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OVERVIEW
In the rapidly evolving landscape of customer service technology, companies must adapt to

ensure their support systems continue to provide exceptional service. This case study

explores how to transition from Salesforce's deprecated live chat feature to the innovative

messaging for in-app and web, combined with Einstein chatbot capabilities, to enhance

customer support.

EDUCATION STANDARDS
As customer service expectations continued to rise, we relied on Salesforce's live chat feature

to engage with customers effectively. However, when Salesforce deprecated this

functionality, we required a robust alternative that would maintain—if not

improve—customer support efficiency.

The main challenges were:

- Finding a seamless replacement for the live chat feature.

- Ensuring uninterrupted customer support during the transition.

- Integrating advanced automation to streamline support operations while still providing

personalized assistance.

Solution
To address these challenges, we can implement Salesforce Service Cloud's messaging for

in-app and web alongside the Einstein chatbot, creating a comprehensive support ecosystem.

This decision led to several beneficial changes:

1. Streamlined Support Process: By utilizing the messaging for in-app and web features of the

salesforce service cloud, users could communicate directly through the app or website,
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reducing friction and ensuring that support was accessible in the environment where

customers needed it most.

2. Intelligent Routing with Einstein: The integration of the Einstein chatbot allowed for

immediate assistance with frequently asked questions. If the chatbot encountered questions

it couldn't answer, it could intelligently route the conversation to a skilled agent who was

properly equipped to handle such inquiries. This utilization of routing configurations

ensured that customer queries were directed efficiently, minimizing customer wait time.

3. Omni-Channel Capabilities: Implementing omnichannel flows allows us to provide a

consistent support experience across all platforms. Customers could start a conversation on

one channel and seamlessly transition to another without losing context, elevating the user's

experience.

4. Skill-Based Routing: By configuring skill routing rules, agents with particular expertise

were matched with corresponding customer inquiries. This not only improved response

times but also enhanced the quality of support, leading to increased customer satisfaction.

Conclusion
By leveraging Salesforce Service Cloud's messaging for in-app and web and the power of

Einstein chatbot, we can transition from a decommissioned feature to a cutting-edge support

solution. This case study exemplifies how adopting innovative technologies can sustain and

elevate customer support standards, ensuring that businesses meet and exceed their clients'

expectations in a competitive marketplace.
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