
SALESFORCE 
ENGAGEMENT 
CENTER SOLUTION

Connect Your Government With The 

government



This book outlines the functionality and 

versatility of our Salesforce Engagement Center 

Solution. Learn how we can help you modernize 

your contact center, your government, and 

your mission with a step-by-step approach to 

enabling mutli-channel engagement.

The Salesforce Engagement 
Center Solution and the
Modern Contact Center
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Salesforce’s Solution for Modern Day 
Engagement Centers 
With the number of communication channels available to today’s customer—the citizen, the 
department representative, or the end user of any type—government needs a more robust system 
than the traditional call center in order to be relevant and capable community support. 

Salesforce Engagement Center Solution integrates the call center, websites, and mobile apps over a single, social-ready platform. Users 

can log service needs, such as note new graffiti, request department review, or engage a third-party team partneing on the mission, 

from a desktop or on the go—similar to how people check into a location on Facebook. 

This single, user-friendly, consistent connection point gives users: 

• The option to note exact location, urgency, and any other context surrounding the service need for faster, prioritized, more 

complete resolution

• The ability to connect with other experts, peruse suggested solutions associated with their particular inquiry

• Easy access to complementary assistance programs—no paperwork or process required

The solution then routes that data through the consolidated service center following predetermined, customized business rules set by 

the administration. This gives clear visibility to the status of an inquiry as it moves through the system. It also integrates data from third 

party social platforms so that services can be adjusted based on new comments, Tweets, and overall changing sentiment.  
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Salesforce Engagement Center Solution

These capabilities are all delivered by our proven, turnkey, cloud based 
technology templates, enabling you revolutionize the traditional call center 
and transform your city with lightening speed.
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The Salesforce Engagement 
Center Solution 360 degree view of all citizen inquiries and staff interactions

Single solution that integrates data from multiple 
engagement channels onto one platform

Inherent, extensive metrics, reporting, and dash boarding 
capability

Increased customer satisfaction as a result of staff 
empowered to answer needs real-time, with more 
information

Key Solution Benefits

Download the Complete Data Sheet

http://www.salesforce.com/assets/pdf/industries/311-ds.pdf?d=70130000000iMBU


City of Elgin

The City of Elgin--a suburb of Chicago--was looking to streamline 

the governing body. City leadership wanted to “achieve a higher 

level of transparency for government interactions to enable more 

fluid government responses and operations.”

City leadership had to drive this initiative across their 19 different 

departments, unifying desperate sets of data, contacts, and assets.

Applying the 
Engagement Center 
to City Government
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Results

• ROI: 120%

• Payback period: just over 8 months

• Average annual benefit: $500K +

• Increased employee and manager 

productivity

• Increased number of users/community 

participation

Download full Nucleus Research case study

The City of Elgin deployed the Salesforce Engagement Center Solution to manage non-

emergency requests. The single, centralized platform provided city leadership and individual 

departments with comprehensive information with to better inform decisions. Service Cloud—a 

key component of the solution with features like Knowledge Base and Live Agent—gives city 

employees the information they need, right at their fingertips, help drive productivity and faster 

inquiry resolution time.

Once an agent closed a case, Community Cloud gave them the capability to share their 

learnings and insight across watering holes, empowering fellow employees to deliver a better 

service experience. 

Customizable business rules allowed city government to cater to departments’ unique needs, 

while still streamlining IT resources, preserving communication and operational best practices. 

How cloud plays a role
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https://www.salesforce.com/form/pdf/city-of-elgin.jsp?d=70130000000iMBU&nc=70130000000iMCI


Washington D.C.

City of Hampton

Region of Peel

Elgin

Indianapolis
Washington D.C.
The District is driving more 

accountability and accuracy, 

thanks to more transparency 

across resource consumption 

patterns with Salesforce 

Engagement Center Solution.

Region of Peel
The Region of Peel, the 

second largest municipalities 

of Ontario, used Salesforce 

Engagement Center Solution 

to bring a digital strategy to life 

in order to better serve citizens 

today as well as future proof the 

experience tomorrow.

Indianapolis
The City of Indianapolis 

reduced the variety of systems 

and disparate information 

sources with Salesforce 

Engagement Center Solution. 

This not only reduced duplicity 

for agents, but also made 

reporting easier and faster.

Elgin
The City of Elgin—a suburb of 

Chicago delivered more visibility 

to department processes in order 

to improve responses, streamline 

operations, and repurpose funds 

with Salesforce Engagement 

Center Solution.

City of Hampton
The City of Hampton 

implemented Salesforce to 

streamline business process, 

reduce infrastructure costs, and 

deploy services faster.

Explore Connected 
Cities around the 
Country
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Results and Benefits of a Modern 
Engagement Center
The Salesforce Engagement Center Solution helps leadership up-level the traditional 
call center and build a modern contact center that serves as a relevant public services 
support system as it becomes the foundation of a truly connected community: 

1) Make services more accessible
Mobile and social give local government more ways 

to make services readily available by building an 

always-on, personalized, interactive, and user-friendly 

Engagement Center interface. Capture comments 

and inquiries over more channels, including social 

feeds, via pictures submitted real time over mobile 

phones, and more.

With Salesforce Engagement Center Solution, 

administrators can design an infrastructure that 

seamlessly fits into the community lifestyle, 

encourages higher levels of engagement, and is 

more productive. User satisfaction increases as 

leadership and community work hand in hand to 

build a cleaner, safer, stronger environment. 

2) Increase transparency 
As technology makes services more accessible 

and participatory, more data about the core 

needs of the community surface. This empowers 

administrators with more data and insight that can 

be used to automate workflows in an effective way, 

aligning resources and budget real-time across 

departments and across agencies. 

Suddenly, administrations are known for delivering 

on priorities as identified by the community. As the 

departments, citizens, and users of any kind start to 

see more communication, quantifiable progress, 

clear improvements, and real impact in the areas 

that matter most, trust in government leadership is 

strengthened. 

3) Improve responsiveness 
By increasing the number of data inputs, and 

increasing the transparency surrounding that data, 

government begins to build measurable history. 

This granularity can be used to identify common 

patterns, understand the context driving those 

patterns, and develop new services targeting 

specific community needs.

This kind of data-driven strategy helps government 

respond faster to questions, solve systemic problems, 

and mitigate future issues. Administrations can 

innovate and allocate budget with more confidence 

and accountability, knowing that funding is fueling a 

more productive, more intelligent engine. 
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The Future 
of Citizen 
Engagement
When services become 
more accessible, citizens 
become more engaged. 
GovLoop explores how citizen 
engagement is changing, 
the impacts of technology 
trends like IOT and open 
data, and what emerging 
titles like “chief customer 
service officer” can do to help 
administrations adapt.

Learn More

https://www.salesforce.com/form/industries/gov-citizen-engagement-ebook.jsp?d=70130000000iMBU


Salesforce Engagement Center Solution 
and our Connected City Vision

A connected city is one that unites people, process, 

and government to one another across the community. 

Digital technology and online access enables 

administrators to place users—be they citizens, residents, 

department representatives, etc.—at the heart of all 

operations, empowering leaders with the in-depth 

insight and tools targeting a specific gap they need fill in 

order to deliver a better tomorrow. 

Learn more about 
the connected 
city vision
Download connected cities e-book.

Download

6 Trends Shaping Government 

Relationships.

Read More
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https://www.salesforce.com/form/industries/connected-city-ebook-2015.jsp?d=70130000000iMBU
https://medium.com/@salesforce/5-inspirations-that-can-keep-government-relevant-including-high-tech-trash-cans-98f796d3a54


Bring Your Own Connected 
Community Vision to Life  
The Salesforce Engagement Center Solution is one of several available on 
our secure Government Cloud. 

Government Cloud is a separate instance of Salesforce that applies our off-the-shelf solutions in a way 

that makes it easy to replace process-heavy, day-to-day operational management bottlenecks with a user-

first, mission-focused strategy. 

Leapfrog the typical innovation process, reset goals, and elevate expectations as you transform your 

agency into one that brings innovative, relevant leadership to the community you serve. 
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Step1 Each community has its 

own unique challenges 

and opportunities. 

Understanding not 

only what those unique 

demographics are, but also 

how they influence your 

ability to communicate and 

connect will help you to 

invest in innovative projects 

in targeted, impactful ways. 

Some examples to think 

about include: 

Understand your 
demographics
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Number of citizens
As a community becomes more populated, the importance of service scalability is further 

and further emphasized. Likewise, communities with fewer citizens tend to also have 

higher expectations that services be customized, creating a more personalized experience. 

Understanding the balance between scale and personalization within your community will 

help you develop a system that can easily manage volume and variety.

Population density
Populations living in close quarters can require more concentrated services, and often 

expect that such services be proactive as needs tend to be more apparent to an observer. 

In contrast, communities that are more spread out can require more robust engagement 

channels, allowing them to raise a hand and be heard regardless of distance. Understanding 

the composition of your community will help you develop a system that aligns expectations 

and service capability. 

Languages
The more our communities grow, the more they are enriched with culture, experience, and 

insight. Developing a system that can support the variety of languages helps administrations 

serve an increasingly diverse set of departments or community, and attract the kind of new 

ideas and opportunities that help a city flourish. 
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Step2 Once your team has rationalized your 

community demographics through 

the lens of a modern engagement 

center project, it is easier to set clear, 

targeted goals.

Prioritize about five key goals, and 

then narrow those down to specific, 

measurable objectives to ensure 

any activity resulting from your 

engagement center initiative is 

aligned in terms of directions and 

communications. This will help teams 

work in a uniform fashion with one 

another, departments, and citizens. 

Set Clear Goals 
and Objectives
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Step3 Once community leadership 

understands the background, 

goals, and objectives, they can 

outline project criteria. Project 

criteria should be outlined and 

grouped into two categories, with 

a citizen-first mindset:

Outline the 
Criteria
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Technological criteria
Examining the technological state of readiness across your community 

demographics will help you understand which goals should be met with 

mobile-ready technology, where and when to incorporate social commentary, 

and to how route inquires across teams so that answers are delivered in the 

most comprehensive, timely manner. This will not only ensure that the right 

functionality is in place for your unique community, but also that the solution 

is built in a way that is user friendly, encouraging participation.

You should also consider the importance of agility. As community needs 

change, your citizens, employees, representatives, etc. will need a solution 

that can be nimble enough to adjust according to community dynamics, 

while also sustainable enough to provide a lasting solution. Your community 

will need a platform that is capable of supporting the 21st century 

government organization. 

Team resources and support criteria
Any successful project is driven by a team that believes in it will be a success. 

Identify internal project owners who will be accountable for the rollout of 

your engagement center solution. Pair them with a group of champions 

who can drive awareness and education across your community, developing 

an integrated execution plan and real-time feedback mechanism. Select 

stakeholders who can act as consultants as they prioritize activity, determine 

pilot requirements, and set benchmarks. 

What is “citizen-first?”
You might have heard of the buzz phrase “mobile first”—the idea 

that customers, employees, or users of any kind access information 

first, and most frequently, via a smart phone or tablet compared to 

a desktop or laptop computer. This is used to determine strategy 

and align success accordingly; i.e.: it is more and more common for 

a company to prioritize updating their mobile site over their full site, 

build apps before creating forms, etc. 

As service and experience continue to be the next big differentiator, 

organizations who take a “customer first” approach—how will the 

customer access the service? How will the customer report an issue? 

Who will the customer need to interact with, and when?—will remain 

relevant and gain a competitive advantage. For city administrations, 

the citizen is the customer. For State government, the customer 

likely includes departments or representatives from partnering 

organizations who have more direct touch points with the citizen, as 

well as the citizen.  

Leadership that is able to build services and engagement channels 

that start with these citizen-first questions, and work back from 

those answers to determine the mix, priority, and general strategy 

surrounding key services will connect their community in a way that is 

relevant, actionable, and visible to their constituents. 
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Step4 With technology and general a 

resource criterion that clearly 

supports your goals’ objectives in 

place, your team is empowered to 

build an actionable execution plan, 

accurate with respect to community 

behavior patterns. Such a plan is built 

based on metrics that quantify the 

user experience, incorporating checks 

and balances at the foundational 

layer of your citizen-first, user-first 

engagement center strategy. 

Build the 
Execution Plan
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Social monitoring
Number of comments, number of comments recognized in your engagement 

center solution, number of answers given, number of answers supplied by the 

community vs. the agents, general sentiment, response time. Measure these by 

using hashtags, following handles, and polling. Translate that data into reports 

on an integrated engagement center platform. 

These metrics will determine how much your citizens attempt to communicate 

via social, and how well you engage in the conversation.

Incoming email, phone calls, and paper/web forms
Number of submissions, average response time, level of complexity of the ask. 

Measure these by tracking activity quantity on an integrated engagement center 

platform. Incorporate qualitative information within the ticket profile. 

These metrics will determine how popular these more traditional engagement 

channels remain, as well as how accessible your services are. If the asks tend to be 

very complex, with multiple layers of needs that have to be solved sequentially, 

you might have to reexamine how easy it is to submit an inquiry. If there is not a 

way to easily raise a hand real-time, people could be summarizing the problem 

all at once. Such symptoms can easily highlight the long-term fix. 

Mobile ready
How frequently agents answer an urgent need or a need identified on the go 

(like graffiti clean up asks) after the fact, number of real-time channel options 

available, number of inquiries routed real-time, number of staffers with out in the 

field responsibilities who submit status updates from a desktop/laptop, level of 

awareness of mobile tools. Measure these by tracking inquiries, response time, and 

comments, grouped by channel on an integrated engagement center platform.

These metrics will tell you how support compares to real time needs, as well as 

how well you have communicated mobile readiness across your staffers and 

community.

Apps
Number of times the app is accessed, number of inquiries made via the app, 

number of answers coming from the app. Measure this by monitoring activity on 

apps built on the same engagement center platform that integrates feedback 

and inquiry data.

These metrics will help you to understand how well the app in question has 

been communicated, and if it has the right functionality.

Outgoing communications
Number of outgoing communications, open rate, click through rate, reaction, 

response time. Measure this across channels on an integrated engagement 

center platform.

This will help you compare incoming and outgoing communications, ensuring 

that you are matching the degree of participation across your community. 

By having all of these channels integrated on a common platform, it is easy to 

establish metrics that capture the 360-degree view of not only the citizen or 

department inquiry, but also how well your team is able to match and support 

expectations.  Use an integrated engagement center platform approach to 

quantify the level of community activeness and encourage more participation, 

ultimately helping you build a stronger connected city.

Identify the metrics that you want to measure in order to determine successful engagement, justify spend, and 
prioritize channels: 
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Step5 Leadership cannot control that which 

it cannot measure. By incorporating a 

wide variety of data from information 

channels typically isolated from 

one another, it is easy to measure 

comparative performance, as well as 

changing trends over time. If phone 

calls and emails begin to show fewer 

numbers overall, but social media 

and app-based inquiries demonstrate 

that they are on the rise, it is easy 

for city leadership to adjust funding 

accordingly. Leadership can control 

their community alignment, and 

encourage more lasting participation 

across a more engaged, more 

satisfied community.

Monitor, Measure, 
and Refine
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The Salesforce Engagement Center Solution is built using the Salesforce 

Service Cloud, Salesforce Community Cloud, and Salesforce Marketing 

Cloud. Incorporate these features into a custom app with the 

Salesforce1 Platform. 

By leveraging Service Cloud as the base of the solution, it is truly customer 

first because it is service first—every user engagement starts with the 

question “how will service be delivered?” 

Service Cloud automates case routing and escalation processes, mapped 

out according to specifically articulated rules built around common citizen 

inputs via the mutli-channel/community engagement platform. This 

scales responsiveness and more granular monitoring of services needed, 

meaning the organization can accurately predict future service needs 

ahead of time, solving problems before they ever arise. 

The Engagement Center
 Product Mix: 

Service Cloud by the numbers:

faster average handle time 

increase in cost savings

increase in agent productivity 

faster case resolution time

increase in customer satisfaction

45%

45%

47%

48%

45%
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Agent Console with Live Agent features on Service Cloud delivers a 360-degree view of the citizen, 

enabling agent to understand context of the and solve it comprehensively, the first time.

 

This pairing also provides an interface that helps agents work smarter, driving productivity by providing 

all information about a case—the citizen’s history, the department’s resource availability, service 

capabilities, common answers, and more—all in one, easy-to-use console. The interface enables 

managers to identify and prioritize the most important cases first. Commonly surfaced inquiries, 

reports, and dashboards built into the console enable managers to monitor service data and see 

where organizational resources are being routed, under which circumstances, and where the biggest 

gaps are across the community. 

Additional features solve user inquiries fast: 

• Knowledge: agents can find answers virtually effortlessly.  The most commonly used/highest 

ranked write-ups, case histories, or resource articles appear in the console, giving agents the best 

information right at their fingertips.

• Communities: built-in communities helps agents connect to the right experts internally and  crowd 

source the answer. This feature also connects users to each other as well as past information so that 

they can help one another and themselves, unlocking more community intelligence. 

This carries over into agent training, with a user-friendly, multi-monitor interface that encourages 

quick ramp-up. Managers have visibility into metrics with baked-in reports and dashboards, helping 

ID frequent scenarios and focus training on big wins.

 

By making more services, help, and answers easily accessible to citizens over the solution’s mobile, 

multi-channel engagement model, fewer cases get routed to the call center, reducing expenses. As a 

result of all these features coming together, organizations can make the most of tight budgets without 

sacrificing service expectations.

Feature specifics:
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Metrics capturing performance in areas such as customer loyalty or customer 

satisfaction tend to apply to private sector businesses, operating using 

competitive, for-profit models. However, performance numbers—such as 

these proven by Service Cloud—can be directly applicable to public sector 

organizations as well. 

For example, the idea of customer retention in the public sector space has 

taken on a new sense of urgency as innovation from private companies, such 

as Uber, introduces dynamics that focus more of efforts on the end-user and 

impact expected service standards. 

This is why we built our engagement center solution using Service Cloud as the 

base; it brings proven market leadership from the private sector to public sector 

thought leaders, helping them focus contact center efforts on the mission, not on 

the process.  Salesforce is transforming government the same way we changed 

business. 

From company
We have helped business leaders use technology to transform the way they go-

to-market, making process obsolete as they instead focus on customer wins. We 

have helped them turn the next big technology transition into financial success.

To community
Salesforce helps public sector organizations apply these best practices and turn 

the next big technology transition into mission success.

Cloud deployments, like those enabled by Service Cloud, bring trusted 

experience to governing bodies and constituents alike, developing a user 

experience typically associated with the private sector only. 

Our commitment to modern-day engagement centers is our commitment to 

the mission. 

A Deeper Dive on Our Service Cloud Base
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Continued Market Leadership

Service Cloud is has been ranked #1 in the 

Gartner Magic Quadrant for the CRM and 

Customer Engagement Center consecutively

for the past five years.

Read More

http://www.gartner.com/technology/reprints.do?id=1-2DH3HM1&ct=150413&st=sb


The Engagement Center
 Product Mix: 

The Salesforce Engagement Center Solution is built using the Salesforce 

Service Cloud, Salesforce Community Cloud, and Salesforce Marketing 

Cloud. Incorporate these features into a custom app with the 

Salesforce1 Platform. 

Community Cloud builds in a social element to the solution, enabling 

users to easily connect to one another as well as city/state resources. By 

making insight and information actionable across all citizens in a user-

friendly format, people engage more frequently, and benefit from more 

detail and accuracy real-time, improving their overall experience. As a 

result, users are happier because they get more information in context, 

and can weigh in on the conversation directly, taking an active role in 

building/leading the community. This is all made available over an easy-

to-use engagement platform. 

Community Cloud by the numbers:

increase in customer satisfaction

decrease in time to find experts 

increase in partner engagement

increase in employee engagement

45%

46%

46%

48%
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For citizens who are actively involved in 

conversations, Community Cloud assigns 

badges that recognize key contributors and 

encourage future participation. When the 

answer/contribution comes from another user, 

such as a citizen or department rep vs. the 

administration, it builds trust, as people know 

the insight has been validated. Contributors are 

recognized and empowered to help each other, 

and take on an active leadership role that helps 

to build their community. 

Community Cloud’s functionality allows citizens 

to customize the information they see. Both 

internal and external insight can be shared and 

distributed in context of the question, making 

it more targeted and more relevant.  This gives 

the overall solution the power to mimic the 

community—and a citizen’s interactions with that 

community—bringing the format and patterns 

from the real world into the virtual world.

This customized information delivery helps 

customers help themselves, freeing agents 

to focus on more complex questions.  With 

Community Cloud’s Service Communities 

feature, customers have spent 31% less time 

finding the expert needed to answer a question. 

Resources are better allocated, helping the 

city/state do more and serve more with the 

same level of investment.  And by deploying 

Community Cloud on a common platform, 

conversations can be automatically routed into 

the service center, making case creation as easy 

as the inquiry is necessary. 

Again, built-in communities helps agents connect 

to the right experts internally and crowd source 

the answer, as well as connect citizens to each 

other as well as past information so that they can 

help one another and themselves.

This activity is all tracked so that the user can easily 

monitor progress, next steps, and overall status 

without having to file paperwork, re-engage the 

administration, or wonder about timelines.  

Community Cloud enables more transparency. 

Metrics, reports, and dashboards are also 

baked into Community Cloud, enabling the 

administration to capture and quantify community 

metrics—how frequently people engage, which 

information is the most effective, etc.—and add 

more color to the service inquiry data.

Feature specifics:
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Why should governments care? 
Marketing activities are typically associated with the private sector only, 

meaning many public service organizations are missing out on better 

delivering against their mission. Focusing on the citizen, representative, or 

user journey with marketing best practices can drive a…

increase in brand monitoring

increase in customer satisfaction

faster campaign deployment

44%

45%

46%
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applicable to public transit, service 
offices like the DMV, etc.

turn adversaries into advocates

get the word out to your 
constituents that much faster

The Engagement Center
 Product Mix:

The Salesforce Engagement Center Solution is built using the Salesforce 

Service Cloud, Salesforce Community Cloud, and Salesforce Marketing 

Cloud. Incorporate these features into a custom app with the 

Salesforce1 Platform. 

Marketing Cloud gives the Salesforce Engagement Center Solution the 

ability to integrate isolated user engagements into a single journey, so 

that organizations can better understand better who the customer is, 

where they are in the decision to engage/what level to engage, and how 

impactful the service is to their quality of life. 



Email marketing
Automated email capabilities make it easier for administrations to 

communicate directly and proactively to their customers. Dynamic 

email capabilities based on user data coming in directly from the 

Service and Community Clouds enable agencies to communicate to 

their constituents as individuals, driving information that is relevant and 

connected to inquiries and insights. 

Social media marketing
Marketing Cloud’s social monitoring capabilities capture and measure 

advocacy: how likely the user is to recommend or share a positive 

experience. They also bring more insight into the internal government 

infrastructure, building a system that is fully ingrained in active community 

watering holes. 

Predictive intelligence
Marketing Cloud also gives government the ability to automatically 

recommend publicly available documents online and in email, based on 

browsing history and other behavioral attributes. This extends Knowledge 

Base-like functionality from Service Cloud to marketing efforts, serving 

up personalized interactions and information in an automated fashion. 

Feature specifics:
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2005
2006

2007
2008 2009

2010
2011

2012

2013

2014

2015

government

With over ten years of government adoption and success, Salesforce 
is partnering with organizations at the federal, state, and local levels as 
they revolutionize their missions. We have helped deliver mission-critical 
programs across:

• 23 of 23 CFO Act Federal Agencies
• 45 Out of 50 States
• 100,000+ Success Stories

Salesforce is Transforming 
Government the Same Way 
We Changed Business. 
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The Salesforce Engagement Center Solution is one of several available on our 
Government Cloud.

Government Cloud is a separate instance of Salesforce that applies our off-
the-shelf solutions in a way that makes it easy to replace process-heavy, day-to-
day operational management bottlenecks with a citizen-first, mission-focused 
strategy.

Leapfrog the typical innovation process, reset goals, and elevate expectations as 
you transform your agency into one that brings innovative, relevant leadership to 
the community you serve.

Call us to schedule a live demo at:

1-800-NO-SOFTWARE

Bring Your Own Connected 
City Vision to Life.

Government Cloud
Our Salesforce Engagement Center 
Solution is built on our secure 
Government Cloud.

Security requirements were established 

to ensure each user has a safe experience 

that does not compromise the future. 

Our Government Cloud is FedRAMP 

compliant, meaning we make security an 

enabler of the conversation—not a barrier 

blocking progress.

Read More: sfdc.co/secure-gov
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sfdc.co/secure-gov



