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Salesforce Facilitates First Contact
Resolution of Service Incidents

salesforce

Provides customers with access
to a single point of contact for
requesting support services

Proactively embeds workflow
automation and prioritization of
incident tracking and resolution

Tracks and reports incident
statuses to detect underlying
trends

Communicates incidents that
are impacting service
availability to the entire support
organization



3 Pillars of Incident Management
Workflow Automation

Point of Case Knowledge
Contact Management Management
Detailed record of a Knowledge base of customer
First Contact Resolution customer’s inquiry, problem issues and resolutions for
or request issues
e Multiple channels to reach e Web to case origination via e Match keyword and fact
single point of contact: secure email channel patterns of new incidents
phone, web-email, web-chat e Automatically prioritize and automatically to the
o Automatic routing of assign cases to next available knowledge base to quickly
incoming inquiries to next agent in Support queue present relevant information
available agent based on team’s workload. on kn0\_/vn issues and
e Computer-Telephony e Prepopulated customer resolutions.
Integration of customer profile information via CTI * Customer and agent access

to the knowledge base

profile information, e Automatically escalate cases :
product/service to the next level of support through the self-service
relationships and case when they aren’t solved by portal and intranet links

history the first level of contact
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SALESFORCE INCIDENT
MANAGEMENT IN ACTION



Initial Customer Contact

Customer connects with contact
center via dedicated phone VRU
or secure website.

Customer enters account
identification information via
phone VRU, secure email or
secure chat.

a.  If connecting via secure email,
customer also enters issue
details in body of message.

Salesforce contact center
integration connects with
backend system of record to
verify entered account
identification information.

Salesforce contact center
integration populates and displays
verified customer account profile
information in a new case screen
to next available agent.

a. For email contacts, body of

customer’s message is displayed
in Synopsis Description.

Casa Datail

Case Origin
Contact lame

Account Hame 4

End-User Account
Cantact Emadl
Contact Phone

| Edit il Dolate §l Ch

00340202

Phaone

Brant Fox
moany (Tasy

608-362-7777
BTS Document Outsaurcing
BTS Client Senices.

6@7

fies 000 | CassHmione 107 | Cusiomer Satiafacton

5= Eane [ _Gone | Sharins [JLUS eintenance [ Trnper Lesd |

Subject  TestCase (50 e}
C=r v * Name, address, and
Type Genaral
sub-Type phone numbers
Priorit 2 (Medium) . .
sanee S * Customer contacts listing
e e Products/Services
Operating Systemn ° Case Notes
Mawr Project CARE ID
Technical
¥ Synopsis
Subject . Test
Description Test




Incident Identification,
Logging and
Categorization

1.

Agent clicks on Edit to enable
Case Edit.

00340202

- Devin Fleming IChinge]
Case Origin ~ Phane

Contact ame  Brent Fox

ABC Companf (Test

Contact Phone  608-387.7777
Product Group  BTS Dlocument Qutsourcing
Queue  BTS/Client Senices

Subject  Tokt Case
Descripion  Jast
Type /General
Sub-Type,
Priorgy 2 (Medium)
stafus Open
vefsion
comgonent

Case Detail Detat

2. Agent ascertains issue from
customer and transcribes
information in case details.

a. If customer contact is via chat,

Operating System

Hfw Project

CARE ID
Teochnical

Hisrarchial

Case Edit

Save | | Save & Close

agent obtains description of
customer’s issue from chat
window and inserts information
in case details.

Agent selects the applicable
category and type of issue.

Caller Information

Contact Hame | Michael Dulaney Q)
Account Name
Environment  [Production v

Implementation D

Case Information
Case Number 01589441
Case Owner  Michael Dulaney

Support Owner User v

Type] [Serice v
category] [Bill Pay Issue v (i

Product [BB v

Synopsis

Subject I Bill Pay Issue

Test

Save & New | Check Spelling | Cancel

Cese Origin  |[Phone

Status I Open

[N] Priority | 3 {Low)

severity |3 (Low)

| = Required Information

Escalation/Additional Information

Defect Number

Next Action ' [_None-- v

Next Action Description

Next Action Required By User
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Investigation and
Diagnosis

1.

Salesforce leverages keywords
entered in Type, Category and
Synopsis Description to search for
and display possible solution
recommendations to the agent
from the Knowledge Base.

Agent reviews list of
recommended solutions for a
possible match to the customer’s
issue.

eSolution topics by product

e Quick links to recently
viewed solutions

e Solution articles can also
be available to customers
through user community
web page.

Case Edit Save | |Save & Close  Save & New| Check Spelling  Cancel

Caller Infermation

Contact Name Imichael Dulaney Q)
Account Hame
Environment  [Production %

Implementation ]

Case Information

Case Number 01589441

Case Origin I Phone

| = Required Information

Enter keywords to find matching solutions

search for: | in| Commercial Banking

¥ | Find Solution

Case Owner  Hlichael Dulaney Status | Open

Support Owner  [Uger v Q) Priority |3 (Low) v

Tyee || Senice ¥ severity |3 (Low)  |v|
category | [Bill Pay Issue v
Product [BB v
Synopsis
Subject | Bill Pay Issue
Test
Solutions Help for this Page
& Home

Browse Solutions

All Solutions \ BT Public Solutions \ Commercial Banking

Subcategories in "Commercial Banking™

Business Banking

Information, Training, How To, General, Glossary

Business Financial Solutions

Solutions in "Commercial Banking" and Subcategories

Solution Title

TestKB input -

BFS: Corporate Users - Admin Report
Intuit Financial Services Work Order

RCA

Transaction Type Codes Added to Production Do Not Alwavs Get Updated in Preprod
BFS Customer Requests a DPV Conversion

How much Business Banking History can be displaved

Business Banking Timeout Screen - Can it be edited?

Related Cases

- -

o o o o o o

Sort by: | Most Commonly Used

Status

Not reviewed
Reviewed
Not reviewed
Not reviewed
Not reviewed
Notreviewed
Not reviewed

Not reviewed

Last Modified Date
9/13/2012
11712012
9/13/2012
911312012
9/13/2012
9132012
91312012
9/13/2012

v




Resolution and Recovery

Agent locates and clicks on link of
recommended solution that best
matches the customer’s issue.

Salesforce displays the selected
Solution Detail page.

Agent walks customer through
troubleshooting steps as denoted
on Solution Detail page.

a.  If customer contact is by email,
agent creates email response
with solution details.

b.  If customer contact is by chat,
agent inserts link to solution
details in chat window.

Solufions Heb for this Page &
¢ Home

Enter keywords to find matching solutions.

search for: | in| Commercial Banking ¥ Find Solution

Browse Solutions

Al Solutions \ BT Public Selutions \ Commercial Banking

Subcategories in "Commercial Banking”

Business Banki

iness Financial Solution
Information, Iraining, How To, General Glossany
Solutions in "Commercial Banking" and Subcategories Sort by: | Mest Commenly Used &
Solution Title Related Cases Status Last Modified Date
Test KB Inpyt - 1 Maotreviewed 9132012
FS. I s - Admin 1 Reviewed 1172012
Intuit Financial Senices Waork Order 0 Motreviewed Q132012
i i i La] 4 0 Motreviewed aM32012
Tran: n Ty A 1o Pr. jon Do Mot Alw t in Prapr 0 Mot reviewed an32012
F: R PV Conversion 0 Notreviewed 91372012
How much Busin nking History can be display 0 MNotreviewed 9132012
in nking Tim n-Can ited? 0 Motreviewed an3z2012
Solution Customize Page | Printable View | Help for this Page &
¢ Test KB Input -
Attachments [01 Cases [1] Solution History [11 Selution Categeries [11 Open Activities [0] Activity History [01
Solution Detail Edit
¥ Solution Information
Solution Number 00025830 Status  Notreviewed
Visible in Self-Service Portal Forusein
Attachment
w Detail Information
Solution  TestKB Input- Intuit Title
Title
Solution TestKB Input More
Details Information
Product Agent Notes

Agent Notes
For Full
Article

v System Information
Created By  Nebivou Ergete, 9/13/2012 2:21 PM Last Modified By ~ Nebivou Ergete, 9/13/20122:21 PM
Solution Record Type BT US C-Banking Solutions [Changel

Edit




Incident Closure or
Escalation

1. If recommended solution is successful
with customer, agent enters resolution
in Synopsis Description, changes Status
to Resolved then clicks Save & Close
case.

2. If recommended solution is not
successful, agent repeats viewing list of
other recommended solutions.

a. If no matches are found, agent
assesses the impact of the issue then
assigns Priority and Severity to
customer’s issue.

b. Agent selects Status for next level
support then saves case for escalation.
Case is routed to next available Level 2
agent for resolution for follow-up with
customer.

3. If agent finds an unpublished solution
for customer, agent transcribes
information in case details.

a. Agent selects Next Action of Create
Knowledge article and enters
information from case details in Next
Action Description.

b. Agent clicks to Save & Close case.

Case is routed to Knowledge Manager
for entry of new article in Knowledge
Base.

Case Edit
Caller Information

Contact Name I Michael Dulaney
Account Name
Environment  [Production v

Implementation  [T]

Case Information
Case Number 01589441
Case Owner  Michael Dulaney

Support Owner ' [ger

Tvpe |Senice ¥
Category | Bill Pay Issue
Product BB v

Synopsis

subject. | Bill Pay Issue

Save Save & New | Check Spelling | Cancel

Q)

Cese Origin  |[Phone
p—

Status I Open

- =] Priority I 3 {Low)

severity |3 Low)

v

v

| = Required Information

Escalation/Additional Information

Defect Number

Next Action -None--

Next Action Description

Next Action Required By User




Summary of Key Benefits

Salesforce service and support automation helps
companies be successful with incident management
by:

* Ensuring that standardized workflows,

recordkeeping and ongoing case management are
used for efficient and prompt response

* Increasing visibility and communication of
incidents and resolutions to business and support
staff

* Increasing satisfaction through a seamless
customer experience



