Salesforce — Basic Navigation

User Guide

This user guide covers basic Salesforce Case Management navigation processes for PODS. The Salesforce platform
tracks customer information in one central location allowing a more seamless process to service customer orders.
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Commonly Used Salesforce Terminology

These common terms are used throughout Salesforce and all reference guides

e Account - An organization, company, or consumer that you want to track—for PODS’ purposes a customer is an
account.

e  App Launcher - The App Launcher is how users switch between apps. It displays tiles that link to available
Salesforce areas, connected (third-party), and on-premises apps.

e  Case - Detailed description of a unit of work in Salesforce (i.e. a customer’s problem or question). Also referred
to as a Parent Case which is at the top of the case hierarchy
o Child Case/Subcase — Detailed description of an issue and its resolution related to a Parent Case. Parent

Cases may have multiple related Child Cases.

e  Chatter — A social collaboration tool like Facebook and Twitter, but on the Salesforce.com platform. Chatter
allows users to collaborate, share files and status updates.

e  Dashboard — A snapshot view of report results from Salesforce.

e  Global Search - Salesforce’s search capability that allows you to search all objects.

e Object — An object allows you to store information in your Salesforce organization like a tab on a spreadsheet.

e Owner - Individual User or Queue to which a record is assigned.

e  Queue/Case List — A holding area/list of all cases assigned to a workgroup before they are processed. Cases
can be assigned from one Queue to another or from a Queue to individual Users to be worked.

e  Record - A single instance of a Salesforce object like a row of a spreadsheet.

e Record Type — Selected from a picklist, it is used to identify records for sorting and information flow.

e  Task - An action that has been or will be performed against a record in Salesforce.
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Accessing Salesforce

Access Salesforce

from your Po D s Q_ fpearch your apps

pods.okta.com
User Home Page. A MyApps

Salesforce is a

. . Work
single sign on (SSO) © Work
application Add section @

My Apps

e From the a
PODS.okta.com
dashboard click gﬂ;:err:::;m
the Salesforce

Notifications @ Cnrnvrstmm
OmiDrrsca

® fuze servicenow

ServiceMow UD -
Prod

Fuze

&

Salesforce

tile to open
Salesforce

Applications & Tabs

The tabs at the top of the screen are how you navigate through

the Salesforce applications.

e Use the dropdown menu next to any tab to select and open the
available tabs

e The below information covers the most commonly used tab

i Tip: Customize the order of your tabs by using the Edit button on
-O- the tab dropdown menu. This opens a dialogue box where you can
> rearrange the order your tabs are displayed by dragging and

dropping tabs from the displayed list.

Service Console-PODS Enterprises, LLC

Service Console — PODS Enterprises, LLC is the main application
PODS will be using within the Salesforce platform and is where all
customer information and cases are accessed.

PODS

Moving & Storage

3% Service Console — ... Home

Dashboard News

Dashboard
My Open Cases SFC
As of Oct 17, 2022 9:49 AM-Viewing as

Record Count

Home

Cases

Contacts

Accounts

Chat Transcripts

Messaging Sessions

Omni Supervisor

Reports

Dashboards

Internal Requests

& Edit

View Report (My__ View Report (My Open

Case Report)

Important: Be sure you are in the correct application by checking the words Service Console appear in

the top left corner of the page.

If not, click the EEE icon and select Service Console from the dropdown.



https://pods.okta.com/app/UserHome
https://pods.okta.com/app/UserHome
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Home Tab
Initial sign on will open to the Service Console Home Page tab where you will be able access the following:

PODS A fE22a®

i Service Console — ... Home e_o_
Dashboard News Launchpad o

Dashboard Refresh -
P Refres
My Open Cases SFDE Dashboard v Em
Last refreshed 2 days ago. Refresh this dashboard to see the latest data. —

As of Oct 15, 2022 9:20 AM-Viewing as

»

Cases Accounts Contacts

My Open Case Report...

Case Origin
Emall @
Record Count Web

Chat Transcripts Reports Dashboards

My OpenC... & My Open Cases Per Status

1
0 . .
New

Date Change Needed

Status

View Report (My Op... View Report (My Open Case Report) View Report (My Open Case Repo....

a. Dashboard — Overview of your Open Cases, Case Status, how the case was opened (Channel), and Your High
Priority Cases.
o Click the View link at the bottom of the blue report box to open a report tab.
o Click the Refresh button to update your Dashboard information.

b. Launchpad — Quick access to commonly used objects (tabs).

o Click a tile to open the tab.

c. Help —Standard Salesforce Help & Training articles to assist with understanding Salesforce functions.
o Click the question mark icon to open the Help dropdown menu

d. Notifications — Alerts to various activities such as Chatter posts, tasks assigned to you, approval requests, etc.
o Click the Notifications icon to be taken directly to the related alerts

Tip: After initial sign on, Salesforce PODS
;
. remembers the last page displayed before R
_Q_ log out. As a result, Salesforce will reopen 32 Service Console — ... Cases o
< the platform to the last page displayed
when signing back on. Cases m Home
Use the dropdown menu to return to the Recently Viewed v ¥
Home Page. o
13 items » Updated 4 minutes ago
Contacts
. Al Caalad s
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Cases Tab PODS
¢ In the Service Console, click the dropdown tab menu and select Cases to 31 Service Console —.. | mome v

open the Cases Tab g o

. . . .. Dashboard News '
The Cases Tab is where you can view, search, and sort lists of existing cases _— —
Organized by Dashboard Contacts
My Open Cases SFC

d A” open Cases As of Oct 17, 2022 949 AM-Viewing as B Accounts
e (Cases created Today

o Chat Transcripts

e Recently Viewed
e location

Messaging Sessions

Reports

e Workgroup

Count

Dashboards

a
Omni Supervisor
(@]

e Other customer groupings

Record

D Internal Requests

& Edit

Search and Access Cases
From the case view

PODS View Report (My View Report (My Open Case Report)
Search...
| Moving & Storage | Q searc
ese .
ss¢  Service Console — ... Cases v
Cases New Chan
4
All Open Cases v # J
50+ items » Sorted by Case Number « Filtered by All cases - Closed, Case Owner Alias « Updated a few seconds ago sea
Case Number T ~ | Unread Em... v | Reopene... ™ | Subject v | Last Ema... v Status
1 00093306 _;_)c_)_ci__\pfpfrﬂq_ti_(_)l_w_ ;_J_\ga__sg Awaiting Further Info|
2 00103345 SERVPRO Owners Unassigned
3 00103940 Automatic reply: Please remove Sc... Unassigned
4 00104753 List Upload Template - Construct C... Unassigned
5 00105205 Automatic reply: Transfer to JSTAT Unassigned
6 00105442 FW: EMAILS from SF? Unassigned
7 00105587 Last Day to Register for Se
PODS G et
8 00105590 [Postmaster] Messages on .
232 Service Console — ... Cases v
9 00105591 [Postmaster] Messages on
10 00105595 Instant Moving Quote Calc Al OpenEasens [ #
1 00105803 ABM HOT AUG SPECIALS - .
e 90+ €I Q ‘
12 00105924 Undeliverable: 140507099 <
RECENT LIST VIEWS
13 00107130 RE: ]
4 . + All Open Cases

Cases created Today

1. Click the dropdown arrow next to the case view ) Claims Management =
2. Select the group or location from the dropdown . A |
. . . . ital
menu to view a list of cases in the group/location’s s i
Recently Viewed (Pinned list)

gueue or, use the Search Bar to search by group 7 ’ 1
name a ALL OTHER LISTS br
9 Albany, NY -
e Tip: Use the thumbtack icon to pin a list view. By pinning . S —
-O- a list view, it conveniently becomes the default view each ‘ N
’, A . X 1 Alexandria, LA Ry
< time you access the Cases tab. You can still use the m — T =

dropdown and search options to locate other list views.

13 00107130 RE:
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Case Tab Continued PODS & Senrche
[~ Hoving & Storoge |
3. Hover over any of | ... _ _—
. 222 Service Console — ... Cases v
the underlined
. Cases
Ilnks Oon a case Recently Viewed v # New Change Owner Merge Cas|
reCOFd for a pO p' 9 items « Updated 5 minutes ago . Search this list
. . X
out QUICk view of Case Nu... /| Subject 00452659 v
the case 1 00103345 SERVPRO Owners
Unread Email Request Type Priority Case Owner
information a nd 2 00105924 Undeliverable: 140507099 Gulfcoast Specialties Schedils/Reschedule: Medium ART
Date/Time Opened Date/Time Closed
Schedule/Reschedule - 2022-09-22 - K h M...
|ateSt UpdateS. 3 00452657 chedule/Reschedule ennet| ey
4 00452658
5 00137917 Training example Fatest Undat
T T e atest Update
4. CIICk any Of the 6 00452659 Schedule/Reschedule - 2022-09-22 - Cynthia Ma...
underllned Ilnks on 7 00137391 Camping World Clean Up in SF
a case record to 8 00452661 ¢
., Kindra B October 4, 2022 at 5:48 PM
open the Case Page 9 00452656 Schedule/Reschedule - 2022-09-22 - Ray Webber .f:': 1 St et o 2
in a separate tab
From the Case Page
Edit Delete
you will be able to
access the following:
a. Case Details it Service Console — ... Cases ~ i 00452659 o — a2aa®
and Chatter .
Case Parent Case
(messaging 00452659 + Follow | Clone | ¥ o
hlstory) Printable View
Customer Details hd
b. Notes - View New Triage In P. Triage AR Triage Qua. Rework New Note m
Account Name Customer Identity
c. Related Cases coil s
Phone @
d. A Printable o -256-
Details Chatter e o
View of basic —
case v Additional Information Related Cases (2) ° v
|nf0 rmatlon Case Number Case Owner
e. The Status 00452659 ART 00452856 =
OE Order Number Case Record Type Subject: 2022-09-29 - Return to Storage...
and progress 5366520 €M Parent O Order ... 2366529
Cont: 123481234
Of the case New Order Number Number of Child Cases onainer
2 00452661 v
Tlp Save ObjECtS Agent Title Number of Closed Child Cases zibg;:;r
L (Cases), contacts, O Container ... 1234B1234
- - Case Origin Case Age in Hours
Q queues to your Phone 2472 T
< favorites when you Type of Request Opportunity
) . Schedule Offbooks Move
are viewing them by pr— SherePoint Form Type Related List Quick Links @
clicking the star icon -
. h . h Order Type Form Submitter Name Relaterd Cases )
in the upperrig t Local Anissa Tibbetts Notes (0)
tOO/ bGI’. What were you doing when error occured? @ Location/Market Sy
At Reprice Case History (3)
Click the dropdown Summary of Action Needed @ Storage/Facility
. schedule redelivery 11-2-22 & final pick up
arrow to view all i
lt€m5 /n yOUl’ Earliest Move Date Customer Type Notes (0) .
Arcace tn tha Neath Cantificate
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Change Case Page View
Salesforce allows side-by-side
viewing of Case Lists and the
Case Page to eliminate the need
to toggle between the two

New

Change Owner

Search this list...

Merge

4 ~

Close Case

Change Priority v

= C) s

views v | Case Own... “ | Paren... v | Case Record Type Display as
From the Case List ART Parent CM Parent v/ Table EE
1. Click the Display as icon to —
Nick Parent Commercial Support Kanban |
open the dropdown menu PP !
2. Select the Split View option Nick Parent Commercial Support Split View £}
3. Click the left arrow next to
the Case List to collapse
4. Click the Display as icon in the Case List to reset the view
PODS Q search.
|_Moving & Sterage ]
i Service Console — ... Cases 8 00452659 % 3¢
Recently Viewed v ¥ - Case . Parent Case
00452659 + Follow Clone hd
13 items » Updated a few secom - ¢
B Customer Details
). Search this list.. Triage In P... Triage AR Triage Qua... Rework Resolved
Account Name Custon|
Recently Viewed 3 Status: New + Mark Status as Complete Thomas 13035
Bontrager
00452659 Phane @
Schedule/Reschedule - 2022-09-22 - Cynthia Maready Details Chatter 110:230:2268
New 2366529 _—
00105595 ~ Additional Information Related Cases (2)
Instant Moving Quote Calculatorfor your Website
Unassigned Case Number Case Owner
P 00452659 ART
s T Subject: 2022-09-29 - Return #|
OF Order Numb se Record Type
00108659 i roe umber k-d e Record 1yp OF Order 2366529
[Webinar] How to Shift Your Digital Marketing Strategy Dy 2366529 CM Parent Container 123481234
Unassigned New Order Number Number of Child Cases
2 00452661
Subject:
00105590 Agent Title Number of Closed Child Cases OF Order .
1DDsm_1a5ter] Messages on hold for corporatesales@pods. | | 0 Container ... 123481234
Unassigned Case Origin Case Age in Hours
Phone 2472 View All
00103345 SERVPRO Owners Type of Request Opportunity
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Edit/Update Case Details
From the Case Page you can make updates and complete case

tasks

1. Click the pencil icon next to a field in the Details section of the

case record

2. Input the edits/updates in the appropriate fields in the Details
section. (Scroll to view all open fields)
3. Click the Save button to save any edits/updates

Details Chatter

v Additional Information

Case Number

00452659
OE Order Number

2366529

New Order Number

Agent Title

*Case Origin

Phone

Type of Request

Case Owner
ART

Case Record Type
CM Parent

Number of Child Cases
2

Number of Closed Child Cases
2

Case Age in Hours
601
This field is calculated upon save

Schedule Offbocks Move

Agent Supervisor

Search People...

Cancel Save

Q -/

Details Chatter

v Additional Information

Case Number
00452659

OE Order Number
2366529

New Order Number

Agent Title

Case Origin

Phone

Type of Request
Schedule Offbooks Move s

Agent Supervisor

., Tip: Fields with the arrow
) icon will display picklists
= forentry selection.

N

Important: Ensure you are making updates to the correct case. Always check the case number
u highlighted matches the case number on the Case Page displayed.
Avoid mistakes by maintaining good tab hygiene. Close unnecessary tabs immediately.
PODS Q, Search...
EEE Service Console — ... Cases v i 00452659 v 9 00103345 v X W@ 00105595 v X
' Customer Details v Case
00452659 + Follow Clone v

Account Name

Customer Identity
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Messaging, Emails, Calls, and Tasks
From the Chatter section you can

a. Add communications to a case
using email, call logs, case

comments, posts, and tasks

Note: Communications added
to Child Cases will appear on

>

the Parent Case Chatter feed

b. Review and filter the Most Recent
Activity on a case

c. Search for Chatter
communications on the case

d. Expand all visible Chatter
communications

e. Refresh to see if any

Details Chatter Related
Email Log a Call Case Comment Post MNew Task b
Most Recent Activity w
b.
All Updates Emails Call Logs Text Posts Status Changes
f.
5 H Dawn Pantalia

- Use the dropdown OR type in the text field created

Dawn Pantalia
- Use posting as you would like Teams chat on 2 case,

Dawn Pantalia

b "
> - @ Type case comments here to become part of the case record
tz2 Dawn Pantalia
> ey ; )
| = Type your email as you would in Qutlook

Search this feed.. €.

M
m

April 18, 2023 at 10:27 AM | w

April 18,2023 at 10222 AM | w

April 18,2023 at 10:20 AM | w

April 18, 2023 at 10:20 AM | w

communications have been added

f. Expand to view details any of the communications or add comments

- Tip: Best practice is to use Chatter functions within a case instead of Outlook or Teams to ensure we have a complete

’
-

S . . . . .
<~  record of all the actions and communications for a case in one location.

Email — Use the Email tab to

. PODS A 9P =
e Compose and send emails as you would &2 88
in Outlook i35 Service Console — ... Internal Requests v 00624298
e Add a copy of the email automatically to i 00524200 @ 00624295 o
the case as part of the permanent record Detals ~ Chatter Related
¢ View email from the All Updates or
. Email Log a Call Case Comment Post New Task
Emails tabs under the Most Recent
ACtiVity From Dawn Pantalia <dmmcdaniel@pods.coms -
Most Recent Activity w © L
Bcc drmmcdaniel@pods.com X L
All Updates Emails Call Logs Text Posts Status Changes
Subject Schedule/Reschedule - 2022-10-28 - Anissa Tibbetts
H Dawn Pantalia Z -
> = Type your email as you would in Cutlook |1;( A~ B'HB I u 5’||E||E‘ <>H@ |-||:: = = W
= = i HF:m -Hs.;e '”F;rmz: 'HE|
Type and send your email as you would in Outlook.
& up © @
Saved Send
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Log a Call — Use the Log a Call tab to PODS a ™
e Record incoming and outgoing calls on a case
. :s+  Service Console — ... Internal Requests Il 00624297 v X
e Search or Input a subject type for your call
. g 00624299 gy 00624295
¢ Add detailed comments from phone = = o
. Details Chatter Related
conversations about the case [E—
b Add ContaCt information Email Log a Call Case Comment Post MNew Task
e Save the call record to the case ..
ubjec
e View calls from the All Updates or Call Logs call \ Q
tabs under the Most Recent Activity
Comments

Input details of the call in the Comments area.

Most Recent Activity w

Name Related To

All Updates Emails Call Logs Text Posts Status Changes E v |earch contacts l 024305 o
ch Contacts.. 52429

#zs  Dawn Pantalia

+  Mew Contact
> ™y

= Left customer voice mail to let them know updated delivery date had been ¢ \ -
Save

Case Comments — Use the Case Comments tab to
e Add comments to the case to show your actions that may not Details Chatter Related
be reflected with any of the other tab options

. Email L Call G C P MNew Task
e View case comments from the All Updates tab under the mer s ase Lomment  |FRGER et a2
Most Recent Activity i
- Case comments can be your actions outside of
Most Recent Activity v the other tabs listed.

P

ﬂ

All Updates Emails Call Logs Text Posts Status Changes

sp Dawn Pantalia
= B Case comments can be your actions on a case that don't fall into any of the other tab categories

>

Post — Use the post tab to

. Details Chatter %e\ated

e Share updates to Salesforce users on a case, like

us|ng Tea ms Chat Email Log a Call Case Comment Post New Task
s InCIUde p|CtU res, Iln ks' emojis, @tag people Use posting similar to the way you use Teams Chat for a case.

Simila r to teXtS Include pics, links, emojis, and @tag people.
e View posts from the All Updates or Text Posts \

tabs under the Most Recent Activity B2 s|L]E[E]B|C |8 %

To link 1o 3 record. anter / then start typing the record nEme.
Most Recent Activity w To this case

& ﬁ

All Updates Emails Call Logs Text Posts Status Changes

5 H Dawn Pantalia

Use posting as you would like Teams chat on a case.

10
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Tasks — Use the New Task tab to create | PODS aa ®
A . T e
and assign actions to a queue.
e Create and Assign a New Task
1. From the New Task tab in Chatter,
searCh for the taSk SUbJeCt or InpUt Email Log a Call Case Comment Post New Task
the subject/title of the task in the

i 00624299 i 00624295 v X

Details Chatter Related

*Subject Name
text field (i.e. Additional information Input subject title or task type QA [ searchcontacs.
needed)
2. Status field will default to open and S’:”S e
. . . pen M Wi alia *
should not be changed if assigning a S
task
Due Date Related To
3- InPUt the Due Date Of When YOU Input date task is due or select date from calendar & 00524355 x
need the task completed
4. Select the Priority of the task to * priority Comments
Normal - Provide enough information so

reflect the urgency (Normal or High) e atnn the ook
5. Update the Assigned To field to the understands the need. )

appropriate queue —

a. Click the X to clear the default

name (defaults to the person * Assigned Jo * Assigned To
- o A
creating the task) . rch people... | F ‘ v Lo
b. Click the dropdown arrow
next to the icon and select People Q, “Log"in Queues
Queues ; —
c. Begin typing the name of the E Queues L EE * Logistics ART
queue for assignment and Logistics Inbox

select from the dropdown list
6. Input detailed information about the
needed task in the Comments field
7. Click Save to assign the task

Logistics S5T

Logistics Trackers

The task will display on the All Updates tab
in the Most Recent Activity section of

chatter and be added to the assigned queue Y
-O- Tip: Best practice is to assign tasks

< toaqueue vs. an individual. This
will allow anyone monitoring the
queue to review and complete the

All Updates Emails Call Logs Text Posts Status Changes assigned task as necessary.

.. Dawn Pantalia /

= Use the dropdown OR type in the text field created

Most Recent Activity w

11
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Viewing Tasks in a Queue —
In order to view a Task
Queue, you will need to
add the Tasks navigation
item to your Service
Console

. From the Service Console
click the dropdown arrow
to view your list of
navigation items

. Click Edit at the bottom of
the list to open the Edit
Service Console pop-up

. Click Add More Items to
open the Add Items screen

. Use the scroll bar or begin
typing the item name to
search for the item

. Click the + next to the
item(s) to be added and
click Add Item button

. Click the Save button at
the bottom of the Edit
Service Console pop-up to
add your item

. Navigate to the Tasks
gueue in your Service

Edit Serfice Console — PODS Enterpr
EEE Service Console — ... Internal Requests v
i 00624299 i 00624205 a Dashboards NAVIGATION ITEMS (8) ’ Add More Items
Case Home —
00624295 B = @ Dashboards
Cases = n Homa
|_| m In Pr a Internal Requests | = Cases
Contacts = B Internal Requests
B Accounts
5 Create Child Case O Supervzor Edit Service Console — PODS E
Reports
|
ji 1 item added to your list. Save your updates.
Details Chatter Relatet # Edt o ¥ ¥ P
NAVIGATION ITEMS (9)
Add Items
= Dashboards
QT = n Home
Tasks X — Caces

1 item selected

-+

Authorization Form Data Use
+

Contact Point Type Consent

Tasks

Cancel

Add 1 Nav Item

Reset Navigation to Default @

Console menu and click the Subject link to open and view the task

details

\- Tip: Drag and drop navigation items on the Edit Service

=" Console pop-up to re-order how the items display in

your Service Console dropdown menu

Mark a Task Complete — Once the activities of a task have been
fulfilled, the person Assigned To the task will need to mark the task
Complete by clicking the Mark Complete button on the opened task

PODS

Maving & Storage.

.es .
222 Service Console — ...

3 items » Updated a few seconds ago

Tasks v

Tasks
Recently Viewed v ¥

Subject

,

3 Email: Schedule/Reschedule - 2022-10-28 - Anissa Tibbetts

1 Use the dropdown OR type in the text field

2 Call

PODS

Moving & Storage

R Task

Service Console — ...

Tasks v

"= Use the dropdown OR type in the text field

Name

Related To
Q082222

v Mark Complete

Fr@a?2aa @

Edit Delete Egit Comments -

12
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Internal Requests Tab PODS
TR
e In the Service Console, click the dropdown tab menu and select Internal 31 Service Console —.. | Home v
Requests to open the Internal Requests tab
Dashboard News
The Internal Requests tab is where you will open cases in Salesforce.
Dashboard Contacts

e Search by Order Number or Customer ID (CID) My Open Cases SFL
As of Oct 17, 2022 9:49 AM-Viewing as Accounts
o Refer to the Creating and Working a Case Quick Reference Guide for details o
on completing Internal Requests

Chat Transcript

Messaging Sessions

- | o
PODS Q *|~| @ 7?4 Omni Supervisor
i1 service Console — ... nemal Requests | v

Reports

4 Internal Requests T a Dashboards

B Internal Requests

& Edit

View Report (My View Report (My Open Case Report)

@© Customer Order Information © Request Type © General Info © Type of Service Requested © Thank you

Search for order using Order Number or Customer ID (CID)

Order number Customer 1D (CID) Customer Name
3 | 2 |
PODS
Mwlnﬂﬂstomﬂ.
Reports Tab 2:: Service Console — ... Home v
e In the Service Console, click the dropdown tab menu and Reports to open
the Reports tab Dashboard News fome
- Cases
The Reports tab provides the ability to view all available reports and create 5
ashboard Contacts
custom reports. My Open Cases SFD
As of Oct 17, 2022 9:49 AM-Viewing as B Accounts
The default view when accessing the Reports tab is to display a list of all

Chat Transcripts
recently viewed reports.

Messaging Sessions

e View reports by clicking on a Report Name in the display list
e Use the menu PODS

Omni Supervisor

m Reports
a

on the left side S N
to view 222 Service Console — ... Reports v \
i \ Internal Requests
different report | fere=
. Recent New Report New Report (S. & Edit
lists 2 items A
e C(Create custom REPORTS Report Name v | Description v | Created On R0t (My Open Case Report)
repo rts by Recent Quick repert of 2019/2020 requests

2021 email request by rae/nam 2/21/2020, 9:30 AM

by only outside commercial sales.

clicking on the
New Report
button at the
top of the list

Created by Me ~
My Open Case Report per Channel 10/15/2021, 11:32 PM

Private Reports My Open Case Report 10/15/2021, 11:32 PM

Public Reports

All Reports

FOLDERS

13



