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Introduction 
We will be surveying the most promising Software As A Service 
(SaaS) Customer Relationship Management (CRM) platforms 
today using criteria most likely to predict financial success, 
ranked in order of near-term profits. These platforms are 
considered Business To Business (B2B) services. SaaS Customer 
Relationship Management systems bring more profit to 
companies and greater incentives to their salespeople.

We will be depicting how CRMs can be used in a post COVID-19 
world on our website. 

Our original thought was to create a ChatBot from scratch for 
Pace but we did not have enough time and programming skills in 
order to do this.



Changes Due to Pandemic 

People have changed their priorities because of the pandemic. Health has become 
a priority.

The pandemic has caused a huge surge in 

- Support calls
- Zoom calls 
- And overall reliance on technology.

Zoom’s second quarter revenue was up 355% year over year.



Changes Due to Pandemic 

There is often a limited number of support staff to answer support calls and zoom 
calls.

This is where chatbots are helpful. They help businesses sustain and grow during 
Pandemics.

According to Fortune Business Insights, chatbot market was worth USD 396.2 
million in 2019 and is projected to reach USD 1.93 billion by 2027.



Changes Due to Pandemic 
The World Health Organization (WHO), Center for Disease Control and Prevention 
(CDC) and many other businesses/organizations have started to use the power of 
chatbots.



Types of Chatbots 

1. Simple chatbots

These are simple rule based chatbots. 

These bots have questions based on the options a customer has. 

The customer chooses between the options given until their issue is resolved. 

Example: Just as you order a pizza on the phone, the bot will pose the same 
questions.



Types of Chatbots

2.   Smart chatbots

These are AI-enabled smart chatbots which try to simulate a human interaction 
with a customer.

Here, the customer can use free flowing conversation language to communicate 
with the bot. They understand intent and context.

These bots require programming in order for it to be able to understand the 
customers.

Example: Instead of a menu to pick from, you just ask something like “how do i 
logout of Paypal?”



Types of Chatbots

Natural Language Processing (NLP) allows computers to acquire meaning from 
user input. 

In chatbots, it determines the intent of user input and then is able to create a 
response appropriate based on the contextual analysis. 

Salesforce claims their chatbot offers NLP but it is extremely difficult to use and it 
is also very limited.



Types of Chatbots

3.   Hybrid chatbots

They are a combination of simple and smart chatbots. 

Hybrid chatbots have rule based tasks and understand context and intent.



Chatbot From Scratch

We tried to develop a chatbot from scratch but it requires good programming 
skills.  



Covid 19 Travel 

We created a chatbot using Pipedrive.

Currently, there is a demand for covid travel 
information. 

Our chatbot focuses on providing users covid 
travel information. 



Covid 19 Chatbot 

Our chatbot focuses 
on providing 
COVID-19 traveling 
information for 
users. It also will 
show a live feed of 
active, recovered and 
deaths due to 
COVID-19.



We will showcase our ChatBot on our website 

https://covid19-tracker-a81b3.web.app/

https://covid19-tracker-a81b3.web.app/


Summary 

Our results are for a post COVID world and how CRMs can affect 
the way we do things. 

- For this example, we showcased how we can create a plug and 
play chatbot using PipeDrive. 

- Businesses are going to need to know the regulations for 
domestic and international travel for business purposes. 

- Our website provides 
- Detailed information and regulations in certain countries 
- as well as a survey for the user to fill out in order to be 

within COVID protocols.
Salesforce doesn’t have the “plug and play” capabilities that the 
other three CRMs we studied in depth have. 



Future Research 
We have to concentrate on cracking the difficulties of the user experience in Salesforce Administration in order to give it a 
fair evaluation against its competitors. Currently, Salesforce's strategy is to purchase its smaller competitors and adopt 
their advantages. 

- But, this has made Salesforce difficult to use. 
- The integration of the software of so many smaller companies is not flowing well. 

A simple ChatBot is not possible with Salesforce because of their desire of Salesforce to promote its Artificial 
Intelligence. 

- Their AI relies on many manual inputs are required that anticipate the intent of a customer arriving at the 
marketing website. 

With the competitor’s CRMs such as Streak, PipeDrive, or Hubspot, that is not necessary because they give the most 
common needs of the website visitors upfront in a simple way to add:  such as ``check my order" or ``make an 
appointment". 

- These competitors are lightweight in terms of labor hours spent learning how to use them.  
- Salesforce is a significant investment in learning time, and then, a significant time spent in creating a simple 

ChatBot to work with a Workflow. 


