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Abstract

In today's digital landscape, insurance companies are utilizing Al-driven automation to streamline their
customer service operations. Salesforce Einstein Chat Bots and GTM Apps integrated with Service Cloud
provide robust tools for automating common customer interactions, pulling knowledge articles, creating cases,
and automating surveys. These chatbots, powered by machine learning, reduce the burden on customer service
agents by handling routine inquiries and freeing agents to handle more complex cases. This paper explores
the configuration of these chatbots in Salesforce Service Cloud, offers examples of Apex code to support
automation, and highlights key performance indicators (KPIs) critical for measuring success in customer
service automation.

Keywords: Salesforce Service Cloud, Einstein Chat Bots, GTM Apps, Automation, Customer Service,
Knowledge Articles, Case Management, Surveys, Apex Code, KPIs, Insurance Industry

Introduction

The adoption of Al in customer service has allowed insurance companies to improve their operational
efficiency and customer experience. In industries like insurance, where data accuracy and rapid response times
are critical, Al-driven chatbots can handle customer queries, offer policy-related information, and generate
cases in Salesforce Service Cloud. Salesforce Einstein Bots and GTM Apps have revolutionized the way
companies interact with customers, making processes like claim status checks, coverage inquiries, and policy
updates more efficient. Additionally, these tools support agents by retrieving knowledge articles based on
customer interactions, updating case statuses, and automating customer satisfaction (CSAT) surveys.

This paper explores how insurance companies can configure Salesforce Einstein Chat Bots, along with the
GTM Apps, to handle customer interactions more effectively. We will also dive into the Apex code needed
to automate case handling, survey triggers, and offer real-time use cases.

Main Body

Problem Statement

Insurance companies handle high volumes of customer inquiries that often require the attention of service
agents. The repetitive nature of these inquiries—such as claim status, policy details, or premium due dates—
adds unnecessary workload to human agents, slowing down customer responses and reducing the quality of
service. In addition, inefficient case management systems often lead to long case resolution times and lower
customer satisfaction.

There is a pressing need for automated solutions that can handle routine customer inquiries, track case
progress, and provide instant feedback to customers without requiring human intervention.
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Solution

Salesforce Einstein Bots and GTM Apps integrated with Salesforce Service Cloud offer an Al-driven
solution to automate customer service workflows in insurance companies. These tools engage with customers
through predefined conversation flows, answer frequently asked questions (FAQs), and automate actions like
creating cases or pulling knowledge articles. The bots are powered by machine learning algorithms that adapt
based on customer interactions, ensuring that responses are accurate and timely.

Features and Capabilities of Einstein Bots:

1.

Automatic Customer Interaction Handling: Einstein Bots respond to common insurance-related
inquiries such as coverage details, claim status, and payment schedules.

Automated Case Creation: Bots can automatically create and route cases based on customer inquiries,
attaching relevant details, and assigning them to the right agent or queue.

Knowledge Article Integration: Einstein Bots automatically pull knowledge articles from the Salesforce
Knowledge Base, helping customers and agents find information easily.

Survey Triggers: At the end of each conversation, the bots can automatically trigger customer satisfaction
(CSAT) surveys to capture feedback.

Automatic Status Updates: Bots can update the status of cases or policy applications without manual
intervention, keeping the customer informed in real time.

Einstein Bot Configuration in Salesforce

1.

o
o

Setting Up Einstein Bots:

From the Salesforce Service Setup menu, select Einstein Bots.

Create a new bot and define its properties such as Name, Greeting Message, and Supported Channels
(e.g., mobile, web).

Use the Bot Builder to define conversation flows by dragging and dropping elements such as decision
branches, quick replies, and API calls.

Creating Dialogs and Intents:

Define customer intents like "Check Claim Status" or "Request Policy Information."

For example, create a dialog that checks claim status by connecting the bot to the relevant Salesforce API
to pull claim data:

public with sharing class ClaimStatusHandler {
@AuraEnabled
public static String getClaimStatus(ld contactld) {
Claim__c claim = [SELECT Status__ ¢ FROM Claim__c WHERE Contact__c = :contactld LIMIT
1];
return claim.Status__c;
}
}

Knowledge Article Integration:

Configure the chatbot to automatically retrieve and display relevant knowledge articles when customers
ask questions related to policies, claims, or other insurance matters. For example, if a customer asks,
"What documents do | need to submit a claim?" the bot will pull the relevant article from the Salesforce
Knowledge Base.

Triggering Surveys:
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o Add a logic branch at the end of a conversation that triggers a Survey invitation based on customer
satisfaction:
trigger SurveyAutomation on Case (after update) {
for (Case c : Trigger.new) {
if (c.Status == 'Closed’) {
Survey_Invitation__c survey = new Survey_Invitation__c();
survey.Caseld__c =c.Id;
survey.Email__c = c.Contact.Email;
insert survey;

k
¥
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Use Cases

Use Case 1: Insurance Claim Status Inquiry

An insurance customer visits the company website and interacts with the Einstein Bot to check the status of a
claim. The bot recognizes the intent ("Check Claim Status™), verifies the customer using an authentication
mechanism, and retrieves the claim details from the Salesforce system. The bot provides the claim status in
real time and, if the customer needs further assistance, escalates the case to a live agent.

Use Case 2: Knowledge Article Retrieval

A customer reaches out to the bot asking for documentation required for policy renewal. The bot, linked to
the Salesforce Knowledge Base, pulls the appropriate knowledge article and shares it with the customer, thus
eliminating the need for human intervention.

Use Case 3: Automated Survey and Feedback Collection

After a customer service case is resolved, the bot automatically triggers a satisfaction survey. The survey
results are logged in Salesforce, allowing the company to measure customer satisfaction effectively.

KPIs for Measuring Success

1. First Response Time (FRT): Measures the time it takes for the bot to respond to an initial customer
inquiry. A faster FRT indicates greater efficiency and improves the overall customer experience.

2. Case Deflection Rate: The percentage of inquiries resolved by the bot without human intervention. A
higher deflection rate indicates that the bots are handling more cases autonomously.

3. Case Resolution Time: The time taken to resolve a case, with a focus on cases that are escalated from
the bot to an agent.

4. CSAT (Customer Satisfaction) Score: This metric measures customer satisfaction after interactions with
the bot. It is typically captured through automated surveys triggered at the end of each conversation.

5. Net Promoter Score (NPS): The likelihood of customers recommending the insurance service based on
their experiences, often influenced by bot interactions.

Conclusion

Salesforce Einstein Chat Bots and GTM Apps in Salesforce Service Cloud offer a powerful toolset for
automating customer service operations, particularly in the insurance industry. By handling routine inquiries,
pulling knowledge articles, and automating case creation, these bots not only improve the customer experience
but also reduce the workload on service agents. With the ability to automate status updates and trigger
satisfaction surveys, insurance companies can ensure that their service processes are efficient, scalable, and
data-driven.

[JIRCT2411074 \ International Journal of Innovative Research and Creative Technology (www.ijirct.org)




Volume 10 Issue 2 @ 2024 1JIRCT | ISSN: 2454-5988

The use of Al-driven automation, supported by Salesforce's robust platform and Apex customizations, enables
companies to deliver high-quality customer service, while KPIs such as First Response Time (FRT), Case
Deflection Rate, and CSAT provide critical insights into the effectiveness of the system. As Al and machine
learning continue to evolve, the potential for even more personalized and efficient customer service
experiences will only grow.
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