White Paper | Connecting Chatter across
multiple Salesforce instances
Telephone:+44 (0)20 7960 4197
Email: info@makepostive.com
makepositive.com

Connecting Chatter across
multiple Salesforce instances
About this paper
Each separate division of your organisation is
unique and has individual goals, requirements
and tactics for growing the business. They are
all, however, aligned to one vision and
corporate strategy. This paper outlines the
many challenges faced by a company pursuing
a global account management strategy, the
available tools to ensure they are leveraging
the power of social collaboration, and the risks
associated with not connecting your people
across multiple business units.
Global account management requirements
Deploying a separate CRM instance in each
business unit may address some of the
requirements to treat each business entity
separately, however, the global account
management initiatives are severely impacted
with this approach. Taking a closer look at the
needs of companies wishing to manage their
accounts globally across multiple business
units, they all want to:
1. Have a single view of the customer
2. Speak to the customer with one voice and
be perceived as one company
3. Maximise the revenue potential gained
through customer’s international expansion
4. Provide a coordinated and consistent
worldwide service.
Ultimately, all of this requires a single CRM tool
that allows communication and information to
flow seamlessly across the multiple business
units. The challenge being – there still needs to
be an individual deployment of the CRM
technology to cater for the different business
unit requirements.

The role of social media in account
management
One option is to leverage the power of social
media in the workplace. With the rise of social
networks in our personal lives, the business
world is now taking note, with Gartner reporting
that 50% of organisations will use enterprise
social networks for their internal
communications by 2016.
Of the solutions already in the market place,
applications such as Jive, Yammer and
Chatter succeed in connecting workplace
users and allowing them to share real-time
information across teams within the same
organisation. Whilst both Jive and Yammer
may tick many of the boxes in allowing peer to
peer communication across workforces, it is
generally accepted - within Salesforce
organisations at least - that Chatter is an
effective tool for collaboration.
Chatter to collaborate
In response to the need for greater workforce
collaboration, Chatter was developed by
Salesforce to allow users to collaborate
instantly and in context. It enables users to
share knowledge and information quickly, not
only via peer-to-peer chat but also around
specific objects.
Chatter has also won many admirers for its role
in global key account management, allowing
account managers to track the lifecycle of sales
orders and prospects to give a top-level
overview of these key accounts. In allowing
users to share real time knowledge in this way,
Chatter helps to decrease duplicated work and
effort from sales teams and increases the
speed at which they can act on opportunities to
cross and up-sell – all while helping to nurture a
single voice relationship that customers
increasingly demand.
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Whilst Chatter is a big step in the right direction
for companies seeking greater workplace
collaboration within single Salesforce
organisations, it along with its rivals Jive and
Yammer, still fails to tick one final box. None of
these applications assist in closing the window
of missed opportunity that occurs through poor
communication across multiple business units
with individual CRM or Salesforce
implementations.

The benefits of Passport do not begin and end
with cross-selling however. Encouraging users
to share their knowledge via Passport creates a
knowledge pool for your entire business, giving
employees faster access to information. This
not only speeds up lead conversion but can
also be vital in helping new employees to
integrate into the business and ensure
everyone within your company is on the same
page.

Passport does

The risks

Passport, from makepositive, is the only social
collaboration tool that allows users to
communicate, using Chatter, as a single entity,
across multiple Salesforce organisations. In
sharing information in this way, businesses can
drive revenue across their sales teams in
separate divisions and deliver a smoother,
more integrated service to customers. A recent
Passport user survey revealed that users are
seeing the benefit, with 20% receiving new
sales leads as a result and 8% closing
business that they simply would not have won
without Passport.

We are all too aware of the risks of not being
able to collaborate amongst our peers in the
same business units; these risks apply at the
global level too:

The results
A Multi-national media house is just one of the
companies already seeing these benefits.
When their Risk & Finance Director became
increasingly frustrated with poor communication
across his two divisions - resulting in potential
leads not being followed up - they implemented
Salesforce to Salesforce to allow peer-to-peer
chatter across the divisions. However, this was
still found to be lacking. The media house
wanted a solution that allowed chatter around
the leads themselves, allowing for clearer,
faster collaboration. Passport was that solution.
They now benefit from having two separate
Salesforce organisations focusing on what they
do best whilst still collaborating as one entity to
share leads, knowledge and best practices.

•
•
•
•

There are multiple account managers
working on the same account
They don’t know about all the opportunities
across the account
Cross-selling and up-selling becomes
difficult
Account managers miss out on big deals
impacting on revenue.

The senior management team are also left
with multiple reports and no consolidated view
of the progress of their key accounts.
The power of connections
Any network is only as powerful as its
connections; the more connected your
business, the more quickly information can be
shared and opportunities seized upon.
Passport can be the glue that holds your
multiple Salesforce organisations together,
aligning your workforce behind the common
goal and helping to nurture more fruitful
relationships with your clients.
The business world has long known the value
of effective collaboration in increasing revenues
– it now has the tool to achieve it.
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