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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.
—-rom providing an effortless customer
experience through selt-service, to driving
agent productivity with multichannel
support, Service Cloud helps you exceec
customer expectations. Anytime. Anywhere.

To get started, read on.
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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

O

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.

CUSTOMER SERVICE STARTS
WITH THE CUSTOMER

Smart Agent Console

When customers reach out with
guestions, 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.

fA

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
—Isrunning as smoothly as possible.

A Quick Peek at Service Cloud

salesforce.com/service-cloud
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elp Customers
elp Themselves

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.

mnmc»uncr.es

setoee oy Leav HOME

TREMDING TORICS

A Quick Peek at Service Cloud
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N

N TOPRICS = CAMPING

CAMPING

ARTICLES

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

DISCUSSIONS ARTICLES

Return Policy for Camping

Toreturn a tent or other large gear, just come to the customer service desk in one of our conveniently located

stores. We'll he happy to give you stare credit ta replace your gear

114 Views . Feh 15, 7015 « FA[)

How to Choose Climbing Ropes

You could say that rope or 550 cord is the hackhone of a campsite. It goes into everything from tents and shelters
ta cooking tripods and furniture. One of the best ideas |'ve seen in a long time is a "rope kit” - an organized
collection of pre-cut ropes. Here's how to put one together.
1503 Views » [dec 20, AN 4 - AL
RELATED TOPICS
Customers can easily find all

the information related to
their questions.

Backpacking: Before You Leave Home

Backpacking requires a fair amount of planning to he successful. Bofor
following

82696 Views » Aug 31,2014 » FAQ

Backpacking for Beginners
First-time hackpacker? Basic tips can go a long way to ensuring you and your group have a great time.

22Views . Aug31.2014 « FAQ

How to set up camping by water
This article provides step by step descriptions and considerations

35Views . Aug31.2014 « FAQ

How to Choose Running Shoes

Looking for the perfect running shoe Lo go on arunwhile you're camping? There are a number of options that are
both comfortable and functional.

PWiews .« Aug 31,2014 . FAQ

Kids and Hiking

HELP CUSTOMERS
HELP THEMSELVES

Find articles and discussions - Camping Search

TRENDING ARTICLES

Backpacking: Before You Leave Home

How to Choose Climbing Ropes

Return Policy for Camping Equipment

How tn Chonse Running Shaes

How to set up camping by watcr

RELATED TOPICS

BACKPACKIMNG

HIKING

EXPEDITIONS

CLIMBING

MOUNTAINELRING

HELP CUSTOMERS HELP THEMSELVES

Articles

Create knowledge articles and

organize them into different topics
so that customers can find the
answers they need, quickly.

A Quick Peek at Service Cloud

salesforce.com/service-cloud
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A Search for articles and discussions

HELP CUSTOMERS HELP THEMSELVES

M ToPICS~

WELCOME!

A place where you can easily find solutions and ask questions

FEATURED DISCUSSIONS MY FEED LEADERS LEADEREOARD
Customers can engage with your
brand on a deeper level, and stand 9 a‘f“_t'" 187 . .
. Geginner Points
m R R out as subject matter experts.
WY January 29, 2015 oL 5:48 PM d katiemiller 110
nacgi.ﬂ-mr Pairts

My new skis broke on the mountain - how do | get new ones?

@ pwhite 74
. ngcgi.—wcr

| am going ona 3 day trip

The collaborative nature of the

il This question was escalated to acase. mnh;;:::rﬂu 2:;‘13[; )
BACGACKNG  DAYIRP  NEWSKS  SKING . community means that members can
@ ck Hogan qa '

s URENDINC ARMEEES i e contribute and crowdsource answers.
The community picks up on the
P e TRENDING ARTICLES Customers get the best answers

e e : at are currently trending.
Ch [Service Cloud) asked a question.
9 Ja'.;:'stzeld.ri‘d‘liat1‘.:';;;‘Md Keand Backpacking: Before You Leave Home tO their queStiOﬂS, Wh||e prOVidiﬂg
Do the AT100 bindings have a problem breaking easily? How toChoose Climbing Ropes

you with more insights about what's

il This question was escalated to a case.

Backpacking for Beginners

important to them.
Return Policy for Camping Cquipment

ESCALATE TO CASE _—

Because Service Cloud is seamlessly integrated with Return Policy for Running and Hiking Fo...

communities, managers can escalate a post to a
case, ensuring that no question goes unanswered.
TRENDING TOPICS

How do | replace my broken gps watch? No trending topics

il This questionwas escalated to a case.

RUNNING

vl Like Answer this question
Chetster (Service Cloud) asked a question. -
January 28, 2015 at $:47 AM

How can | waterproof my tent?

HELP CUSTOMERS A Quick Peek at Service Cloud | 7
HELP THEMSELVES salesforce.com/service-cloud
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A Find articles and discussions

M TOPICS ~

mwalehuk

Mama Matt Walchuk
Title Expert Camper
Manager

Company Mame

© rowuser About Me CUSTOMER PROFILE

10 points KCS Coach Customers can manage their personal
KCS Role information and update their contact info.
Emall
Phone
Call
Fax
Address

Receive emall notifications
CASES
ACTIVITY CASES Customers can track the progress of

their own cases so they’re always up
MY CASES to date with the most current status.

Want to extend warranty

Case Number:
00001378

Status:
New
With Image

Case Number:
00003178

Status:
Mew
Will the x5 connect on bluetooth?

Case Number:
00001144

Status:
Escalated

Why was | dauble eharaed last month?

HELP CUSTOMERS
HELP THEMSELVES

Likes Received

0

Following

Create Cas

HELP CUSTOMERS HELP THEMSELVES

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.

A Quick Peek at Service Cloud

salesforce.com/service-cloud
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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.

MULTICHANNEL
SUPPORT

360-DEGREE VIEW s -
OF THE CUSTOMER s S —
' e KNOWLEDGE

PERTS AND TOPICS

]
A Quick Peek at Service Cloud | 9
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MAXIMIZE AGENT PRODUCTIVITY

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.

& service clouc

¢ Cases v &

Al Cases ¢ | Edit| Delete | Create New View

'New Case| | Close | Change Owner_;.Changs Status| T}/

[ Action Case Number + Subject Origin Case Origin

() Edit] Del] @ 00002930 How to Choose Climbing Ropes? LY Chat

() Edit| Del|] “ 00002927 What are the basics of backpacking? =~ Email

() Edit|Del|@§p 00002926 Memory issue with my laptop FY Web

[) Edit]Del] {’ 00002925 I'm having trouble with audio quality on my skii... ¢,

() Edit|Del|@p 00002924 How do | get my ski binding to lock? L Mobile

() Edit|Del|@gp 00002923 Need new hiking boots & Chat

[ Edit]Del] “ 00002922 Can't get printer to connect with Bluetooth? v Twitter

() Edit|Del|@p 00002921 Firestarting Kit ® Chat

() Edit|Del|@p 00002920 TWEET FROM: p_skroob b Twitter

() Edit|Del|@p 00002919 Firestarting Kit L2 Chat

() Edit] Del] q‘a 00002915 I'm having trouble with audio quality with my sk... § Facebook

() Edit|Del|@p 00002913 TWEET FROM: p_skroob w Twitter

() Edit|Del|@p 00002910 Snowboard bag L Phone
MAXIMIZE AGENT A Quick Peek at Service Cloud | 10

PRODUCTIVITY salesforce.com/service-cloud
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MAXIMIZE AGENT PRODUCTIVITY

The Salestorce Console Tor 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.

=i covs B

Gautam Vasudov = Setup el & Training Sarvica Gonsole =

& Cases i
Case Detail How to Choose Climbing Ropes? » | = Bd&? Milastanes Shr Mot
TATY Ry 2 {[=1] Aensston Pom
b, et o Blenar [Joommunny EJsoca [Jrost [E]rme | Update Case [ Schodule Agpointment | Escame Case  [WLogacan
Escalated Madium Chat . '
O Customer Miber & Miler Inc. Q
couTACTHAME  cAsE ownan
n 360-DEGREE VIEW OF THE CUSTOMER
wishurseed Vaziday [ghar.. Agents provide a personalized service experience with a
auncer complete view of the customer — from previous purchases, KNOWLEDGE
How to Chaase Climbing Ropes? to case histories, to social profiles — everything is in view. Agents solve cases faster with
DEscRIETION relevant knowledge articles i | o SR TASGH.. a-
El?&:&'::’ﬂ:f’&'&?ﬁfﬂ:f sdvice on available right in the console. - e
I Articles can also be shared with Suggested Artichs

Contact Detall Wi
MAME ACCOUNT MAME EMAL
Musanie Langmark lingramegealg. ..
‘Witherspoon AS30CIRAS
FHONE
Cases
CASE SUBIECT STATUS
Haow ta Chocse Cimbing
00002830 Ropes? Escalated
What are the best ropas for
00002908 climbing? Kow
00001 168 graphics card Escalated
00001168 laplop crashes Closed
Will th x5 connect on
00001148 Biueteotn? Escalated
Go to fist (@) =
Files e A
climbing. at-sunsat-pater-craighto. .. Elimbing Ropas

+ Articies
o Show Al Updales -

% T 201412-18 — Gautam Vasudev crealed s work order.
20141218
‘Work Order Number: 201412-18
Customar Miler & Miler Inc.
Dealer: Gactiray Akinya

% Gautam Vasude 30141347

.G}mvm Tita How 1o Choose Climbing Fopas for Newsis 5)

% ‘Gautam Vasudey How ta Choose Climbing Ropes for Newties

% Gautan Vasuder Gooal sxamgles of chmbing rope

@ Agent Walchik Wa nasd 10 peovics 5 “frst-ima A0Wniuners” Scton for our naw usans!

96 Kendra Fumai {0 Service Cloud Onlly changed Status from New to Escalaled.

._ ‘Gautam Vasuder 00002530

MACROS

Perform multiple actions in
one click. Pre-built responses
allow agents to respond

to customers faster with

consistency and accuracy.

Search Mazma

uiek Respansa 1 Custsmsr

“Cussinmes Responts Emai and Tem..,

Cican Cash

# Community Response » Suggest Solu ..
# Emaill Resporse and Creste Wark Or...

Eacalate Caan

[First Flesponsa « Communty

# First Fesponse - Community Guestion
First Fosponsa - Email

""Quick Respanse to Custamer

that rope o S50 covd i8 tha backben of @ campsite. 1 goas inlo avarything from fa...

[ Instructions

o

1

a

s Salact Active Case Tab
2 = Salact Update Case Action

+ S0t Status: Waing On Custo

the community, the website, or
sent directly to customers.

Todary at 613 P

Todiry ol 804 Pid

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.

& Toduy ol 605 PI

.| How to Choosa Climbing Fopes
You could sary that rope or 550 cord is the backbone of

a
campsite. It goes into eusrthing trom tents and shofters
0 cogidng tripods and furniture. Ona of the best ideas. .

FAG - ik \blshad 12THE0N4

.| How to Add Morm Memory to Your Laptop
12 Steps for adding mesmany 1o your laptop without
technical assistance

Hewd o .

~| Laplop X Series
Mermrary forrmats and types for the X Sevies.

.« Replacing the hard drive on your laplop
Tips and tricks for removing and meplacing hard drivas.
Mo« B0 » Work in Progress » Last Publened 122014

-~ How to Upgrade tha RAM on a Laptop

Similar Cases
What are the bes! mpes for clmbing?
000008 | Mo | Madium, | Chat

TWEET FROM: ntodemosc
OKHKIZSHT | Mow | Modium | Twder

How do | choose 3 snowboan
DOOO24TI | New | Medium,

Experts. Show Marn

Clernen Tussiol
chussiot@salsforos com

Firsl Fisponse - Emad and Sand

+ Create Macro

MAXIMIZE AGENT
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REPORTS

Gain Insight into A
e B kR
o
) . el 4 ﬂlsﬂﬂwmh
o
Service Metrics ‘ e
MR EE 3 NaTe
s : § l 'l'--- o
o d ol ?' sers
::,::rn.' .? c.!‘(j";‘:e" """""D:“
With the power of Salesforce, data from across the Ouey Fatem —— ] L
. P . o - SALESFORCE1 el " i‘a.".'f,f*:",;';;‘ T e
business can be tied together, giving you a holistic view S 3 Gustomers o
. . ) J: Time spent by Account Y70 Dorcy, Fiztadiam
of metrics across the company. Knowing how various - nbours Cebn, A1
- c n A Exzateth Mevien
parts of your business are performing, you can empower : o —a i Voore
Fl Clnl Coi. J— Etave Grasdy
4 w: I— Genera! Mospds!
T Gy Adiiwa

agents, managers, and partners with better reporting.

DASHBOARDS

GAIN INSIGHT INTO A Quick Peek at Service Cloud | 12
salesforce.com/service-cloud

SERVICE METRICS



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

Reports

GAIN INSIGHT INTO SERVICE METRICS

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.

Agent Walchuk ~

Setup

Service Console

€ Reports v +

« Go to Dashboard List

>3 Service Executive View

Help & Training

Help for this Page

Viewing as Analyst Rar

Q, Find a dashboard... v Edit || Clone | Refresh ¥ |As of February 24, 2015 at 5:14 PM
A dashboard with components to track important customer-related metrics.
All Open Cases by Agent Average Case Age Total closed cases

Who's on top of it & who's falling behind?

Account Name Record Count

4K
Acme 34
Alain, Delon 6
Aniano, JOn 5
Bennet, Elisabeth 1
Chet Chauhan 78
Customers First 8
Darcy, Fiztwilliam 1
Delon, Alain 1

Elimwm b mbbn bl b 44

By Account in hours

- -
=] w

Record Count
[5,]

R
@o" “ecﬁ? .

Account Name

é{’@f e‘*‘sf

Average age of alf cases by account for the current FY.

MAXIMIZE AGENT
PRODUCTIVITY

By Account

Account Name Record Count

2
Total of closed cases by account for the current FY

Accounts to Watch

Open HIGH priority cases
Account Name Record Count

Acme

Alain, Delon

Aniama  1MA

A Quick Peek at Service Cloud | 13
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il _

@ service cloud N
Y

» Dashboards v o+

« Go to Dashboard List

(™9 Service & Support - Executive Overview

Q Find a dashboard...

M Edit | Clone | Refrash ¥ |As of March 8, 2015 at 10:34 PM

The top content from each of the Service & Support dashboards for Executive consumption

Volume of Open Cases

Record Count

This component shows how many open ¢ases you
have. Edit the breakpoints fo reflect your own
standards for what are high, low, and acceplabie levels
for case volumes.

Average Response Time

- I 15
Phone . -
Emai | | RE
%cmwa... . e
Chater | H o024
s Twitter | BT
Chat | Mo
Mobilo
Community | I oo
25 o 25 5 75
Avg Elapsed Time (Thousands)

New Cases YTD

By Channel

Record Count
Case Origin
B Phone B Email Eweb
EChat Self-Service W Other

This component shows how many cases were opened
through each channel year to dale.

New Cases Opened by Account MTD

Top 10
Account Name Record Caunt
Acme 15
Chet Chauhan 14
Customers First l
Etienne Giraudy .
Global Media 10
Jon Amos '
Michael Smythe 2
Mick Hogan l
Alilnr B RAAe -

Current Workload

Open Cases per Rep

Average Handle Time
Per Rep (in hrs)

Admin User
Agenl Eur..
Aganit Ken..
Agent Tus..
Agent Wal..
Alex Dayon
Austornated..
Chet Chau..
Cindy Cha.._
Clement T..
Em-'nuﬂly -
Gautam Va..
Kendra 194
& Kendra Fu..
Larry Rob.
Malissa B..
Michael R..
Mobile Ca.
Nick Agent
Omni Kend..
Pedro Bla..
Patar Whi..
Sev 1 Cas..
Syslem
0 500 1,000 1,500
Average Duration
This is the average of the duration of all cases per rep

Case Owner Record Count  for the current Fiscal Quarter
Admin User 204
Agent Eurostar 8 High-Priority Cases
Agent Tussiot 6
Might need attention
Agent Walchuk T Account Name Record Count
Alex Dayon 18 4K
Analyst Ramsey 5 |Acme 38
BestTech Knowledge Guest 68 Alain, Delon 6
Bharat Jindal ' Aniano, Jon 5
1
Brett Weigl 12 Bennet, Elisabeth 1
Clement Tussiot 15 Chet Chauhan 2
Dana Chery 3| Customers First 4
Dan Stern 1 Darcy, Fiztwiliam 1
Francais Lopitaux a Delon, Alain 1
Gautam Vasudev 71" Elizabeth Morten 11
Jan Verbrugghe 1 Eric Moore 2
Jon Aniano A Etienne Giraudy 2
Kathleen Suarez 1 General Hospital 5
Katie Miller 3 Geoftrey Akinya 4
Kendra Fumai 7' | alobal Media 38
Larry P Fh-:blnson ' horacio gioving 2
Larry Robinson il International Minina. Inc. 2
MAXIMIZE AGENT
PRODUCTIVITY

GAIN INSIGHT INTO SERVICE METRICS

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.

A Quick Peek at Service Cloud

salesforce.com/service-cloud

14


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

Salesforcel Mobile App

GAIN INSIGHT INTO SERVICE METRICS

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.

eeee0 T-Mobile T

£~

Service & Support - Executive
Overview

1/28/2015 10:52 AM « As Analyst Ramsey
O @ o

New Cases YTD
By Channel

Case Origin
B B Email B Chatter
W Twitter Chat B Mobile

200 T-Mobile

Service Executive View
1/28/2015 10:51 AM « As Analyst Ramsey

Average Case Age

By Account in hours

Record Count

Egﬁ;ﬁf@ >

Account Name

Average age of all cases by account for the current FY. Max...

seee0 T-Mobile T

£~

Average Response Time

Email d
gchamr A - 2.0
Chﬂ‘l‘ﬁl‘- . 0.49
'! anbouk- | 0.01

i | I
Chat . 0.75
Communiy I -

-2.5 0 25 5 75
Avg Elapsed Time (Thousands)

New Cases Opened by Account MTD

Top 10
Account Name Record Count

Acme

Chet Chauhan
Etienne Giraudy
Global Media

GAIN INSIGHT INTO
SERVICE METRICS

A Quick Peek at Service Cloud | 15

salesforce.com/service-cloud


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

&

THE CUSTOMER SUCCESS PLATFORM

SALES SERVICE MARKETING COMMUMNITY AMALYTICS APPS

Service Cloud Video

Want to learn more?

i A Service Cloud Demo Videos
Check out some of our new Service Cloud feature i D T . S
demos, or speak to a representative at 1-800-667-6389. mﬁ, S et

m Sresforce Tervice Cloud Dveevitm Desrs

3 F Comols for Service Featume Demo
E Berviie B Abw'ease Foatuns Dddres

Ll
. Bosci For S F [
= b

WATCH NOW

Wl b Porr Ferain Foatwry Dueg
| LS B

Cormmruinity Chovd s Saurw'ooa Dlasmn

i

Serw on Ciod Communt s Saliton b HY "y e

salesforce
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