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Who are we?



Agenda

❏ Pain Points in existing Service Process
❏ Customer 360 Concept for Service Agents
❏ Our DataCloud-driven Approach
❏ Service Cloud Integration Strategy
❏ Demo



Most critical Service KPI 

“Resolution Timeˮ



“Imagine answering a customer call with 6 browser tabs across 4 systems — and still not having the full picture.”

Pain Points in existing Service Process



“Imagine answering a customer call with 6 browser tabs across 4 systems — and still not having the full picture.”

? No Single Customer View
Agent must query multiple systems to answer a 
single customer question. OEM, NSC, and Dealer 
data never converge.

⇄ Constant Context Switching
3–5 tabs across separate Salesforce instances. 
Every system = new login, new search, new 
context loss.

! Data Inconsistency
The same customer exists as different records 
in different orgs. Conflicting data leads to 
wrong service decisions.

× Missed Service Opportunities
Without a holistic view: open cases, vehicle 
status, or upsell signals are invisible to the 
service agent.

Pain Points in existing Service Process



“The Lost Customerˮ - Vertical Complexity



The Challenge
Salesforce landscape grew organically:

→  Multiple orgs serving different business units
→  OEM, NSC, Dealer and Retail data living in separate silos
→  Fragmented identity - same person, different records
→  No unified view for the service agent answering the call

3-5 min
avg. lookup time per customer call

across 4–6 browser tabs

“The Lost Customerˮ → Struggling Agents



“The Lost Customerˮ - Vertical Complexity



Integration Architecture Before Data360



Aim for a Customer 360 Concept for Service Agents



Aim for a Customer 360 Concept for Service Agents



Integration Architecture Before Data360



Integration Architecture New Target Architecture)



Scoped View - Target E2E Solution

Key Insight: We don't replace the source systems — we create a unified READ layer on top using Data 360.



Close Look - Data Graphs in Data 360



How do Agents get the Data? Identifiers & Lookup Strategy

Step 1

Case Opens

Service Agent 
opens a Case in 

Salesforce

Step 2

Primary Lookup

Unique Platform 
Identifier

internal / external

Step 3

Fallback Logic

Email from 
related Account 
or Case Object

Step 4

Data Graph ID

Call Data 360 
REST API to resolve 

unified Graph ID

Step 5

Full Graph Data

Retrieve complete 
Customer Graph 
using unified ID

→ Integration via two consecutive REST API Calls to Data 360

Call 1: Graph ID Lookup

Leverage Query API V2 endpoint 
Resolves customer identifier → unified Graph ID 
Used as key for subsequent data queries

Call 2: Graph Data Retrieval

Call Data Graph API with Lookup Keys
Fetches full customer graph by Graph ID 
Returns personal info, vehicles, cases, orders



QUICK DEMO





Key Takeaways & Patterns to Apply Immediately

1. Take a look at the Data 360 REST API
Use Data Cloud's GraphAPI as the single retrieval 
point. Two API calls — ID lookup, then full graph — 
deliver everything service agents need, eliminating 
multi-system switching.

2. Start with focused scope, then expand
We began with one Brand Ecosystem Data Space. 
Proving value in a controlled scope builds the case for 
broader rollout adn adoption.

3. Forget about replacing source systems
Unify the READ layer — keep the source of truth where 
it lives. Data 360 is the aggregation layer and not 
meant to be a replacement for all data sources.

4. Identity resolution is the hardest part
Shared identifiers across systems must be defined 
before you can start building the unified profile. 
Fallback identifier logic (platform ID → email) ensures 
data is retrieved even with incomplete records.



Thank You

Give feedback in the app! 
Your input matters!


