenue and plan accordingly

Evaluate the value chain and how 

disruptions can be mitigated and 

minimized in future

Drive technology adoption and innovation 

to support the “future of” scenarios
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We will, sooner or later, get back to office. We 

surprised ourselves by being creative and trying to 

get things done as much as possible by working 

from home. Our customers, partners, and vendors 

have created new habits and have outlined new 

routines, and these might as well continue as a 

new-normal post pandemic era. How we adapt 

ourselves to the new normal and customize our 

products and services are critical to our success. 

How can Salesforce help in this regard? 

Review and Revise the business model to 

meet the current and future customers’ needs

Even though we have tried to keep it business 

as usual, many of us are not operating at 

100% as compared to essential services where 

they are operating at more than 100%. This 

obviously has pushed many things to the back 

burner, which we need to handle now  
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Reconfiguring the scheduling application 

to meet the current needs to ensure that 

we serve customers effectively, be it 

doctor appointment, machine 

maintenance, home improvement, etc. 

The customers should be served promptly 

and provided with timely updates
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Reinitiate prospect engagements that 

were on hold due to the COVID-19 

situation. Understand the prospect’s 

situation and tailor the offerings 

accordingly by being sensitive to the 

current situation. There can be a lot of 

catch up to do, prioritizing it right can 

speed up the process of converting the 

prospects to customers

Look at enabling the following tools for 

your customers/employees (if not already 

in place). This will keep them more 

efficient and productive -

Customer portal might be a great 

way to provide streamlined 

customer service by optimally using 

the resources

Salesforce CPQ will allow sales team 

to produce quotes quickly and 

accurately. This can empower the 

sales team to close deals quickly and 

respond to customer changes faster
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Business processes and automations that 

depended on resources who are no 

longer available. This will need to be 

reviewed and prioritized 

Emails going out to customers and 

partners from Salesforce from these 

resources should be handled 

appropriately

There might be need for resource realignment 

to handle any budget constraints. The 

following are points that need to be 

considered -
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When we understand the new normal or get a good 

feel for what it could be, how do we leverage it and 

lead the way? We have to ask if the foundational 

blocks are currently available and configured in the 

organization. This will enable and empower 

employees to lead the way and distinguish yourself 

from the competition. The following are points that 

will ensure that this happens -

Having a proper governance model is critical 

to transform yourselves and lead the way in 

the post pandemic world. Every group and 

department in your organization would want 

to move things faster and they needed things 

done yesterday. Having the governance model 

will ensure that you can prioritize correctly 

and make the right investments with the 

limited resources you might have -
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If you have not been following agile practices, 

now is the best time to move to agile. It will 

allow you to go to market quickly in an iterative 

fashion and provide you with the flexibility to 

modify scope as you uncover new needs

Le
ad

Set up steering committee

Define the goals and objectives

Define the process and fund them 

appropriately 

Define KPIs to measure progress and 

success



Review your software landscape and look to 

plug any gaps that will enable your 

organization to be more agile

Infuse data-driven decision making into your 

process by providing analytic tools to 

employees and managers

Do you have any AI initiatives going on at the 

enterprise level? There could be situations 

where the organization might be expected to 

do more with less. AI technologies like bots, 

lead scoring, opportunity insights, 

recommendations, and other predictive & 

prescriptive models might come in handy to 

prioritize the resources appropriately

Le
ad
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With this pandemic, we are all working 

on a moving target every day. As things 

evolve and we have new information, 

organizations should be agile to quickly 

absorb, adapt, and lead the way. 

Through our 4-step process to get 

R.E.A.L., we have provided some 

guidance on how companies can prepare 

and navigate the current situation with 

software tools and technologies 

available on the Salesforce platform. 

Stay tuned for more updates.
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