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Business Technology Solutions

FORVIS provides enterprise resource planning (ERP) and
customer relationship management (CRM) platform analysis,

design, implementation, upgrade, training, and support services.

salesforce PARTNER

In addition, our Insights & Automation team provides business

intelligence (Bl) and robotic process automation (RPA) services.

Our Marketing Consulting team provides marketing automation
platform and marketing campaign support services.

FORV/S
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Solution Provider

From sales forecasting to financial reporting,
learn what CRM and ERP technologies can do.



Meet the Presenters

gEmmEEE  Kristin Voelz kristin.voelz@forvis.com
\ Senior Consultant

Sheri Wanasek sheri.wanasek@forvis.com
Senior Consultant
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L/ Objectives

=  Describe the key differences between Salesforce Sales
Cloud & Service Cloud & the intended use cases

= Discuss the main features & capabilities of each platform

= ldentify the factors to consider when deciding between
Sales Cloud & Service Cloud for your business
requirements
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Shared Features of Sales Cloud & Service Cloud

Sales Cloud Focus & Target Audience

Service Cloud Focus & Target Audience

Considerations for Platform Decision

Q&A




Shared Features s A

Opportunity

= Built on the core Salesforce \ S e

platform vard
= Help organize Accounts & \

Contacts N
= Can help organizations grow Howce @2 [

. METL O M

= Can help improve customer IR e e

satisfaction D e i
= Offer basic Case Management .
= Can be enhanced with add-ons ——lsr S
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Shared Features

Sales Cloud

Service Cloud

Basic Case Management
Reports & Dashboards

Tasks, Activities, & Campaign
Management

Calendars & Event Scheduling

Integrated Content Library & Access to
Self-Service Portals

Can Seamlessly Integrate With Chatter,
Einstein Analytics, & Other Salesforce
Clouds

Salesforce Mobile App

FORV/S

Robust Case Management
Reports & Dashboards

Tasks, Activities, & Campaign
Management

Calendars & Event Scheduling

Integrated Content Library & Access to
Self-Service Portals

Can Seamlessly Integrate With Chatter,
Einstein Analytics, & Other Salesforce
Clouds

Salesforce Mobile App



Self-Service
Portal

Experience Cloud

Add-on

Available for both Sales
Cloud & Service Cloud

FORV/S




Self-Service Portal

= Salesforce’s portal technology is called Salesforce Experience
Cloud (formerly Salesforce Portals, Community Cloud)

- Salesforce Experience Cloud helps you create branded digital

experiences to share information & collaborate with people who are
key to your business processes, such as customers, partners, or g
employees

- Whether you call it a portal, help forum, support community, or Experience

something else, an Experience Cloud site can be a great place to
connect with your audience

Cloud

Learn more:

FORV/S


https://www.forvis.com/forsights/2023/11/how-a-salesforce-customer-self-service-portal-can-help-cx

Self-Service Portal

= Allow customers to do some of the work that their customer service
representative would need to do

= Make information available 24/7 to the customer

= Allow customers to maintain their own data so it's accurate & up to
date

= Allow customers to submit cases

FORV/S



Use Cases

. Product & Service Information
- Offering detailed information about products & services, including specifications, features, pricing, & availability

. Appointment Scheduling

- Allowing customers to schedule, reschedule, or cancel appointments for services, consultations, or support

. Community Forums & User Discussions

- Creating a space for customers to engage with each other, share experiences, & seek advice in community forums or
discussion groups

- Feedback & Surveys
- Gathering customer feedback on products, services, & the customer experience through surveys, ratings, & reviews

: Returns & Exchanges
- Providing a self-service process for initiating & managing product returns, exchanges, or warranty claims

: Training & Onboarding
- Offering training resources, tutorials, & onboarding materials to help customers get started with products or services

FORV/S



Sales Cloud — Focus & Target Audience

Target Audience salesforce
— Sales Representatives
— Sales Managers

PARTNER

Focus

Enhancing sales processes & improving sales team efficiency

Key areas: Lead Management, Opportunity Management, Quoting & Contract
Management, Sales Collaboration, Sales Analytics, Mobile Accessibility, Email
Integration, Automated workflows, Al-Powered Insights

FORV/S
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= Lead Management is a critical
process that involves collecting,
OrganiZing’ traCking, & nurturing I,-"fﬁ( Captuii Score and prioritize leads

otential customers from lead 1 .
p 03 4{ appf’oplria:ie sales reps

generation to conversion e LEAD
F{ Convert qualified leads

06 05
\ Nurture leads that are
not sales-ready

A
Y
A\ Evaluate lead
management progress
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= Opportunity Management helps streamline the
sales process by providing tools for tracking deal
stages, forecasting revenue, & enhancing team
collaboration to efficiently close deals




Sales Cloud — Sales Management Funnel
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Sales Cloud Key Benefits ( =

= Quick Wins
- Automate & streamline processes
- Centralized Data
- Can integrate CRM & ERP
- Lead prioritization
- Enhanced data quality
- Reports & dashboards

Opportunity Score: 89
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Service Cloud — Focus & Target Audience

Target Audience salesforce
— Service Agents
— Service Managers

PARTNER

Focus

Enhancing service agent efficiencies & elevating the customer experience

Key areas: Case Management, Entitlement Management, Omni-Channel, Al-Driven
Insights, Email to Case

FORV/S



Service Cloud — Case Management

= Case Management is the process to record, track, & resolve
customer issues by sales, service, & support

= (Case life cycle:

Case Source Case Created Case Assigned

Verify
Entitlements

Escalations |[dentify Solution

Communicate
Solution

Resolve Case Closed

FORV/S



Service Cloud -

Entitlement Management

FORV/S

Using the Entitlement Process

ES

Apply the entitlement
process to a customer’s
entitlement

Example:

Phone Si

YOt

6
W

Create a case
from the
entitlement

. Salesforce entitlement management helps your
customers receive the right level of support,
enhancing their overall experience

. Three general ways to set it up:
1. Entitlement only (simplest)
2. Entitlements + service contracts
3. Entitlements + service contracts + contract line

1

:

Create
a milestone

Setting Up an Entitlement Process

2
—

Create an
entitlement process

------

Example:
rd Support

items (most complex)

3

-

Add the milestone
to the entitlement
process

Add workflow

actions to the
milestone

Example:
Email case owner

Iwo nours betore

estone’s Target Date



Service Cloud — Omni-Channel

= Salesforce Omni-Channel helps you provide
an inclusive, consistent customer experience &
keeps work connected for your agents

Responsiveness

= Three routing options:

1. Queue based Foodback | Customer
2. Skill based

3. External

Personalization

FORV/S



Service Cloud — Console
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Use Cases

. Post-Sales Service
- Can help improve customer satisfaction after the sale

. Customer Support
- Essential for managing customer inquiries, complaints, & support

=  Service-Level Agreement (SLA) Adherence
- Can help you meet service-level agreements by efficiently resolving issues

- Live Chat & Social Media Support
- Integrates with live chat tools & social media platforms
- Agents can handle real-time inquiries, complaints, & questions across channels

= Case Resolution

- A customer submits a support request via email. Service agents use Service Cloud to create a case, categorize it, &
assign it to the appropriate team

- They communicate with the customer, troubleshoot the issue, & resolve it efficiently

" Self-Service Portals
- Service Cloud enables companies to set up self-service portals for customers
- Customers can log in, search knowledge articles, find solutions, & even create their own cases if needed

FORV/S



Service Cloud Key Benefits

= 360-Degree Customer View

= RO b u St C a S e M a n a g e m e nt E 0'-':;:5“95@ Service Console = Debbie Vaughn Cases
First Resporise O Flickering Monitor

8 hrs remaining

Details Feed Related

= Multichannel Support

Subject
Flickering Monitor

| Knowledge

. . kes Description
. Q, Sea 1 T4 v Customner is reaching out to troubleshoot a screen
I l I I e e rVI Ce O I l S O e flickering issue on multiple laptops.
Display Quality Guidance P ~ Case Information

Latest guidance for issues with

e a " ( ’ E; display series SF3xx and 5Fxx, Name Contact Owner
g n g r I n wh 651 'P 11 Debbie Vaughn £ ywider

Account Name Email
Panel Replacement Acme Partners

Step-by-Step process to assist field

g AnalytiCS & Re PO rti ng Shm— | w

Department Mobile

Quick Troubleshooting Guide Operations

dhis is a public facing guide to
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= Business Needs
. Integration

Platform Decision + Scalability

= Customization

Considerations | e i

= Analytics & Reporting
: Support & Training

4 )
Phased Approach . "
_,_//
Q
\ SALES SERVICE
Quote "\_ CLOUD CLOUD
Sales Team \
8

Service Team Mamagement ‘




Questions?

FORV/S

FORVIS is a trademark of FORVIS, LLP, registered with the U.S. Patent and Trademark Office.




Additional

Resources
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Are You Ready to
Use CRM &
Marketing
Automation
Together?

Software = Oclober 07, 2022

Dizcover how using CRM and marketing
automation together may benefit your

| 'y l ‘ -

1 | ¢
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| b,
|
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How to Choose
Your CRM Partner
Wisely

Software = November 17, 2022

Gst tipa on how ko choose your CRM
pariner wieely. A ralisble CRM pariner can
help you deliver successful busineas
outcomea.

Salesforce
Expands Artificial
Intelligence
Capabilities

Software + May 19, 2023

Explore the potential benefits of integrating
Einstein GPT and Data Cloud with Flow
and learn more about Salesforce
generative Al capabilities.

CRM Dashboards:
A Modern Fortune-
Telling Tool

Software = March 25, 2024

Discover how CRM dashboards can
smpawar you to make informed decisiona

10 Tips to Help
Improve CRM User
Adoption

Software = January 11, 2023

Adopting 2 CRM aystem can help your
organization creats improved business
development processss. Read on for fips fo
help improve CRM user adoption.

How a Salesforce
Customer Self-
Service Portal Can
Help CX

Software = November 28, 2023

Explore how a Salesforce customer self-
service portal can help streamline
workflows and enhance the customer
experience. Read on for useful insights.



https://www.forvis.com/forsights/2022/10/are-you-ready-to-use-crm-marketing-automation-together
https://www.forvis.com/forsights/2022/11/how-to-choose-your-crm-partner-wisely
https://www.forvis.com/forsights/2024/03/crm-dashboards-a-modern-fortune-telling-tool
https://www.forvis.com/forsights/2023/05/salesforce-expands-artificial-intelligence-capabilities
https://www.forvis.com/forsights/2023/01/10-tips-to-help-improve-crm-user-adoption
https://www.forvis.com/forsights/2023/11/how-a-salesforce-customer-self-service-portal-can-help-cx

Thank you!

forvis.com

The information set forth in this presentation contains the analysis and conclusions of the author(s) based upon his/her/their research and analysis of industry information and legal autherities. Such analysis
and conclusions should not be deemed opinions or conclusions by FORVIS or the author(s) as to any individual situation as situations are fact specific. The reader should perform its own analysis and form

its own conclusions regarding any specific situation. Further, the author(s) conclusions may be revised without notice with or without changes in industry information and legal authorities.
FORVIS is a trademark of FORVIS, LLP, registered with the U.S. Patent and Trademark Office. © 2023 FORVIS, LLP. All rights reserved.
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