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Introduction

In today's rapidly evolving digital landscape, leveraging artificial intelligence (Al) is no
longer optional but a necessity for businesses striving to stay competitive. Salesforce's Al
capabilities are transforming customer service by automating routine tasks, providing
intelligent recommendations, and enabling more personalized interactions.

This whitepaper covers the key Al functionalities available in Salesforce, including
Einstein Reply Recommendations, Chatbots, Case Classification and Wrap-Up, Next
Best Actions, Article Recommendations, Conversation Mining, Einstein Knowledge
Creation, Service Replies for Chat and Email, and Work Summaries. Each section
outlines the benefits, preparation steps, prerequisites, and implementation guidelines for
these features.

Understanding the potential challenges and data requirements is crucial for a successful
Al integration. This whitepaper aims to equip you with the knowledge to navigate these
challenges and leverage Salesforce's Al capabilities to drive significant improvements in
response times, accuracy, and customer satisfaction while freeing up human agents to
focus on more complex and value-added tasks.
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Potential Challenges & suitable Feature

Challenge

Hard to strategize support time

Closing cases takes time away
from helping customers

Too much time is spent on other
apps looking for the “right” reply

Difficulty in filtering help content

Lacking email responses to
CSAT surveys

Description

Support agents often get caught up doing monotonous
busywork. Today, agents need to categorize the case
before sending it to an appropriate agent who’s equipped to
solve a particular inquiry. This can take valuable time that
can be spent with the customer.

At the end of a customer chat, agents must finish up the
case before they can move on to helping the next customer.

Every customer is unique and so are their messages.
Company-to-customer communication isn’t always
streamlined, and customers can end up receiving different
answers for the same question. To avoid this, agents spend
a lot of time talking to other agents, writing sticky notes, or
switching from template to template.

There are tons of knowledge articles in your Salesforce org.
When a customer has a question that your agent can’t
answer off the top of their head, this might be the first place
they go to. With all the articles to sort through, this can
lengthen the time it takes to close a case.

Agents rely on CSAT scores to develop and strengthen their
customer relations.

LIONGATE WHITEPAPER ON SALESFORCE EINSTEIN FEATURES

Einstein for Service Feature

Einstein Case
Classification: This feature
predicts field values for agents
when a case is created. The
predictions are based on data
from cases.

Einstein Case Routing: This
feature uses your existing case
routing logic to route cases that
have been auto-updated by
Einstein Case Classification.

Einstein Case Wrap-

Up: Einstein suggests values for
case fields so that chat agents
can focus on the customer and
less on completing case
summaries.

Einstein Reply
Recommendations: Agents
receive recommendations on how
to respond to a customer. These
replies are preapproved by
admins, and can be personalized
by the agent before being sent to
a customer.

Einstein Article
Recommendations: Agents
receive article recommendations
from their knowledge base when
a case is created or updated.
Your agents can either read
these articles for themselves, or
send them directly to customers.

Einstein Next Best

Action: When an agent helps a
customer, they are prompted by
Einstein to send a CSAT survey
as soon as the case is closed.




Data and License

Tool

Einstein Case
Classification

Einstein Case
Routing

Einstein Case Wrap-
Up

Einstein Bots

Einstein Article
Recommendations

Einstein Reply
Recommendations

Available In

Enterprise, Performance, and
Unlimited

Enterprise, Performance, and
Unlimited

Enterprise, Performance, and
Unlimited. In Enterprise edition, the
Digital Engagement license is
required for Chat.

Enterprise, Performance, Unlimited,
and Developer

Enterprise, Performance, and
Unlimited

Enterprise, Performance, Unlimited,
and Developer
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Data Requirements

At least 400 closed
cases from the last
six months, but more
than 400 is ideal 400
closed cases with a
value in each field
that you want to
predict

1,000 cases 100
closed cases that
used each field and
value you want to
predict

Same as Einstein
Case Classification.

Einstein Case Wrap-
Up also requires
Chat in your org.

Two intents
(customer’s goal),
with at least 20
utterances per intent
(100 to 150
utterances per intent
recommended)

(Required) Three
knowledge articles
(Recommended)1,00
0 cases from the
past 2 years
(Recommended) 500
case-article attaches
from the past 2 years

1,000 closed English
chat transcripts

LIONGATE WHITEPAPER ON SALESFORCE EINSTEIN FEATURES

Customer Data and
Salesforce Objects
used

Case

Case

Case,
LiveChatTranscript

Utterances selected
by customer, Object
used;
MllnentUtterance

Default model
doesn’t use customer
data. If enabled,
customer-specific
model uses Case,
Article (Knowledge
__kav), and Case
Article.

LiveChatTranscript,
QickText

Requires Einstein
for Service Add-On
License?

Yes, for full
capability. The try
Einstein version
doesn’t require the
add-on license.

Yes

Yes, for full
capability. The Try
Einstein version
doesn’t require the
add-on license.

No. For more
channels, the Digital
Engagement add-on
license is required.

No

Yes
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Data and License

Einstein Performance, Unlimited, and
Conversation Mining  Developer
Service Intelligence add-on

1,000 cases 100
closed cases that

Einstein Knowledge Enterprise and Unlimited used each field and
Creation value you want to
predict

Einstein Service

RoplinStor Ghat Enterprise and Unlimited

Einstein Service
Replies for Email Enterprise and Unlimited

Einstein Work

. Enterprise and Unlimited
Summaries

LIONGATE WHITEPAPER ON SALESFORCE EINSTEIN FEATURES

Case,
ConvReasonReportD
efinition,
ConvReasonReportS
egmentDef,
ConversationReason

ConversationReason
Excerpt,
ConversationReason
Group,
EmailMessage,
LiveChatTranscript

Case,
CaseComment,
Email,
KnowledgeAtrticle
(Knowledge__ka),
KnowledgeArticleVer
sion
(Knowledge__kav),
LiveChatTranscript,
MessagingSession

Yes

LiveChatTranscript,
VoiceCall, Case,
Knowledge, Email, Yes
MessagingSession,
ConversationEntry

Case, Knowledge,

Email Yes

LiveChatTranscript,
VoiceCall, Case,
Knowledge, Email, Yes
MessagingSession,
ConversationEntry
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Overview of Einstein Reply
Recommendations for Salesforce
Service Cloud

Introduction

Einstein Reply Recommendations is an Al-powered tool that suggests replies to customer queries
in real-time. These replies are generated using deep learning and natural language processing
(NLP) from historical chat transcripts. By leveraging historical chat transcripts, it provides agents
with suggested replies in real-time, allowing for quicker and more accurate responses.

Case Wrap-Up
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Key Benefits

1.Faster Response Times: Agents receive the right recommendations quickly, reducing the
time spent searching for responses.

2.Improved Accuracy: Recommendations are based on previous successful interactions,
increasing the likelihood of accurate responses.

3.Focus on Complex Issues: By automating routine replies, agents can concentrate on more
complex customer problems.

4.Standardized Communication: Ensures consistent and standardized communication across
the support team.

LIONGATE WHITEPAPER ON SALESFORCE EINSTEIN FEATURES
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5. Efficient Chat Closure: Speeds up the chat-closing process by providing ready-to-use replies.
Preparation

. Atleast 1,000 English chat transcripts are required for the Al to generate accurate
recommendations.

Prerequisites

. License: Available in Enterprise, Performance, Unlimited, and Developer
. Einstein for Service Add-On required.

Implementation Steps

Review data Build your Give agents
requirements. model. access.

©

o NN o o I o

© e

Turn on Review and Activate your
Einstein Reply publish replies. model,
Recommendations.

LI B )
LI
LI

Step 1: Review Data Requirements

. Ensure you have at least 1,000 closed chat transcripts.

. The transcripts should be substantial enough to provide meaningful data for Al pattern
detection.

LIONGATE WHITEPAPER ON SALESFORCE EINSTEIN FEATURES
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Step 2: Turn on Einstein Reply Recommendations

. From Setup, in the Quick Find box, enter "Einstein Reply Recommendation," and select it.
. Click the toggle to enable Einstein Reply Recommendations.

Step 3: Build Your Model

. On the Einstein Reply Recommendations Setup page, click "Let's Go."
. If you don't have enough closed chats, Einstein will notify you.
. Click "Build Model" to start the process. Building can take up to 48 hours.

Step 4: Review and Publish Generated Replies

. After the model is built, review the list of generated replies.
. Ensure the replies:
o Accurately represent your customer service policies.
o Are up to date and relevant.
o Do not contain sensitive information.
. Convert these replies to quick text for easy editing and publishing.
o Assign category (e.g. ,Greeting®)
o Available for Einstein Reply Recommendation& searchable quick text
o Publish multiple: edit all in Quick Text page after publishing
. Up to 100 replies can be generated

Step 5: Give Agents Access

. Assign the "Einstein Reply Recommendations User" permission set to your agents.
. Provide access to the quick text folder containing the published replies.

Step 6: Activate Your Model

. On the Einstein Reply Recommendations page in Setup, confirm that all desired replies are
published.
. Click "Activate" to start using the recommendations.

° Einstein has identified your top replies. Review and publish them to quick text so they can be recommended to agents. Then activate your model, X

Build Model Activate Model

" o

—

ill All REP“I!'E - Publish to Quick Text
11 itemns - Sorted by Name - Filtered by all reply texts - Updated & minutes ago ®-jc
Name T - Reply Text “ ReplyT.. »» Status »» Created Date  Last Modified ... - Last.. w
| 00000001 To reset your password visit hit...  Einstein Mew 3712020, 1:3...  3I7I2020,1:32PM  autoproc v
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Using and Improving Einstein
Reply Recommendations

Agent Interaction

o Agents receive real-time reply recommendations during chats.
» They can edit replies before sending them to ensure relevance and accuracy.

Customizing Replies

» Update and customize replies regularly from the Quick Text tab to keep them relevant and

engaging.
» Use merge fields for personalization.

Continuous Improvement

» Review and update quick text often.
« Allow agents to provide feedback by clicking "Not Helpful" under unsuitable replies to improve

future recommendations.

BEST

Items must be returned in their original condition, unopened, to
qualify for a full refund. The refund amount will be deposited back
to the original form of payment.

Post Edit Not Helpful

LIONGATE WHITEPAPER ON SALESFORCE EINSTEIN FEATURES
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Overview of Chatbots

Introduction

A chatbot is an application that simulates human conversation through text or voice interactions. It
can be used for various customer interactions, reducing the need for human agents and providing
immediate responses.

Chatbots and Al: Not all chatbots are connected to Al. The use of Natural Language Processing
(NLP) and NLU in Salesforce Einstein Bots allows for smarter, more human-like interactions by
learning from customer interactions.

Key Benefits

1.Quick Case Deflection: Chatbots can immediately answer specific customer queries,
reducing the number of cases for support agents.

2.Reduced Wait Times: Customers receive instant responses, minimizing time spent in
queues.

3.Saved Time for Agents: By handling simple inquiries, chatbots free up agents to focus on
more complex issues.

4.Efficient Redirects: Chatbots can direct customers to the right resources quickly.

5.Intelligent Responses: With Natural Language Understanding (NLU), chatbots can provide
appropriate responses and improve over time.

Preparation

Initial Planning Questions

1.Identify Business Goals: Determine what you want the bot to achieve (e.g., handle more
support cases)

2.What routine issues should the chatbot resolve?

3.KPIs: Establish KPIs such as cases deflected, customer satisfaction, leads generated, and
product purchases.

4.Do you have a set of knowledge base articles for common questions?

5.How many chatbots do you plan to create initially?

6.How will you set customer expectations about the bot’s capabilities?

LIONGATE WHITEPAPER ON SALESFORCE EINSTEIN FEATURES PAGE 10
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Choosing Bot Types

. Menu-Based Bots: Simple and structured, ideal for basic tasks.
. NLP Bots: Understand natural language, offering a more conversational experience.
. Hybrid Bots: Combine menu-based navigation with NLP for flexibility.

Content Planning

. Bot Context: Company name, industry, common customer service scenarios.

. Bot Personality: Name, personality traits, greetings, farewells, and responses.

. Conversation Design: Ensure the bot identifies itself as non-human, include menu options,
and plan for openings, closings, and response delays.

Content Considerations

. Openings: Start with a question to engage the customer immediately.

. Closings: Use phrases like "Thank you" to end chats.

. Response Delays: Mimic human response times (2-4 seconds).

. Emojis and Emoticons: Use appropriately to convey warmth.

. Text Style: Choose fonts and text styles that align with your brand and clarify bot interactions.

Prerequisites

Required Licenses and Features

1.Service Cloud License.
2.Complete the Chat guided setup flow in Service Setup.

Implementation Steps

Enabling Einstein Bots

1.Go to Setup.

2.Enter Einstein Bots in the Quick Find box and select it.

3.Toggle the switch to enable Einstein Bots.

4.Accept the terms if you agree.

5.Click Create a New Bot, select Standard Bots and Intro Template, and complete the wizard.

LIONGATE WHITEPAPER ON SALESFORCE EINSTEIN FEATURES PAGE 11




S¢ Liongale

Map Flows and States and Identify Key Dialogs

. ldentify different bot subprocesses (e.g. introduction, transfer to agent, customer
identification)
m become dialogs (conversation snipptes)
. Mapping relationships between subprocesses
o Encapsulated subprocesses
o Connected subprocesses
o Independent subprocesses

g Dialogs - Map -

Welcoms

Main Many Calt Clasr mamory

D D) B

Repart an it canl Croate cate Chack the atatus

© B

st Padirect Cane losk up

Lo B ©

Gat unav info Tranafer to agemt Redicect Redirect

t@

Call

>0 - 0 0

can Redirest

Create case Cane leand Cate ot lound

Implementing NLP Processing for Chatbots

. Intent Models: Core of NLP, linking user utterances to specific intents (requests).
. Utterances: Examples of what users might say, mapped to intents. Requires at least 3-5
intents with at least 20 utterances each for initial setup.

Best Practices:

. Balance utterances across intents to avoid model bias.
. Ensure utterances are unique and vary in length.

LIONGATE WHITEPAPER ON SALESFORCE EINSTEIN FEATURES PAGE 12
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Sourcing Utterances:

1.Crowdsourcing from customer service data
2.Input Recommender in Bot Builder
3.Intent sets from AppExchange

4.Data from Template Bot intent set

Building and Training the Bot:
1.Collect and upload utterances and intents.

2.Use Bot Training in Bot Builder to verify and classify data.
3.Regularly rebuild the model with new data.

Post-Launch Management:

. Initially, the bot may only recognize exact matches but will improve over time.
. Monitor and update the model twice a month via the Model Management tab.

PAGE 13
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Overview of Classification Apps -
Case Classification & Case Wrap-
Up

Introduction

Case Classification and Case Wrap-Up analyze past cases to suggest what field values should be
filled in new cases.

Caze
Seeking guidance on electrical wiring installation for GC50680 kil - - TGN =
Prasr Ry Statud [
High Ergalated 00028
Fesd Related Case Classification |
Contact Name Account_Looskup ""--.-/
Log a C Stela Paviova
St Aniat_Laokup
Escalaied
Seeking guidance on High
elecirical winng
Mot Recent Activity v thig f x| e ingtallation for GCEOGD
Al Updates Call Legs Text Paits S1atut Changes
L 4|
” .
Case Wrap-Up
System August 10, 2021 at 1159 P e bl Case Cwmar \"---'/
5 AGTAS Al
Case updated G0001026 Acirren Uger
Stana WOw
Pricrity. Low 10 Highi HeER High
Pricsrizy: High 1o Low
Pricrty: Léw 16 High Subgect
A Secking guidance on electrical wiring nstallation for GCE0G0
» Admin User Awguit 18, 2031 at 100G PM w
Coase shaties uraisted L= =

Key Benefits

. Saved Time for Agents: Reduces time spent on paperwork, allowing agents to focus on
high-order tasks.

. Improved Data Quality: Enhances data accuracy on cases, reducing human error.

. Faster Case Resolution: Automates case routing, leading to quicker resolutions.

. Better Customer Service: Improved data accuracy and faster resolutions enhance customer
satisfaction and loyalty.

LIONGATE WHITEPAPER ON SALESFORCE EINSTEIN FEATURES PAGE 14
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Preparation

. Determine Fields for Prediction:
» Useful fields include Case Reason, Language, Escalated, and Priority
» Ensure at least 400 closed cases with values in these fields
» Exclude fields that change over the life of a case, such as Case Status.
. Best Practices for Data Preparation
o Audit and Verify Data: Ensure the accuracy of closed-case data and make necessary
adjustments.
Unified Field Values: Simplify similar field values for clarity.
Specific Field Values: Avoid overloaded fields by creating specific values.
» Case Volume: Ensure a sufficient number of closed cases (minimum 400, ideally 1,000).
o Check for biases: characteristic, factor, group over/underrepresented

(-]

o

Prerequisites

— @ —0 —0 —0
= @ LT &

Case
Management

\_ \_ \. \_

Channels Knowledge Al and Bots

. License: Available in Enterprise, Performance, and Unlimited — for full capacity Einstein for
Service Add-On License

. For ,Automate Value“ paid version of Einstein Case Classification

. Set up Case Management

LIONGATE WHITEPAPER ON SALESFORCE EINSTEIN FEATURES PAGE 15
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Implementation Steps

Customize field
Review data Customize prediction Activate your
requirements. your model. sattings. model.

- . L ] L]
- L] - -
- L] L] -
- - - -
D 0 O 6 0O 0O G
- . L
Ll - - .
* - - -
L . - -
N - | ,"' 1
6 é‘\ 7
Turn on Bulld your Glve agents u L
Einstein Case model. access. 1
Classification.

- ‘. ¥ ’ J
r = .
— : L I’ t I. AEF J k_ I& ;5_5._ £
Step 1: Enable Classification Apps

. From Setup, enter "Einstein Classification" in the Quick Find box and select it.
. Click the toggle to turn on Einstein Classification Apps.

Step 2: Configure Predictive Model

1.Create a Model:
o Click "Get Started" or "New" on the Einstein Classification setup page.
o Select an app, enter a model name, and click "Next".
o Select all case data or segment (eg particular business unit)

Want Einstein to provide predictions on all new cases? Einstein is here to help
.
Einstein looks at all closed cases created in the past 6 months that include a subject or description, and then predicts field values "‘
on all new cases. f you want, define a fSiter on closed cases to create & segmaent of subset of cases. Einstein analyzes only cases in
your segment, and makes predictions only on new cases that meet your segment criteria. Choose what fields to filter by
Yes, use o csd O3t Base your Segment on a record 1ype of a

similar field that indicates & case'’s business
category. If you add multiple conditions,
choose whether Einstein's

* Bchade Reccrds That recommendations should be based on
cases that meet all or just ona of the
conditions, For examgple, have Einstein look
al cases in the Enterprise unit ina
particular region.

# Mo, focus on a segment (sdvanced oplion)

Meet Custom Condition Logic .

* Cusiom Logic

O jAND(ZOR3)
Understand how recommendations

work
* Field * Operatos *Type * Value
Einstein makes recommendations only on
1 Priofity Q, Diosirs nod equal v Picklist - Liwe v (] the new cases that match your segmen
crileria,
* Faild * Dpbrator *Typd * Vahoo
2 Escalated Q Equals b Boolean b Trus v (-]
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. Define Criteria to identify example cases

New Classification Model

Want Einstein to learn from all cases? E;‘;:lwn is here to

If you want specific cases to serve as examples, set your criteria. Einstein will learn only from cases that meet your H
criteria. If you defined a segment, your example cases come from your segment.

Why use example cases?
Yas, learn from all recently closed cases
Most businesses won't define example
cases. Unless you've done advance
planning to identify your criteria, just
* Include Records That select Yes, learn from all recently
closed cases.

® Mo, learn from specific cases (Advanced)

Meet All Conditions -
If you use example cases, review these
reminders.

pEa * Cparator " Type S + Use cases whose completed fislds
Case Origin Q, | Doesnotequal Picklist v Ernail v || @ and field values reflect your best
practices. Einstein identifies data
patterns in those cases 1o make
* Fiakd * Operator * Type * Value predictions.
AND Escalated Q Equals - Boolean - Troe - B « Using example cases doesn't affect

which cases get recommendations.

+ Add Condition

. Select fields to predict

Mew Classification Model

Add fields to predict Einstein is here to
Mp LI
Which fields do you want your agents to get recommendations for? Add up to 10, "‘
How do | decide which fields to
0, Search fields select?
Priofity *  Escalated » Case Type If you want Einstedn to predict a

particular field, add it to your model.
However, there are vanious reasons that
you might want to axclude a field. If a

3 of 10 figlds selected

Label 4 APl Hame Controlling Field O Data Type O fiakd isn't currently Being used, of
- = e === shouldn’t be used as part of your best
SLA Violation SLAViolation_c Picklist practices, don't include it in the model.
+  Product Product_c Picklist e AR ST
To predict a fiedd’s value, Einstein
Priority Priority Picklist needs closed cases with a value in that
field. The more closed cases, tha
battert
+  Potential Lisbility PotentialLiability_c Picklist
High: >10,000 closed cases
+ s i La i Picklist Medium: 1,000-10,000 clozed cases
o Mguag e Low: 400-1,000 closed cases
Insufficient: <400 closed cases
Escalated IzEscalated Checkbax
Case Type Type Picklist
=+  CaseReason Reasan Pickiist

o 0 c o =1
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. Order Models by prioriy
If case matches multiple criteria: recommendations come for highest prio model

2. Build the Model:
. On the Einstein Classification Setup page, select the model name and click "Build".
. The process runs in the cloud and may take several hours.
Step 3: Configure Field Prediction Settings
Select a field and turn on:
. "Select Best Value" for agent to confirm
. "Automate Value" for autofill without agent confirmation (available in paid version Einstein
Case Classification)
. Confidence levels differ
Step 4: Assign Permissions
1.From Setup, enter "Permission Sets" in the Quick Find box.
2.Select "Einstein Case Classification User" and click "Manage Assignments" to assign users.
Step 5: Add Classification Apps to the Service Console
1.In the Lightning App Builder, open the case record page.

2.Drag the Einstein Field Recommendations component onto the page.
3.Select "Case Classification" or "Case Wrap-Up" as the type and save changes.

Step 6: Activate the Model

1.0n the model’'s Setup tab, click "Activate".

Step 7: Monitor Performance

1.Use the Performance dashboard to review prediction accuracy and adjust settings as needed.

LIONGATE WHITEPAPER ON SALESFORCE EINSTEIN FEATURES PAGE 18
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Overview of Next best Actions

Introduction

Next best Actions provides personalized recommendations for the next best action to take with a
customer. It integrates various data sources, predictive models, and business rules to suggest
optimal actions, enhancing decision-making across sales, service, marketing, and commerce.

Key Benefits

. Unified Insights: Combines data from Salesforce and non-Salesforce sources for

comprehensive insights.

. Actionable Intelligence: Provides timely recommendations tailored to specific roles and

contexts.

. Efficiency: Automates actions based on recommendations, reducing manual processes and

increasing productivity.

Applications:

Sales

Service

Marketing

Commerce

Send a notification to customer that
contract is
expiring

Send CSAT survey
to customer who just
called in

Put a campaign on
hold based on poor
predicted

performance

Send customer with low
engagement an email

detailing highest recommended
products

Upsell product or service to
customer who meets
requirements

Upsell product or
service to customer
who meets

requirements

Send custom offer
to customer based
on likelihood

to engage

Send different offers to different
groups of

customers based on average order
value

Recommend how to allocate
resources based on sales
forecasts

Send an offer to
customer with high-
attrition risk

Send offers to
customers who
represent brand well

on social media

LIONGATE WHITEPAPER ON SALESFORCE EINSTEIN FEATURES

Package bundled product
recommendations based on
purchase data

PAGE 19




Remind if there’s a new hot lead or
a promise to
follow-up with a customer

Send customer an
inspection notice if
items have a

high chance of
needing repair

S¢ Liongale

Send discount to
customer who
abandoned cart on

website

Send proper engagement to customer
based on
likelihood of returning an item

Send custom proposal to prospect
based on
likelihood to engage

Send custom
engagement/messag
e to customer with

high chance of
escalating case to
social media

Recommend to add
a particular
customer to a

specific campaign

Recommend to engage with customer
based on length
of time on website

Preparation

1.1dentify Key Personas: Determine the target personas for recommendations (e.g., sales
reps, customer service agents).

2.Define Business Objectives: Outline goals (e.g., upselling products, reducing churn,
improving customer satisfaction).

3.Data Availability: Ensure necessary data accessible within Salesforce, such as customer
profiles, purchase history, and interaction logs.

4.Understand Use Cases: Have a clear understanding of specific use cases where NBA can
be applied (e.g., offering TV streaming service to internet subscribers).

Prerequisites

. License: Available in Essentials, Professional, Enterprise, Performance, Unlimited, and

Developer

. For full capacity Einstein for Service Add-On required

Implementation Steps

1. Define Recommendations

1.Access Recommendations:
o Navigate to App Launcher.
o Select Recommendations.

2. Create a New Recommendation:

. Click New.

. Enter Name and Description.
. Upload an Image (optional).

. Define Acceptance and Rejection Labels.

. Link to an Action if the user accepts the recommendation.
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3. Activate the Recommendation:
. Ensure Is Action Active is checked.
. Activate the flow linked in the Action field if necessary.

2. Create Action Strategies

1.Access Action Strategies:
o Go to Setup.
o Enter Next Best Action in the Quick Find box.
o Select Next Best Action.

2. Create a New Strategy:
o Click New Strategy.
o Enter Name, APl Name, and Description.
o Define the Object Where Recommendations Display (e.g., contacts, accounts, cases).

3. Build the Strategy:
o Use Strategy Builder to define nodes.

« Yellow Nodes: Recommendations.
« Blue Nodes: Filtering and sorting.
« Pink Nodes: Branch logic.
« Teal Node: Winning recommendation.

. Example: For a telecom sales rep, create nodes to check for internet service and filter out

those with TV streaming.

H—E—8-

Streaming _TV Has_Internet Has_Streaming_TV
Load Branch Selector Branch Selector

|'_( E E nulonen-eﬂ
B B " B0

Onlme_Securrty Is_Continental_US Has_Online_Security Will_Attrit Output
Load Branch Selector Branch Selector  >—P T,L ——  Branch Selector
Upsell_Offers
Sort
Tech_Support Has_Tech_Support
Load Branch Selector

International_Plan  International_Service
Load Branch Selector
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3. Inject Intelligence into Action Strategies

1.Use Einstein Prediction Builder:
o Integrate predictive models (e.g., Likelihood_of_Attrition).

2. Add Intelligence Nodes:
o Insert nodes in the strategy to use prediction scores.
o Example: If Likelihood_of_Attrition >= 20%, recommend auto-renew plan.

4. Display Recommendations

1.Use Lightning App Builder:
o Go to a Contact Page.
o Click Setup and then Edit Page.
o Drag the Einstein Next Best Action Lightning Component to the desired location on
the page.
o Save the changes.

5. Activate Automation

1.User Interaction:
o Ensure the user can accept the recommendation.
o Example: When a customer accepts an auto-renew recommendation, a confirmation email
is sent, and the contact record is updated.
2. Monitor and Adjust:
o Regularly review performance and adjust recommendations and strategies as needed.
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Overview of Article
Recommendations

Introduction

Article Recommendations is a feature that uses Al to recommend relevant knowledge articles to
customer service agents. By leveraging natural language processing (NLP) and historical case
data, Einstein can provide accurate and timely article suggestions, improving agent efficiency and
customer satisfaction.

Key Benefits

. Increases agent morale by 75%.
. Improves first contact resolution by 82%.
. Saves time by quickly finding relevant articles from a large database.

Preparation

Required Data:

. Knowledge Articles: At least three articles in the Salesforce Knowledge base.
. Closed Cases: A minimum of 1,000 closed cases with at least one descriptive text field (e.g.,
Description).

Recommended Data:

. Case-Article Attachments: At least 500 instances where articles are attached to cases.
. Ensure descriptive fields are populated with relevant information.

Implementation Steps
Step 1: Enable Einstein Article Recommendations

1.Go to Setup in Salesforce.
2.In the Quick Find box, type "Einstein Article Recommendations" and select it.

3.Click the toggle to enable the feature.
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Step 2: Create Your Model

1.Under Select Fields, click Select | Next.

2.Choose the supported languages you want to include in your model

3. (Dutch, English, French, German, Italian, Portuguese, Spanish).

4. Verify that your selected languages are active in your Knowledge settings.

Step 3: Select Fields for Einstein to Learn From

1.Select fields from cases that provide rich, descriptive data.
2.Rank these fields based on their importance.
3.Choose fields that might be updated.

Set Up Einstein Article Recommendations
Select Case Fields

To ensure that agents receive relevant article recommendations, choose case fields for Einstein to analyze.

Choose a primary field
Select the text field with the most important content. This could be the default Subject field or a custom field.

* Primary field

Subject v

Choose supporting fields
Select up to two text fields that capture the most useful information about your customers' issues, such as the case
description. Help Me Choose

* Supporting fields

Available Fields Selected Fields
g Descripti o
Case ID SRRl o Rank the fields you select from
most to least important. The

Case Number field order tells Einstein what

4 = to look at first. Einstein builds
Company your recommendation model
N based on combined content
e from these fields. Learn More
Phone
Subject
Back O Next
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Step 4: Build and Activate Your Model
1.Follow the prompts to build your Einstein model.

2. Activate the model once it's built.
3.Ensure agents have access to view and use the recommendations.

Step 5: Train Agents and Roll Out

1.Train your support team on how to use the recommendations.
2.Check relevance score and dismiss if ,Not Helpful* to improve model

+ Follow Edit Knowledge v
Status Search Knowledge L r
n New
Updated 01:00 PM - 3 recommendations - Sorted by relevance
I 'h 99.98% relevant Mot Helpful
= |

pt Setup

Federico Fellini =
000007083 - Last Published Jun 1, 2020, 3:50 PM
Federico Fellini, Cavaliere di Gran Croce OMRI
(20 January 1920 - 31 October 1993) was an
Italian film director and screenwriter known for
his distinctive style, which blends fantasy and
baroque images with earthiness. He is
recognized as one of the greatest and most
influential filmmakers of all time. His films have
ranked in polls such as Cahiers du cinéma and
Sight & Sound, which lists his 1963 film 8 1/2 as
the 10th-greatest film.

*.—. 99.96% relevant Mot Helpful

La Dolce Vita
000007084 - Last Published Jun 1, 2020, B:47 PM

La dolce vita & un film del 1960 diretto
da Federico Fellini. Considerato uno dei
Channel capolavori di Fellini e tra i pil celebri film della

b
Case Owner

Kanan Garg

5. Best Practices for Optimizing Recommendations

. Consistent Data Entry: Ensure agents consistently fill out case fields with detailed and
relevant information.

. Continuous Learning: Encourage agents to attach useful articles and dismiss irrelevant
ones to improve model accuracy.

. Knowledge Base Expansion: Regularly update and expand your knowledge base with new
articles.

. Review and Update Fields: Periodically review the selected fields and update them as
necessary to align with evolving customer inquiries.
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6. Continuous Improvement and Feedback Mechanisms

Einstein Article Recommendations improve over time with continuous use and feedback.
Implement the following practices to ensure ongoing optimization:
. Attach Articles: Instruct agents to attach relevant articles to cases.
. Dismiss Unhelpful Recommendations: Encourage agents to dismiss irrelevant articles to
refine future recommendations.
. Update Case Fields: Regularly update and review case fields to ensure they provide valuable
data.
. Monitor Model Performance: Use the model scorecard to evaluate effectiveness and identify
areas for improvement.
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Overview of Conversation Mining

Introduction

Conversation Mining analyzes conversation data from various channels (email, chat, etc.) and
extracts the primary reasons behind customer interactions.

Key Benefits

. -Uncover Top Contact Reasons: Gain valuable insights into the most frequent reasons
customers contact you, allowing you to prioritize and address their needs effectively.
. -Boost Bot Efficiency: Identify suitable conversation topics for bot development, enabling you

to automate repetitive inquiries and improve bot experiences.
. -Streamline Customer Service: By understanding common contact reasons, you can optimize
internal processes to resolve customer issues faster and enhance overall service quality.

Preparation

. Telephony System: If using specific integrations, ensure your telephony system is prepared

for Conversation Intelligence.
. Contact Lens: Verify Contact Lens is enabled if applicable.

Prerequisites

. Required Editions: Ensure you have a Salesforce instance with the Service Intelligence add-

on (available in Performance, Unlimited, and Developer Editions).
. User Permissions: Users require "Customize Application," "Modify Metadata," or "Manage

Bots" permissions to build and manage reports.

PAGE 27
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Implementation Steps

Step 1: Enable Einstein Conversation Mining

1.Go to Setup in Salesforce.
2.In the Quick Find box, type " Einstein Conversation Mining " and select it.
3.Click the toggle to enable the feature

Step 2: (Optional) Get reports on your Enhanced Conversations data
1. Turn on Data Cloud. When you turn on Data Cloud, your conversational data is stored in Data

Cloud for your ECM reports.
2.To verify that it's ready for use, go to Data Cloud settings and review your data in Data Cloud.
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Generative Al

Modes of Invocation

Einstein Bots, Reply
Recommendations,

Slack... ¥ i
a Einstein
Generate agent
Foundation Models responses @
@Dpemﬁ.l - LLM Gateway Customer 3460 Data
a¥a

Generate wrap up @
(‘U:I](T(\ Central Governance

Fine-tuning on summaries

ANTHROP\C ::3 ndard ;gferfi?e{&'-‘l %+’ any CRM data
Ertermg ate- II"I"IItII"Ig you EhUOSE, Cracte knowled
Security/mTLS g with humans ik @

; 8 - articles
Salesforce Models Prompt Engineering in the loop
OS' Generate search v

CODEGEN Hyperforce + Data Cloud answers
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Overview of Einstein Knowledge
Creation

Introduction

Based on a customer conversation, Einstein drafts fluent, relevant knowledge articles that agents
review, edit, and save. As your knowledge base develops, agents can quickly find answers to
issues and address emerging customer pain points.

Key Benefits

. Enhanced Agent Productivity: Al-generated drafts reduce the time agents spend creating
knowledge articles.

. Improved Knowledge Base: Continuous growth and optimization of the knowledge base
with Al-driven insights.

. Consistency and Quality: Standardized responses and articles ensure high-quality
information is shared across the team.

. Multilingual Support: Supports English, French, Italian, German, Japanese, and Spanish for
drafting articles.

Preparation

. Knowledge Settings: Salesforce Knowledge must be enabled and set up in Lightning
Experience.

. Languages: Ensure necessary languages are enabled in knowledge settings for multilingual
support.

Prerequisites

. Required Editions: Available in Lightning Experience for Enterprise and Unlimited Editions
with the Einstein for Service add-on.

. User Permissions: Assign the "Einstein Knowledge Creation" permission set to relevant
agents, along with "Knowledge User" and "Manage Articles" permissions.
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Implementation Steps

Step 1: Enable Einstein Knowledge Creation
1.Go to Setup.

2.Enter "Einstein Generative Al" in the Quick Find box.
3.Enable Einstein Generative Al.

Step 2: Assign Permissions
1.Assign the "Einstein Knowledge Creation" permission set to relevant agents.
2.Ensure agents also have the "Knowledge User" and "Manage Articles" permissions.
Step 3: Configure Knowledge Settings
1.Navigate to Knowledge Settings in Setup
2.Enable Knowledge Creation.
3.Ensure multilingual support by enabling the required languages.
Step 4: Map Knowledge Fields
1.Review the glossary of response types and field mappings.

2.Navigate to the Knowledge Creation setup page
3.Map the Al-generated responses to the appropriate Knowledge fields for each record type.

Cancel
i -
Knowledge Fields Einstein Responses
* Knowledge Field Name * Response Name
1 [ O
BN issue % Eelect a response... Q, m
A Answer
[ A Environment
Add Field :
™ Issue
™ Problem
M Process Steps
A Question
™ Resolution
A Root Cause
o =
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Step 5: Draft and Save Knowledge Articles

1. Draft Articles from Case Page:
. On the Case page, select the "Draft Knowledge Article" quick action from the dropdown menu.
. Alternatively, use the Knowledge component to draft an article.

Case . = "

Wifi issue + Follow Edit L 4
Delete

F Detalls Change Owner
Send Survey
Post Log a Call
Clone
Share an update... Sharing

sharing Hierarchy

View Case Hierarchy
Most Recent Activity w Q, Search this feed ¥

Printable View

AllUpdates  CallLogs  TextPosts  Status Changes Start Conversation

Draft Knowledge Article

= Admin User Yesterday at 11:58 AM [+
w [ @ To:Internal

o

Their version was out of date and needed to be updated to 1.12.1
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] 00002024
Conversation Past Chats Details Knowledge . Mew Article = |
Q. Search Knowled I
Chat Started: Saturday, January 27, 2024, 10:37:28 (+0000) 1 I
Chat Crigin: ChatButton L B
Agent Admin U
{ 52 ) Adrnin U hi
{ 1m 165 ) Admin U: how can i help you a Service Replies B

{ 1m 30s ) Visitor: need some information with passsword reset
{ 2m 35 ) Admin L: Change your password

Open your device's Settings app and tap Google and then Manage your Google £3 Einstein Recommendations o

Account,

At the top, tap Security. . -
: ontact Details v

Under "Signing in to Google,” tap Password. You might need to sign in. E ¢ —

Enter your new password, then tap Change Password. Link a related record.

Tip: When you enter your passward on mobile, the first letter isn't case sensitive.

[ 2m 155 ) Visitor: thanks , these steps were helpful
Search contacts..,

1.Review and Edit Drafts:

. Review the Al-generated draft.

. Edit and format the text as needed.
. Save the article as a draft.

Draft a Knowledge Article

Review content

ﬁ This tool uses generative Al, which can produce inaccurate or harmful responses.
Check the output for accuracy and safety before using.

0L

Ic
th

-1
x

[ Salesforce Sans rl
[55 iil-le *Ee]rg

| o |=]z]

S ADE

Resalution

1. Step 1: Access your router setlings
2. Step 2: Check for available updates
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1.Submit for Approval and Publish:
. Agents with Publish permissions review and approve the draft.
. Publish the article from the Knowledge component.

Step 6: Ensure Quality Control

1.Implement an approval process to review Al-generated articles before publishing.
2.Use permissions to control which agents can publish articles directly and which must submit
their articles for approval.
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Overview of Einstein Service
Replies for Chat and Email

Introduction

Einstein Service Replies uses generative Al to create and recommend relevant replies to agents
during chat and messaging sessions. This feature ensures that Einstein Al uses your unique
knowledge articles and case history to add context and personalization to customer
communications.

Key Benefits

. Enhanced Personalization: Responses are tailored based on your unique knowledge base
and case history.

. Improved Efficiency: Al-generated drafts save time for agents, allowing them to focus on
higher-value tasks.

. Consistency: Ensures consistent and accurate information is provided to customers.

. Scalability: Easily scales with your growing knowledge base and case history.

Preparation

1.Assess Current Data: Evaluate your current knowledge articles and case records to ensure
they are comprehensive and up-to-date.

2.Define Objectives: Clearly define what you aim to achieve with Einstein’s Al-driven
responses (e.g., faster resolution times, improved customer satisfaction).

3.ldentify Key Fields: Determine which fields in your knowledge articles and case records are
critical for grounding.

4.Important Considerations

. Field Level Security: Users will only see grounded responses for fields they have access to.
Ensure proper field-level security settings.

. Supported Field Types: Service Al Grounding supports String and Text Area type fields.
Encrypted fields are not supported for grounding or predictions.

. Indexing: Indexing times can vary; plan accordingly to ensure minimal disruption.
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Prerequisites

. Required Editions: Available in Lightning Experience, Enterprise, and Unlimited Editions with
the Einstein for Service add-on.
. Salesforce Knowledge: Must be enabled and set up in Lightning Experience.

Implementation Steps

Step 1: Enable Service Al Grounding

1.Navigate to Setup: From Setup, enter "Service Al Grounding" in the Quick Find box.
2.Turn On Grounding: Select Service Al Grounding and toggle the feature on.

Step 2: Configure Grounding with Knowledge

Knowledge Fields Grounding with Knowladge

Arfram

Required Fields
Help Einslein find the right information. Select the required Knowledge fields for Einstein to use for grounding.

= Totle

* Summary
15 -

Additional Fields
3 rems - Sorted by Field Label

Flakd Label s Fleld Mama w  Typa o L

cicript=alert[1)<fscrip.. script_alem_1_script__c TEXTAREA

AR AnSwer__¢ TEXTAREA

Artichy Numbar ArticlsMumbar STRING
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1.Select Knowledge Fields:

. In the Service Al Grounding Setup, go to the Knowledge tab and click Edit.

. Under Required Fields, select the Title Field and Summary Field. These are essential for
grounding on the Knowledge Article object.

. Optionally, replace the default Title field with a custom field, if needed.

2. Add Additional Fields:

. Under Additional Fields, select any other fields you want Einstein to consider for grounding.
Ensure these fields are unique and not repeated as required fields.

. Click Save to finalize the field selection.

3. Activate Grounding for Knowledge Records:

. Toggle the grounding to Active. Einstein will begin indexing your published Knowledge
Articles, which can take several hours depending on the size of your knowledge base. New
articles are indexed once every 24 hours.

Step 3: Configure Grounding with Cases

1.Navigate to Setup: From Setup, enter "Service Al Grounding" in the Quick Find box.
2.Turn On Grounding: Select Service Al Grounding and toggle the feature on.

Choose Objects and Fields for Grounding

Cheome the Kndmiledge or case feids [indlein should uie a5 8 source. Then activate 1he cleect har grounding

Kraraledjpe Case

Case Fields Grpuncing mith Cadses m

e

Reguened Flelds

Hislp Earstedn find tha rght information. Select th reguined Case falds for Eaten 1o ute b grounding

Additional Fields

1 Eems - Sorted by Field Labsd

Figld Labssl 3 Fishd Mams ' Typs L Selected L
(= Caiahyrmbsp STRING

Company SupplisdCompany STRING

Dencrigtasn Dertiption TEXTAREA

imernal Commants Commenis TEXTAREA
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1.Select Case Fields:

. In the Service Al Grounding Setup, go to the Case tab and click Edit.

. Under Required Fields, select the Subject Field and Description Field. You can choose the
default fields or custom fields that best represent the case information.

. For instance, replace the default Subject field with a custom field like Contact Reason if it
better suits your needs.

2. Add Additional Fields:

. Under Additional Fields, select other fields for Einstein to use in grounding. These fields
should be unique and not repeat the required fields.

. Click Save to confirm your selections.

3. Activate Grounding for Case Records:

. Toggle the grounding to Active. Einstein will start indexing your cases, which can take several
hours depending on the number of cases.

4. Include Case Comments and Emails:

. In the Additional Object Grounding Options, select Include Case Emails and Include Case
Comments to incorporate these elements into the grounding process.

Additional Object Grounding Options

select additional sources options to ground on for this obyect

 Include Case Emails

< Include Case Comments
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Overview of Einstein Work
Summaries

Introduction

At the end of a conversation between an agent and customer, Einstein predicts and fills a
summary, issue, and resolution. Agents can then review, edit, and save these summaries.

Key Benefits

. Time Savings: Reduces the time agents spend on summarizing conversations.

. Efficiency: Enhances service productivity by providing quick, Al-generated summaries.
. Consistency: Ensures consistent documentation of case summaries.

. Scalability: Easily scales with your service channels.

Preparation

. Languages: English, Spanish, French, German, Italian, and Japanese

Prerequisites

. Required Editions: Available in Lightning Experience, Enterprise, and Unlimited Editions with
the Einstein for Service add-on.

. Einstein Generative Al: Must be enabled.

. Data Cloud: Ensure Data Cloud is provisioned and set up in your org.
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Implementation Steps

Step 1: Enable Features

1.Enable Einstein Generative Al:

. From Setup, enter Einstein Setup in the Quick Find box.

. Enable Einstein Generative Al.

. Use Einstein Trust Layer to personalize data privacy controls

2. Enable Work Summaries:
. From Setup, enter Work Summaries in the Quick Find box.
. Enable Einstein for Service: Work Summaries.

Step 2: Use Summaries in Einstein Copilot (Beta)

1.Enable Einstein Copilot:
. From Setup, enter Copilot Setup in the Quick Find box.
. Enable Einstein Copilot.

2. Configure Copilot Settings:

. Use the copilot detail page and the Copilot Builder to view and define copilot settings (event
logs, system messages, and conversational style)

. Assign permission sets to users to interact with Copilot.

. Set up and launch Einstein Copilot.

3. Enable Summarize Record Copilot Action:
. Turn on the Summarize Record action in Einstein Copilot settings.
. Ensure agents have access to this action through the appropriate permission sets.

Step 3: Select Channels for Summaries

Enhanced Messaging, Voice, Live Chat and Email:
. Configure Work Summaries for each channel separately.
. Assign permission sets to agents for accessing summaries.
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Step 4: Real-Time Summaries with Conversation Catch-Up

Summaries appear when:
. Agent accepts a transferred voice call or messaging session.
. Agent accepts a messaging session from a bot.
. Supervisor clicks Monitor from the Omni Supervisor dashboard to respond to an escalation or
agent flag raise.

1.Enable Conversation Catch-Up:
From Setup, enter Work Summaries in the Quick Find box.
Turn on Conversation Catch-Up for agents and supervisors.

E Einstein Work Summaries

Turn On Work Summaries

Usas Erndtein Garerative Al 1o Sralyle 8Ad SUMMarite cormeiiatisnd fram dilferent charnels. For sach cofrvidiation, A m L -!!(r"'-
Einstein generates a work summany that inchades the issue, reschation, and summary of the corversation. To gt
started, tum on Einstein GPT and Wark Summaries and map the generabed outipuls b work necond fields. -

b

Vesse Calls  Enhanced Metasping LweChat  Conversation Catch-Up

Conversation Catch-Up What's Conversation Catch-Up?

When B S0BNL OF SURENYTIY i BN oNQOIng voice call of MetIaging setsion, thow them an Al-generated

Save agenis and supervisors time with Al-generated
STV of What's Rappened 50 1. -

BT When § MOSLEgINg eI OF vokce Call
s tranaledied 1o S0 agEnE, oF 3R SRR Fequests help
from a supervisor, Einstein shows the new

participant a summary of the cormersation &
them caught up,

Supervisor Summaries

Show suUparvisors a summary when they start monitoring a voice call or messaging session

= Leamn More in Salesiorce Help
Agent Summaries

&
@

Show agenis a summary when they accept a calll or messaging sexsion from another agent or bot

Step 5: Use Work Summaries in the Console

1.Access Summaries:
. For copilot: Use natural language requests in the Einstein panel.

P ey O (e > x

R TTATTTREINY
& & ] i She— A .1

a8 sl Plre

Pt UIITETY - MSSOYI

O Comversation B =

P L o
“rar ep—— 1 e e i i o w1
L B L L L T p—

J—
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. For voice, messaging, and chat sessions: Use the Wrap Up component in the Lightning

Service Console.

Conversation Datails

n Conversation

Yes, | got it reset. Thanks!

el - VENNTOTL W PU

Mo thats o

Gt = TZANTOTL, F98 B

C R - R

Active EndChat | v

hing eise | can help you with todayT

"B wrap-up o]

#.  Einstein Recommendations Applied

= Order Return Name * lssue *

ABC Order Return Logging into the account

Subject &, ® Aesolution -
Passwerd Resat The: gcimin 2604 &
paseword reset emad
and prowided
Status & Summary -,
==Hone-- b Tha GUal CONLBCLRT 1he
chat Support for

assisiance with logpging

o |"F | Did Einatein write a good summary?

e m

. For Voice calls: Einstein automaticaly generates a summary at the end.

" Veace Ca
%+12134425997

Related Resord Call Started Call Duration
00001003 & 112772023, 3:23 PM 000141
B} conversation

T SRR G R

SITIMAIN00T « TNGTDOID, 324 P

Thani you for your assisiance

SUNIEINENT . IR, 34 P

icome. Have a great day

Bye.

S IFIBEAININT « TNETTDOEL, 304 P

& cal 4 Jumg 15 Modl e eat i BET

Call Typs

~ Details

Caller Murmiber
55+12134425997
Cwnir Wi

& ademin User

Call Started
MZI2023, 323 PM
Call Ertered Cueus
NFZI2023, 3:23 PM
Call Accepted
NFEN2023, 3:23 PM
Call Ended
NFZI2023, 3:24 PM
Related Record
00001003

Aztivity

User
B admin User

Bearid

Edit Share Voice Cal ehele
Marrd Cwenar Name
VC-00000022 £ Admin User
e 2|
H Wrap-Up (]
Col Tyoe #, Gt Einsfein Recommendatsons
Inbound
Status Summary
New The customer contacted
he agent to process a
rotisn for & damaged
i em. The agent
Previous Cai apologized for the
incorvenience and
et Cal nitiated the netuin
process manually. The
ol Duration customner provided their
P L order number for
nalerence,
Subject 30

Processing onder retumn Raturn process for a
damaged itern

Resolution

The apent initiated the
naturn process manually,

Description

\ ¥
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. For email: Use the Einstein Email Summaries component on the case record page.
. For Conversation catch up:

1. Supervisor monitoring

457 i e i iSsee with my solas paned — "o
P Lows & Listen in
ﬁ Conversation Catch-up Dismiss

Mir Adefson called regarding an issue with his solar panel. The
battery is nol storing energy. The agent ran diasgnostics and
datermingd that a replacement battery & needed. The aQent is
SEpking Supervidar approval 1or the replacement.

lEsue with solar panel Battery nol SLoMmng anengy

Was this summary helpful? | ol || "9 Chow Less

Agwei « BFEFROEE, 4-07 Pid

2. Agent view

£} conversation

™ Conversation Catch-up

Derek Services called United Airlines customer service to extend his flight back to Milwaukee from Thursday to Friday. The
agent confirmed the availability of the same flight on Friday morning and also offered alternative flights at 12:4. Show More

Dismiss

‘having a bit of a lie in tomormow if that"s alright.

#IS10609082 - B/IN2023, W50 AM

Yeah, Let's sea. Let's see what we can do for you here

Ageni - BRI2023, WEED AM

5 a 12 40 leaving LaGuardia and get you

Agend - BIZAIITY, 060 AM

Agmnt - BIIAACLD, $060 AM

Step 6: Share Insights

1.Generate Reports:

. Use Einstein Generative Al and Feedback Data reports to share insights with your team.
. Install the Einstein Generative Al Audit and Feedback Data Reports package if needed.
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Salesforce Einstein Generative Al Roadmap

As of May 20, 2024 ) &~

[ @ Service Cloud

| Grounded Service Replies « UL

| Work Summaries (LiveAgent)

| Comversation Summaries (Messaging)
| Knowledge Grounded Email Replics

Enowledge Article Creation (LiveAgent,
Case, Detect Dups, Messaging)

|Sln.u:o Replias (Mubti-Lang)

Work Summaries (Email, Chat,
Multl-Lang)

| Unified Knowiedge for Service (GA June)  Ecfa

) BEERE

GA - Spring ‘24

@ Field Service

Mobile Work Briefing Beta

@ Service Cloud

P | Conversation Summaries (Email) G June

LTl | Service Replies in Flow for Email GA June |

:?'. é::;l:i Jrl“:lior! ~Service Inteligance, oo

-~ U RAFZATONn

> J

w - -

k=8 | @ Automation & Integration

O

(=l | Einstein for Flow GA June

c

=

ol | - Tableau Analytics
Al Enhanced Insights G June
Catalog: Automated Descriplions GA June |
Insight Summaries - Depth-First G June J

Summary

'E] Sales Cloud

Copilot Actbon - Call Explorer GA
Call Surmmaries et
Copilat Action - Sales Summaries, Salos

Ernails, Mesting Follow up, Forecast GA
Guidance, Close Plans

= Commerce Cloud

Product Description o)
Commerce Conclorge - SCOM [t
OMS Raturn Insights G
Personalized Emails
Smart Promation

¥ Data Cloud
| Segmant Creation .

£l Sales Cloud

Auto Contact Enrichmaent,

Generative Insights, Sales Rep GA Jurg
Fesdback, Dallty Briefing

Copilot in Grmail & Outlook Beta Oct
Einstein Sales Mining GAOct
Autemated Engagesments Readmap

& Marketing Cloud
Copilat - Campakgn & Content UMA  GA June
Copilot Action - Create Erief ang
Single Send Ermail Campaign,
Ganerate of Refine Text

GA July

a9, Marketing Cloud
Subject Line Generator
Engagement Content Gonarater
Campaign Assistant Bullder
Sagrint Ganeration

Account Engagement GenAl (Landing
Page, Form, Email Subject, Body, Setup)

Copilot for UMA

'# Platform

Einstein for Developers
Einstein Copilot

Pramp!t Builder

Employee Copilat Actions
Einsteln Search

& Industries

CG Account Surmmary for Sh
COMMS Billing Ing. Resolution
EDU Skills Inference

HLS Assessment Gen

15€ Engagerment Summary

MFG Sales Agreerment Peel Insight
MetZeno ESG Reporting

MPC Personalized Gift Proposals
NPC Progeam Summares

PSS Personalized Case Summary
Scheduler Chatbaots | Email Gen
Contract Enhancamanis

Billing Inquiry Assistant - GenAl
Content Generation for NPC
P55 Assessment Summarization
Inteligent Assessmant Craation

L7
L

Readmag
Roadmap
Roadmag
Roadmap
Roadmag
Roadmap
Rosdmap
Roadmap
Foadmap
Roadmag
Feadmap

Capilot: Prep Calculations

& Industries
Clause Genaration
Centract Digitization GA
FSC Trans. Cust. Response Gen GA
Suregy Gonerator G4

L+ Tableau Analytics

Insight Summaries
Einstein Copliot

@ Automation & Integration

Generative Flows - Anypoint OB
Intelligent Documaent Processing

" Commerce Cloud
Commerce Concierge - ECOMM GA June
Pagge Digigner for ECOMM GA Ot
SEC Metadata Roadmap
Copilot Actiens: Promotions,
Prod Discowery, Reorder, Prod
Recommaendation, User Roadmag
Verification, Prod i
Categarization, Prod Insights,
| Prod Sets, Return Insights
4 CRM Analytics
Repont Genaration GA June
Report Formula Generation GA June
Copilot: Report Q&A Sorv. Intell.  Bata Oct
Custom Report Type Gon - Admins  Aoadmap

Salesforce's Al features offer transformative potential for customer service by automating routine
tasks, providing intelligent recommendations, and enabling personalized interactions. By
implementing these tools, your organization can achieve faster response times, higher accuracy,
and greater customer satisfaction, while allowing human agents to focus on more complex issues.
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Key Takeaways:

. Einstein Reply Recommendations: Enhance agent efficiency with Al-suggested responses.

. Chatbots: Provide 24/7 customer support and reduce agent workload.

. Case Classification & Wrap-Up: Automate case categorization and summarization for
improved management.

. Next Best Actions: Guide agents with intelligent recommendations for optimal decision-
making.

. Article Recommendations: Help agents resolve issues quickly with relevant knowledge
articles.

. Conversation Mining: Gain insights from customer interactions to refine service strategies.

. Einstein Knowledge Creation: Streamline documentation with Al-generated knowledge
articles.

. Service Replies for Chat and Email: Automate and enhance chat and email responses.

. Work Summaries: Improve case review efficiency with Al-generated summaries.

Harnessing the power of Al in Salesforce can transform your customer service operations, driving
efficiency, accuracy, and customer satisfaction. To get started on your Al journey, contact us
today for a consultation. Our team of experts will guide you through the implementation process,
ensuring a seamless transition and maximum ROI. Connect with us on LinkedIn or visit our
website to learn more about how we can help you leverage Al for your business success.

Contact Us Today!
Website: https://www.liongate.de/de/

LinkedIn: https://www.linkedin.com/company/liongate-ag/

By integrating Salesforce's Al features, you can unlock new levels of productivity and customer
satisfaction. Let's take this journey together!
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Contact Us Today!

Vanessa Bieg
Consultant

@b https://www.liongate.de/de/

m https://www.linkedin.com/company/lion
gate-ag/

By integrating Salesforce's Al features, you can unlock new levels of productivity and customer
satisfaction. Let's take this journey together!
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