CRM automatizalas
Salesforce-szal

5. hét — Ugyfélszolgalati folyamat / Service Cloud
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Agenda Mentor Klub

* 4. héet - rovid ismetles

» Ugyfélszlgalati fébb funkciok (Service Cloud)
» Ugykezelés

. Ugyfélszolgalati vezérlépult
 Ugyfélszolgalati csatornak kezelése

» Ugyfélszolgalati jogosultsagok

* Trailhead gyakorlas



Session 4- rovid attekintes Mentor Klub

. Ertékesitési folyamat (Sales)

« Account-ok es Contact-ok

* Lead-ek és Opportunity-k

* Product-ok, Quote-ok es Contract-ok

« Kérdések?
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Ugyfélszolgalat Mentor Klub
F&bb funkcidk

 Ugyfélszolgalati vezérlépult (Service Console)
« Kulonbozo csatornak kezelese (Omni-Channel)
» Automatizmusok (Automatic Workflows)

« Tudastar (Knowledge Base)
* Meéerhetoseg (Metrics)

 Mobil eleres ,terepen” e @

(Field Service) SR

Features of Salesforce Service Cloud
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Ugyfélszolgalat Mentor Klub
Ugy-kezelés (Case Management) —— ‘

« ,Sorban allas” (Queue)
 Hozzarendelés (Assigment rule)
« Eszkalacio (Escalation rule)

« Automata valasz (Auto-response rules
* Internetes form (Web-to-Case)




Ugyfélszolgalat - u |

Vezérlépult — Service Console Mentor Klub
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Share an update
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Ugy_felszolgalat LI
Omni-Channel

« Intelligens atiranyitas T —
« Omnichannel vezérlépult
* Felugro ablakok
* Priorizalas

* Valos idejl Massong
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« Adatvizsgalat, - Omni-Channel
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Ugyfélszolgalat m

Jogosultsagok (Entitlements) Mentor Klub

» Ugyfélhez rendelt jogosultsag

» Tipus szerinti megkulonboztetes
» Email ertesitok . _ i

. |dEoitaal e e
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Q. Entitleme| SETUP
Create Create an Add the milestone Add workflow Apply the entitlement Create a case

a milestone entitlement process to the entitlement actions to the process to a customer's from the

process milestone entitlement entitlement

Entitlement Settings

~ Entitlement Ma

Entitlement Sett!

@

Example:

What is entitlement management?
Entitl elp:

Example:

Enable Entitlement Management




Trallhead modulok

« Service Cloud for Lightning Experience:
Service Cloud for Lightning Experience

« Set Up the Service Console:
Set Up the Service Console

* Create a Process for Managing Support Cases:
Create a Process for Managing Support Cases

« Set Up Case Escalation and Entitlements:
Set Up Case Escalation and Entitlements

+ tovabbi gyakorl6 feladatok holnaptol a kepzés oldalan!


https://trailhead.salesforce.com/content/learn/modules/service_lex
https://trailhead.salesforce.com/content/learn/projects/set-up-the-service-console
https://trailhead.salesforce.com/content/learn/projects/create-a-process-for-managing-support-cases
https://trailhead.salesforce.com/content/learn/projects/set-up-case-escalation-entitlements

Salesforce Community

&
Thailblazern COMMUNITY

Salesforce Community 2025 E02

Mar 31, 6:00 - 9:00 PM (GMT+2)

We're back this March! This time, Pallagi Janka and Voros Balézs will share the user story of fizz.hu, followed by a networking session where you can
connect with Salesforce professionals.

OX®0@®

About this event

We're back this March! This time, Pallagi Janka and Voros Balazs will share the user story of fizz.hu, followed by a networking session where you can

connect with Salesforce professionals.

o https://trailblazercommunitygroups.com/salesforce-admin-group-budapest-hungary/
o https://trailblazercommunitygroups.com/events/details/salesforce-salesforce-admin-group-
budapest-hungary-presents-salesforce-community-2025-e02/



https://trailblazercommunitygroups.com/salesforce-admin-group-budapest-hungary/
https://trailblazercommunitygroups.com/events/details/salesforce-salesforce-admin-group-budapest-hungary-presents-salesforce-community-2025-e02/

