Salesforce 3.0

As we continue improving our processes to optimize the PODS Customer Experience,
Salesforce 3.0 is being released to upgrade service and customer satisfaction, as well as
to enhance the day-to-day experience for our front-line sales and service associates.

New Request Categories:

With this release, Salesforce 3.0 has 30+ new case types. Each of the cases will fall into
one of five new Request Categories. They are as follows, each with its Definition:

1. Location Action - Used when there's action/or information needed from the location.

2. Customer Action - Used for customer request i.e., Placement regulations question. This
category would also be used by the location if new information is needed from the
customer.

3. Order Changes - Choose this category to notify the location of time-sensitive changes
to an order.

4. Order Fulfillment- Use this category to notify logistics of Manifest Changes, which
retires email templates.

5. Payment/Billing Request- Choose this category to request an action or information
regarding payments or billing.

You'll see the new Categories in Salesforce Internal Requests as follows:
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Locating Case Types:

While in the Internal Request screen, should you have difficulty determining which Case
Type best represents the customer’s issue, simply click the “Help Determining Case Type”
link in the middle of the screen:
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You will then see a selection screen of various PODS Departments. Select the SSC link:

Determining Case Type PODS

Select your department:

SSC (Residential Inbound, Commercial Inbound, BPO)

Corp Ops, Franchise

Logistics

Other (Service Leadership, Advocacy Leadership, Commercial Leadership, SST
Leadership, ART, SST, Advocacy, AR)
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Once the link has been selected, you will see a matrix of Case Types, Prior Incident Type,
Request Category, Request Sub-Type, and a description of when to use a particular Case
Type:

Determining Case Type (SSC) PODS Determining Case Type (SSC) PODS

Case Type Prior Incident Type Request Category Request Sub-Type Cose Type to use when Case Type. Prior Incident Type Request Category Regquest Sub-Type Case Type to use when
ARY Request ART Schedele | Reschodse

Miiog Woight Tikess | Missing Weight Tickets Disaiafid Cotmner Diptes
Oestmstion warker ks eas o —J ves 10 i account o customen i eporing 3 5 wieh eigh ke

Coner v s - ol Warfest Change
‘Notifcation Email to Logistics Ovder Ovages. Order ranges. Meed Mandest Change process)

Full Circle (Contalner 000"
Issue)

Contaer Dscr ioe Onter fustitment. Container sues

eart

to Accounty
. Piacement Reguston Tl Circle (Pacement

Contanes Fftmgty | FullGrce (Containes Empty " -
Centimatien During Access) St Sesniw p Ouestisns tor Lsction

g,
Comtaner St Gt

(Fied Assets)

T - Pricing Obmne. Pricing Dispute Obssaisfies Cesiomer onpues
Emal to Fixed Assats Ovder sttt Contioes St . A

Full Gircle (Damaged Container
Swap)

o il progerty.
contsiner, Exceston s the custornes tates damace was doce by the PODS
Contaner Swap eeses Onter Fustitmens. Container tsues. s hemel mpnitnand Property Darmage Customer Property Damage Damages Damages

Conen Dumage Dumages Danager o 3 pocty
i evees Cntames e [Ordie Entry - o o0
service unge o
e (aseing  semaine be UaTaRIEd over s i I
repkes oy 0f

[Order Entry incident (Custome|
Customer Narme Misspeied ey

te)
Cartomerpice/Oorges | Ordr Entry Incident (Pricing
Admatment Change)

Full Girce (Restricted Devery

e Bequest] e

Oamaged Conviner Container Damage. Oamages Oamages

[y Same DayMove Change | Full Gircle (same Day Change
Request Notification)

P FEp e = [woen g maties aises invoving the cstomes accoves/oroer. Coud be & custamer

Tull Circe (Wissed Job request

Orger fsttment Rescbessie service SokdOutbor ks | e Feekd Gt Dot rrr— Location Feiow Up et custamas i requestingsenvice 3t 8 okt ot gy,

type)
Order Entry incident (Other

Select the appropriate Case Type for the customer and complete the Internal Request
form. Then Submit.

Important Changes:

Order Entry: All incidents formerly opened in Order Entry will now be created as Cases
in Salesforce.

Email Templates: Logistics email templates will no longer be used. Instead, create a
new Salesforce Case to notify Logistics of Manifest Changes.

Full Circle: Most Full Circle requests/notifications will remain in Full Circle, only a few
will be replaced by Salesforce processes at the present time.

Sold Out Requests: The SharePoint Sold Out Request form is being retired and is now
found in Salesforce Case Types.

Remember, Salesforce 3.0 goes LIVE Monday, April 24!



