Making Everything Easier!”

FOR

MIES

A Wiley Brand

Learn to:

«Enable your agents to
provide efficient service

« Interact with customers
through any channel

+ Improve internal communication
and collaboration

+ Resolve customers’ questions
in a timely manner

Jon Paz
TJ Kelley







Salesforce’
Service Cloud’

DUMMIES

~ A Wiley Brand

by Jon Paz and TJ Kelley

DUMMIES



Salesforce® Service Cloud® For Dummies®

Published by: John Wiley & Sons, Inc., 111 River Street, Hoboken, NJ 07030-5774,
www.wiley.com

Copyright © 2015 by John Wiley & Sons, Inc., Hoboken, New Jersey
Published simultaneously in Canada

No part of this publication may be reproduced, stored in a retrieval system or transmitted in any form or
by any means, electronic, mechanical, photocopying, recording, scanning or otherwise, except as permit-
ted under Sections 107 or 108 of the 1976 United States Copyright Act, without the prior written permission
of the Publisher. Requests to the Publisher for permission should be addressed to the Permissions
Department, John Wiley & Sons, Inc., 111 River Street, Hoboken, NJ 07030, (201) 748-6011, fax (201)

748-6008, or online at http: //www.wiley.com/go/permissions.

Trademarks: Wiley, For Dummies, the Dummies Man logo, Dummies.com, Making Everything Easier, and
related trade dress are trademarks or registered trademarks of John Wiley & Sons, Inc., and may not be
used without written permission. Salesforce and Service Cloud are registered trademarks of Salesforce.
com, Inc. All other trademarks are the property of their respective owners. John Wiley & Sons, Inc., is not
associated with any product or vendor mentioned in this book.

Standard Limit of Liability

LIMIT OF LIABILITY/DISCLAIMER OF WARRANTY: WHILE THE PUBLISHER AND AUTHOR HAVE USED
THEIR BEST EFFORTS IN PREPARING THIS BOOK, THEY MAKE NO REPRESENTATIONS OR
WARRANTIES WITH RESPECT TO THE ACCURACY OR COMPLETENESS OF THE CONTENTS OF THIS
BOOK AND SPECIFICALLY DISCLAIM ANY IMPLIED WARRANTIES OF MERCHANTABILITY OR FITNESS
FOR A PARTICULAR PURPOSE. NO WARRANTY MAY BE CREATED OR EXTENDED BY SALES
REPRESENTATIVES OR WRITTEN SALES MATERIALS. THE ADVICE AND STRATEGIES CONTAINED
HEREIN MAY NOT BE SUITABLE FOR YOUR SITUATION. YOU SHOULD CONSULT WITH A
PROFESSIONAL WHERE APPROPRIATE. NEITHER THE PUBLISHER NOR THE AUTHOR SHALL BE
LIABLE FOR DAMAGES ARISING HEREFROM.

For general information on our other products and services, please contact our Customer Care Department
within the U.S. at 877-762-2974, outside the U.S. at 317-572-3993, or fax 317-572-4002. For technical support,
please visit www.wiley.com/techsupport.

Wiley publishes in a variety of print and electronic formats and by print-on-demand. Some material
included with standard print versions of this book may not be included in e-books or in print-on-demand.
If this book refers to media such as a CD or DVD that is not included in the version you purchased, you
may download this material at http://booksupport .wiley.com. For more information about Wiley
products, visit www.wiley.com.

Library of Congress Control Number: 20149557811

ISBN 978-1-119-01068-5 (pbk); ISBN 978-1-119-01069-2 (ebk); ISBN 978-1-119-01070-8 (ebk)
Manufactured in the United States of America

10987654321

®
MIX
Paper from

responsible sources
W:E:wcsscacrg FSC® C013056



http://www.wiley.com
http://www.wiley.com
http://www.wiley.com/go/permissions
http://www.wiley.com/techsupport
http://booksupport.wiley.com
http://www.wiley.com

Contents at a Glance

INtroduction ................cuueeeeeecccaaacnneeeeacccacannnneeessaaaass |
Part I: Getting Started with Salesforce Service Cloud...... 5

Chapter 1: Solving Business Challenges with Service Cloud..........c.cccceecuvvviirveevennnenne 7
Chapter 2: Navigating Service Cloud..........ccoccuevieirieiienieiieieecieere et 15
Chapter 3: Personalizing Service Cloud..........ccocoviiniiniiiiniiiniiinienienieneeseeeeeeeen 35

Part 11: Handling Customer Issues.............cccccceeeeeeeeeee. 49

Chapter 4: Creating and Managing Cases ..........ccoovereererreriieniiensieniente st seesieeseeenees 51
Chapter 5: Solving Cases Efficiently ..........cccccecvevieririeinieieeeseceeeeee e 69
Chapter 6: Collaborating On CaASES .......c.ccevvuerierieniienieieerieeieeiee et st e e eseeesees 95
Part 111: Improving Your Service Organization’s

Effectiveness............cccccceeeeeeeeeeeeeeeeeeeemnnnnnnnnnnnnnnnnnnen 111
Chapter 7: Capturing Cases in a Multi-Channel World............c.ccccoeeveviiniinieneenneens 113
Chapter 8: Managing a Contact Center with Service Cloud Console ...................... 131
Chapter 9: Implementing the Service Cloud Console........c.cccoccevvuerviinvinieniinienennne 139

Part IU: Leveraging Your Organizational Knowledge... 151

Chapter 10: Planning Your Knowledge Implementation...........cccccecevviiniieniincnnnnns 153
Chapter 11: Setting Up Salesforce Knowledge ...........ccoceverviiniiiniienieniieniienieneeneenne 163
Chapter 12: Managing and Categorizing Articles...........cccevverviinviencieniienieniieneeneenne 181
Part U: Recognizing When It Takes a Community ....... 203
Chapter 13: Understanding Communities...........cccceeriereeneriiiniiinsieniienieneeseeseeseenne 205
Chapter 14: Creating @ COMMUINILY ......cccevvieriiiniiriinieneeseeieeieereeee e seeseeesaeenee 215
Chapter 15: Optimizing Your COMMUNItY .........cccccevverrieeeieieienececeeeeeeeeese e 231
Part Vl: Measuring Contact Center Performance......... 253
Chapter 16: Understanding Key Salesforce Contact Center Reports...................... 255
Chapter 17: Customizing REPOTLS .......ccoiviriiriiiiiieieee et 263

Chapter 18: Building Contact Center Dashboards..........c.ccecevevinenininiienieieeene. 271



Part Vll: Designing Your Service Solution

WIth FOFCE.CON ...........ccceeeeeeeaaaaeeeeeeeeeeeeennnnnnnnnnnnnnnnnn 287
Chapter 19: Understanding the Configuration for Your Business.........c..cccceueue..e. 289
Chapter 20: Customizing Service Cloud with Force.com..........cccocvvvirinninennnnnne. 305
Chapter 21: Extending beyond Service Cloud...........cccovevieeciieiiiecieeieeieeieeeeeeeieenne 325
Part UVlll: The Part of Tetis............cccccueeeeeeecccaacnneeneaeee 333
Chapter 22: Ten Questions to Ask Before Implementing Knowledge ..................... 335
Chapter 23: Ten Bad Habits to Leave with Your Legacy System.........c.ccceceevveueenne 341

LT (3 RN 7 ¥ 4



Table of Contents

INErOAUCTION .......eeeeeeaeeeeeeeeaeeneenaenacencenceasenncensenceaeances ]

ADOUL THiS BOOK .....cvvviiiiiiiiiieiiee ettt ceaan e ens 1
Foolish ASSUMPLIONS........ccciiiiiieiieeeceeeee et 2
Icons Used in This BOOK ..........cooouiiiiiiiiiiieieiccceeceeree et 2
Beyond the BOOK .........ocouiiiiieeee e 3
Where t0 GO from HETE.......ooouviiiiiiiieeieeeeeeeeeeee et 3

Part I: Getting Started with Salesforce Service Cloud ...... 5

Chapter 1: Solving Business Challenges with Service Cloud......... 7
Keeping Your Customers Happy ......cccocevvieriinienieenieieeierieeiesieseeeee e 8
Measuring the Health of Your Business ...........cccccoevcieeviieciieciieceeeeee, 9
Establishing a Single Source of Truth .......cccccociiiiininiieee, 10
Collaborating with Your COWOYKErsS .........ccceeviiriiieiiieiecieciecieceeeeeeeen 10
Getting the Data You Need When and Where You Need It ...................... 11
Building Brand LOyalists..........ccccevviiriiiniiiniiniieeecieeieeieeteee et 11

Reducing customer frustration..........ccceecevieneinennennennenieneeneene 12
Giving your customers OptionS.........ccccvecveevvierieerieecieecie e 12
Creating connections with your customers..........cccccceeverereeeencene. 12
Improving the quality of agent interactions...........cccccoecvvevveevennnnnee. 13
Expediting the Service proCess.........ccceevveriereeneenieesiencieesieeeeseenes 13

Chapter 2: Navigating ServiceCloud ............................ 15
Choosing the Right Edition of Service Cloud for Your Business............. 15
Logging In to Service Cloud.........ccceecieviiniinieniiiieieeiececteeee e 16

Open sesame: Setting up a pasSWOrd.........ccceveevueriieriieriieniieneeneennes 16
I call do-over!: Resetting your password.............ccceecvrecveerveenreennen. 17
Logging in and authenticating..........cccccceevvevienieniececceceeeeeee 18
Navigating the Home Page.........c.cccceevieeiiiiinienieecieeeeeete et 19
Using the sidebar and custom linKs .........cccccovvveveeneevincinnienieneenne, 20
Using the Chatter feed.........ccoovvivviiriiniiinienieeeeceeese e 24
Managing My Tasks and Calendar ...........c.ccocevvereveeveriereneneneneenenns 25
Visualizing analytics with Dashboard snapshots........cc..cccceceeen. 27
Getting Started with ReCOrdS........ccooiivieniririeieeieeee e 28
Creating NEW T€COTAS ......ecverierieeienieeeeeieesteete e eteeteeaeeae e e e seeeeeas 28
Editing or deleting records.........cccevevvieeiencienieneeecceeeeeeee e 30
Getting the most out of the Detail page.......cccccoeeveerviirvincieniennnne. 32

Finding the Help and Setup Menu ..........cccoceevvvinenininnncccncneneeeenes 33



(/i Salesforce Service Cloud For Dummies

Chapter 3: Personalizing Service Cloud. ......................... 35
Understanding the My Settings Page ........ccccoevvevieviievieecieccieeieceeeeeeeeen 35
Updating Your Personal Information...........ccceceeveeniienieecenciencienienceneenen. 37

Modifying your USer reCOrd..........ccoeveeverriirnernieenienienieniesieseeseennes 38
Changing your PassSWOord ........cccoeeereenerriieniennienieniesie e sre e see e 38
Creating personal SrouPS ..........ccccueeeeereenieesieeneeieereere e eveeee e e 39
Changing your diSPlay........cccceeeeiririeriereneeeeceeete e 40
Granting others 10gin aCCesS........ccoeveeieciierieieeecceee e 42
Using Calendar Sharing ..........ccccceeeuerviervienieniieneeneeseecieeeeee e 43
Reminding and alerting yourself............ccccoocveriininninninninnenieneene 44
Customizing your email settings........cccocevvirvervenienneniienienieneee, 45
Working with Salesforce Remotely and Offline...........cccccooeevveriecieerenennee. 46
Changing Chatter Preferences...........cccoovieieieiiinineneieeeceeeeeeeene 46

Part 1: Handling Customer Issues.............cceeeeeeeeneneeece. 49

Chapter 4: Creating and ManagingCases ........................ 51
Opening Cases for CUSLOMETS........cccveviirnieriieriiinienieeteetest et 52
Understanding the case record...........ccoeoveeieneeneeceecieeeeeeeeeeeee 53
Identifying and qualifying your customers............ccccceveveeeerenneennene 56
Managing YOUr CaASES......c.ccceeuiiuierieierieiiecieereeeeeeetesteereeveeseessesaessesseeseessessens 57
Capturing case details.........cccceeeeeeieieiiinececeeeeeeee s 57
Researching and resolving the issue.........c.cccocevvivverviniinnenciennenne. 59
Communicating the solution .........cccoeveviiiniineniinceneeee, 60
Ensuring consistency with email templates............ccccccovvevveennennee. 61
ClOSING @ CASE ..ottt ettt et sttt e e e sbe s b e ne e eneens 65
Chapter 5: Solving Cases Efficiently............................. 69
Managing Cases with Views and Queues............cccccoeerirvienienenenenneneeenne 69
Creating @ VIEW .....cccuivieeieeieciecteseee ettt et an e 70
Managing your organization’s VIEWS .........cccceeveevveeciircierciessieseennenne 75
Creating @ CASe QUEUE ........cocueevuieriierieeieeieeieeie ettt sresresae e 78
Using Automation to Your Advantage ..........ccoceeveevierniercieniieniienieeneeneenenn 79
Assigning cases within your organization............ccccecveeeiieciennnenns 80
Creating assignment rules ...........coceveeiereneneninieeeese e 80
Setting up automatic responses for your organization .................. 82
Defining auto-reSpPONSe rules..........coceevveeierieneeneenieenieeieesieseeseeenes 83
Researching the ISSUE...........cociviiriiiiiniiccecee e 84
Investigating Content ..........ccccevevieieieeiereeee et 85
Solving cases with suggested solutions...........cceccevceevieriiirvieneenennne. 89

Using KNOWIEdgE........cooviieiiieieeeeeeeeeeseeeee e 91



Table of Contents

Chapter 6: CollaboratingonCases ..................cccevvinennn. 95
Getting Assistance with Case Teams .........cccceceevveecieeciencieniesieeeeeeeeeeeen 96
Defining case team roles and aCCeSS.........ccceveereerieecieecieeiveneeneenes 96
Setting UP CaSe tEAMS.......ccuevvveeiiiriiiieeieetertee et 97
Using predefined case teams..........coceevverierieneeneenensieniesieseeseenes 98
Adding team members tO your Case...........ccceeeveerieeeieeecieeeeeeieeenns 99
Escalating @ CaSe ......cceeirieiieiieriirieeeeteteeese ettt 100
REasSSIGNING @ CASE ....ccveiieiieiieiecie ettt 101
Creating escalation rules by criteria..........cccoeceevieevincirvencienciennnne 102
Setting up escalation actions .........c.cccecevcievienieneenienceneeeeeeene 103
Leveraging Chatter on Cases ........cccecevieviinieneenieinieeieeiesee st seesieenne 105
Tapping into internal knowledge...........ccccooceeviiniineniinninienienene 106
Communicating with customers and partners ............cccoceeuenenne. 109

Part 111: Improving Your Service Organization’s
Effectiveness...........ccccaaccaccceeeeeeeeeeeeeeeeaecacaacecaacaaaaaas 111

Chapter 7: Capturing Cases in a Multi-Channel World.............. 113
Offering Multiple Service Channels...........cccceeieviievieeieciieccieeieeeeseeseene 114
Setting Up Web-t0-Case........cccuvviiriieriiniicienieneesieesieeieeteete st saee e 114

Recognizing the limitations of Web-to-Case...........cccceevevveverennne 115
Preparing to enable Web-to-Case..........ccocevienienienencennienienienens 116
Enabling Web-t0-Case.........ccccoeeeueeiiiiieieeieceecie e 116
Implementing Email-t0-Case.........coceeieienieierieieeeeeee e 117
Discovering Computer Telephony Integration..........c.cccceeeveeeiervieneeneens 120
Implementing Live Agent Chat........c.cccocoiiinienieinienieeciecieceeeeeseeeene 121
Enabling Live AGent .........cooivveiiiiriiiiienienieseesieeseeieeie e 121
Adding Live Agent USErS.......ccccocivviirvieriienienienieneeseesie e 122
Granting Live Agent users the right permissions..........ccccccecceunee. 122
Adding Live Agent SKillS.........ccccovirininiiiieieeeeeeeeeee e 124
Assigning Live Agent configurations ..........c.ccceeeevevvenieseeneennenee. 124
Creating Live Agent chat buttons and deployments..................... 125
Setting up live chat transcripts and visitors ..........ccocceevvrcverceennnn. 127
Planning a pre-chat form.........ccccoccvvvinviiniiiniiniiiccceneeeeene 129
Reporting on Live Agent S€SSions.........ccoceveereineinensiensieniieneenens 129
Discovering Social Channels ............coccocevirerininienieneeeeeceeeee e 130

Chapter 8: Managing a Contact Center with Service

CloudConsole......... ..o i e 131
Using the Service Cloud CONSOIe............cccuevieeeeiiieiiieieeiecieeee e 132
Saving Time with Keyboard Shortcuts ...........cccecevievenininniereceeee 134
Getting Familiar with Service Cloud Console Terms ............ccoccveevennenne 136

Preparing Your Strategy for the Console ..........cccocvveveevienciiniiencienceeneenns 137

vii



UI1l Salesforce Service Cloud For Dummies

Chapter 9: Implementing the Service Cloud Console ............. 139
Understanding the Service Cloud Console...........ccccoevveecieecieeieneenceeneenne 140
Enabling the Highlights Panel ...........ccccccooiiniininiiiiiiiceccceceeeeeee 141
Adding an App for the Service Cloud Console...........ccceeevvierviervrencvennnnn. 142
Building Interaction LOZS ........coccevvieeiiniiniiniiieciecieeeeeesee st 144

Enabling interaction logs for the console...........cccccvveeivieennnennn. 144
Customizing and assigning interaction logs........c..ccceceevverieniennne. 145
Choosing a List Display for the Console.........c.ccceeeevieecienieniesieeeeneenne 147
Selecting Users to Work in the Console...........ccccceeveevieecieniienienienieneenne 149

Part IU: Leveraging Your Organizational Knowledge.... 151

Chapter 10: Planning Your Knowledge Implementation........... 153
Understanding Basic Knowledge Terminology........ccccoccevveriiniencenenne 154
Categorizing and Adding Article TYPES .....ccceeviecieecieeiieeiecieeeeceeseeneenne 156
Displaying Articles and Layouts .........ccccoeceerieneenieeneenieeciecieeieeeeseeseenne 158
Thinking about Approval ProCesses..........cocevevviirviirniercieniienienieneeneenne 159
Designating Article Access and Permissions...........coceevvevvienienieneenennns 159

Chapter 11: Setting Up Salesforce Knowledge................... 163
Segmenting Knowledge with Article Types......c.cccocvverveniiniiiniiiniienenne 164

Building article tyPes ......ccoeeeeeeieeciieieeieeeeceese et 165
Identifying article type properties and fields..........c.cccceeeererenene 166
Modifying article-type layouts and templates...........cccccceecveeuvennenn. 168
Designating article aCCess ........cooceeviieriiiiiiiennieiieeeeeeieeeee e 171
Turning on Salesforce Knowledge...........ccooveveiviirniinniennieniienienieneeneene 172
Enabling Knowledge .........c.cooeeviniiiiiiniiniiieeeeceeesveseeseeeenn 172
Opening up Knowledge access to users and public groups......... 173
Using Cases with the Knowledge Base ........c.cocovevieveninininneneceee 177
Suggesting articles On NEW CaSES.........cceecvereereereenieeieeieeieeeeeeens 177
Enabling article submission upon case closure............c.cccueeuvenen. 178
Attaching articles t0 @ CaS€ ......cccevvvirviercierciieieeieceeeeeeeee e 179

Chapter 12: Managing and Categorizing Articles ................ 181

Managing ArtiCles .........oociriiniinieieieeeeece et 182
Creating a draft article ..........ccooceviiniininninieeeeee 184
Assigning articles and sending them for approval........................ 186
Publishing artiCles ...........cooeeveriiniiiiiniieeeeeeeeeeeeeeeeene 187
Searching for artiCles ........ccoveeveeeiiiciicciecieceeeeeeee e 188
Updating and archiving articles.........ccccocevviiviineenincenienieeieen, 190

Categorizing Articles into Data Categories .........ccocceevveeciercieneeneeneenennns 193
Planning your category groups and hierarchy .......c..ccccccceenenene 194
Setting up data Categories .........cccevveviererirceeieeeee e 194

Editing default data category visibility settings ...........cccceceveenene 197



Table of Contents

Automating Article Management...........cccceeeveeeeiieeciienieeeieeeee e 199
Setting up an approval process for article

review and publication........c.cccecueevieriienienieneeeceee e 200

Creating workflow rules to manage articles..........ccccccevvvervveneenncnne 202

Part U: Recognizing When It Takes a Community........ 203

Chapter 13: Understanding Communities. ....................... 205
Distinguishing Use Cases for Community Types.......cccccecevvirvierererennenne 205
Determining your community type ......ccccceevvevveneeneeciencieeieeiennens 207
Exploring customer communiti€s..........cccceevverveneenensiernieniieniennens 207
Understanding partner communities...........ccoceeveeververnieriienieennn. 208
Comparing Communities With s ........ccccceveriiniiniiniicee 209
Identifying what has carried over from Portals..........ccccoceeeennee. 209
Getting familiar with what’s new in Communities......................... 210
Glimpsing a Customer Community for New Members ...........cccceevenennne 212
Chapter 14: Creatinga Community .....................ccviutnnn 215
Planning Your COMMUINILY ....c.cccveeieerieriieiienieneesieesieesieecieeeeseeseeseeesaeenes 215
Setting Up COMMUDNIIES ......cccveriiriierienienieniereeieesieeieere st see e 216
Enabling Salesforce Communities in your organization............... 216
Selecting a domain name for your community ...........cccceevuereenen. 217
Creating Your COMMUNItY .......cccceeieiieiiieriieiieie ettt eee st eesee v 218
Turning on the Global Header for Communities...........c.cccccoeenn. 219
Understanding Communities statuses .........ccccceeveeveecieecieeivenceennnnn. 221
Adding Members to Your COmmuUNity ........cccceeeververeeneenensiensiensresieennens 222
Adding members using profiles ..........ccceverviirvieniinienieneeneenenne, 222
Adding members with permission sets..........cccoeceeveineenenneenennne. 223
Creating partner and CUSTOMEY USEIS........c.cceevueeieecreereereeeenenens 225
Adding Tabs to Your COommuUNity........cccceeerereniriienieneneneeceeeiene e 226
Displaying tabs in your community...........cccceevvereeneesiencreesienseennnens 226
Choosing a landing tab for your community members ................ 227
Enabling cases in your community...........cccccevvvereenersiersienivenseennens 229
Previewing Your COmMmUNItY ........cceevieriinienieneiniiiieeeeieeee st 229
Chapter 15: Optimizing Your Community ........................ 231
Customizing and Branding Your Communities ...........ccccoeveevieniencenennne 231
Customizing your community’s look and feel...........c...ccccveeueenenn. 232
Enhancing the login page for your community.............cccccveeuennen. 235
Selecting email templates and settings for your community....... 238
Publishing and Governing Your Communiti€s..........cccecervverviervienieenennne 240
Publishing your community and welcoming members ................ 240
Selecting a Community Manager ...........cocceeveevienervensensienieenieeneens 241

Leveraging the Community Engagement Console.......................... 242

ix



x Salesforce Service Cloud For Dummies

Utilizing Communities analytics .........cccocevievienieneeceecieereceeeeene 244
Moderating your COMMUNILY........ccecvvereerieiierieerieecieeie e eeeeeeeeeens 246
Educating your users about communities..........ccccccecvrcrievrervennnnn. 247
Integrating your COMMUNItY.......ccccervverrieriienienieneeneeieeie e 249

Part Vl: Measuring Contact Center Performance ......... 253

Chapter 16: Understanding Key Salesforce Contact

CenterReports ...........coiiiiiiiii i eieeaas 255
Navigating the Reports Home Page.........ccccccooveiiiiiiieiiiecieciiceeceeeeeeene 255
Leveraging Common Support Reports.........cocoocevvievienenininieienecneeee 257

Agent Case Load DY TYPE .....cveveeriiiiiiieeceeeeee e 257
Average Age of Open CaSesS.......cccocevvieecierienienieneeneeseenieenieesae s 258
Average Case Age by Agent (Closed) .......cceevvvvvevieneeneeneeneennenne. 260
Popular Knowledge Articles..........ccooevvieriiniiniinennenienienieeeenenn 261
Top Articles Associated with Cases.........ccccceevevrencnninccenennne. 261

Chapter 17: Customizing Reports....................ccooivnnn. 263
Building a Report from ScratCh ..........ccccooveiieeieiiiiieeeeeececeeeeeee 263
Modifying EXisting REPOYTS ......cccccveiiiiiiieiieiicie et 266
Sifting through RePOrts........cccivviieiiieiiciiieeeeeeeeee e 267

Using the Drill Down feature ............cccoceevvevienieneenieniinieeieeeeeen, 267
Setting your report OPtionS .........ccoecvevvierienienieneereeieee e 268
Clearing filters ........ccovviiviirierieeteeceeeee e 268
Showing and Hiding Details...........cccccueeiiiieiieneeieeieceee e 268

Chapter 18: Building Contact Center Dashbhoards ................ 2n

Planning for Dashboards ...........ccccueeiiieiiieniiecicceeeer e, 271
Understanding how source reports feed components.................. 272
Discovering the component options.........c.ccoecveveeveecieecieecieeceennnan, 272
Planning a purpose for each component..........c.cccccecerviirvienceennnen. 274

Creating a Dashboard for Your Contact Center ..........ccccoecvevvenieneenennns 275
Editing dashboard properties...........ccocevvieniininneenennenienieneenens 278
Creating a COMPONENT ........c.ccveviiiieiietieeeeeie et ae e 279
Modifying the 1ayout.........ccocveiiiiieeieieeceeieeeee e 282

Organizing Your Dashboards...........cccceevueeeiieciiniieesieeiiecieeeeseeseeseesieenne 283
Building dashboard folders...........cccccevvveeieniiniinieneecieeeeieeeeene 283

Defining dashboard aCCess.........cocvvvierierieniinienieeceneereeeeeeenn 283



Table of Contents

Part Vll: Designing Your Service Solution
With FOFCE.COM...........ccuueeeecaaanneaaaaaannneesaasnneeasaasnnnees 287

Chapter 19: Understanding the Configuration for Your Business . . .289

Looking at Administration Setup........c.cccoceevieriiriiniinnenienereeeeeneeeee 290
Planning configuration for SUCCESS ...........ccevviiriiierieeecieeee e, 290
Viewing Your Company Profile............ccccooinirinininneneeneeeeieeeene 291
Updating your company information...........cceceeeveeveecieeciieciencnennnnn. 291
Setting your organization’s business hours and holidays............ 292
Building the Role Hierarchy ........ccceceeciiviinieninnieineeiecieeieeeeseeneene 294
Defining Your Sharing Model ..........cccoociviiniininniininieeienieseeeeeneeeenne 296
Setting organization-wide defaults ...........ccccocvvverinieniencecieneneenne 296
Creating SrOUPS......ccocveteriereieeeeeete ettt ettt sse et e be st saeenes 297
Allowing further access with sharing rules...........cccccccvevvevueenenee. 298
Creating and Managing Profiles...........cccoceevieviiriiinienienienieceeeeeseeseene 299
Reviewing standard Service Cloud profiles.........cccccecervrvrvenuennnne 299
Creating custom Profiles.........coccoeeevieveiniinnennenieciesiesieseeseeeeenn 300
Setting Up Users in Your Organization.........ccocceeeevervieniienieeneeneencenenne 302
Reviewing Other Security Controls...........cccoeeeieiienieneneneneeeieeeeeeene 303
Defining field-level SECUFItY ........ccceevieecierienieriecieceeeeeee e 303
Chapter 20: Customizing Service Cloud with Force.com .......... 305
Building and Editing Fields..........cccoeeviiviiniiniieeececeeece e 306
Creating new flelds ........coecvevierienienieececcee e 307
Updating existing fields..........ccoccevviiriiriienienienieeceeeeeeeeeeeeenn 308
Customizing Page Layouts .........cccceeviivirneniiiniiiniinieeieeeeseese et 309
Modifying a page layout..........cccceeeeiiiciieriieeeeeeeeeeeee e 309
Assigning layouts to profiles.........cccocevereenieniniinineeeeeceee 311
Managing Multiple Case-Management Processes..........cccccoevveevveneennenne 312
Leveraging Record TYPES ......ccoceevieeieniinienieseeieeiee e te et seeenee 313
Creating record tYPES......cocuevieriiniiiieieeeeeeie ettt 314
Viewing and editing record types.......ccccocevviervienienieneeneeneeniennen 315
Defining record-type aCCess ......cocvvierienieneenienieeieeieeieeeeeee s 316
Choosing a record type when creating New records.................... 316
Workflow and Validation Rules............ccccocevinininiininenineeeieeeeee 317
Understanding when to use workflow and validation rules......... 318
Creating @ WOTKflOw rule.........cccoviinieniiniienieieeieciecieceeeeeeeenn 318
Creating a validation rule...........ccocovveeviiniininninecieneeeeeeeene 321
Chapter 21: Extending beyond Service Cloud. ................... 325
Defining the AppExchange Platform ...........ccocoviiviniiniiniiniiniinieene 326
Accessing the AppExchange..........c.ccoveeieviiiiieiecieceeceeeeeeee, 326
Browsing the AppExchange..........ccccooevivirinienenineceeeeceeee 326

Preparing to install AppExchange apps......cccccceeveeveecieecieecieciennnnn. 329

xi



Xii Salesforce Service Cloud For Dummies

Deploying Apps for Your COmMPAaNY..........ccccceeeevieenieeieesieeieseeeceeseesseenns 329
Testing your AppExchange apps .......cccceevvevieveeneeneecieecieeieeeeeens 331

Part Vlll: The Part of Tents..........cccccceeacaaaaaaacceeeeeeeeees 333

Chapter 22: Ten Questions to Ask Before Implementing

Knowledge. ..ot i 335
How Much Control Does Your Organization Need over
the Article LIfeCyCle? ...ttt 336
Would Your Organization Like to Present Articles to Agents
in Various FOrmats?.........ccoooviviriiienieeeeeeeeeeee et 336
Does Your Organization Need to Target Particular Audiences
with Certain Types of Articles?........ccccovvievveevieiieneeneceeieeeeeeeeeene 336
Will Your Organization Need to Access Detailed Reports
and Metrics about Support Articles?........ccoceeeieeiiieciieerieeeeecee e, 337
Does Your Organization Leverage Multiple Channels for Support? .....337
Do Your Agents Need to Be Able to Rate Articles? .........ccocecvevevenenncnne 337
Should Your Agents Be Able to Find, Create, and Send Articles? ......... 338
Do Your Agents Need to Collaborate on Support Articles
USING ChaAtter? ...covieiieieeieeeeetee ettt 338
Do Your Agents Need Robust Search Functionality
10 LOCate ATHICIES? ... 338
Do Your Agents Use the Service Console View?...........ccccoovevievenenenene 339
Chapter 23: Ten Bad Habits to Leave with
YourLlegacy System. ...ttt i M
Using Microsoft Outlook Folders for Everything..........ccccoecnininncnnne 342
ReOPENING CASES....cuiiieiiieieieiieeeee ettt s 342
Recreating a Legacy System to Relieve Your Separation Anxiety......... 342
Using Email Too MUCh ..o 343
Data Quality: Do You Really Need All These Fields?.........ccccccovvvenienenns 343
Users Don’t Always Know Best .......cccoocvviiniiniininniiienieneeeeeeeeee 344
Don’t Go Chasing Waterfall ...........c.ccceeiiriiiiinieieieeeee e 344
It Doesn’t End at GO-LIVE .......ccocoviririiieieieieeeeee e 345
Not Leveraging a Certified Administrator ...........ccccceeveevieecieevienceenceeneenns 345
Embracing the Change.........c.cccoovvviieiiniiniineecececece e 346

L () TR 7/ ¥ 4



Introduction

elcome to Salesforce Service Cloud For Dummies, a guide for long-

time or new users of Service Cloud, a customer service application
released by Salesforce that runs in the cloud. For our purposes, running in
the cloud means that you get login credentials (a username and password)
and use them to access your database from wherever you want. Think of it
like Netflix or Gmail. No matter where you are, what time of day it is, or which
device you choose to use, you can open your application and continue work-
ing from where you left off. The Service Cloud is one of the fastest-growing
segments of Salesforce’s business, helping customers worldwide address
their customers’ problems and needs in real-time, and this book sets out to
cover it in an organized and succinct way.

About This Book

This book is for anyone looking to improve their customer service experi-
ence. Anyone can read this book, really, but it’s intended for service reps,
administrators, call center executives, or Salesforce enthusiasts who want
an inside look at the features and capabilities of Service Cloud. It shows you
how you can transform your customer care business with clicks not code,
from anywhere, at anytime, in a matter of hours or days instead of months
or years.

This book also takes an inside look at Communities and Salesforce
Knowledge, two major and exciting new features that remain elusive to many.

Use this book to better support your customers, to collaborate with your
teams, and to get the insights you need to improve your customer service
business:

1 Faster support: Collaborate with Chatter, streamline your view with the
console, and serve your customers from anywhere with the mobile app.

v Intelligent customer service: Search your knowledge base for the
answers your customers need.
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+* Multichannel support: Let your customers decide how they want to be
supported. Chat with Live Agent, support customers on social media
channels on any device, or give them the tools to help themselves with
Communities.

v Personalized service: Use Service Cloud to get a complete view of your
customer and always have their information at your fingertips.

Note: Not every portion of this book applies to your edition of Salesforce.
Service Cloud has a number of editions, including Unlimited, Enterprise, and
Professional, each with its own features and pricing. There are also certain
topics we cover that require feature licenses, which come at a cost. We make
sure to point these out where they appear.

Within this book, you may note that some web addresses break across two
lines of text. If you're reading this book in print and want to visit one of these
web pages, simply key in the web address exactly as it’s noted in the text,
pretending as though the line break doesn’t exist. If you're reading this as an
e-book, you've got it easy — just click the web address to be taken directly to
the web page.

Foolish Assumptions

In writing this book, we made a few assumptions about you:

»* You have a computer with internet access. (Don’t laugh.)

v You're working in customer service and have customers or you at least
want to join the field.

1 You sell a product or service, or otherwise just possess a minimal level
of business experience.

» You know that Salesforce is a database. If you didn’t, now you do.

* You have access to an instance of Service Cloud to follow our (flawless)
instruction.

leons Used in This Book

As you read this book, you’ll notice a number of icons used along the sides
of the page. These icons are meant to serve as callouts for specific features,
potential hiccups, or associated costs that you should be aware of. Here’s
what each icon means:
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<P We use the Tip icon to notify you of best practices, shortcuts, and additional
functionality that may be of interest to you. Anything marked with this icon
helps you navigate, configure, and use Salesforce more effectively regardless
of your role.

Be sure to read each and every Warning icon as you move through the book.
You'll find out about extra costs or irreversible decisions.

The Technical Stuff icon jumps out at you when we feel the need to tell you
something you likely don’t care about. For those fellow geeks out there,
please enjoy the Technical Stuff paragraphs.

important that we may have explained previously, or giving you a little

O When you see the Remember icon, we’re either reminding you of something
nugget of knowledge to stick in your back pocket and save for later.

Beyond the Book

With Salesforce Service Cloud For Dummies, the fun doesn’t stop at the turn of
the final page. Check out these great resources for even more information:

+* Cheat Sheet: What’s that? You didn’t remember everything you read?
No problem! The online Cheat Sheet can help you get started with
Service Cloud. You can find it at www.dummies.com/cheatsheet/
salesforceservicecloud.

+* Dummies.com online articles: If you need a sampler or don’t have
time to wait for the book, you can check out our online articles
about Service Cloud. We provide some quick-hit details on key
information and functionality about Service Cloud. Check it out at
www.dummies.com/extras/salesforceservicecloud.

Where to Go from Here

If you're completely new to Salesforce, flip the page and begin learning about
the wide world of Service Cloud. If you're a beginning administrator and you
have a deadline, you may want to jump ahead to Chapters 19, 20, and 21. If
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you're an experienced administrator researching Knowledge or Communities,
jump to Chapter 13 or 15, respectively. If you're a customer support agent,
turn to Chapters 4 and 5. If you’re a manager, you can begin tracking and
measuring your team’s effectiveness in Chapter 16. No matter what you’'ve
come to Salesforce Service Cloud For Dummies to find or learn, we're sure
you'll find what you’re looking for.



Part|

Getting Started with
Salesforce Service Cloud

getting started
with

salesforce

service cloud



http://www.dummies.com

In this part . . .

See how Salesforce Service Cloud addresses and solves critical
business challenges.

Discover how easy it is to use and navigate through
Salesforce.

Personalize the system to make it your own and manage your
business the way you want to.

Understand important foundational Salesforce concepts and
terminology to set you up for success.




Chapter 1

Solving Business Challenges
with Service Cloud

In This Chapter
Putting smiles on your customers’ faces
Gauging the health of your business
Storing information in one place
Working smoothly with your team
Accessing data on the go
Building customer loyalty

Wlat keeps you up at night? Your profit margins? Your lack of visibility
into what affects those profit margins? Is it that your employees don’t

address customers as well or as quickly as you’d like them to? And is that
because they don’t have access to the right information? Take a moment to
think about your biggest concerns for your business. Odds are, Salesforce
can help!

Salesforce is simpler than most customer relationship management (CRM)
tools. By keeping things simple, Salesforce enables you to spend more time
concentrating on your business challenges and less on troubleshooting the
system. Understanding how to use and customize Salesforce, as well as
properly aligning it to your business process, is the key to putting in place
a powerful tool that will simplify your path to success.

In this chapter, we provide a high-level overview of native Salesforce features
designed to address typical business challenges. We cover these common
business problems and show you how to leverage Salesforce to ameliorate or
even eliminate them.
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Keeping Your Customers Happy
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The customer is where everything starts. Customers are the lifeblood of any
business. Without them, sales would be meaningless, service wouldn’t exist,
and there would be no one to market to. This concept may seem obvious,
but research shows that customer service is one of the most commonly over-
looked aspects in lost business. It’s also one of the most influential aspects in
bringing about repeat business and customer loyalty.

Customers expect excellent service. They want their issues resolved con-
veniently, painlessly, and as quickly as possible. One of the most effective
barriers to providing excellent service is actually pretty simple to solve: In
order to keep customers happy, you need to be able to readily access their
information.

As a customer service representative, how much time have you wasted trying
to identify a customer? Do you stumble and stall while trying to hunt for his
previous support interactions? In this day and age, it’s unacceptable not to
have a 360-degree view of your customer (see the nearby sidebar). Without
this critical ingredient, you're needlessly putting your organization at risk of
losing a customer for good.

Salesforce Service Cloud helps businesses keep their customers happy by
keeping their information in one central place. From one page, you can see a
customer’s personal information, as well as his recent interactions with your
agents and the products he’s purchased. Your agents have access to every-
thing they need when they get that customer on the phone. Your customers
will be pleased to have someone address their issue quickly without having
to explain their backstory.

Even with the most customer-centric technology on earth, you can’t truly
create meaningful customer relationships without people. Your customer
service representatives are vital to the success of any service organization. A
holistic approach to customer service begins with your employees genuinely
caring about and listening to your customers. Empathy and understanding —
combined with the power of knowing who the customer is and the customer’s
history with your company — are gold.

Everyone on your team should be empowered to act on the deep understand-
ing they have of your customers, as well as the desired customer experience.
So, if Larry only contacts your business via email and never wants to receive
phone calls, you can ensure that anyone servicing Larry will respect his
wishes.
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The 360-degree view

You may hear people refer to needing “a 360-
degree view of the customer,” but what does
that mean? Generally speaking, when a cus-
tomer interacts with your business, you must
have a 360-degree view of the customer, or a
way to draw from a rich repository of informa-
tion pertaining to that customer. In other words,
a 360-degree view of your customer allows you
to see her personal information and, on the
same page, view recent purchases, renewals,
complaints, or phone conversations. This infor-
mation is useful in multiple respects. Not only
does it help to expedite the service process
(thereby increasing customer loyalty and satis-
faction), but it also saves you money, buys more

time for your reps, shortens hold times, and
facilitates upsell and cross-sell opportunities.

It is also worth mentioning that your customers
may have customers themselves. Knowing the
ultimate goals of your customer, who they sell
to or provide services for, does wonders for
your relationship with them, and the good news
is that all this is possible with Salesforce.

With a 360-degree view, you can more effec-
tively guide your approach to interaction with
customers and service them in a much more
personal and profound way. This does more
than keep them happy — it creates loyalists for
your brand.

Measuring the Health of Vour Business

If you aren’t gauging the health or progress of your business, trying to
improve it won’t get you far. The first step in improving your business is
benchmarking: You need to know where you are before you can determine

where you want to go.

Service Cloud allows you to quickly create and capture a multitude of data

points that you deem most important to the success of your business. This,
in turn, benefits all levels of your organization so that everyone from a first-
tier support rep to the CEO can get real-time actionable information pertain-
ing to the health of the organization. Service reps can check how many issues
they’ve remediated this week, managers can drill into urgent escalations, and
the CEO can view steady decreases in operational cost in response to her
call-deflection strategy.

Service Cloud brings this all together by organizing only those data points
you want to see into meaningful reports and comprehensible dashboards.
Charts, graphs, and easy-to-use formulas are only the beginning of synthesiz-
ing an overwhelming volume of information into traceable and actionable
data. Say goodbye to hours of grueling manual preparation in spreadsheets
for those weekly meetings.
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Establishing a Single Source of Truth

How many times have you had to look at different databases to find different
kinds of information? You need to look up the customer in one system, log
in to another system to get his address and order history, go to yet another
system to enter new orders, and access yet another system that holds his
warranty or service contract.

Of course, you can use all these legacy systems in conjunction with Service
Cloud if you want to, but having a single source of truth solves a major
business challenge for most businesses. You can quickly centralize your
accounts, contacts, cases, entitlements for support, and interaction history
or call logs in order to have a one-stop shop for all the information you need
to effectively serve your customers.

Using Service Cloud, not only is all your customer’s data updated and avail-
able, but this information is also accessible to other departments (only if
you want it to be, of course, but sharing is caring). Breaking down silos in an
organization is an effective tool to make sure that all sides of your business
see the most up-to-date information about a customer. In this way, John in
sales knows not to reach out and try to sell to the customer who just yelled
at you about his broken product.

Collaborating with Vour Coworkers

Collaboration is an often overlooked aspect of successful business. People
are so caught up in the goings-on of their own teams and departments that
they forget that any other team or department exists. Silos (independent
teams with no visibility into other teams) impede productivity in organiza-
tions because they contribute to unnecessary duplicate effort and a lack of
internal visibility, and they don’t foster an open, collaborative work environ-
ment. Collaborating more often and more effectively with the right people in
your organization can help you resolve customer support issues much more
quickly.

Think about it: Doesn’t that new guy always ask for historical knowledge or
company policy updates that you can easily answer? Sometimes you find
what he needs through email threads; other times you just exchange the
information at the water cooler or at your cubicle.

Service Cloud allows you to collaborate with your team more effectively,
with a feature called Chatter. Unlike email threads, Chatter consists of pub-
licly viewable posts with news feeds that display different pieces of useful
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information. You can also be rewarded or reward others for collaborating,
thus driving this behavior and increasing internal awareness of business
issues that are most important to your company or department.

Another feature in Service Cloud that facilitates collaboration is the concept
of Case Teams, which allow multiple agents to be added to a particular case
so that a team can work together to service it. This is particularly useful in
scenarios such as an agent taking a vacation, where the customers and cases
he is responsible for aren’t forgotten or left waiting.

Getting the Data You Need When
and Where You Need It
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Service Cloud provides the flexibility to make managing customer service
inquiries easier for both agents and customers. Consumer bases are increas-
ingly turning to technology to interact with brands and desire engagement
with your brand more than ever before. You need to be able to engage with
your customers on their terms.

Agents are happy when they have the necessary tools to be as successful as
possible. This includes the ability to access customer information and pro-
vide world-class service even when they’re not in the office. Empower your
agents to succeed!

With Service Cloud, you can distribute your support centers throughout

the world with chat-based support. Agents on the go can research answers

to common problems and solve customer issues from their mobile devices.
Your technicians out in the field can view customer addresses and report
completed service on a tablet or smartphone. The opportunities are vast, and
the increased speed and efficiency of service is quite noticeable.

Building Brand Loyalists

Every business has a base of loyal fans. These loyal fans, or brand loyalists,
have the potential to become your evangelists — spreading the word about
your product or service to their family and friends, and bringing more cus-
tomers your way. Loyalists advocate on behalf of your brand (for free!) and
stand up for you when times are tough. They also inspire others to love — or
at least consider — your brand.

11
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Every company wants and needs a loyal customer base. How to create brand
loyalists can be a difficult question to answer, but there are some basic tools
you can use with Service Cloud to help you get there.

Reducing customer frustration

Impeccable customer service is mandatory on the road to building cus-
tomer loyalty. Do you ever get frustrated by interactive voice response (IVR)
systems, those automated machines that interact with you via voice and
keypad? How long do you hear the same loop of music while waiting on hold?
Whether it’s repeating information after call transfers, long hold times, or
poorly designed IVR systems, listening to customer feedback and reducing
customer frustration is critical in creating a brand that customers can rave
about. Service Cloud can help by tracking customer feedback through sur-
veys and adjusting how you engage with those customers accordingly.

Giving your customers options

Giving your customers the choice of how to access your customer service
channels — be it through phone, a contact form on the web, chat, email, or
social media — eliminates frustration. Some people prefer to wait on the
phone for the next available service representative, but others want to chat
with a live agent for immediate service. Using Service Cloud, customers can
choose the way they want to interact with you. So, if a customer doesn’t
want to wait on hold, she can talk to a Live Agent on your website. Leave the
choice up to the customer. Service Cloud allows you to engage with your
customers on their terms.

Creating connections with your customers

Creating connections that make an impact is a powerful tool in building
brand loyalists. It can be as small as knowing the customer’s name and
“remembering” her story when she calls. It can also take the form of reaching
out to thank a customer over social media when she mentions your com-
pany. Service Cloud allows your reps to perform these functions and take the
appropriate steps to building a loyal customer base.
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Improving the quality of agent
interactions

Agents in high-volume call centers need to be as productive as possible. They
have to be able to focus more on their jobs and less on logistics or search-
ing through clunky, disparate databases. Service Cloud has out-of-the-box
features that focus on streamlining your call center and optimizing agent
productivity. Here are just a few examples:

v The Service Cloud Console allows an agent to view and act on all his
cases and related information at a glance.

v Service Cloud’s computer telephony integration (CTI) can automatically
present a pop-up displaying the customer’s information to your agent
before the agent picks up the phone.

v Case Teams allows for various agents to help service a particular case or
customer.

v Centralized customer information allows for quick access to a great deal
of information.

1 Routing customer inquiries to agents based on skillset, language, or
location saves immeasurable time in issue resolution.

These native Service Cloud components are timesaving tools that promote
flexibility for your customer service organization and keep your employees
and customers happier.

Expediting the service process

Using Service Cloud, you can expedite the entire service process. From the
moment a customer inquiry is routed to an agent until the customer needs a
renewal on her entitlement for support, Service Cloud aligns to and stream-
lines the process every step of the way.

Service Cloud offers various opportunities for automation:

v Using Salesforce assignment rules, you can automate how calls are
routed to agents or queues based on a range of criteria.
1 Case creation is also automated via email or web forms.

v Email templates streamline outbound communication.
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v Escalation rules let you set up a structure that automates when and to
whom a case is escalated.

v Approval processes allow you to determine the criteria for knowledge
base article editing cycles.

Service Cloud leverages automation in different ways to orchestrate a system
with moving parts, expediting your call center and making your agents better
at what they do.



Chapter 2
Navigating Service Cloud

In This Chapter
Selecting the right Service Cloud edition
Accessing Salesforce.com
Navigating the Home page
Creating and editing records

Finding the Help and Setup menu

Frst things first: Salesforce Service Cloud comes in several editions, and
we start this chapter by helping you choose the right one for your busi-
ness. Then we show you how to log in to Service Cloud, as well as offer a few
administrator-level tips for password management. We cover the Home page
and its components, and give you a brief introduction to creating and modify-
ing records in Service Cloud. Finally, we cover where you can go for help.

Choosing the Right Edition of Service
Cloud for Vour Business

If you already use Sales Cloud (Salesforce’s platform and product for sales
organizations), Salesforce offers bundle pricing that integrates both the Sales
Cloud and Service Cloud platforms. Otherwise, there are three Service Cloud
editions that you can choose from. Regardless of the edition you choose, the
interface — the way it looks and feels — is the same, but each edition has
slightly different functionality and pricing:

v~ Professional: The Professional Edition is great for smaller contact cen-
ters. You get the core features of Service Cloud, such as case manage-
ment and tracking, the Service Cloud Console, asset tracking, Chatter,
auto-assignment and escalation rules, web and email-case capture,
mobile access, contract management, email template management,
and reports and dashboards.
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Chatter is a social collaboration tool that functions as a private social
network for your business. It lets you stay in contact and collaborate
with everyone you work with. For example, using Chatter you can post
documents for an entire team to look at and even download.

v~ Enterprise: The Enterprise Edition is the most popular and is intended
for larger companies. Features include everything that’s available in
the Professional Edition, as well as offline access, Force.com pages and
Visualforce for custom development, integration via web services API,
record types, and social media integration, as well as workflow and
approval processes.

v Unlimited: The Unlimited Edition gives you access to 24/7 customer
support; unlimited online help, training materials, and videos; increased
storage; and much greater capacity for tailoring and customization.
That means that if something goes awry at 4 a.m. on a Sunday, you can
contact Salesforce.com agents with your questions. This edition is great
for large companies with complex business processes. The Unlimited
Edition requires a devoted administrator to take advantage of all the
functionality it offers.

Salesforce also offers a Developer Edition, which is a free Salesforce instance
with limited licenses that has full functionality for administrators and devel-
opers who need to test configurations and code customizations.

The best part about Service Cloud is how easy it is to use. Depending on the
way your business works, you can choose an edition that suits your needs.
And, because you're in the cloud, you can simply add more licenses as your
company scales or upgrade to another edition if you change your mind.

Logging In to Service Cloud

Because Service Cloud is entirely cloud-based, all you really need in order

to access it is an Internet connection. (Well, you’ll also need a username and
a password, but we’ll get to that.) You can log in from your office and then
pick up where you left off in your hotel while traveling in Tokyo. Salesforce
has many security measures in place to protect your identity and ensure that
your company’s sensitive data is not at risk.

Open sesame: Setting up a password

The first thing you have to do in order to set up your password is to have
your administrator click a button on your user record that generates a



