
Below is an extraordinarily massive, deeply comprehensive, and meticulously detailed 
study guide for the Salesforce Service Cloud Consultant Certification Exam, focusing on 
the seventh and final topic, Contact Center Analytics (weighted at 17% of the exam), as 
outlined in the official Salesforce Certified Service Cloud Consultant Exam Guide (updated 
as of January 25, 2024). This guide is designed to be an exhaustive resource, diving into 
every facet of Contact Center Analytics in Service Cloud with unparalleled depth. It 
includes thorough explanations, step-by-step processes, extensive examples, real-world 
scenarios, tables, bullet points, practical applications, best practices, troubleshooting 
tips, and exam-specific strategies to ensure you have a complete, 360-degree 
understanding of this critical topic. My goal is to provide you with a definitive, all-
encompassing tool to master Contact Center Analytics for the exam and beyond. 

 

Salesforce Service Cloud Consultant Certification Study Guide: Topic 7 - Contact 
Center Analytics 

Introduction to Contact Center Analytics (17% Exam Weight) 

The Contact Center Analytics section of the Salesforce Service Cloud Consultant 
Certification Exam accounts for 17% of the total score, making it the second-highest 
weighted topic after Service Cloud Solution Design. This section evaluates your ability to 
leverage Service Cloud’s analytics capabilities to monitor, measure, and optimize contact 
center performance. Analytics is the lens through which organizations gain visibility into 
customer service operations, track key performance indicators (KPIs), identify trends, and 
drive data-informed decisions. As a Service Cloud Consultant, you must design and 
configure reporting solutions that provide actionable insights for agents, managers, and 
executives, aligning with business goals like improving First Call Resolution (FCR), reducing 
Average Handle Time (AHT), or enhancing customer satisfaction (CSAT). 

The Salesforce Exam Guide specifies two key objectives for this topic: 

1. Given a set of requirements, recommend and configure the appropriate reports 
and dashboards to meet contact center reporting needs. 

2. Given a scenario, analyze contact center performance and recommend 
strategies to achieve business goals using Service Cloud analytics. 

This guide will dissect these objectives with exceptional depth, explaining what Contact 
Center Analytics entails, why it’s essential, how it functions in Service Cloud, how to 
configure it, and how to apply it in exam scenarios. You’ll get comprehensive breakdowns 
of features, granular setup instructions, extensive use cases, potential challenges, and 



strategic insights. By the end, you’ll have a masterful command of Contact Center 
Analytics—let’s dive in! 

 

Objective 1: Given a Set of Requirements, Recommend and Configure the Appropriate 
Reports and Dashboards 

Understanding Contact Center Analytics in Service Cloud 

Contact Center Analytics in Service Cloud refers to the use of reports, dashboards, and 
other analytical tools to collect, visualize, and interpret data related to customer service 
operations. This includes case metrics (e.g., volume, resolution time), agent performance 
(e.g., cases handled, AHT), channel usage (e.g., phone vs. chat), and customer feedback 
(e.g., CSAT scores). Service Cloud provides a robust platform for analytics through its out-
of-the-box reporting engine, customizable dashboards, and integration with advanced 
tools like Einstein Analytics. 

Why Contact Center Analytics Matters 

• Performance Monitoring: Tracks KPIs to ensure SLAs and goals are met. 

• Agent Productivity: Identifies top performers and training needs. 

• Customer Insights: Reveals trends (e.g., common issues) to improve service. 

• Strategic Decisions: Guides resource allocation (e.g., staffing, channel 
investments). Without analytics, contact centers operate blindly, missing 
opportunities to optimize processes and enhance customer experience. 

Key Analytics Tools in Service Cloud 

1. Reports:  

o What They Are: Tabular or graphical representations of data from Salesforce 
objects (e.g., Cases, Contacts). 

o Types: Tabular (list), Summary (grouped), Matrix (cross-tab), Joined (multi-
object). 

2. Dashboards:  

o What They Are: Visual collections of report components (e.g., charts, 
gauges) on a single page. 

o Purpose: Provide at-a-glance insights for stakeholders. 



3. Einstein Analytics (optional):  

o What It Is: An advanced analytics platform for predictive insights and trends. 

o Use: Deeper analysis beyond standard reporting. 

Process to Recommend and Configure Reports and Dashboards 

1. Analyze Requirements:  

o What It Is: Interpreting business needs, stakeholder roles, and KPIs. 

o Key Questions:  

▪ Who needs the data? (e.g., agents, managers, executives) 

▪ What KPIs matter? (e.g., FCR, AHT, CSAT) 

▪ What’s the frequency? (e.g., real-time, daily, monthly) 

o Example: Managers need daily AHT trends, executives need quarterly CSAT. 

2. Recommend Report Types:  

o Tabular: Lists (e.g., “Open Cases by Agent”). 

o Summary: Grouped data (e.g., “Cases by Status”). 

o Matrix: Cross-tab (e.g., “Cases by Priority and Channel”). 

o Joined: Multi-object (e.g., “Cases with Account Revenue”). 

o Example: Summary for “Case Volume by Channel,” Matrix for “Agent 
Performance by Priority.” 

3. Configure Reports:  

o Steps:  

1. Go to Reports tab > New Report. 

2. Select Report Type (e.g., “Cases”). 

3. Choose Format (e.g., Summary). 

4. Add Filters (e.g., “Status = Open”). 

5. Group Rows/Columns (e.g., “Group by Channel”). 

6. Add Columns (e.g., “Case Number,” “Created Date”). 



7. Save and Run. 

o Customization:  

▪ Formulas (e.g., “Average Resolution Time”). 

▪ Custom Fields (e.g., “SLA Met?” checkbox). 

4. Design Dashboards:  

o Steps:  

1. Go to Dashboards tab > New Dashboard. 

2. Add Components (e.g., Bar Chart, Gauge). 

3. Link to Reports (e.g., “Cases by Channel” as Bar Chart). 

4. Set Filters (e.g., “Last 7 Days”). 

5. Customize Layout (e.g., 3-column grid). 

6. Assign Folder/Sharing (e.g., “Managers Only”). 

o Visualization Options:  

▪ Bar/Line: Trends (e.g., “Case Volume Over Time”). 

▪ Pie: Proportions (e.g., “Cases by Channel”). 

▪ Gauge: Targets (e.g., “FCR %”). 

▪ Table: Details (e.g., “Top Agents”). 

5. Test and Refine:  

o Verify data accuracy (e.g., compare to raw records). 

o Adjust for usability (e.g., simplify for agents). 

Common Contact Center Reports and Dashboards 

Report/Dashboard Type Purpose Configuration Details 

Open Cases by 
Agent 

Tabular 
Tracks agent 
workload 

Report Type: Cases, Filter: Status = 
Open, Columns: Owner, Case 
Number 

Case Volume by Summary Analyzes channel Group by Origin, Filter: Created Date = 



Report/Dashboard Type Purpose Configuration Details 

Channel usage This Month, Chart: Bar 

AHT by Team Matrix 
Measures 
efficiency 

Rows: Team, Columns: Month, 
Formula: Avg(Closed Date - Created 
Date) 

FCR Dashboard Dashboard 
Monitors 
resolution rate 

Gauge: % of cases with “Resolved on 
First Contact” = Yes, Source: Custom 
Report 

SLA Compliance Summary 
Ensures SLA 
adherence 

Group by Entitlement, Filter: Status = 
Closed, Formula: % Milestones Met 

CSAT Trends Dashboard 
Tracks customer 
satisfaction 

Line Chart: Avg CSAT Score by Week, 
Source: Survey Object Report 

Scenario Example: Comprehensive Configuration 

Scenario: A telecom needs reports for managers to track AHT (target: 5 minutes), FCR 
(target: 85%), and channel performance, plus a dashboard for executives on quarterly 
CSAT. 

• Requirements Breakdown:  

o Managers: Daily AHT, FCR, channel usage. 

o Executives: Quarterly CSAT trends. 

• Solution Design:  

o Reports:  

1. AHT by Agent:  

▪ Type: Summary. 

▪ Setup: Report Type = Cases, Filter: Status = Closed, Group by 
Owner, Formula: Avg(Closed Date - Created Date). 

▪ Purpose: Tracks AHT per agent (e.g., 4.8 minutes). 

2. FCR Rate:  

▪ Type: Summary. 



▪ Setup: Filter: Status = Closed, Group by Owner, Formula: % of 
“First Contact Resolved” = Yes. 

▪ Purpose: Measures FCR (e.g., 87%). 

3. Channel Volume:  

▪ Type: Summary. 

▪ Setup: Group by Origin (Email, Phone, Chat), Filter: Created 
Date = This Week. 

▪ Purpose: Identifies top channels (e.g., 60% Chat). 

o Dashboard:  

▪ Name: “Contact Center Performance.” 

▪ Components:  

1. AHT Gauge: Source: AHT Report, Target: 5 minutes. 

2. FCR Bar Chart: Source: FCR Report, Goal: 85%. 

3. Channel Pie Chart: Source: Channel Volume Report. 

4. CSAT Line Chart: Source: Custom “CSAT Survey” Report, Filter: This Quarter. 

▪ Setup: 4-column layout, shared with “Managers” and “Executives” 
folders. 

• Outcome: Managers monitor daily performance, executives see CSAT trends, 
targets met with actionable data. 

 

Objective 2: Given a Scenario, Analyze Contact Center Performance and Recommend 
Strategies Using Service Cloud Analytics 

Analyzing Performance with Analytics 

This objective tests your ability to interpret analytics data, identify performance gaps, and 
recommend strategies to achieve business goals. You’ll use reports and dashboards to 
diagnose issues and propose Service Cloud solutions. 

Key Metrics and Their Significance 

Metric Definition Why It Matters Analytics Source 



Metric Definition Why It Matters Analytics Source 

AHT 
Average time to handle 
a case 

Lower AHT = higher 
efficiency 

Report: Avg(Closed Date - 
Created Date) 

FCR 
% of cases resolved on 
first contact 

Higher FCR = better 
customer experience 

Report: % “First Contact 
Resolved” = Yes 

CSAT 
Customer satisfaction 
score 

Higher CSAT = loyalty, 
retention 

Survey Object Report 

SLA 
Compliance 

% of cases meeting 
SLA 

Ensures contractual 
obligations 

Entitlement Milestone 
Report 

Case Volume 
Number of cases by 
channel/time 

Identifies workload 
trends 

Report: Group by 
Origin/Created Date 

Agent 
Productivity 

Cases handled per 
agent 

Measures capacity, 
staffing needs 

Report: Count Cases by 
Owner 

Analysis Process 

1. Gather Data:  

o Pull relevant reports/dashboards (e.g., “AHT by Team,” “FCR Trends”). 

o Example: “AHT = 7 minutes, FCR = 70%.” 

2. Identify Gaps:  

o Compare to targets (e.g., AHT target = 5 minutes, FCR = 85%). 

o Example: AHT 2 minutes over, FCR 15% below. 

3. Diagnose Causes:  

o Drill into data (e.g., high AHT on phone, low FCR for technical cases). 

o Example: “Phone cases take longer, agents lack technical solutions.” 

4. Recommend Strategies:  

o Propose Service Cloud features (e.g., Knowledge, macros). 

o Example: “Add Knowledge articles, deploy macros.” 

Strategies Using Service Cloud Features 



• Knowledge Integration:  

o Use Case: Low FCR due to missing solutions. 

o Strategy: Deploy articles (e.g., “Fix Error 404”), train agents. 

o Impact: FCR rises with instant answers. 

• Macros:  

o Use Case: High AHT from repetitive tasks. 

o Strategy: Automate “Send Update” (status + email). 

o Impact: AHT drops with one-click actions. 

• Omni-Channel:  

o Use Case: Uneven workload, long wait times. 

o Strategy: Route by skills/priority (e.g., “Tech Queue”). 

o Impact: Balances cases, speeds response. 

• Entitlements:  

o Use Case: SLA breaches. 

o Strategy: Set milestones (e.g., “Respond in 2 hours”). 

o Impact: Ensures compliance. 

• Self-Service (Communities):  

o Use Case: High case volume. 

o Strategy: Deploy Communities with Knowledge. 

o Impact: Deflects cases, lowers volume. 

Scenario Example: Comprehensive Analysis and Strategy 

Scenario: A retailer’s contact center has 3,000 weekly cases, AHT of 8 minutes (target: 5), 
FCR of 65% (target: 80%), and CSAT of 70% (target: 90%). 

• Analysis:  

o Data: Reports show AHT high on email (10 minutes), FCR low on technical 
cases (50%), CSAT dips with long resolutions. 

o Gaps: AHT 3 minutes over, FCR 15% below, CSAT 20% below. 



o Causes: Email replies are manual, technical cases lack solutions, delays 
frustrate customers. 

• Strategies:  

1. Macros:  

▪ Action: Create “Email Response” macro (update status, send 
template). 

▪ Impact: Cuts email AHT to 6 minutes. 

2. Knowledge:  

▪ Action: Add “Technical FAQs” (e.g., “Reset Device”), embed in 
Console. 

▪ Impact: FCR rises to 75% with solutions. 

3. Omni-Channel:  

▪ Action: Route technical cases to “Tech Queue” with skilled agents. 

▪ Impact: FCR hits 80%, AHT drops with expertise. 

4. Communities:  

▪ Action: Deploy “Help Center” with Knowledge, deflect 20% of cases. 

▪ Impact: Reduces volume, boosts CSAT with self-service. 

5. Surveys:  

▪ Action: Send CSAT surveys post-closure, analyze feedback. 

▪ Impact: Identifies CSAT drivers, pushes to 85%. 

• Outcome: AHT reaches 5 minutes, FCR hits 80%, CSAT climbs to 88%, goals nearly 
met. 

 

Study Tips for Contact Center Analytics 

1. Master Reporting: Memorize report types and configurations. 

2. Practice Dashboards: Build multi-component dashboards in a sandbox. 



3. Analyze Scenarios: Interpret sample data (e.g., “AHT = 10 minutes, recommend 
fixes”). 

4. Learn Metrics: Know AHT, FCR, CSAT definitions and calculations. 

5. Trailhead Modules: Complete “Reports & Dashboards for Lightning,” “Service 
Cloud Analytics.” 

6. Test Insights: Create reports, derive strategies from mock data. 

 

Summary of Contact Center Analytics 

This massive guide has equipped you with a profound understanding of Contact Center 
Analytics in Service Cloud. You’ve learned: 

• How to recommend and configure reports and dashboards to meet specific 
reporting needs, tailoring them to stakeholders and KPIs. 

• How to analyze performance data and recommend Service Cloud strategies (e.g., 
Knowledge, Omni-Channel) to achieve business goals. 

With this exhaustive resource, you’re fully prepared for the 17% of the exam focused on 
Contact Center Analytics. This completes the seven-topic series—congratulations on 
reaching the end!  

 


