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How Salesforce does  
customer service.
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Salesforce isn’t just a CRM solution that helps 
you close more deals. With Service Cloud 
from Salesforce, you can deliver smarter, 
faster, more personalized customer service. 
From providing an effortless customer 
experience through self-service, to driving 
agent productivity with multichannel 
support, Service Cloud helps you exceed 
customer expectations. Anytime. Anywhere. 

To get started, read on. 

http://www.salesforce.com/service-cloud/overview/
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Great customer service is all about delivering an outstanding customer experience. Service Cloud provides you a platform of 
connected tools to ensure you’re delivering the best possible customer service experience to every customer, every time. 

Customer Service  
Starts with the Customer

Self-Service with Communities

Many customers today want to be 
able to find answers to their questions 
themselves. So in many cases, the best 
customer experience begins with helping 
customers help themselves. Communities 
provide a place where customers can 
search a knowledge base for answers, 
collaborate with other users, and even 
contact members of your team, all from 
a branded community experience that’s 
connected back to your service team. 

Smart Agent Console

When customers reach out with 
questions, your customer service team 
has the answers. The Salesforce Console 
for Service puts all the tools your agents 
need to quickly and efficiently resolve 
customer questions, with access to 
experts, knowledge, and productivity 
shortcuts, right at their fingertips. Agents 
are empowered to anticipate customer 
needs with a 360-degree view of the 
customer, pulling in sales, marketing, and 
other customer activities through the 
power of Salesforce. 

Reports and Dashboards

If you can’t measure it, you can’t  
manage it. With customizable reports 
and dashboards, you can track all the 
metrics and key performance indicators 
that are important to your business. Know 
which teams are performing best, which 
channels need more resources, and 
identify additional areas for improvement, 
to make sure your customer service 
operation — and your business as a whole 
— is running as smoothly as possible.
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Communities for Service is where your customers can tap 

into the best information, connect with peer experts, or even 

contact support agents to get the answers they need. A feature 

of Service Cloud, the highly customizable communities allow 

you to fully brand the customer experience on any device, 

helping customers find answers faster and freeing up your 

agents to focus on more complex issues.

Help Customers  
Help Themselves

DISCUSSIONS

MY PROFILE

ARTICLES
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Articles
Create knowledge articles and 

organize them into different topics 

so that customers can find the 

answers they need, quickly. 

HELP CUSTOMERS HELP THEMSELVES

ARTICLES 
Add text, images, or even videos 
to your articles to give customers 
the solutions they’re looking for.

RELATED TOPICS
Customers can easily find all 
the information related to 
their questions.
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Discussions
The collaborative nature of the 

community means that members can 

contribute and crowdsource answers. 

Customers get the best answers 

to their questions, while providing 

you with more insights about what’s 

important to them.

HELP CUSTOMERS HELP THEMSELVES

LEADERS 
Customers can engage with your 
brand on a deeper level, and stand 
out as subject matter experts.

TRENDING ARTICLES 
The community picks up on the 
most popular articles and topics 
that are currently trending.

ESCALATE TO CASE  
Because Service Cloud is seamlessly integrated with 
communities, managers can escalate a post to a 
case, ensuring that no question goes unanswered.
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My Profile
Customers can create their own profile 

on your community — allowing you to 

provide a personalized experience for 

every customer — as they engage in any 

business transactions you choose to 

expose on your site.

HELP CUSTOMERS HELP THEMSELVES

CUSTOMER PROFILE 
Customers can manage their personal 
information and update their contact info.

CASES 
Customers can track the progress of 
their own cases so they’re always up 
to date with the most current status.
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Maximize Agent Productivity
With Service Cloud, your agents have access to the Salesforce Console for Service so that they can deliver 

smarter, faster, more personalized service. The console is designed with agent productivity in mind so that 

your agents have all the tools they need, right at their fingertips. 
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Multichannel Support
All your cases, regardless of channel, come into one single location for your agents. Phone, email, chat, and even social 

cases all come into the queue for your agents to sort, organize, and quickly resolve. 

MAXIMIZE AGENT PRODUCTIVITY
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The Salesforce Console for Service
The Salesforce Console for Service gives your agents all the tools they need to quickly and efficiently respond to 

customers across every channel. Agents enjoy an intuitive, optimized experience when serving your customers thanks to 

a 360-degree view of the customer, a knowledge base, access to experts, and productivity tools all in one place.

MAXIMIZE AGENT PRODUCTIVITY

360-DEGREE VIEW OF THE CUSTOMER 
Agents provide a personalized service experience with a 
complete view of the customer — from previous purchases, 
to case histories, to social profiles — everything is in view.

KNOWLEDGE 
Agents solve cases faster with 
relevant knowledge articles 
available right in the console. 
Articles can also be shared with 
the community, the website, or 
sent directly to customers.

MACROS 
Perform multiple actions in 
one click. Pre-built responses 
allow agents to respond 
to customers faster with 
consistency and accuracy.

EXPERTS AND TOPICS 
There’s nothing quite 
like hearing it from an 
expert. Agents can reach 
out directly to topic 
experts via Chatter and 
get the answers they 
need to resolve customer 
questions in real time.
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Gain Insight into 
Service Metrics
With the power of Salesforce, data from across the 

business can be tied together, giving you a holistic view 

of metrics across the company. Knowing how various 

parts of your business are performing, you can empower 

agents, managers, and partners with better reporting.

REPORTS

SALESFORCE1

DASHBOARDS

CUSTOMER SERVICE STARTS  
WITH THE CUSTOMER

HELP CUSTOMERS  
HELP THEMSELVES

MAXIMIZE AGENT  
PRODUCTIVITY

GAIN INSIGHT INTO  
SERVICE METRICS

http://www.salesforce.com/service-cloud/overview/


13A Quick Peek at Service Cloud 
salesforce.com/service-cloud

Reports
From customer satisfaction to agent performance, you can build powerful, customized, real-time reports that integrate 

data across multiple sources. Reports can easily be shared across the organization to gain greater context and 

understanding into your business. You can measure not only customer satisfaction, agent performance, and product 

issues, but just about anything else that you can think of.

GAIN INSIGHT INTO SERVICE METRICS

CUSTOMER SERVICE STARTS  
WITH THE CUSTOMER

HELP CUSTOMERS  
HELP THEMSELVES

MAXIMIZE AGENT  
PRODUCTIVITY

GAIN INSIGHT INTO  
SERVICE METRICS

http://www.salesforce.com/service-cloud/overview/


14A Quick Peek at Service Cloud 
salesforce.com/service-cloud

Dashboards
Managers can set up dashboards 

to track the metrics that are most 

important to your organization, as 

well as keep up to date on these 

metrics, on the fly.
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Salesforce1 Mobile App
Get reports and dashboards on the go and check in on how your support team is doing, wherever you are. Stay up to 

date with important activities by receiving notifications when metrics reach specific thresholds. 
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Want to learn more? 
Check out some of our new Service Cloud feature 
demos, or speak to a representative at 1-800-667-6389.

WATCH NOW

https://www.youtube.com/playlist?list=PL44qeaYfwISDq9cD_e_EA1PvEUWq2AYcL



