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First, some logistics

Post your question right
here and use the hashtag
#SalesforceConsoleLIVE

Questions, answers, and staying in touch.

*Success with the Service Cloud*®

 How do you ask a question? o
@ Post il File ¢ Link  More ~

Memb: Show All (315)
Share with *Success with the Service ( embers o All(315)

Please ask in the Success with Service Cloud salesforce ARl

Q| Show All Updates
o EINEE
G rou p an d use t h e h as htag ) G &) * Release Readiness & Feature Adoption * — Eina Miler (Salesforce ["‘ E

service cloud = IR

- “"HAVE YOU REGISTERED FOR TOMORROW'S WEBINAR? THERE'S STILL TIME!"*

# Sa I eSfo rc e Co n S o I e LIV E Boost Service Productivity with Salesforce Console Group Records

Announcement Since the release of Salesforce #Lighining Editions, most existing customers with the Professional No records yet? Learn about
Edition and up now have access to the Salesforce Console. Spend an hour with a team of experts adding records to groups
Weekly Updates and learn how easy it is to create an efficient work space for your service teams!

° I i ? http://sforce.co/1Yzmjvk .
I IS e reco r e . When: Tue, August 23rd, 2016 10:00 AM - 11:00 AM PDT Group Files Show All (

Welcome to Summer "161

Service Cloud Highlights: Show More aSC Weekly Update

Release Notes: = Case_Macro_syntax

http://sforce.co/22 AKJVv — Console Webinars Promo Aug 2016 Week 2 = ChangeOwnerAction
Y ' Release Readiness Live # Download pdf (285 KB) - More Actions ¥ SC Weekly Update
eS http://sforce.co/1ZYOulU = SC Weekly Update

New#[SC-Announcements]
http://bit.ly/22AKRVO

Recently Talked About
#3SC-Announcements

* Where can you get the presentation? L":;;:?“”S;

View
‘Weekly Update - Success With The.
Elna Miller (Salesforce (#BeReleaseReady))
Service Cloud
@*Success with the Service Cloud”

See the chat widget. ‘_

* Where can you go to get more information?

Use the Success with the Service Cloud group
http://bit.ly/ServiceSuccess

salesforce


http://bit.ly/ServiceSuccess

Forward Looking Statements

Statement under the Private Securities Litigation Reform Act of 1995: This presentation may contain forward-looking statements that
involve risks, uncertainties, and assumptions. If any such uncertainties materialize or if any of the assumptions proves incorrect, the
results of salesforce.com, inc. could differ materially from the results expressed or implied by the forward-looking statements we make.
All statements other than statements of historical fact could be deemed forward-looking, including any projections of subscriber growth,
earnings, revenues, or other financial items and any statements regarding strategies or plans of management for future operations,
statements of belief, any statements concerning new, planned, or upgraded services or technology developments and customer
contracts or use of our services.

The risks and uncertainties referred to above include - but are not limited to - risks associated with developing and delivering new
functionality for our service, our new business model, our past operating losses, possible fluctuations in our operating results and rate of
growth, interruptions or delays in our Web hosting, breach of our security measures, the immature market in which we operate, our
relatively limited operating history, our ability to expand, retain, and motivate our employees and manage our growth, new releases of
our service and successful customer deployment, our limited history reselling non-salesforce.com products, and utilization and selling to
larger enterprise customers. Further information on potential factors that could affect the financial results of salesforce.com, inc. is
included in our annual report on Form 10-K for the fiscal year ended January 31, 2009 and our other filings. These documents are
available on the SEC Filings section of the Investor Information section of our Web site.

Any unreleased services or features referenced in this or other press releases or public statements are not currently available and may

not be delivered on time or at all. Customers who purchase our services should make the purchase decisions based upon features that
are currently available. Salesforce.com, inc. assumes no obligation and does not intend to update these forward-looking statements.

salesforce



Today’s Speakers

CERTIFIED

CERTIFIED

Elio Camey Maria Castillo-Jones
Principal Success Specialist Senior Principal Success Specialist
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community

Salesforce Console

Overview of the Salesforce Console for Service Cloud

How the Console can fundamentally transform the way
you manage Cases

Demo:

v' How easy it is to set up the Console using clicks not
code (LIVE Demo)

Audience:

Administrators, Salesforce project managers, data stewards,
data architects



hat exactly is
the Console?




Case Detail

| Edit | |Delete| |Close Case| | Clone Eoe
¥ Description Information

° °
Case Detail Page View
Description  I'm having issues installing my VX8 Monitor. Can you please send me the installation guide and any tips?

Question

¥ Case Information

. . ‘Case Owner  Tier 3 Queue [Change] Source [~]
Characteristics o 01020 v sy S
Parent Case Status ‘Waiting on customer
. . Case Origin  Email Priority  Medium
« Serial user experience s
Account Name  Agvanced Interconnections Corp Contact Phone  (747) 555-0100%
. . . Contact Name  Mark Metz Contact Email  markmetz@example.com
* History In multiple places -
First Call Response Time (mins) Business Hours  24x7

° DateTime Opened = 7/23/2014 11:57 AM

DateTime Closed

Related information in multiple places

» Entitlement Information

Actions in multiple places

» System Information

e o] s e e

6' Case Milestones Case Miestones Help (7)

Customer Service Impact

No records to display

. . .
e L t ductivity (m lick T i conron
ow agent productivi ore clicks _ Arices i i —
Action  Article Title Modified Date Created By Summary
. . ) : ; )
Detach *Headphone Troubleshooting* 6212014 Ryan Vaughn Basic Maintenance and Troubleshooting for your Headphones
* Suboptimal custom
upoptimal customer experience
Open Activities | Now Task | |New Event Open Activities Help (7]
. .
M h Il -
ore searcning/scroliin Norecores o dispay
. i Activity History | Log a call || Mail Merge | | Send an Email | | View All| Activity History Help (2]
* Customizat
u S O I Z a I O n Action Subject Name Task DueDate Assigned To Last Modified Date/Time
Edit | Del | Make Public Email: Your Case #00001626 Has Been Closed MarkMetz v/ 7/24/2014 Ryan Vaughn 7/24/2014 10:23 AM
Edit | Del | Make Public Email: Proposed Answer for Case: 00001626 [ref: 00Do0Htst. 5000015exs:ref] MarkMetz v T7/24/2014 RyanVaughn 7/24/2014 10:15 AM
Edit | Del | Make Public Email: Your Case #00001626 Has Been Closed [ ref: 00Do0Htst. 5000015exs:ref MarkMetz v T7/24/2014 RyanVaughn 7/24/2014 9:41 AM
ﬁ Emails | send an Email Emais Help (2
Action Status Subject Email Address Message Date
Reply | To All |Del Sent i«  Your Case #00001626 Has Been Closed markmetz@example.com 712412014 10:23 AM

Dear Mark Metz, Thank you for contacting Tex Industries. Since you've ind...




Why Console?

« Contact center environment

«  Multi-channel support

« Scalable | Gamification

« Agent focused

* Optimized for speed and clarity

« Because the cool kids are using it!



Service Cloud Console

Modern, Feed-First User Experience
Collaborative User Experience

Easily Review, Update, and Close Cases
Single Chronological List of all Case Activity
Out of the Box and Extensible

Elegantly Emphasizes Critical Information

Optimized for Contact Center Agents

salesforce



Salesforce (Specialist Console) real-world scenario

salesforce

Q, Search Salesforce

[ Home
Cases

[£] Contacts

[ Accounts

[Z] Reports

[E) Dashboards

€ Chatter

<} Libraries

2] Files

[E] Cloud Utilizations

a8 9 B8

™
bed

8B 8 8 8 a8 14161829  +

Success Program

Service Cloud
Console Design

Stage
3 - Entrance Criteria

Confirmed

Overall Notes

Requestor

Status
In Progress

Admin

art Date

Vendor Case / Admin
Minutes

Expiration Date

Account Name

Sub-Status
In Progress

This will be with the points that become available on 7/15/16

Subject

Svc Cloud Case Feed Design ADR

Description

Accelerator for Svc Cloud Case Feed Design

Case Origin

Success Services
Delivery

Delivery Timezone
(GMT-05:00)
Eastern Standard
Time

Case Reason

Accelerator Delivery

Delivery Language

English

Contact Name

Location
United States

D Post G Emall

Click here to expand the Post action

Log a Call

New Note

Q | show All Updates

@ Elio Camey @Anna Krevets @Kendra Weyhrauch During the ADR Kick-O...

% Elio Camey 2-DISCOVER-DQ-EXT-Console for Service-template.docx - ©

% Elio Camey 1-START-FCD-Console for Service_Template.pptx - ©

& Elio Camey Salesforce Case Feed Accelerator First Call (USPS) Thu, Augu...
Q, Elio Camey to salesforce.com Only changed Status from New to In Progr...
w0

\’ Ricky Weng @Elio Camey - Coming your way. Please reach out to @Rob...

"0 Ricky Weng changed Case Owner from Ricky Weng to Elio Camey. - ©

"é Mark Christie changed Case Owner from Chauncey Canfield to Ricky We...

' Mark Christie to salesforce.com Only changed Status from On Hold to N...

L4

' Mark Christie @Ricky Weng - Matt Bugna is transitioning out of the spec...

% Mark Christie changed Case Owner from Matt Bugna to Chauncey Canfi...

Add Case Comment

August 8,

& August 8,

@ August 8,

July 28,

July 28,

July 21,

July 21,

July 21,

July 21,

July 20,

July 20,

More v

20163t 5:23 PM

2016 at 5:20 PM

2016 at 5:20 PM

2016 at 9:24 AM

2016 at 9:10 AM

2016 at 3:05PM

2016 at 3:04 PM

2016 at 2245 PM

2016 at 2:45PM

2016 at 3:58 PM

2016 at 3:32 PM

Clone

Custom Links

Internal Accelerator Feedback

Files Show All

2-DISCOVER-... 1-START-FCD-...

Followers

No followd

0 Follo Recent Tabs
[ Calendar for Elio...
B FY17 Team Acceler...
[ DF16_CSG_Staffing..
[} Knowledge Acceler...
[} #ServiceOnSalesfo...
[ Specialist Speake...
[ LaulimaFY17
[} ForcePoint: Internal

Sort by: Published Date ~
Suggested Articles
~ BEST PRACTICES: How to request an
Accelerator
ot de
Instructions on how to log an Accelerator
engagement request
000220872 « Knowledge Base « Validated External
Last Published 7/25/2016
~  BEST PRACTICES: Salesforce Accelerators
Overview
ik
Brief description of current Salesforce
Accelerators with a link to the public web page.
000220229 « Knowledge Base « Validated External
Last Published 7/25/2016
- Accelerator - Service Cloud Console Design
- 2

M Bookmarks

Filters ~

ble will help you boost agent
ncrease customer satisfaction.
il experts will help configure...
dge Base « Validated External

2016

I|ns Not Working in Service

Get link | Remaove
Get link | Remove

Get link | Remaove

0 have push notifications-but
Getlink | Remove  Ing italicized or bold items on

Get link | Remaove dge Base » Validated External

1016

Get link | Remove is Dashboard - Setting up an

Get link | Remave
Alert from within the Analysis

Get link | Remaove

History Knowledge

Macros



e

@ Case 00001198 - Conso

 /1na35.salesforce.com

cio @ EW0'S

sy —y 1 ;

Cases @ ADRT

The Console App

The Page Layout

Console List View

Single Case View

+  Case feed configuration

+  Case and related objects display

+  Knowledge & milestones display

+  Case quick actions

B Highlights panel

salesforce



Demo



Pro Tips & Tricks

Declarative Setup

v" No Code = 100% chance to take benefit of upcoming features
v Aligned with Service Cloud Product Roadmap

v It’s fast and easy

Console Components

v Related Lists appear in same order as on the page layout

v It’s easy to add custom objects or existing VF page(s)

v Navigate through multiple objects, Chatter Groups, Dashboards in Console

Case Feed
v Use Quick Actions to help agents complete common tasks
v Feed Filter in the Middle vs. on the Left frees up real estate

v Feed Filter top choice is the default

salesforce
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Resources



Service Cloud Console Accelerators

“Accelerators are quick, focused work sessions that solve
specific Salesforce challenges”

o Service Cloud S Case Feed for > Service Cloud
-~ Console Design Console Macro Design
Increase agent efficiency Increase agent productivity Slash case resolution
and productivity and customer satisfaction times with macros
Our specialists will help create Our Service Cloud experts will Our experts will help define
a customized Service Cloud help configure Salesforce macros that enable agents to
console interface, so your Console so your agents can streamline repetitive tasks
agents can quickly access key update case records more and minimize data entry
data and case resolution efficiently and find historical errors.
tools. records more quickly.

salesforce
Learn More Learn More Learn More f


http://www2.sfdcstatic.com/assets/pdf/success-services/Service-Cloud-Console-Design.pdf
http://www2.sfdcstatic.com/assets/pdf/success-services/salesforce-case-feed-for-console.pdf
http://www2.sfdcstatic.com/assets/pdf/success-services/salesforce-service-cloud-macro-design.pdf

Getting Started with Service Cloud

EVERYTHING YOU NEED TO GET UP AND RUNNING WITH SALESFORCE

FUNDAMENTALS PREPARE

Your Success Community Help & Training

central hub of resources, including videos,

j Getting Started with Service Cloud: The
documentation, and small discussion groups

Ask questions, get answers, and stay up to date. Review documentation on key components of Service

Cloud.
» SUCCESS WITH SERVICE CLOUD

P SERVICE CLOUD DOCUMENTATION

Trailhead

Learn the basics around Service Cloud.

Circles of Success

Join an interactive discussion with other Service Cloud

P GETTING STARTED WITH SERVICE CLOUD customners to share best practices.

Join the Success with Service Cloud
Community

CREATE DEPLOY Ask Questions. Get Answers. Share Experiences.

P GETTING STARTED WITH SERVICE CLOUD

Trailhead Circles of Success Join Now
Learn key aspects of Service Cloud, including automating Join an interactive discussion with other Service Cloud
case management and cunﬁguring the Salesforce customers to share best practices.
Console.
» 3 WAYS TO IMPROVE CUSTOMER SERVICE
P KEEP CUSTOMERS HAPPY WITH SERVICE CLOUD » IMPROVE CUSTOMER SERVICE WITH REPORTS &
» SERVICE CONSOLE CUSTOMIZATION DASHBOARDS
P CASE FEED . .
Videos Success with the Service Cloud: Get connected to

Help & Training s part of our Gettig Started seres, earntps on how o the Service Cloud community. This is a forum to ask

Review these resource guides for details and tips. drive end-user adoption through training, support and

At AACE A PN AT ON CoE moiation techniques. guestions, get answers, and share experiences.

» DEPLOY AND EMPOWER YOUR END USERS
salesforce

» CONSOLE IMPLEMENTATION GUIDE


http://pages.mail.salesforce.com/page.aspx?QS=3935619f7de112ef6369c232e6daf848ba67aa55b675f58c
http://pages.mail.salesforce.com/page.aspx?QS=3935619f7de112ef6369c232e6daf848ba67aa55b675f58c
https://success.salesforce.com/featuredGroupDetail?id=a1z3A000002vaXWQAY
https://success.salesforce.com/featuredGroupDetail?id=a1z3A000002vaXWQAY

Learn more about Salesforce Console

1 hr 35 mins

[ 4UNITS |I

Documentation

TRAILHEAD

Service Console Customization

Help & Training

Customize the Service Console to increase agent
productivity and make your customers love you. Set UD a SaleSforce Console

for Service

Beginner | Admin
Salesforce Console
Implementation Guide

Service Console Customization (Module)

Service Cloud Basics: Configuring a Salesforce Console

salesforce


https://trailhead.salesforce.com/module/service_console_customize
https://trailhead.salesforce.com/service_basics/service_basics_configure_console
https://help.salesforce.com/apex/HTViewHelpDoc?id=console2_setting_up_serviceconsole.htm&language=en_US
https://help.salesforce.com/apex/HTViewHelpDoc?id=console2_setting_up_serviceconsole.htm&language=en_US
https://resources.docs.salesforce.com/202/latest/en-us/sfdc/pdf/salesforce_console_impl_guide.pdf
https://resources.docs.salesforce.com/202/latest/en-us/sfdc/pdf/salesforce_console_impl_guide.pdf

GROW AND MAXIMIZE YOUR SALESFORCE ROI

Webinar - New Releases: Mastering Your Readiness Strategy

|

Winter ‘17 is on the way. Are you prepared? How do you manage your release planning? Would X}
you benefit from some best practices on the topic? Why not join us as we have a discussion with "
Chris Edwards and Michael Gill, Salesforce MVPs and the authors of 17 o

http://www.salesforceweek.ly/ about how to manage new releases.

REGISTER O

Date: Wednesday, September 7
Time: 9AM PDT/12PM EDT/5PM BST

salesforce

Subscribe to the weekly updates by visiting our Release Readiness & Feature Adoption group and clicking & Join l@ Community Events Calendar


http://www.salesforceweek.ly/
https://success.salesforce.com/_ui/core/chatter/groups/GroupProfilePage?g=0F9300000001oku
http://bit.ly/EventsRRFA
https://attendee.gotowebinar.com/register/1200734144078114308

thank ysu



