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Salesforce.com, Inc. 

Why Investors Should Remain Bullish on Salesforce’s CRM Platform  
 

Salesforce.com, Inc. (NYSE: CRM) is a technology company headquartered in San Francisco. It is a 

business-to-business software provider that offers a customer relationship management (CRM) platform where 

companies and organizations can connect with customers, colleagues, service users and/or suppliers. Salesforce’s 

software is based on cloud technology, meaning that it stores data in a cloud that can be accessed from any device, 

which makes this service more cost-effective and easier to use. This method of software delivery is known as 

‘Software as a Service,’ or SaaS. Salesforce’s services are offered through a monthly subscription basis, a business 

model that has become increasingly popular among tech companies (e.g. Adobe, Spotify and Netflix).  

During this semester, four events had an important impact on Salesforce’s financials: the release of the 

company’s Q4 2019 and Full Year Fiscal 2019 results, Adobe and Microsoft’s announcement of a new software 

platform, a lawsuit that accused Salesforce of selling tools to a sex trafficking site, and the launching of 

myTrailhead —Salesforce’s new learning experience platform. These events will be explained and analyzed 

within the context of this research.    

 

Salesforce’s Leadership 

The company was founded in 1999 by Marc Benioff, Parker Harris, Frank Dominguez and Dave 

Moellenhoff in Telegraph Hill, San Francisco. Marc Benioff is the current chairman and co-CEO of the company. 

His leadership is essential for the company’s corporate culture and business strategy —which is mostly customer-

centric. Not only has Benioff positioned himself as a moral authority at a time when other tech leaders are facing 

a crisis of public trust, but he has also built a trust relationship with his company’s customers and investors. In 

fact, right after Salesforce’s Q4 2019 Earnings Call on March 4, analyst Patrick Walravens said he remained 

optimistic about the company’s growth. “I think we just want to hear that Marc still loves his business, and I think 

he does,” said Walravens in an interview with CNBC. “As you look across the software landscape, the companies 
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that are putting the customer at the center of the universe are the ones that tend to be doing really well, and all 

those things are working for Salesforce,” he added.    

In August 2018, Benioff announced Keith Block, the Salesforce’s former vice chairman and president, 

would become the company’s co-CEO. Both Block and Benioff have a long history of working in the tech industry 

as they both worked at Oracle for years, which is one of Salesforce’s main competitors. This “divide and conquer” 

decision allowed Benioff to focus on product development and corporate culture, while Block focused more on 

the operation and distribution of functions of the company. Mark Hawkins is the company’s current president and 

CFO, and he is responsible for leading the company’s global finance organization.  

 

Salesforce’s Regional Strategy 

In the last years, Salesforce has opened more than 50 regional offices located in three main regions: the 

Americas, Europe and Asia Pacific. According to the company’s Full Fiscal Year 2019 Earnings Release, in 2019 

most of the company’s revenue came from the Americas region ($9,445 million), followed by Europe ($2,553). 

This indicates that, in terms of strategy, there is an opportunity to keep expanding Salesforce’s services outside 

of the Americas. In fact, during Salesforce’s Q4 2019 Earnings Call, Keith Block affirmed that the company’s 

global strategic relationships were driving its year-to-year revenue growth, which is why the company was 

increasing its new hires outside of the Americas. Block also said the company would keep focusing on serving 

multinational customers such as Toyota; the National Australia Bank in Telstra, Japan and Australia; and BASF, 

the world’s largest chemical maker. 

 

Salesforce and the CRM Industry 

 Before taking a look at Salesforce’s numbers, it is important to consider the CRM industry and the 

opportunities and risks that it will bring in the following years. According to Statista, the CRM industry will 

continue growing both globally and in the U.S. On a global scale, the CRM industry will go from generating 

$34,363 million in 2016 to generating $52,039 million in 2021: a 1.5 growth. In the U.S., this industry will go 
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from generating $13,716 million in 2016 to generating $21,060 million in 2021: a 1.5 growth as well. This 

represents a great opportunity for Salesforce, who by 2018 already owned 20.3 percent of the CRM market share: 

 

 Additionally, according to Gartner, by 2020 the CRM application software market will overtake the data 

management market, becoming the largest of all software markets. Gartner expects CRM market growth to be 

consistently above 10 percent until 2022, following multiple strong years of investment.  
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Salesforce’s Current Financials 

• Earnings vs. Revenue: 

  

 

 

 

 

 

 

In terms of earnings, Salesforce exceeded EPS expectations in the last fiscal year, something they 

highlighted during the earnings call with analysts and investors. Additionally, the company has been increasing 

its revenue by 20 to 26% since 2016, and it is starting to generate earnings (which are being reinvested in the 

company; like many other tech companies, Salesforce does not pay dividends). 

• Performance:  
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If we consider Salesforce’s performance in the last few years, we can conclude that the company has shown a 

steady growth rate between 24 and 26 percent. Its market capitalization is 2.6 bigger than four years ago, its stock 

price has doubled and its revenue is almost twice as much as it was in 2016. All this indicates that the company 

is in a healthy place.  

 However, it is important to consider the difference between the GAAP EPS and the non-GAAP EPS 

reporting. As seen in the chart above, when using the Generally Accepted Accounting Principles, Salesforce 

shows a negative result in 2016 and a decrease between the years of 2017-2018. However, when using a different 

accounting method, the company shows that its “steady growth” narrative is real. This is why the company based 

its 2019 earnings call on non-GAAP results, something that might alarm some investors and analysts. The reason 

why some tech companies decide to use this accounting method is because it allows them to dismiss non-cash 

expenses (such as stock payments to employees and tax adjustments), something that helps them show a stronger 

cash flow. 

 On March 4, right after Salesforce held its annual conference call, news media outlets reported that the 

company’s share price had fallen by 3 percent in the following hours. Most of these articles suggested that some 

investors had not been pleased by the company’s revenue forecast, which predicted a slower growth rate than in 

previous years (20 to 22 percent). However, as shown in the charts below, most analysts remained bullish about 

the company. Additionally, other popular news outlets like The Wall Street Journal focused on Salesforce’s 

positive revenue results.  
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• Competitors: 

 

For the past five years, Adobe has constantly outperformed Salesforce in the stock market. Both Salesforce and 

Microsoft show a similar performance, while Oracle and SAP remain behind. However, it is important to consider 

that companies like Adobe and Microsoft offer services that Salesforce does not offer, something that represents 

both a threat and an opportunity for the company. It is an opportunity because Salesforce still owns twice as much 

as the other two companies of the CRM market share, and it will likely stay ahead of the competition in the SaaS 

industry. However, the Microsoft and Adobe’s partnership announced on March 26 represents a significant threat 

for Salesforce.  

 

Other News 

 On March 27, news media outlets like Bloomberg and The New York Times reported that Salesforce was 

being sued by fifty women who claimed the company had sold software tools to a sex trafficking site. These news 

outlets reported that the company’s stock price had fallen by 3 percent as a result of the lawsuit, something that I 

think should be analyzed more carefully given that the price share recovered quickly in the following days. 

Through a spokesperson, the company said it would look into the matter and reinstated its ethical commitment. 
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 Additionally, on March 5 Salesforce launched its new learning experience platform called myTrailhead, 

which would allow organizations to offer professional development courses for their employees. The service was 

priced at $25 per user per month and is available as an add-on to any Sales Cloud, Service Cloud or Platform 

license in Enterprise Edition or above. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 8 

 

References 

 

[CNBC Television]. (2019, March 4th). Salesforce is reasonably valued: Patrick Walravens [Video file]. 
Retrieved from https://www.youtube.com/watch?v=Kp4sq5Tanok&t=140s.  

 
“Customer-Relationship-Management (CRM) market revenue in the United States from 2016 to 2021 (in 

million U.S. dollars)*.” (2019). Statista. Retrieved from https://www-statista-
com.libproxy1.usc.edu/statistics/966690/crm-software-market-revenue-in-the-united-states/.  

 
“Customer-Relationship-Management (CRM) market revenue worldwide* from 2016 to 2021 (in million U.S. 

dollars)*.” (2019). Statista. Retrieved from https://www-statista-
com.libproxy1.usc.edu/statistics/966692/crm-software-market-revenue-worldwide/.  

 
Fiegerman, S. (2018). “Forget Bezos. Marc Benioff is having a moment.” CNN Business. Retrieved from 

https://www.cnn.com/2018/10/03/tech/marc-benioff-profile/index.html.  
 

“Salesforce Announces Record Fourth Quarter and Full Year Fiscal 2019 Results.” (2019). Salesforce, Investor 
Relations. Retrieved from https://investor.salesforce.com/about-us/investor/investor-news/investor-
news-details/2019/Salesforce-Announces-Record-Fourth-Quarter-and-Full-Year-Fiscal-2019-
Results/default.aspx.  

 
“Salesforce.com, Inc. (CRM) CEO Marc Benioff on Q4 2019 Results - Earnings Call Transcript.” (2019). 

Seeking Alpha. Retrieved from https://seekingalpha.com/article/4246320-salesforce-com-inc-crm-ceo-
marc-benioff-q4-2019-results-earnings-call-transcript?page=1.  


