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SERVICE CLOUD VOICE

Give your service team  
a smarter way to handle  
calls, from anywhere.

Call centers have become more important than ever before as consumers seek more help in unfamiliar 

circumstances. Many call centers have been forced to undergo rapid change, shifting to a remote work model 

and turning to new digital tools to handle heightened demand. They need a way to better handle fluctuating 

call volume, speed up call resolution, boost CSAT, and deploy AI to boost productivity in the contact center. 

Top Benefits

• Quickly deploy cloud telephony

• Enhance agent productivity on phone calls

• Deliver omni-channel visibility to supervisors

Top Features

• Native integration of Amazon Connect in  

Customer 360 Service

• Real-time call transcription 

• Omni-Channel Supervisor Console

* Salesforce, "State of Service," 2019 (salesforce.com/blog/2019/03/customer-service-trends.html)

of customers use the  
phone for customer service. 

of customers expect to 
solve complex problems by 

talking to one person.

Service Cloud Voice is a new solution for the 

contact center that brings together voice 

conversations, digital channels, and CRM data 

in real time for both the agent and supervisor. 

By delivering telephony and intelligence from 

Amazon Connect inside of Salesforce, Service 

Cloud Voice enables easy setup of cloud 

telephony alongside other communication 

channels to help organizations deliver fast, 

personalized service from anywhere.*

The voice channel is how we 
interact with the customers at a 
personal level, so it’s very important 
to us. We recently went through a 
transformation using Service Cloud 
Voice to have our telephony system 
fully integrated into the Salesforce 
Platform. Integrating these customer 
interactions gives us insights and 
context, which enable us  
to provide better service.

Dharam Rai 
VP, Customer Experience, Sonos

https://www.salesforce.com/blog/customer-service-trends/


Service Cloud Voice Preintegrated with Amazon Connect

Service Cloud Voice with Amazon Connect delivers flexible phone support, built natively for the Salesforce 

Platform. Take advantage of preintegrated cloud telephony and automatic speech recognition from Amazon 

Connect to unlock agent productivity on phone calls. 

What’s included in Service Cloud Voice with Amazon Connect:

• Preintegrate cloud telephony:  

Purchase, configure, and set up advanced cloud telephony 

and contact center technology within Salesforce. Set up 

IVR bots, contact flows, and call transcription from Amazon 

Connect, preintegrated inside of Service Cloud Voice.

• Surface phone calls within omni-channel:  

Phone calls are routed to agents within omni-channel, so 

agents handle all customer service interactions in one place. 

• Streamline the agent workspace:  

Embedded softphone call controls give agents  

a unified workspace to manage phone calls and 

digital conversations. 

• Capture the phone call as data:  

Real-time call transcription captures the content of 

the phone call, which is connected to the Customer 

360 profile. Call transcriptions and recordings enhance 

visibility into your call center.

• Enhance agent productivity on the phone call:  

Launch in-call intelligence and process automation, 

like Einstein Next Best Actions and Lightning Flows, for 

increased agent productivity. Decrease average handle 

times with Einstein Case Wrap-Up.

• Unlock insights for contact center supervisors:  

Empower supervisors to view calls and insights in real time 

to facilitate training and onboarding. Coach agents live and 

use transcripts and recordings for post-call training.

Salesforce.com/ServiceCloudVoice

To learn about how to get started  
with Service Cloud Voice visitof agents can find all the 

information they need to  
do their job on one screen.

* Amazon Connect is provided by AWS Inc. and AMCS LLC.

https://www.salesforce.com/products/service-cloud/solutions/call-center-management/?sfdc-redirect=263

