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Federal Contact Center Modernization
he rapid evolution of new technology, including social, mobile, and cloud, is fundamentally changing 
customer expectations regarding how, when, and where they interact with both commercial and 
public sector organizations. However, Federal government agencies have usually lagged behind their 

commercial counterparts in adopting these technologies, which in turn, has created a growing expectation gap.

This is very evident in Federal contact centers, where direct customer interaction is a core part of the agency 
mission. The result is that mission delivery is negatively impacted by poor contact center experiences and 
incomplete metrics. Failure to provide an optimal experience, both internally and externally, is hurting you 
in more ways than you realize. 

The good news is that you now have a tremendous opportunity to transform the way you deliver service and 
connect with your customers by  creating experiences that are dynamic, responsive, and tailored to your 
customers’ needs. With the  Salesforce Federal Contact Center, government agencies have improved service 
levels, optimized mission activities, and increased the overall level of efficiency within their organizations. 

Enhanced Customer 
Experience 

Salesforce Federal Contact Center 
offers a multitude of self-service 
options, omni-channel support, 
and access to complete customer 
information across all channels; 
all of these factors work together 
to significantly reduce resolution 
times and provide a more 
streamlined, and personalized 
customer experience.

Better Agent Experience

Intuitive interfaces, robust and 
readily accessible knowledge-base 
resources, and an integrated view 
of customer information, from all 
vantage points, empowers agents 
to quickly access the information 
they need to deliver the most 
optimal response(s), and to make 
informed contributions to the 
customer journey.

Operational Efficiency

Salesforce Federal Contact Center 
is a mobile-optimized, completely 
agile and data-rich platform that 
delivers actionable insight, and 
empowers the contact center 
workforce to remain productive 
anytime, any place.

T

Salesforce Federal Contact Center provides…

government
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How Federal Contact Center Brings This To Life 
The Salesforce Federal Contact Center is a secure, multi-channel enterprise application that puts the customer 
experience at the center of all agency services, knowledge, and experts, providing a personalized journey, which 
enables a more streamlined intake process and effective mission execution. 
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Benefits
The Salesforce Federal Contact Center solution, built on our proven Salesforce Platform modernizes today’s contact 
centers by providing your agency with the following benefits:

Complete, 360° Customer View: 
Provide a comprehensive picture of all customer-related 
interactions and reference data in a single, search-able, 
scalable platform. You can utilize this comprehensive 
view to more efficiently resolve issues and provide a 
personalized customer experience.

Mobile Enabled Out of the Box:  
Responsive interface maintains a user-friendly flow on 
mobile devices. Mobile-ready technology gives end-users 
quick and easy access to real-time updates on the most 
recent activity and allows them to access records of all 
their related interactions. 

Makes Collaboration Easy: 
Collaborative functionality is tightly integrated into 
business processes allowing your employees to work 
together more efficiently by streamlining intelligence 
gathering and automating time-consuming issue 
resolution processes.

Powerful, Real-time Analytics:  
Unlike traditional one-dimensional reports, Salesforce 
analytics empower you to turn your insight into action 
faster, connect and query multiple data sources with a 
robust analytics engine, and find new ways to visualize 
your data and KPIs.
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Robust APIs and Seamless Integration: 
Powerful, flexible, standards-based APIs enable you to 
interface with external systems and create real-time, 
bidirectional channels of communication between the 
contact center solution and legacy ERPs, accounting 
systems and existing call center systems. 

Omni-Channel Support:  
Execute your mission across all channels; mobile, social, 
web, chat, phone, text and in-person. Provide support to 
your customers wherever they are.

Lightning Service Console: 
True multi-channel agent console is intuitive, 
configurable, and designed for productivity; easily 
integrate your back-office systems into the console to give 
agents one screen for the entire service process.  

Self-Service Communities:  
Break down the silos between knowledge-based self-
service and communities with an integrated self-service 
experience, so customers have one place to go for 
answers. Deflect the routine inquiries from your contact 
center to lower-cost interaction channels.

Knowledge:  
The Salesforce, Knowledge Centered Support-certified 
knowledge application lets you provide consistent and 
accurate answers to customers and agents alike. With 
Files Connect, you can search for answers not only in the 
Salesforce Service Cloud knowledge base, but in external 
content sources—such as SharePoint— as well. 

Contracts & Entitlements:  
Give every customer the level of service they deserve. 
Keep tabs on key milestones and metrics to stay 
compliant with Service Level Agreements.  

Market Leader: 
Salesforce has a multitude of successful Public Sector 
and large commercial Contact Center customers in 
production today and is a leader in the Gartner MQ for 
Customer Engagement Centers. 

 
 
 
 
 
 
 

 
 
 
 

Computer Telephony Integration: 
Easily integrate with over 80 of the most popular 
telephony systems which are embedded in the Saleforce 
Service Application, eliminating the need for desktop 
software with our 100% cloud-based CTI adaptor.  Take 
advantage of features such as IVR and email integration 
and make your phone agents more productive, by 
providing a screen pop of relevant information including 
customer background and issue information to improve 
the customer experience and accelerate the resolution 
process.

Social Support:  
Listen to customers via a multitude of social media 
channels, filter actionable social posts, and respond to 
customers in the channel of their choice.

Live Chat: 
Integrated live chat allows for seamless escalation to the 
contact center from your web site or mobile app, giving 
you the ability to handle multiple chats at a time and 
access to a complete chat history for compliance and 
reporting.

Call Scripting: 
Leverage a powerful, configuration-based call scripting 
tool called Flow that lets contact center managers create 
simple screen navigation to walk agents through standard 
use cases and resolve customer issues faster and 
consistently.

SOS: 
SOS function enables agents to bring support right to the 
citizen inside their mobile app, to help collaborate and 
resolve issues.

GIS: 
Take advantage of the ability to integrate with and utilize 
GIS data to group related issues, identify trends, and 
optimize the use of resources required to resolve issues.   

Powerful analytics solutions give government employees the kind of granular insight they need to identify patterns, resolve 
issues, and better understand the needs that drive their mission. Bring multi-system data together onto a single platform; 
served up in a highly visual, user-friendly reporting interface that brings the data landscape to life in a qualitative manner. 
Download our Wave for Contact center brochure here.
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Federal Contact Center solution is a component of the Federal Case Management solution, which 
streamlines the entire case resolution process, including Outreach, Intake, Execution, Relationship 
Management, and Analytics. 

Outreach

Innovate the way you 
connect with your customer 

by initiating dialogue and 
enabling self-service anytime, 

any place

Intake

Improve user experience 
with consistent engagement 

across all channels, call 
center, web social, email and 

mobile

Mission Execution

Accelerate time to resolution 
with appications configured 

to your specific mission 
workflow; leveraging legacy 

data in real-time via APIs

Relationship 
Management

Gain 360 view, centralize 
institutional knowledge 

and cultivate long-term 1:1 
customer relationships

Analytics & Reporting

Improve decision-making and resource management aross all areas of service. 
Spot trends, visualize key perfomance indicators and take action on your data

Customer Successes

Department of Education, Federal Student Aid, Regional Contact Center

Challenge

The U.S. Department of Education, 
Office of Federal Student Aid (FSA) 
Research and Customer Care Center 
(RCCC) wanted to replace the 
complicated and costly CRM system 
that was in place at the time.

Solution

RCCC replaced its incumbent solution 
with Salesforce Federal Contact Center 
which is being used for contact center 
agent functions to track and manage 
external inquiries from students, parents, 
and administrators. They now benefit 
from features that are vital to modern 
call center operations i.e. Interactive 
Voice Response, Computer-Telephone 
Integration, and email integration. 

Results

RCCC implemented and transitioned 
to the robust Salesforce Federal 
Contact Center solution in two 
weeks (as opposed to the 8 month 
implement ation required for their old 
system) at 50% of the cost of their 
incumbent solution. FSA achieved its 
ultimate goal of cutting operational 
costs and was also able to implement 
CTI and e-mail integration, IVR, and 
many more features that were not 
possible with their old solution. All 
work on the Salesforce platform is 
now performed in-house in record 
time due to the intuitive nature 
of the solution. Additionally, since 
Salesforce is natively mobile and does 
not require an agent installation, call 
center employees can now work from 
anywhere.


