Being Engaged!!
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* Overview of the Salesforce Platform and the “Clouds”
* The myFSU Service Center =

* Ruby, our chatbot
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Salesforce Platform

-

Service Cloud Sales Cloud Experience Cloud

- a customer service platform * acustomer relationship ) gnﬁilﬁg%rgnmfﬁ]hﬁ{t?ssﬁg%grggggg
designed to help manage and ma?ﬁglement (Rl for customers, partners,and
improve customer support at Neips MERAYEIPEOCESSES employees
_ and customer interactions _ _

- includes case management, ; _ _ * includes customizable templates

hich all ts to tratk * Integrates with marketing and themes to create a branded
\élvnélcregoﬁlvevscﬁgteonmserc}srsalljces automation tools such as experience and collaboration

et Salesforce Marketing Cloud ;enzg%rﬁgtsuch as forums, groups,
eficiently and other third-party solutions _ N

« includes a knowledge base to automate marketing y !nfludetS. Cap_étlﬁ'"“tﬁs f%f oo
where agents and customers processes and workflows g}g Al thi?d_ggrtf 'Y

can access articles and FAQs - provides analytics and reporting applications, as well as analytics
Capabilities to track to track communlty engagement

performance and identify trends and performance.



Salesforce Platform Apps
and Communities

Sales and Service Cloud
Apps

myFSU Service Center

College of Business
College of Business App

Ascent CRM

OFsL

Office of Fraternity and Sorority Life

Call Center Read Only
This APP is for call center read only access

Experience Cloud
Communities

myFSU Service Center

Renegade Reach Out

FSU Subscription Center

Office of Research Knowledge Base

FSU Real Estate Center
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MmyFSU Service Center

What can we help you with?

imrbasts x Trending A o~ —

et Y
g LI SHA W D How do | reset or change my FSUID passwoed?

r'g.

Answer nrg.r a Motaem

If you know your password and need to change it

Related Articles
2 Entee your F 10 a0 pansened 300 Chox Sign i Wit 33 1t " | rere syac o
Locate e myFSU Links a0 expand Pe my SU ISentty Management oo 203 Or B wfl band v - poris:
wyF SU Linka

- &
FSU = MR F1 SC

b P C. K |



MmyFSU Service Center

F 5L Sarvice Cant semd O i D Mow da | i 3 ceon b #d pette tha [ Eaw

. o
D My Cases

Gout w5l e by s by uick Links
D =3gwy Cperr Ty ) -

- Do more with Seanch]

Cortimt B - Bkt w | - D .

G P

rarm e et E" 'T""&'FSU Service Cent... Homg CaEeE

w Reports Dashboards Chatter Knowledge FSU Service Portfolic Campaigrs
[ - [ o de : . _
e How do | add a device to 2FA and activate the Duo Mobile app?
U i el 8 D Astache Recond ._,'.F Ak Mumber Puibl § it Modified Cabe Wersoen Musnber [
_ FAG DO0DN1532 Published 12/1/2022. 4:06 PM 7 +

Details Related Versions

e | D w0
w o Infarmaton

NOTE: Before changing from your old phone, you must use it to transfer y Dgin over 1o your new device of s

Two-factor authentication (2FA) through Duo supports hardware tolkens, t

hlets and mobile ohones. Choos
ablets and mobile phones. (

Choose the type of device you wish 1o add from the st below, s n
* Manage Devices
2 , Categories (1)
& A ]
- 3 Functaonad Area (1
* A gid
- Tablg
- 1 T

B Approval Histery (3)
HOWTO |



MmyFSU Service Center
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MmyFSU Service Center

B Quick Mew Service Request R Case Overview
Tell us what you need

= Contact MNarse
[ﬂ oy B l *How can we help you?

[ | am requesting a service
it *Wnat do you need heip with?

[ ] 1) Customer Relationship Management (CRM) x
* Prefarred Contact Method

- : e )
*FOU Service Pestichs @

*We treat all requests with prionty. How is this issue impacting you?

[E Custom CAM and Engagement Applications ® l
[Mm-ln«dhob.mlanhnpgoing :]
*Status
[ hotew M ]
Case Details
e Tell us a Htte more about this issue
[ Jody Test] I :
N * Subject
Description
[ Jody Test ]
Jody Test
Description
Cate Crwner Jody Test
2L

[u.-.mm = | L




MmyFSU Service Center

Casi
Jo:y Test + Follow “ Edit ‘ Changs Cwner | Delete Change Record Type | Close Parert and All Child Cases ‘ v ]
Priority Suatus (Caze Number Case Record Type
F3 MNew 00563817 FSU Service Request
T s S— S— J—
Verify User via SMS
fy Details Chatter Related Knowledge
Mobile Number Format is Valid.
Customer Mobile; ®tel 64 v Consumer Information
By clicking Next’, you sre approving sending an SMS Verification Code to case contacts.
Contact Name Deparment
- Jody O'Steen s Information Technology Services (ITS)
Alt Name Ofiicz @
#  TSB-T30
E] Contact Details (+] Tite Location @
Szlesforce DeviOps Manager ra
Nama Phons
Jody Ostezn EMBUD Prefarrad Contact Method
L s 000060031 Emal s
Title Work Fhone @
Salesforce DevOps Manager $£550/645-9761 U ArrEmal
JOSTEEN &
75U Departmant Email
Waork At Bh
Information Technology Services {ITS) [iosteen@fsu.edu ’ e 7
EMPLID FSUID [p— °
000080031 #  1OSTEEN s pestes by Censumer -
v Case Information
[ FSU Affiliations for Parent Contact (3+) B sz Humeer LstQuz @
00563817 rd
Parent Case Casz Oumer
ADMINPROF +) . P
Affiliation Status: Active
Start Date: 12/20/2013 Casz Drigin Impact
End Date: In Person I 4
ALUMNI E] Status Cansumer Urgency
Affiliation Status Active Mew #  Medium s
Start Date: 1271572012 . .
- L Subject _ Priority L




MmyFSU Service Center

Case
4+ Follow Edit Change Owner Change Record Type Close Parent and All Child Cases Clone
Jody Test 9 g P
Priority Status Case Mumber Case Record Type
P3 Closed 00570865 FSU Service Request
New Working Waiting - Consumer Wiaiting - Vendor Waiting - Internal +" Mark Status as Complete
Verify User via SMS )
fy Details Chatter Related Knowledge
Mobile Number Format is Valid.
Customer Mobile: **4464 Email Post Reopen Case Escalate to Manager
By clicking ‘Next', you are appraving sending an SMS Verification Code to case contacts,
l Write an email... ]
E Contact Details E Latest Posts w Q, Search this feed...
Name Phane
Jody O'Steen ra -4464 ra
Title Work Phone @
Salesforce DevOps Manager 350/645-9761 P o . Minato zzTest March7, 2024 5t 746 AM - []
E Case updated
FSU Department Email
Information Technology Services (ITS) 4 Jiosteen@fsu.edu Close Reason: A blank value to Resolved on First Contact
EMPLID FsUID
000050031 s LIOSTEEN r # Comment
5 . Minato zzTest March 7, 2024 at 7:46 AM E]
E Case closed
a FSU Affiliations for Parent Contact (3+)
Minato zzTest March 7, 2024 at T:41 AM
ADMINPROF = > . = S P S ©




MmyFSU Service Center

Case
n Jody Test [ 4+ Follow H Edit ‘ Change Owner Change Record Type Close Parent and All Child Cases | Clone ]

Priority Status Case Number Case Record Type
P3 Closed 00570865 FSU Service Request
New Working Waiting - Consumer Waiting - \@ndor Waiting - Internal

Verify User via SMS

Details Chatter Related Knowledge
Mobile Number Format is Valid.
Customer Mobile: ™ ==44p4 Case Comments (0)
By clicking 'Next', you are appraving sending an SM3 Verification Code to case contacts,
Files (0)
E Contact Details E] 2, Upload Files
Name Phone i Or drop files
Jody O'Steen rd -4454 rd |
Title ‘Work Phone @)
Salesforce DevOps Manager 850/645-9761 rd
B2 open Activities (0)
FSU Department Email
Infarmation Technology Services (ITS) rd jiosteen@fsu.edu
EMPLID FsUID
000060031 4 JJOSTEEN 4 Activity History (4) ’
Subject Name Task Due Date
n ESU Affiliati for Pa C (3+) Generated SMS verification code Jody O'Steen [+ E]
The SM5 verification is successful. Jody O'Steen [v] E]
ADMINPROF =1 p—



MmyFSU Service Center

i e

Jody Test
Prigrity Status Case Number
P3 Closed 00570865

Case Record Type
FSU Service Request

[ <+ Follow

[ Edit | Change Cwner

Change Record Type

Close Parent and All Child Cases | Clone ]

‘Waorking

Waiting - Consumer

Waiting - Vendor

Waiting - Internal

+ Mark Status as Complete

]

Verify User via SMS

Mobile Number Format is Valid.
Customer Maobile: #4454

By clicking 'Next', you are approving sending an SMS Verification Code to case contacts,

Details Chatter Relatad

E Contact Details

Name Phane

Jody O'Steen £ -4464 s
Title Work Phone @

Salesforce DevOps Manager 850/645-9761 ra
FSU Department Emnail

Information Technclogy Services (ITS) s Jjjosteen@fsu.edu

EMPLID F3UID

000060031 re JIOSTEEN e

a FSU Affiliations for Parent Contact (3+)

Knowledge

Q  Search Knowledge..

Suggested Articles
10 Results - Sorted by Relevance

ing?

% Article Details

Why is my audio not working in Zoom meetings?

> Article Details

Why is my video/webcam not working in Zoom meetings?

% Article Details

How dao | use Al responsibly and securely within Microsoft Copilot?

> Article Details
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Chatbot - Ruby

 Unauthenticated Chat

2ive messages wnen

2nd on behalf of an
.

se (Baich Processing)

q‘t_hg.r)_ticated Chat

laboration Service

goter and myFSU

gent? @
darg?

- (Balch Processing)




Chatbot - Ruby

 What the Agent sees

st myFSU Service Con... Home vV @ v @v Qv ¢ v v B B v v v O v
Cases I
(- My Cases | crongecmeer | new |
1 item + Sorted by Cate Number » Filtered by My coses - Satus + Updated § vnutes 80 [°‘ S W B ][.-L:]c
[7] Case.. T ContactN.. v Subject v Status v Prior.. v Dote/Time Ope.. v Case.. v Clamification ~ CaseRecordType ~ CaseO.. v
1 [ oosesary jody OSteen  JodyTest  Working B3 47872024 13290 jodyort  SeniceRequest FSUSenviceRequest infenon (v
o Ommi-Crannel o
Open Retrerh v
® zvadable - Chat v
New (1) My work (0) =0
Tramster "[
00004357 Ijl
) asx chat|cnat Setup Fiow) .
96.230.33.145
Imndgs

We can't draw Shvs chart becacse there 5 no data

3 Omni-Channel (Online)  , Logped out 4 Chotterfeed @ Notes @ History

Quick Links

my*SU Portal

myFSU Service Center Travwng Retources
my¥SU Service Center Caze Routing
my*SU Service Conter Notifications Guide
my#5U SC Agent Trasnung Articies

My Upcoming Tasks
ot My Upcoming Tasks
—_— 0 2erny, sorted by Subject
Fltered by Status

There's nothing in My Upcoming Tasks yet.

Whan records ace added 10 ths st view, you'S see them hare,

Sort by

More

] Most Recent Actnity w | | Q. Seach this feed.

00563817 = Jody OSteen to Flonda State University Only
V&n.p

|(x-](e]



Chatbot - Ruby

 What the Agent sees

13 myFSU Service Con... rome v @ v @ v Qv ¢ v v B v B v v B v OV
;;-; | craegecwre | new | | Quick Links
1 4em » Sorted by Cese Nurmber » Fitered by My cases - Satus « Updated s e a0 Q Search this bt I o EJ P 4 o myFSU Portal
: ® myF5U Service Center Travung Resources
Case.. T+ ComtactN.. v ~ Status v Prior.. v Date/Time ~  Case.. v Classification  Case Record v | CaseO.. v o my#5Y Service Center Caze Routing
l | Subject Ope... Type
— o my¥SU Servce Canter Notdications Guide
1 O ocosestr 5y O'Steen Jody Test Woding 93 452004 UM pdyost SenweSequest FSUServe Request mPenson (v o myFSU SC Agent Training Artickes
o Omee-Craerel Q —
Opan Refresh | @ Tasks More
® svalabie - Chat v My Upcoming
New (1) My work (0) My Upcoming Tasks
0 nems, serted by Scbject >
. Filtered by Statn
Teansfer g
00004359 l—"—l
) s« cratichat setep Fiow|
9823033 845

There's nothing in My Upconung Tasks yet.

Whan reconds are added 10 this 5st view. you'll see them here.
We cand deaw B chart becasas there 4 no deta
Sort by
| rost necent Activty v“o.’x:vv\(.‘u'tcd | v-lle|
00443017 — Jody OSteen to Flocida State University Only [+)
imoage

D OmnvChancel (Ocling) | Logoedout 4 ChatterFees @ Notes O »atery



Chatbot - Ruby

D i cab’t access my zoom account

Conversation Past Chats De

In one sentence, how may | help you today?

Thank you for the nfo. A team member will be wath you shortly.

Iy Ruby sent a transfer request »

Welcome to the Honda State University ITS Servioe Desk!

,"



Chatbot - Ruby

B | can't access zoom

Conversation Past Chats Details
Rubry » Al A -
[ChatWindowButton:Yes, No)
NG
Thank you for the info. A team member will be with you shortly.
L' Ruby sent a transfer request » 11:12:56 AM
Welcome to the Flonda State University ITS Semice Desk!
a A
: | | by ‘ L | I~ | o End Chat
Type a messag

@ Omni-Channel (Cnline) L. Logged out 4 Chatter Feed £ Motes (® History




Chatbot - Ruby

myFSU Service Con... ‘Cases ‘v‘@ v‘@ v‘@ v‘o’ v‘t“ v‘ﬁ V‘E’ v‘-lf@ v‘o v‘@ v | 00563821 | Case

B 00563821 | Case & 00004359 v x

-] 00004359 N

o

Conversation Past Chats Details

Chat Started: Friday, Apnl 05, 2024, 14:24:49 (-0400)
(25 ) Ruby: Hello Valeria. Welcome to the Florida State University! I'm Ruby, a digital assistant.
(45 ) Ruby: In one sentence, how may | help you today?
( 18s) Visitor: i cab't access my zoom account
( 24s ) Ruby: Thank you for the info. A team member will be with you shortly.

Agent Chatbot successfully transferred the chat to button ASK Chat
Chat Started: Friday, April 05, 2024, 14:25:27 (-0400)
Chat Origin: ASK Chat
Chat Transferred From Ruby To Jody O

(38s) Jody O: Welcome to the Florida State University ITS Service Desk!
( 1m 14s ) Jody O: One moment please, while | research and gather information for you.
(4m 17s) Jody O: For verification purposes, is it okay to send a text message to the following mobile phone number we have for you: *******2144?2
(4m 21s) Visitor: Yes
(5m 15 Visitor: | received the code nyv769




Chatbot - Ruby

33t myFSU Service Con... ricme Vi@ v @v @v € v Bv 8 v v ®0v O v "Soxo

B i cab’t access my zoom account

Conversation mﬂ,{‘ Details

S

A .
bp =

We Cant duplay past Chats without 3 CONTACT record Attached 10 the transcnpt Attach 3 CONLACT record and refresh the page.



Chatbot -

Agents

Agent Summary

PRIMAEY
WORK STATE LOGIM ACCEPT INTERRUPTIELE WORKLDAD
AGENT 14 » STATUS w FLAG »  ACTION SUMMARY CAPREITY ACITY AW } BSSIGHED QLIEUES «

TR
U Chat Osshboncd (Last 30 Dn

Y. - - - vy . . v

—— -

Oty Acromgand ty | mgioyse

A gt W i v ity Deetien (Tewe TN WA W Spev (1 e e |

'S
. rane wrame rwe

. . P

——

Chame swer Tame by Lingunge
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SMS for Agents

ﬂ Case
Jody Test

Priority Status
P3 Working

Case Number
00563817

Case Record Type
FSU Service Request

Waiting - Consumer

Waiting - Vendor

ﬂ Case
Jody Test

Priority Status
P3 Working

Case Number

00563817

Case Record Type
FSU Service Request

Verify User via SMS

Mobile Number Format is Valid.

Customer Mobile: ******2144

By clicking 'Next', you are approving sending an SMS Verification Code to case contacts,

Next

Details Chatter Related

Knowledge

Waiting - Consumer

Verify User via SMS

Mobile Number Format is Invalid.

Customer Mobile:
By clicking 'Next', you are approving sending an SMS Verification Code to case contacts,

Details Chatter Related Knowledge

v Consumer Information

Contact Name

Alt Name

Valeria

v Consumer Information

Contact Name

Valeria Zuniga Urcuyo

Alt Name



SMS for Agents

122 myFSU Service Con... Home v I O v l-0 ~

Q@ v "®ox

E i cab’t access my zoom account

Conversation Past Chats Details

© Chat started by Visitor « 22445 oM

1 Cab't access my zoom account

Vigaor « 22507 MM

2

(o][2[2][m][0]

Ny »

TI85

Rty + 22453 P

Ruky « 22502 W

Type a medsage

} Omni~Channel (Oning)  , Logoed out 4 Cranterveed @ Notes (@ History




SMS for Agents

" SMS Verification Code

Customer Mobile; **=*2144
By clicking ‘Next', you are approving sending an SMS Verification Code to chat visitors.




SMS for Agents

Conversation Past Chats Details
-
1* Ruby sent sfer request 513F
Welcome to the Flonda State Unnversity ITS Senace Deskd
For venhcation purposes, 5 i okay 10 wend a léxd message to the
following mobie phone number we have for you: ***=***21447
Yis



SMS for Agents




SMS for Agents

Twilio Message

MSG-002033

Related Details

Message Record Number
M5G-002033

To Mumber
-2144

Body

This is the FSU ITS Service Desk. Enter the following code in your current chat session to

verify your identity: |
Uniread

Total Media Records
0

Lead
Contact

Valeria Zuniga Urcuye

Account

~ Twilio API Details

Chwner
3 Jody O'Steen

From Number
1565

Media Ui @

Archived




Coming Soon.... )

FSU Coastal Marine Lab
Single Point of Service
Department Directory

Government Relations

Ruby 24/7
Ruby Knowledge Article recommendations
Knowledge Article FSP prefill

OFSL and Linvio
Event Management
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Thank YOU! I For More Info

SN Jody O’Steen
i iody.osteen@fsu.edu

Valeria Zuniga Urcuyo
vzunigaurcuyo@fsu.edu

Rutuja Jagtap
rujagtap@fsu.edu
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