i) Cases


(1) What does Salesforce say about it?

(a) The layman’s translation:  

(i) Cases provide a structured framework to enable people at an organization to work collaboratively to handle customer inquiries on particular products. For instance, a customer might use this to create a trouble ticketing system for their mail order business.

(ii) It does this by enabling support personnel to queue, route, prioritize, and log these inquiries.  Additionally, this object enables personnel to keep original service agreement in mind while communicating (via email, web, phone or chat) or otherwise handling their client’s support needs.  

(iii) In short, the case object is the primary unit and quintessential vehicle of service and support for existing customers in a Salesforce instance.

(b) Other Cool Functionality

(i) Web to case 

(ii) Email to Case

(2) What can we as non-profits use them for?   Some examples:

(a) Generally

(i) Tracking problems or incidents associated with any contact or account 

(ii) Bug tracking/Asking Questions
(iii) Call center routing and delegation

ii) Solution Object  (nutshell version)
(1) Documented answers to support case problems

(2) Knowledge base of solved cases
b) Service Portals

i) Self-Service Portal

(a) The Layman’s Translation:  The self-service portal enables a nearly 100% automated way for customers to handle their own support 
	Functionality
	Objects
	Functionality
	Version
	Release
	Cost

	Web-to-Case
	Cases
	Web-to-lead-like HTML form that can be plopped into any website for auto case creation
	All
	Available
	Free

	Email-to-Case
	Cases
	Auto parsing of email into cases
	ALL
	Available
	ALL

	Self-Service Portal
	All Support Objects (service: cases & solutions)
	Automated Web Interface Support Portal: case and solution (knowledge base) access by customers
	PE, EE, UE
	Available
	Free


2) Screen Shots

a) Case
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i) Web-to-Case
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ii) Email-to-Case
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b) Solution
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c) Self-service Portal – it’s bigger than email and web to case – hosted on the SF site.
[image: image7.png]Top Solutions
it

T Removed (bolina) wiater submersion step from manual

My Open Cases
None Found

& =




3) Conclusion

a) It appears that there is a huge advantage to be had by using the additional, free, untapped Salesforce objects (cases, etc), but that the portals may not yet be worth our time and monetary investments.
b) The portals are surrounded by lots of discussion by unsatisfied users with concerns that the price is too high and/or purposefully obfuscated.
c) It is my recommendation that we immediately begin using Cases and solutions for most of our clients 
i) Both internally for our Salesforce, Plone, Networks and Training support inquiries

ii) And for our clients’ product support needs

d) but (also recommend to) hold off on adopting portals until more research has been done and kinks and pricing has been worked out more fully
e) Furthermore, I recommend doing similar research on the built in “product” and “price book” objects to see if we can incorportate themin to non-profit use in ways other than the obvious (i.e. non-profits who sell products) 

