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How to Enable Omni-Channel in
Salesforce?
The feature of Omni-Channel sounds pretty awesome, doesn’t it? But how do you
actually set it up in Service Cloud? Let’s walk through the steps involved in the basic
Omni-Channel setup.

1. Enable Omni-Channel
To turn on the feature, go to Setup > Feature Settings > Service > Omni-Channel >
Omni-Channel Settings.

You can also do so by going to Service Setup > Administration > Omni-Channel >
Omni-Channel Settings. You can also simply type “Omni-Channel” in Setup Quick
Search.

You’ll see the box Enable Omni-Channel. Check it and click Save.



2. Omni-Channel Routing

The most important thing for which Omni-Channel is used is routing. With
Omni-Channel, there are three routing options — Queue Based, Skill Based, and
External.

We've provided here a quick setup guide for Queue-Based and Skill-Based Routing.
External Routing setup can go slightly differently depending on the third-party app
you're using.

Queue-Based Routing

Queue-based routing is pretty straightforward, and Salesforce even has a simple
setup flow to start the process. Go to the Omni-Channel Setup Flow in Service
Setup.



In the setup flow, create a queue and assign specific agents to that queue. You can
leave the Agent Workload settings as the default.



Skill-Based Routing

Skill-based routing is capable of handling more complicated customer service
needs. But it is also more complicated to configure.

● Step 1

Check the box to Enable Skill-Based Routing in Omni-Channel Settings.

● Step 2

Then you have to configure skills for your agents. For example, let's use
"Programming" and "Mechanical" skills for a random gadget company.

Go to Omni-Channel > Skills in setup. Then click New and create basic skills. You
don’t have to worry about assigning users yet.



● Step 3

Next, you'll create Service Resources to link agents (users) to skills.

You must find the Service Resources object in the App Launcher and create New.
Then Active service resources for your agents.

Now add the skills to the resources in the Skills-related list.



● Step 4

Now you have to tell Omni-Channel how to use the skills for routing the work.

Go to Skills-Based Routing Rules in Setup and select the New Skill Mapping Set
button.

Create the skill mappings for defining field values to align with specific field
requirements.

For example, cases with a Case Type of Mechanical will be aligned with the
Mechanical Skill.

Lastly, you just have to ensure any existing Routing Configurations are enabled for
using the necessary skills.
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