6 Strategies
for Improving
Self-Service
in Salesforce
Experience
Cloud
Don’t know where
to start with customer
self-service?
These six steps lay out
the winning plan.

Time and again, self-service has proven to be one of the best ways
to reduce support costs and improve customer satisfaction.
Today, some 69% of decision makers at service
organizations list self-service as a central part of their
overall service strategy.1 It’s a fundamental customer
service modality that meets four urgent needs:

1 Preference
The majority of customers prefer to self-serve.
A recent McKinsey study found that 60% of people
communicate with their service providers via
website/self-service first.2

2 Cost
The more resource-intensive a support interaction
gets, the more expensive. From call deflection
to reducing agent-assisted interactions, 91% of
organizations identify web self-service as a relevant
investment focus for its ability to help reduce contact
center cost.3
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3 Engagement
Even though an estimated 85% of cases could be
solved without human interaction,4 customer service
agents are still flooded with repeat “low-touch”
tickets every day. This leads to burnout, attrition,
and agent turnover — costly headaches for service
leadership.

4 Scalability
There’s a reason that more headcount and more
service infrastructure to support more cases is a
flawed equation — it’s not sustainable. By deploying
self-service solutions that help shoulder the load,
organizations are able to reallocate the space,
resources, personnel, and bandwidth they already
have in order to extend service and support
operations to new areas. And these solutions ensure
that business decisions made in those new areas are
informed by customer interaction data.

Inside the Fourth Edition of the “State of Service” Report

2 Service industries can fuel growth by making digital customer experiences a priority
3 Special Report: Self Service. 6 ways to meaningfully elevate your self-service offerings
4 10 reasons why AI-powered, automated customer service is the future
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Self-service is king.”
These are the words of Gartner Contributor
Kelly Blum.5 Which is why we see the
continued evolution and success of
Salesforce Einstein Search, Salesforce
Knowledge, and EinsteinBot. The question
remains, what opportunities do we have
to make these self-service experiences
exceptional? Especially at a time when
37% of customers still pick up the phone
to call the service center? 6

5 5 Customer Service Tech Trends for 2020
6 3 Flaws to Fix in Customer Self-Service
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Expand the Reach
of Knowledge
with Intelligent Search

Nearly all customer journeys are powered by
search. In one form or another, search is how your
customers, partners, and employees interact with
your organization to find what they need. They might
start with Google. Many go straight to your website,
help center, or community forums. Agents, of course,
rely on knowledge base articles and support docs
throughout much of their day.
With each interaction, each of these people is telling
you what they’re looking for, what their pain points
are, and how they’re going about finding a solution.
In other words, they are telling you everything
you need to know to design and deliver a relevant
experience — one which enables them to find what
they need, when they need it, in the way they desire,
to fulfill the intent that they carry.
While tapping into user behavior is key to delivering
such an experience, that is only half of the battle.
It is not enough to know what somebody needs if
the content most relevant to meeting that need is out
of reach.

What does “relevant” really mean?
Salesforce Knowledge can be a very powerful
source of relevant content. Still, “relevant” content
often encompasses more than the knowledge
articles that can be stored in Salesforce. Your
tier 2 support agents, for example, might need to
reference internal documentation, JIRA tickets, and
even PDF manuals. More than a few customers have
been known to hop around YouTube videos, forum
posts, and in-product guides to get what they need.

Across an individual user’s
lifecycle — from first
touch to loyal advocacy
— relevance is consistent
and persistent. Relevance
improves with each
interaction based on
the activities that came
before, with context
informed by every bit of
data and intent inferred
from every interaction
from the crowd.
What’s missing in many organizations is the ability
to bring all the content their users need to self-serve
into a single, integrated search experience on their
community or support site. Without that unification,
there is no guarantee that what a user seeks to find is
even accessible to them at a given touchpoint.
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How to bring it all together
at the “platform” level
By now, outfits running Salesforce Knowledge have
likely come across two obstacles to this kind of
integrated search-based experience. For one, there
are limitations around what external content can be
brought into Salesforce. Additionally, as powerful
as Einstein Search is, it’s not the engine powering
search within Salesforce Knowledge.
These limitations can be significant for organizations
that don’t house all of their content in one place.
As such, there’s a growing need to somehow
centralize and extend various sources of existing
knowledge content.

Seamless Support Experience
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This is intelligent search,
or the ability to swiftly and
securely index every content
source at the platform level.
• Connect to hundreds of sources and
countless systems to unify your content,
understand your visitors, and embed
intelligent search at every touchpoint
along the customer journey.
• Give customers, partners, and agents
the power to search everything — all
Salesforce records, Salesforce Knowledge
content, and external content —
whether they’re on your global website,
community, chatbot, agent console, or a
mobile device.
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Create a Visually
Compelling
Search Experience

Even novice users will notice a jarring or disjointed
search experience. Out of the box, custom and
native Salesforce objects look like separate sets
of results within the same search experience. In
one customer example, we found that ideas were
grouped together at the bottom, while Salesforce
Knowledge content was grouped at the top.
This kind of search experience can lead to confusion
and poor usability. Which is why 99% of Salesforce
deployments include some kind of search
customization. Organizations recognize the need to
present all of the different types of available content
in a way that encourages people to actually use it.
A seamless, visually appealing experience typically
has a few common characteristics:
• Integrates search results from multiple sources
into a “global” search experience, including
Salesforce records, Salesforce Knowledge
content, community content, and external content
sources, such as YouTube and JIRA.

• Incorporates multimedia in result thumbnails to
help users quickly figure out what type of content
they are being offered. To design rich result
templates, tailor the display to the different types
of content you have, and make use of thumbnails
and overviews.
• Uses search query recommendations based on
customer activity, the language others like them
have been searching for, and what search terms
are most likely to lead to successful outcomes.
• Offers results filters so users don’t have to
browse through long result lists to find what’s
most relevant to them. Facets help visitors quickly
drill down on their search results, based on
product interest, date, language, or other key
criteria. The number and nature of the facets
displayed should vary based on the query and
results themselves.

Enriched
Search Results
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Bring More Value
and Relevance
to Case Deflection

Customers are people, not cases. As strong as
the financial and business imperatives might be to
keep case volume down, “deflecting” cases often
translates to pushing customers away. It’s easy
to forget that by the time a customer reaches a
case submission form, they’ve likely exhausted all
other options for support. Not submitting a case
doesn’t mean that a customer actually found what
they needed.
In fact, there’s a chance that even the best case
deflection mechanism won’t give customers
the answer they need. And what if they filled out
the form improperly? They might get bounced to
different support specialists before getting the help
they need.

Parsing “new” vs. “known” issues
to better guide a customer’s case
In general, two thing happen on the case
deflection page:
• The system identifies a known issue based on
customer input and suggests answers that solve
the issue.
• The customer has a new or yet unknown
issue, cannot find their solution in the suggested
answers or search queries, and submits the
case anyway.
Next-generation case deflection not only deflects
known issues (see #1 above), but guides the
new and, therefore, unknown ones. While many
support organizations focus on deflecting cases, it’s
equally as important to ensure that, when a case is
necessary, the submission process is effortless and
captures the right information.
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The Intelligent Case Assist approach
This is the idea behind Intelligent Case Assist, which
uses Machine Learning (ML) to properly classify cases
on the first try. By prompting customers to provide
accurate and complete information, Intelligent Case
Assist ensures that cases are more likely to get routed
to the correct queue. This leads to faster service and
better customer experience overall.
• Improved self-service and case deflection:
When creating a case, users are more likely to
interact with documentation relevant to the issue
at hand,which leads to a more valuable deflection.
• Better accuracy in the customer case creation
process: Customers are able to categorize cases
more accurately which reduces the frequent backand-forth between agents and customers.

• Improved average case handle time/time
to resolution: Accurate case routing means
customers rarely have to repeat themselves or
be transferred to another agent.
• Self-improving case classification: Using ML,
Intelligent Case Assist tracks what people are
typing and which classifications they’re selecting
when submitting a case. Over time, the system
gets better and better at predicting accurate
classifications (so that the customer doesn’t have
to choose).
• Uninterrupted journey analytics: Intelligent
Case Assist uses analytics and ML to learn from
a user’s interactions in the case creation process
and even present them as insights to your agents
via User Actions.

Intelligent Case Assist
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Personalize Content
Recommendations
in Real Time

In addition to guiding customers to the right agent
or knowledge base article, service organizations also
have an incentive to personalize the very content
they display. It’s one of the fastest ways to reduce the
effort required to find the right information.
From what users see in the App Exchange, to
Communities and Salesforce Knowledge, there are
myriad ways to personalize the experience within
the Salesforce ecosystem:
• Visitor profiles: You wouldn’t present customers
with content intended for your partner portal,
right? Ideally, partners, customers, and internal
staff will each enjoy their own tailored content
experiences. For example, you might restrict
certain advanced troubleshooting articles to your
highest tier of support.
• Past purchases: Bring additional value to
the customer journey by suggesting content

that is tailored to the products that customers
have already purchased. Surfacing guides or
documentation related to products or services
that they don’t have simply creates noise that does
nothing to help them solve their problem. An
awareness of past purchases also gives an agent
a better idea of how to start a conversation.
• Behavior on site: People might not know what
it is that they need. By displaying and suggesting
content to people based on site behavior (clicks,
navigation paths, categorical interests, and so
on), you can connect them with potentially useful
content that they might not have otherwise known
about or found.
Finally, each interaction creates data points that can
be used to train machine learning models. These
models will learn to more accurately filter, refine,
and adapt content experiences to each person’s
particular needs.

Real-Time
Recommendations
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Boost
EinsteinBot
Capabilities

A CRM-connected service chatbot, like EinsteinBot,
can provide an additional layer of highly effective —
and highly scalable — self-service. Enriching these
service chatbots with rich sources of content and
data, leads to better accuracy, search, retrieval,
and adaptability.
However, this kind of depth and accuracy does not
require a complex tangle of predefined rules. In the
case of EinsteinBot, for instance, advanced Coveo
machine learning algorithms can be used to take
care of the otherwise labor-intensive “grunt work”
of constantly adding and tuning rules.

All Answers in EinsteinBot
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The results? A self-learning
chatbot that can:
• Provide answers without requiring
predefined rules or mapping
• Use intelligent content surfacing to
deal with unanticipated — or variably
worded — queries
• Index content of any source or type
• Preserve full customer context and
valuable interaction data that can be
carried over to other channels (such as
agent-assisted support)
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Continuously
Improve Based on
User Behavior

In service environments with different content, in
different places, getting pushed to different channels
and user profiles, data tends to accumulate. Very
valuable data, as it turns out.

• Understand user behavior and patterns:
What steps does a particular group take to get
to a particular outcome, such as submitting
a case? What did they search for and click on?

Measuring the success of these search experiences,
and continuously improving them, requires a clear
understanding of what content is helping users and
where they struggle to find answers. This can only
be achieved by having a complete line of sight into
each user’s search journey. In-depth search usage
analytics allow you to:

• Create reports to track progress:
Build reporting that helps analyze click counts
and average click-rank to ensure that relevant
content is delivered in every interaction.

• Identify and address content gaps:
Where do we need more content? What’s
missing? What are agents and customers
searching for but not finding?

• Assess self-service success globally:
Consider the full view of interactions across
channels, both internally and externally (what
Coveo calls a “unified” experience).

Unified Interaction Analytics
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Building on Powerful
Salesforce Capabilities
Delivering relevance at the platform level — across as
many customer, partner, and employee interactions
as possible — comes down to continuously learning,
improving, and adapting. It means bringing in more
knowledge, from more sources, and injecting it into
the customer journey in a cohesive, user-friendly
way. And it means powering self-service experiences
with an “intelligent” search experience powered by
machine learning and AI.
Delivering such an exceptional self-service
experience is possible for organizations that can
introduce these six strategies into their existing
Salesforce ecosystem. And given that people have
come to expect this level of self-service, it is essential
that organizations do so quickly. This is actually the
very imperative that led Salesforce to use Coveo
to power and connect their customer and support
experiences.

Next-generation
self-service, as we call it,
helps bring relevance
into every interaction.
In other words, it helps
more people get
what they need to do.

Coveo-Powered Experiences @ Salesforce

Salesforce.com

AppExchange

Trailhead & MyTH

Help & Training

Agent Console

LEX In-app Help

Idea Exchange

Developers

Salesforce.org

Partners.salesforce.com

Tableau

Mulesoft
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Save Millions
with Coveo!

Learn how Palo Alto Networks saved an estimated
$200 million in less than 2 years by leveraging
Coveo in their Salesforce experience.
Learn More >

Learn how Tableau transformed their Salesforce
self-service experience with Coveo to increase case
deflection by $1M per month.
Learn More >

Learn more about Coveo
Coveo is the world’s leading cloud-based relevance platform.
The Coveo Relevance CloudTM uses applied AI to deliver
relevant experiences in all digital interactions, from search
to recommendations to personalization.

Contact us

