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Introduction

Organizations around the world use Salesforce 

and the AppExchange ecosystem to help 

their teams connect more effectively with their 

customer, access revenue and forecast details, 

and more. 

Consistently providing a high-quality end-user 

experience is critical to driving the productivity 

enterprises need now more than ever.  

Catchpoint provides a multi-layered view into 

the performance of the entire service delivery 

chain involved in connecting your employees 

to Salesforce, so you can proactively remediate 

outages and slowdowns before they impact your 

entire workforce.

In this eBook, learn how you can ensure the best 

end-user experiences for Salesforce. 
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Monitoring web services you don’t own is different from 

monitoring the physical or cloud servers you own. You can’t 

directly monitor the back-end of a SaaS application but you 

still need to instantly catch SaaS outages and performance 

degradations – from the perspective of your employees – before 

they impact productivity.

With Catchpoint, monitor Salesforce performance from where 

your employees are accessing them – whether it’s from their 

home devices, call centers, branch offices, airplanes, or shuttle 

buses. 

1: Understand your user 
experience from anywhere  
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With Catchpoint, you can: 

• Using real-time analytics from 

Catchpoint’s public monitoring 

network, you can instantly detect 

network, service, and infrastructure 

problems from global locations 

before they impact your entire 

workforce.

• Monitor trends in 

performance over time. 

Does Salesforce slow down 

during critical time periods 

such as quarter-end?

• Use Catchpoint’s pre-built 

Salesforce SaaS Monitor 

to, for example, monitor 

a multi-step login process 

without having to write or 

maintaining scripts.

• Monitor performance from the vantage point 

of the user’s device by combining a browser 

extension with a lightweight application that runs 

in the background of an employee’s workstation. 

You can also choose to place an Enterprise Node 

into any of your geographic locations, such as 

branch offices and data centers, in order to run 

active tests from where employees are located.



SaaS app delivery is out of your control

With SaaS applications like Salesforce, IT is in a tough spot. The business holds you 

responsible for the performance of the apps even though you don’t control the 

infrastructure on which they run. If you have a monitoring strategy in place, you can use 

the performance data to validate SLA violations and to help Salesforce customer service 

troubleshoot faster. 

Hold providers accountable with the visibility you need

To gain better visibility, monitor application performance as seen by your employees. 

Performance delays can then be broken down to the employee device, the network, and 

the SaaS infrastructure. Your End User Services teams can quickly determine whether the 

cause of delay is the SaaS infrastructure and, armed with reliable third-party data, work 

with the cloud vendor to resolve the issue.  The result: faster problem resolution, less 

finger pointing, and more productive employees.

2: Hold SalesForce accountable for 
SLA Violations
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With Catchpoint, you can: 

• Uphold Salesforce to their SLAs with 

neutral third-party data.

• Get three years of historical data 

that gives insight into the impact 

of changes to your or the service 

provider’s infrastructure. 

• Share reports and data when 

incidents occur to isolate the source; 

the employee device, their Wi-Fi, your 

network, the internet, or Salesforce.



When you rely on standard internet network services for delivering apps like Salesforce to 

your workforce, you need detailed visibility of those network services and user-to-service 

network continuity visualization to troubleshoot when issues arise.

• Is your network provider or ISP efficient?

• Are there any performance bottlenecks in the network?

• How well does the network handle congestion and load? 

With Catchpoint, quickly understand if the user device, SaaS application or network 

is at fault, and determine if route changes are impacting the application experience. 

Additionally, troubleshoot network outages quickly with path and route visualizations that 

highlight faulty interfaces and links in any network, leading to the root cause faster.  

3. Monitor network impact 
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With Catchpoint, you can: 

• Troubleshoot network issues 

accurately and quickly with 

path and route visualizations 

that highlight faulty interfaces 

and links in any network, 

leading to the root cause faster.

• Quickly isolate problems 

to the user device, network 

or Salesforce for fast 

troubleshooting.

• Baseline performance of 

Salesforce, triage, and isolate 

fault accordingly (e.g. does 

the problem lie with last mile 

ISP, the CDN, the DNS, cloud 

provider, the backbone ISP?). 

• Monitor the interactions 

between Salesforce and the 

network, including error rates 

and response times for HTTP 

requests to quickly resolve 

problems. 



Many organizations are experiencing an increase in the number 

of support tickets as remote workers access applications like 

Salesforce via home networks, WiFi and VPN. The places an 

unprecedented pressure on Corporate IT and network teams. 

Catchpoint enables end users to solve their own IT problems 

so neither the employees nor IT resources are impacted in order 

to get back to their desired state. 

4. Improve remote worker productivity  
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With Catchpoint, you can: 

• Detect problems-in-progress like wifi 

and connectivity issues and provide 

resolutions on-demand directly to 

employees before they file tickets. 

• Employees can establish if, for 

example, a software update they can 

perform on their own may help resolve 

their problem instead of assuming the 

issue lies with Salesforce.  

• End users can determine if their 

bandwidth capacity is too low and take 

action to upgrade their internet or 

reduce non-essential utilization during 

working hours.   
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Because the experience is the point. 

Catchpoint is the enterprise-proven Digital Experience Observability industry leader, empowering teams to confidently 
own the end-user experience. We provide unparalleled visibility and insight into every critical system that collectively produces 
and delivers digital experiences to customers and employees. Business leaders like Google, L'Oréal, Verizon, Oracle, Equinix, 
Honeywell, and Priceline trust Catchpoint to proactively and rapidly detect and repair problems before they impact users. With 
the largest observability network, broadest capabilities, and highest data quality in the industry, Catchpoint is the ally you need to 
deliver on the unrelenting user experience expectations of today and tomorrow. 

Learn more at www.catchpoint.com




