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FORWARD LOOKING STATEMENTS ¥ -—~-B

Safe harbor statement under the Private Securities Litigation Reform Act of 1995:

This document and other items we publish, including through
social media outlets, may contain forward-looking statements, the
achievement or success of which involves risks, uncertainties, and
assumptions. If any such risks or uncertainties materialize or if any
of the assumptions proves incorrect, the results of salesforce.com,
inc. could differ materially from the results expressed or implied by
the forward-looking statements we make.

The risks and uncertainties referred to above include - but are not
limited to - risks associated with possible fluctuations in our
financial and operating results; our rate of growth and anticipated
revenue run rate, including our ability to convert deferred revenue
and unbilled deferred revenue into revenue and, as appropriate,
cash flow, and our ability to grow deferred revenue and unbilled
deferred revenue; errors, interruptions or delays in our service or
Web hosting; breaches of our security measures; the financial
impact of any previous and future acquisitions; the nature of our
business model; our ability to continue to release, and gain
customer acceptance of, new and improved versions of our service;
successful customer deployment and utilization of our existing and
future services; changes in our sales cycle; competition; various
financial aspects of our subscription model; unexpected increases
in attrition or decreases in new business; our ability to realize
benefits from strategic partnerships; reliance on third-party
computer hardware and software; the emerging markets in which
we operate; unique aspects of entering or expanding in
international markets; our ability to hire, retain and motivate
employees and manage our growth; changes in our customer base;

technological developments; regulatory developments; litigation
related to intellectual property and other matters, and any related
claims, negotiations and settlements; unanticipated changes in our
effective tax rate; factors affecting our outstanding convertible
notes and credit facility; fluctuations in the number of shares we
have outstanding and the price of such shares; foreign currency
exchange rates; collection of receivables; interest rates; factors
affecting our deferred tax assets and ability to value and utilize
them, including the timing of achieving profitability on a pre-tax
basis; the potential negative impact of indirect tax exposure; the
risks and expenses associated with our real estate and office
facilities space; and general developments in the economy,
financial markets, and credit markets.

Further information on these and other factors that could affect the
financial results of salesforce.com, inc. is included in the reports on
Forms 10-K, 10-Q and 8-K and in other filings we make with the
Securities and Exchange Commission from time to time, including
our most recent Form 10-K. These documents are available on the
SEC Filings section of the Investor Information section of our
website at www.salesforce.com/investor.

Any unreleased services or features referenced in this or other
presentations, press releases or public statements are not currently
available and may not be delivered on time or at all. Customers
who purchase our services should make their purchase decisions
based upon features that are currently available.
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WHAT IS TRACKING? -l

View aggregated and Aggregated collection of data for each email send
Individual results for

° . [82] Select Recipients  Export
]
subscriber behaviors: —
= Summar y = Inbox Activity
Job ID: 12833606 P Viewing : Current Activity E
Name : 2016Mar15_17_Munich_MCI101 - Friday Before 2
Copy Total  Unique
O ens Subject : Marketing Cloud Implementation Workshop | What | - Opens 29 : I
You Need to Know for This Week e
Date Sent: 3/11/2016 7:01 AM i Clicks 1 1 -9 091%
( 1 Total Sent: 1 Fowards 0 0 0%
| I C kS Data Extensions: 2016March15_17_Munich_Nathalie_AttendeeLogins 5 0%
(11) sent . »
(Using All Subscribers)(11 sent) Conversions 0 0 0%
Did not open
p (=) Send Performance Unsubscribes 0 [0%
D . d t I . k Delivery Rate: 100%
I n O C I C Total Bounces: 0 = Unengaged Subscribers
Har nce:
[ Hard Bounce 0 Usiue
Bounces oo aoenees 1t |
Block Bounce: 0
[l Delivered: 1 Did not click 10 ’ ‘
Unsubscribes o
=) Open Performance
= Forward to a Friend Activity
’—‘ . o Total Unique
| Open Rate: 72.727% Clicked 'Forward' link 0 0
li :
. . Deilvered 1 Forward Activity 0 0
‘ ‘ [ Total Opens: 29
J 1 1 Unique Opens: 8 New Subscribers 0 0

VO Marketing Cloud stores tracking data over for account lifetime.
i Users may delete tracking manually.



TRACKING OPENS salesforce UNiversity

Gmail caches images Insert a 1x1 transparent tracking pixel into templates
— Counts unique and emails created from HTML.

open B | (2~
— Cannot count total View Email as a Web Page

Privacy Policy
opens
Unsubscribe Center
Profile Center (Required)
Setti Ngs to preve Nt Subscription Center

image downloads Powered By Logo
affect open count Social Markup

Facebook Like

— Recipient may read |
text without _Track Email Opens
capturing opens

NOE: Marketing Cloud captures opens when a subscriber views email images.
9 Text versions cannot capture opens.



T R A C KI N G R E S U LTS salesforce uUniversity

Some folders auto- Use folders to keep tracking organized and compare
generate by sends: related sends
" Test Send Ema ils Tracking «“ My Tracking
: SISy Tracking Vo T = b ® o
- Trlgge re d S en d S [ Test Send Emails | JobID Name Date/Time Se
. [ Triggered Sends ~) 12833606 2016Mar15 17 Munich MCI101 - Friday Before Copy 3/11/2016 7:0
o A/ B TeSt| ng 1 Journey Builder Sends - , _ o
i . 12818497 2016Feb LoginCredentials Miami 2/24/2016 9:0i
1 A/B Testing
] 12816754 2016Feb LoginCredentials Miami 3/1/2016 3:31
* My Reports
1 12816652 2016Feb24 Miami MCI101 - Friday Before Copy 2/22/2016 4:0
Create Su belderS by * MyData 1 12810254 2016Feb FoundationPartners LoginCredentials SanFran ... 2/16/2016 11:
”ght'Cl |C kl ng O n ] 12809743 2016Feb PIW London Nathalie Attendee Login and Mate... 2/16/2016 5:0
] 12809535 2016Feb16 SFfoundation MCI101 - Friday Before Copy 2/15/2016 6:3
parent folder :
12808757 2016Feb PIW London Nathalie Attendee Login and Mate... 2/15/2016 12:.
] 12806521 2016Feb16 SFfoundation MCI101 - Friday Before Copy 2/12/2016 5:0
1 12789409 2016Jan PIW Paris Gervetti Attendee Login and Materials 1/28/2016 4:1'
Se | eCt fO | d e r O n Se n d ] 12789387 2016Jan PIW Paris Gervetti Attendee Login and Materials  1/28/2016 3:2|
Screen to Select Save ] 12789383 2016Jan PIW Paris Gervetti Attendee Login and Materials  1/28/2016 3:0!
] 12789112 2016Jan PIW Paris Gervetti Attendee Login and Materials  1/27/2016 3:5

location -

12788267 2016Jan Accenture London Nathalie Attendee Login and... 1/27/2016 5:1.




CUSTOMIZE DISPLAY salesforce UINiversity

Select metrics of interest then compare relevant sends visible within a folder

My Tracking

«f» Move [ Delete [] s D % Compare Email Sends | Showing : Last 100 Sends Set Grid Preferences

| Name Date/Time Sent Emails Sent Unique Opens Uniqug Clicks = Unique Click-Through Rati
—| 2016Mar15_17 Munich_MCI101 - Friday Before Copy 3/11/2016 7:01 A 11 8 1 9.1%
2016Feb LoginCredentials Miami 2/24/2016 9:QFAM 9 7 2 22.2%
#¥)16Feb LoginCredentials Miami 311/20166:31 PM 9 6 2 22.2%
(] 2016FeD™ Miami_MCI101 - Friday Before Copy 212902016 4:01 PM 8 6 0 0.0%

Check boxes and

Set Grid Preferences to
Compare Email Sends for

on-screen comparison

select which metrics to
display on screen




CLICK ACTIVITY TAB

Email Overlay View

* Displays bar graph of
click performance
across email Hello, %3%Name%%.

S5 Marketing cloud

During this week's Implementation Workshop you will be using a training account to follow

Li n k Vi eW along and complete learning activities. Please log in to mc.exacttarget.com using the following
31.2%

credentials.

® Cl |C k on un |q ue Username: %%Username%%
hyp e rl | n k tO a CCeSS Password: %% Temporary Password%%

Member ID: %%MID%%

individual

p e rfo rmance training 22:2% ,Lrompted, enter the password below. If you have any questions or

Please download the learning quides containing the hands-on activities for each of the 4

issues, please email Sherry Keezer.

EXpO rt Cl |C k ACtIVIty Learning Guide Download Password: driwphhD

Overview | Click Actvity | Conversions | Surveys | Job Links

salesforce uUniversity

ta b a S P D F O r X LS LInkEman Overlay View  Link View

download the learning guides containing the hands-on activities
Log in text link in body

SF Developer account link text

help mc admin

help Contact Builder

help Data Extensions

help Journey Builder

help Marketing Cloud Connector

Total
22
24

() N P N

u

b
=}

-
o

[ C o C o E | S ] I0)|

3

Net CTRs
83.3%
83.3%
50.0%
16.7%
8.3%
8.3%
8.3%
8.3%




CONVERSIONS TAB

Requires code added
to website

Conversion tracking
must be selected Iin
Link Properties

Tracks purchases
made from email
within 8 clicks in path

salesforce U niversity

Refers to Conversion Tracking code embedded on
website

My Tracking > 2016Mar15_17_Munich_MCI101 - Friday Before Copy

[2=] Select Lists ¥ Export

| Overview H Click Activity u Conversions H Surveys H Job Links

=) Conversion Detalls

There is no conversion data for this send.

Data displayed includes:

* Path name

« Unique conversions

* Click path data links

* Number of unique conversions by link



S U R \/ E \( T A B salesforce UNIiversity

Users must view email Surveys can be included in template-based emails
as a web page to

submit survey results

o Survey Questions . [JSurvey Responses

Results display:

* Survey response
rate

» Per question
response rates

O Survey Questions 3 Survey Responses

responses

Export results as PDF V'
or CSV = =

nnnnnnnn




JOB LINKS TAB

Change destination of
a URL after send

* Fix broken links

* Change incorrect
destinations

* Add URL parameters
for custom tracking
(optional)

Changing URL in Job
Links will not apply
change to email
creative in My Emails

Edit URLs in an email after send

My Tracking > 2016Mar15_17_Munich_MCI101 - Friday Before Copy

| Overview | ClickActivity | Conversions | Surveys | Job Links ’

EMAIL NAME EMAIL SUBJECT EMAIL PREHEADER STATUS
2016Mar15_17_Muni...  Marketing Cloud Impl... ~ What to Expect, What... =~ Complete

Editing URL ID: 274277

You are editing a link used in a sent email. Your edits only affect this job and not the link in the source email. Learn More

URL ID 274277

URL http://www.exacttarget.com|

URL Parameters ? No parameters appended

Preview 26 /2000 Characters Used
http://www.exacttarget.com

salesforce uUniversity




MARKETING CLOUD REPORITS




REPORT CATALOG salesforce UINiversity

Reports are divided by The Report Catalog contains all standard reports
channel: available across the Marketing Cloud Platform.

° Ema | I Report Catalog

ol & > All Reports fo)
L]
[ J New — )
'@ Report Name ~ Description Actions
¥ Email o ) ) ) . S E]
/| A-B Test Summary Report The A-B Test Summary Repert contains summary and comparison information about one or more A/B m -
° Administration Test Campaigns for the date range you specify.
* oplie ‘
Custom FEATURES [
Subscriber - . ) P—
° v/| Account Send Summary The Account Send Summary repert displays all potential respense counts/rates for an account m =
[ ] S O C I a | P a e S Tracking/Message organized by send. Enterprise or Reseller reports also display respective member results organized by
account.
Discover
(] mobileConnect 3
/| Attribute By Tracking Event The Attribute By Tracking Event report displays how your subscribers reacted to a certain email send, m
Account based on a specific tracking event and a particular attribute.
E h h Tracking/Message FEATURES
a C a a a S =: Social Pages /| Campaign Email Tracking Report The Campaign Email Tracking report displays the send tracking data around a specific campaign. m
L] L] N P -
additional B o
Tracking/Message
=:| ContactDE The Subscriber List Growth report displays all subscribers who have been added to the SocialPages m
Data Extension and analyze segments through various parameters like different fan pages, tabs or date
ranges

subcategories

m

/| Conversion Tracking Statistics The Conversion Tracking Statistics report displays you all the conversion activity across all your email
sends over a specific time frame.

m

%, Email - Complaints by Domain The Complaints by Domain template displays data for the top 10 domains based on complaint volume for
w the last 3 months.

m
m
i

it

2. Fmail - | ast 30 Navs Advanced The Last 30 Days Advanced Measures template displays advanced counts/rates for an account

1-25 of 37 items | 25 ~ | PerPage Page| 1 ~ |of2 | »




Q U T D U T Q DTI O N S salesforce uUniversity

Email Report Results Schedule Report Results

Reparthame INONOV Parvr Seves Mutarmelgn st 30-cay

Report Name * |
Schedule Options.

Report Source Account Send Summary
sart r—
Time Zone

Email Address * P ——

Subject* : Ropest o o

Note to include in Email

[

ontre [Fis -] [swcey -
e sdor =] [ 1] ocauronces
Delivery Options
Format* © & Excel Spreadshect (xs) Format® N
© (& Data Fike (csv)

DataFle UTF-8 (c50)

OstaFle SnAL_IS (csy)

e )

S Eco sproassrat (xs1)

Location Emai Ropor Rosus
S regont o TP

o sawiorors

FTP Report Results
Snapshot Report Results
Report Nlame * Download Report Results
Report llame Abandoned Cart Campaign Summary
FTP Location * ExaciTarget Enhanced FTP ~

Report Name * @ Select an option below to save a snapshot of this defintion

Report Source Account Send Summary
Report Source Account Send Summary
Format * o
. © i DataFie (csv)
Format &) Excel Spreadsheet ()
© & Compressed Data File (.zip)
© & Data Fie (csv) Format*

&5 Excel Spreadsheet (xis) .
) &3] Excel Spreadsheet (xis|
© & Data Fiee (.csv)

©) & Excel Spreadsheet (xisx)

5 Output Options:
Emai Snapshot

FTP Schedule
Browser Downloa




CONNECT:

EMAIL SENDS TRACKING




Double-click on Email
Sends tab

Review:
Send Definition
Tracking Metrics
Subscriber Info

Individual Email
Results

Aggregated Link
Level Detalls

¥ Tracking Info

INDIVIDUAL EMAIL SEND TRACKING

16 salesforce UNIversity

Job Id: 122879389
Name: NTO Service Follow Up
( Analytics for this Email )
Subject: Thank You for Contacting NTO!
Date Sent: 9/15/2014 1:27 PM
Total Sent: 1
Tracking as of: 9/15/2014 2:27 PM
Tracking Subscription 9/20/2014
Expiration:
Send Performance Activity
Delivery Rate: 100.0% 0
Total Bounces: » Total Unique |
Opens 1 1
] Hard Bounce: | Clicks 0 0
Soft Bounce: | Forwards - 0
Total Delivered: Unsubscribed - 0
Total Delivered 1
L
Open Performance Unengaged Subscribers
2~ Open Rate: 100.0% 0
O Delivered: 1 Unique |
Total Opens: 1 Did not click 1
Unique Opens: 1 Did not open 0
Delivered 1

0_.

Related Individual Email Result Reports

Sent Opened Clicked Hard Bounced Delivered Did notopen

Did not click Soft Bouncec




CONNECT:

MARKETING CLOUD REPORTS
INSTALLED PACKAGE




MARKETING CLOUD REPORTS PACKAGE sslesforce SRS

Home Files Campaigns Leads Accounts Contacts Dashboards Marketing Cloud Email Se

Cloud Connect installs the Marketing oo/ e & Dashboards sesssen. evossions
C I O u d Re p O rtS pa C kage . Folders Marketing Cloud Admin (Installed Package: Marketing Cloud)

Q, Find a folder... - M
e Q, Find reports and dashboards...

|| Knowledge Dashboard Reports
|z Live Agent Reports Action Name + o)) Folder

3 R e O rt FO | d e rS I n Sta I | e d . |/ Marketing Cloud Admin (Installed Packi ol 4= IERs (for a Triggered Send) Marketing Clor
. |z) Marketing Cloud Sample Reports — Template to be used with Triggered Send filter

|| Marketing Cloud Subscriber Reports (Ir IERs (for an Email Send)

i )
. M k t. Cl d d . |z Marketing Cloud Tracking Reports (Inst ™ o= H Template to be used with Email Send filter. Marketing Cio
a r e I ng O u A I I l I n |m) Milestones PM 4 IERs Delivered (for a Triggered Send) Marketing Clot
.1 Milestones PM Dashboards @ Template to be used with Email Send filter. 9
° o || Partner Account Management Performz
° M k t ( ‘ | d S b b R t . 4+ IERs Delivered (for an Email Send) erkaing Cio
a r e I n O u u SC rl e r e O r S ) Partner Community Reports 04 c’ = Template to be used with Email Send filter. 9
() Report Charts IERs Not O d (fi Tri d Send)
s Not Opened (for a Triggered Sen )
° . |z) ROI Dashboards (v @ aai ] 523 Marketing Clol
Sl Template to be used with Triggered Send filter.
* Marketing Cloud Tracking Reports - S oo | 99
|z Sales Performance Reports Ol o IERs Not Opened (fl:')l' an Email Send)' Marketing Clot
i) Salesforce for Social Media (Installed P — Template to be used with Email Send filter.
|| Salesforce for Twitter (Installed Packag ol 1 = IERs Opened (for a Triggered Send) _ Marketing Clol
| Support Executive Updates | Template to be used with Triggered Send filter.
|z Survey Force Reports 'l IERs Opened (for an Email Send) ;
Marketing Clol
|z Time-Off Reports 04 c’ = Template to be used with Email Send filter. 9
) Trending Reports IERs with Clicks (for a Triggered Send)
> Marketing Cl
|| Z - EMEA - Reporis M O@=E Template to be used with Triggered Send filter. arketing Clo
<) Z - EMEA Dashboards — ERs with Clicks (for an Email Send) Marketing Clo
Bl Account and Contact Reports @ Template to be used with Email Send filter. 9
| Opportunity Reports
— . L .. |ERs with Hard Bounces (for Email Send) e e
|z Sales Reports
1-210f21 ¥ A4

"> Easily create reports to retarget customers based on email recipient

N  behavior using Admin reports in Salesforce Report Builder.




REPORITS AVAILABLE

salesforce university

IER = Individual Email Results

IERs (for an Email Send)

IERs Delivered (for an Email Send)

IERs Not Opened (for an Email Send)

IERs Opened (for an Email Send)

IERs with Clicks (for an Email Send)

IERs without Clicks (for an Email Send)
IERs with Soft Bounces (for an Email Send)
IERs with Hard Bounces (for an Email Send)

Outstanding Sends

Template to be used with Email Send filter.

Display the emails delivered (no bounces)

Display the emails delivered but not opened

Give the list of the emails opened

Track and display the email with at least one click

Track and display the email without clicks

Display the email and the contact associated to a soft bounce
Display the email and the contact associated to a hard bounce

List of emails that are pending



REPORITS AVAILABLE salesforce UINiversity

Campaign Performance over Time To provide information about the number of subscribers over a period of time for a
specific campaign

Email Sends by User over Time Display email sends per user on the account in a specific time period and the report/
campaign associated to it

Subscriber Engagement over Time Analyse subscribers who are most actively engaged

Unengaged Subscribers over Time Unresponsive subscribers

Recent Email Sending Summary Provides tracking information for each send generated within a specific time period



CONNECT:

SEND ANALYTICS




SEND ANALYTICS TRACKING DATA salesforce_UNiversity

Home Campaigns Accounts Leads Contacts Reports Marketing Cloud Email Sends B-70FU W -8 Social Personas Social Home Social Publisher Social Posts Social Setup Facebook Pages + ~

Historical Engagement mail Analyt
mail Anaiytics
* Displays all-time data e

Exclude Single Sends + —

Time Based Engagement —

 Displays datafora || = .
specified period of time T

Unique Clicks

ubscril
512 -
480 -
448
416
384
352 4
320
op 288 | /.

256
224
192 4
160
128

96 -

64 -

32 /
. . 0 . = = . .
Historical
o N N N3 W
Engagement
Show Sent ) Show Delivered Show Opened Show Clicked | Show Bounc:

Show Sent [ | Show Delivered Show Opened Show Clicked [ | Show Bounced Weekly

Details
Emails Sent 526 UniqueOpens 6
Emails Delivered 525 Unique Clicks 2
Bounces 1

NOtE: Marketing Cloud tracking data stored in Salesforce is available as a

(i graphical display of historical and time-based engagement.



SEND ANALYTICS salesforce_University

 Easily identify trends in subscriber

Aggregate tracking data for all sends . ,
behavior and email performance

» Set date ranges

» Refresh Data button fires API to bring

Specific subscriber’s activities , ,
In updated metrics

» Search by email address

* Checkboxes allow for easy toggling of

Specific email send activities _ , ,
the available display options

* Review a specific email send

Aggregate E]
Subscriber

\Jgrege
Email

Range Last 30 cays B From 9/28/2016 [10/27/2018] To 10/27/2016 [10/27/2016] | Refresh Datal

Show Sent [ Show Delivered Show Opened Show Clicked [“IShowBounced  Weekly ~

DEFINITION: - EFnhanced Send Analytics provide a clean and intuitive user experience to

gain critical insight into email performance and subscriber behavior.
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