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Definitions

Snap2Case Users: Users who have access to report errors. These users should be

assigned to the “Snap2Case User” permission set.

Snap2Case Admins: Users assigned to the “Snap2Case Admin” permission set. These

users have administrative access to the Snap2Case application to perform tasks like:

e Error Class Creation

e Resolution Tip Creation

!! Prerequisites and Considerations

e In addition to the Snap2Case User permission set, users who need basic access

will need the following permissions:

o Run Flows

o Case Field Permissions

Field Name Access Required

Status Read

Subject Read / Edit

Description Read / Edit

Priority Read / Edit

Owner Read / Edit (for case creation)

e In addition to the Snap2Case Admin permission set, users who need

administrative access will need the following permissions:

o Run Flows

o Run Reports

Snap2Case | 4



Al Functionality

o If you haven't already, please review the APl Platform FAQ in OpenAl’s

Enterprise Privacy Policy before enabling Al functionality:

https://openai.com/enterprise-privacy/

e An OpenAl Account and an Organization APl key is required for Al

functionality. This gives you control over data security and API costs. You can

create an API key here:

https://platform.openai.com/settings/organization/api-keys

Recommendation: Your company’s OpenAl account gives you the ability to customize security

settings. You should review the Data Controls section of the OpenAl settings with your internal

Security team. We recommend disabling ALL Sharing and Data Retention options.

SETTINGS Data controls

Visibility Sharing Data retenti

ORGANIZATION

Genera

Data controls

ficatior

PROJECT

Submit model feedback from the Platform

® Disabled

Enabled for all projects

Enabled for selected projects

Share evaluation data with OpenAl
T er fy jar

® Disabled
Enabled for all projects

Enabled for selected projects

Enable sharing prompts, completions, and traces with OpenAl

® Disabled
Enabled for all projects

Enabled for selected projects

-mini and 03-mini.
40 and of, and up to 2.5

led at standard
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https://openai.com/enterprise-privacy/
https://platform.openai.com/settings/organization/api-keys

Recommendation: Your company’s OpenAl account also gives you the ability to review and
set usage limits. We HIGHLY recommend setting budget alerts and limits to help you stay

within your monthly budget and ensure that there aren’t any unexpected charges.

@ skilshockTech ¢/ Snap2Case Playground

Your profile SR
Your profil Limits | Usage tier1
ORGANIZATION

Usage limits

Manage your AP| sper uring monthly spend limits. Notification emails will be sent to members of your organization with the "Owner”
role. Note that there may ay in enforcing limits, and you are still responsible for any overage incurred.

Usage limit
Th

Limits
$100,000.00

Set a Budget Alert Enable Budget Limit

PROJECT

X Installation Steps

Install Snap2Case for Admins Only. You will be able to use permission sets to grant

additional access later.

Install Snap2Case

By SkillShockTech, LLC

. 22 2

Install for Specific
Profiles...

o Install for Admins Only Install for All Users

Recommendation: Initially install in a Sandbox / Developer Environment, then proceed to

installing in Production after adequate testing.

X Post-Installation Steps
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After installing Snap2Case, you will need to complete some important configuration
steps. This section will walk you through the process to ensure that Snap2Case is fully

functional and ready to use.

P . .
Q_ permission SETUP
Permission Sets
v Users — - — ~ =~
Permission Set Groups Permission Set . Video Tutorial | Help for this Page @
Snap2Case Admin
Permission Sets
[ Find setiings % | | clone) | Manage Assignments | View Summary
v Custom Code
Custom Permissions Permission Set Overview
Description  Provides advanced permissions for configuring APIName  Snap2Case_Admin
Snap2Case process
Didn't find what you're looking for? License Namespace Prefix  snap2case
Try using Global Search Session Activation Required Created By  Kimberly Small, 3/17/2025, 10:13 PM
Permission Set Groups Added 0 Last Modified By  Kimberly Small, 3/17/2025, 10:13 PM
To

e Assign yourself to the Snap2Case Admin permission set
e The Snap2Case User permission set is also available for any users who need

limited access to Snap2Case functionality

Snap2Case Apps

To complete the post-installation steps, you need to access the Snap2Case app. 2

custom applications are available for use:

e Snap2Case - Standard Salesforce App
e Snap2Case Console - Console version, which allows you to easily work with

multiple records

Recommendation: To avoid confusion, determine which Snap2Case app your admins should have

access to, and remove access to the other application.

Snap2Case Settings
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The Snap2Case Settings tab can be accessed within the Snap2Case app. This tab will

allow you to configure the following:

e Case Record Type for Error Tracking
o Default Case Routing

e OpenAl Integration Settings

SnupnCaAe @s2ea

HI Snap2Case  Mome SmapZCeseSetings OrgHesth Reports v Dashbossds v Coses v EmorClasses ResoluionTips v Eror Resol

Snap2Case Settings

Case Record Type for Error Tracking

This setting allows you to specify the APl Name of a Case Record Type that should be
used for Error Tracking when cases are created through the Snap2Case Utility. This

gives you the ability to use new or existing record types for the Snap2Case process.

v Case Record Type for Error Tracking
Specify a record type for cases created through the Snap2Case process.

Case Record Type (API Name) @

Vs

NOTE: If record types are NOT enabled on the Case object, you do not need to specify a

Case Record Type, and you should not populate the field.

g

Case Routing

This setting allows you to specify the APl name of the Case Queue that should initially

own all cases that are created through Snap2Case.
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v Case Routing

Determine which queue should be used for new cases created through the Snap2Case process.
« By default, the cases are sent to the queue provided below.
« You can also set a preferred case owner at the Error Class level.

* Default Queue (API Name) 0

| )

NOTE: You will have an opportunity to set a queue for each error classification later in the
setup process. The Preferred Case Owner (snap2case__Preferred_Case_Owner__c) at the

Error Class level will override the default queue.

Al Settings (Optional)

This setting will allow you to enable / disable the OpenAl Integration. If you want to

use Al functionality, this feature must be enabled.

v Al Settings
Enable the OpenAl integration to take advantage of the Al-powered error identification feature.
Enable OpenAl Integration 0

After enabling the OpenAl Integration, you must enter your company-provided OpenAl APl Key into the "S2C OpenAl External" external credential record. You will add the
APl Key as a "SecretKey" parameter under the "OpenAl API" principal. Refer to the user guide for more information.

Once enabled, you will have to configure the OpenAl External Credential record to

complete the OpenAl Integration.

~
NOTE: You do NOT have to enable the OpenAl integration to use Snap2Case. You will still
have access to create cases, error classifications, and resolution tips. Disabling the integration

will remove the automation capabilities that comes with the Al functionality, such as

automated case routing based on error classification, Al-suggested resolutions, etc.

Configure the OpenAl External Credential

To complete the OpenAl Integration, you will need to enter your company-supplied
OpenAl Key into the S2C OpenAl External Credential. This offers a secure way of
storing your OpenAl API key for usage in the Snap2Case application. Both the
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Snap2Case Admin and Snap2Case User permission sets have access to this
credential, and any custom Snap2Case permission sets you may create will need
access to the credential. The following steps are required for the Al functionality to

work as expected:

1. Navigate to Named Credentials section of Setup
2. Click on the External Credential tab
3. Click on 52C OpenAl External record

. Search Setup

eoe
222 Setup Home  Object Manager v/

SETUP
Named Credentials

Named Credentials

Q_ named credentials|

v Security

External Credentials xternal Auth Identity Providers

Named Credentials

1 ltems - Sorted by Label

Didn't find what you're looking for?
Try using Global Search.

Label v | Authentication Protocol
S2C OpenAl External 9 Custom

4. Scroll down to the Principals section and locate the OpenAl API record

5. Use the dropdown to select the Edit option for the OpenAl API principal

Principals

Seq... v | Parameter Name v | Authe... v | Authentication Status

OpenAl Aplb 0 Unknown

[ &

Delete

-

6. Click on the Add button in the Authentication Parameters section
7. Inthe Parameter 1 section, enter the following information

a. Name: SecretKey

b. Value: <<INSERT YOUR API KEY HERE>>
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8. Review the Principal Access section and verify that the Snap2Case_Admin and
Snap2Case_User permission sets have access to this principal

9. Click on the “Save” button to finish the OpenAl Integration setup

NOTE: You will NOT be able to view the value of your API key once it is stored in the external

credential principal.

Edit Principal
* Parameter Name * Sequence Number
OpenAl API 1 ]
* Identity Type
Named Principal v
Authentication Parameters Add
Parameter 1
*Name
{ SecretKey }
*Value

Principal Access

E

Assign Page Layouts

There are 4 OOB Page Layouts available with the Snap2Case Package:

Page Layout Name Parent Object

Error Management Case

Error Resolution Layout Error Resolution
Resolution Tip Layout Resolution Tip
Error Class Layout Error Class
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You can assign these page layouts to the desired profiles and record types, or you

can clone these page layouts to create a customized view.

Assign Lightning Record Pages

There are 4 OOB Lightning Record Pages available with the Snap2Case Package:

Page Layout Name Parent Object \
Error_Class_Record_Page Error Class
Resolution_Tip_Record_Page Resolution Tip
Error_Resolution_Record_Page Error Resolution
Error_Management_User_View Case
Error_Management_Admin_View Case

You can assign these pages to the desired apps, profiles, record types, or you can

clone these pages to create a customized view.

~
NOTE: The Error_Management_User_View page should be assigned to regular users, as this

page has a restricted view of the case information. The Error_Management_Admin_View

contains the troubleshooting details and features, so it should be assigned to admins and

anyone else on your support team.

Setup Case Path

Testing On Hold Escalated Closed v Mark Status as Complete

If you would like for the Path component to display on the page layout (which is
recommended), you must ensure that a Path has been configured for the record type

you defined in the Snap2Case settings.
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If you are creating a new path, be sure to choose Case as the

the picklist.

Configure the Snap2Case Utility Item

The Snap2Case utility item is recommended for reporting errors

¢ Report an Error

Report an Error

Follow the steps below to capture and report the error accurately.

Screenshot Guidance

Take screenshots of errors as you encounter them so that you can upload them here.

Remove any sensitive information before uploading the screenshot.

Ensure the error message is clearly visible.

Show Additional Guidance

Upload to Get Started

Upload a screenshot of the error here—you'll be able to add more details after uploading your image.

«#¢ Report an Error

Y= To Do List

Upload Screenshot

2, Upload Files Or drop files

item visible in your Salesforce apps, follow the steps below:

object and Status for

. To make this utility

1. Navigate to the App Manager and locate the app that you would like to add

the Snap2Case utility item to, then select to edit this app

v Apps

App Manager

AppExchange Marketplace
v Connected Apps

Connected Apps OAuth

Service Console
Sales Console
Sales

Analytics Studio

Content

LightningService
LightningSales...
LightningSales
Insights

Content

(Lightning Exp...
(Lightning Exp...
Manage your s...

Build CRM Ana...

Salesforce CR...

3/17/2025, 7:26...
3/17/2025, 7:26...
3/17/2025, 7:26...
3/17/2025, 7:26...

3/17/2025, 7:26...

Lightning
Lightning
Lightning
Classic

Classic

Edit

2. Navigate to Utility Bar ltems within the App Settings
3. Click on the Add Utility ltem button

4. Search for and select the Snap2Case Utility
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App Settings Utility Items (Desktop Only)
App Details & Branding

Navigation Items

User Profiles [ Q_ snap2Case Utility| [x) ]

v Standard (0)

v Custom (0)

v Custom - Managed (1)

Snap2Case Utility

|h

Snap2Case Utility (snap2case)
Utility that creates support cases for errors
using the "Error Management - Support Case
Creation" flow.

Supported form factors: desktop

Give your users quick access to productivity tools anc|

App Options
pp Op "
il Utility Bar
I Utility Items (Desktop Only] Add Utility Item

5.  Next, you can configure the properties for the utility item. Here are our

suggestions (but feel free to customize for your business requirements):

a.
b.
c.

d.

Label: Report an Error

lcon: announcement

Panel Width: 800
Panel Height: 600

6. Click Save to finish adding the utility item to your app

« | i@ Ughtning App Builder | % App Settings | [ Pages v/ Sales

App Settings

PP 9 Utility Items (Desktop Only)

App Detalts & Branding Give your users quick access to productivity tools and add background utility items to your app.
App Options

AGd Uttty ltem Uity Bar Alignment ©
Utility Items (Desktop Only) Add Utility ite Y o Default

wigati w
Navigation tems Report an Error PROPERTIES

User Profiles Snap2Case Utility

(5 Jremermrm——

*Label

Report an Error
icon

= announcement X
Panel Width

800
Panel Height

600

Start automatically

You’ll want to repeat these steps for any apps where you would like users to report

errors from.
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m Reporting Errors

You are now ready to start reporting errors with Snap2Case £*. Here’s how it works.

1. Navigate to a record that has an error, and perform any steps that may be

required to reproduce the error

2. Take a screenshot of the error as it displays

on the screen

Recommendation: Train users to capture a screenshot of the data you need to view the most

to troubleshoot effectively. To avoid capturing Pll or other sensitive data, we recommend only

capturing a screenshot of the error rather than an image of the entire screen.

3. Locate your custom Snap2Case utility item in the utility bar located at the
bottom of the screen
4. Click on the utility item to view the Report an Error wizard
5. Review the Screenshot Guidance to ensure that you are taking a helpful
screenshot
Upload a clear screenshot of the error in the Upload to Get Started section
7. After uploading the image, you will see a preview of the screenshot on the
screen
> = Beres ®

i1 Sales  Home Opportunities v Quotes v Leads v Tasks v Flles v  Accounts v  Contacts v

Campaigns v  Dashboards » Reports v  Calendar v More v o

cccccc

* Report an Error

Report an Error

Follow the steps below to capture and rej

Review Your Screenshot

Ensure the screenshot clearly displays the error before moving forward with your support case.

ge Create Support Case

Y captured Error

Update Key Account Information

An unhandled fault has occurred in this flow
An unhandled fault has occurred while processing the flow. Please contact
your system administrator for more information.

¢ ReportanError Y= To Do List

Update Key Account Information

A

Activity

B

Filters: All time - All activities - All types | &

v Upcoming & Overdue

No activities to show.
Get started by sending ar heduling a task, and more.

No past activity. Past meetings and tasks marked as done show up
ere.
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8. Review the screenshot to ensure that it captures the error and doesn’t have any
sensitive information
a. If needed, you can use the Re-Upload Image button to upload a
different screenshot. The previously uploaded image will be deleted.
9. If you are satisfied with your screenshot, click on the Create Support Case
button
10. Next, you'll need to confirm the location of the error
a. This ensures that the URL Where Error Occurred field is accurately
populated
b. If the error occurred on a different page, the user will be able to enter

the URL on the next screen

L Report an Error

Report an Error

Follow the steps below to capture and report the error accurately.

Confirm Error Location

Was the error on the page you are currently viewing?

Yes, This Page No, A Different Page

11. After confirming the page location, you will be asked to complete a short form
a. If Al functionality is enabled, the Subject will populate automatically

based on the captured image
b. The Affected User field will auto-populate with the current user. But if

you are reporting an error on behalf of someone else, you can change

the Affected User value

c. You will need to manually populate all other fields on the form

Snap2Case | 16



¢ Report an Error I
Report an Error
The more details you provide, the faster we can assist. Let's get started! |

*Subject
{ Unhandled Fault in Flow Processing Error Encountered. ]
*Tell us what happened, including what you were trying to do and what went wrong (i )

| was trying to update the Type field and Industry field in the Key Account Information section, but this error displayed on

the screen!

Z,

Priority $3)
[ High v ]

* Affected User

[B Kimberly Small

«¢ ReportanError Y= To Do List

Submit Case

12.  Once you have completed the form, click on the Submit Case button

13. A confirmation screen will display with the Case number and a link to the

newly created case

¢ Report an Error

Case #00001027 Created Successfully

Click here to view the status your case.

Thank you for reporting the error. Our team will review the details and follow up if needed.

Error Reporting Locations

Users will be able to report errors on desktop anywhere the utility bar is enabled. So,

if an error is displaying on a report, or if an error randomly displays on a user’s

home page, the user can report that error using Snap2Case!
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The location of the error will be stored automatically in the following fields (only if the

user reports the error on the same screen where the error occurred):

e URL Where Error Occurred (snap2case__URL_Where_Error_Occurred__c)
e Location of Error (snap2case__Location_of_Error__c)

e Error Location Type (snap2case__Error_Location_Type__c)

Viewing Errors

Review New and Existing Cases

When new errors are captured through Snap2Case, they can be identified using the
Error Tracking Flag (snap2case__Error_Tracking_Flag__c) field. A few OOB views

have been created that will allow you to view these errors.
First, you can review the following Case List Views:

e All Reported Errors
e Errors Assigned to Me

Sn.apnCaAe Q searct A o@a2aa

131 Snap2Case  Home Snap2Case Settings OrgHealth Reports v  Dashboards v Cases v  ErrorClasses v  ResolutionTips v  Error Resolutions s

Cases

w
All Reported Errors v | # =
| 4 items - Sorted by Case Number - Filtered by Error Tracking Flag - Updated a few seconds ago Qs * s-jE-jlejlslelY] |
CaseNu.. t v | Con..v | Subject v Status v Prioity v | Date/TimeOpened v | CaseOwnerAlias
1 00001028 Apex CPU Time Limit Exceeded in Trigger Execution New High 4112025, 12:43 AM UUser
2 00001029 Script Error Encountered in Salesforce New Low 4172025, 9:59 PM UUser
3 00001030 Unable to Delete Active Products Error New Medium 412025, 10:04 PM Error Management
4 00001031 Component Error in Lightning Web Component New Medium 4112025, 10:04 PM Error Management

You can also review the list view related to the queue you setup for Snap2Case.

Next, you can review the Snap2Case home page to see which cases are assigned to

you.
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Home

Snap2Case Settings

Org Health

Q_ search

‘@2252 0

Reports v/

Dashboards v/

Cases v  ErrorClasses v/  Resolution Tips v  Error Resolutions s

My Cases

Cases
Errors Assigned to Me

- Updated a few seconds ago

My Assigned Error Cases by Status

Record Count

View Report

«* Report an Error

2items - Sorted by Case Number - Filtered by My cases - Error Tracking Flag, Closed

Status

New @

As of Today at 10:01PM C*

Recent Records

My Assigned Error Cases by Status

‘ New l Change Owner

Printable View ‘ Assign Label J

[ @ searcn his st

(] caseN..tv  Pri Subject v | st
1 [J oo0o01028 High Apex CPU Time Limit Exceeded in Trigger Exec New
2 [J 00001029 Low Script Error Encountered in Salesforce New

My Assigned Error Cases by Error Class

Record Count

View Report

My Assigned Error Cases by Error Class

(&

clle
v | Date/Time Opened v 00001028
41112025, 12:43 AM )
Apex CPU Limit Exceeded
41112025, 9:59 PM )

QooEO0o

Error Management: Org Health

View All

Error Class
Apex CPU Limit Exceed... @
Script Error @

As of Today at 10:01PM C'

Or you can check out the Org Health dashboard to get an overview of all errors

tracked in your Salesforce org.

View Report (Open Error Cases by Status)

Errors Reported Per Month - Current FY

o 3Count

«¢ Report an Error

o
Snap = Case [ sewn @22 s
Snap2Case  Home Snap2Case Settings OrgHealth Reports v  Dashboards \ Cases v  ErorClasses \  ResolutionTips \  Error Resolutions v/ ’
E Org Health
Dashboard S P
Error Management: Org Health pen efres!
Gain insights into error trends and case activity. Track assigned errors, monthly case volumes, and unresolved issues to ensure smooth operations.
As of Apr 2, 2025 12:49 AM Viewing as Kimberly Small
Open Error Cases by Status ® Open Error Cases by Priority ® Open Cases by Error Class ®
Case Owner Case Ov Error Class
. , Record Count
30 Error Management Que... 20 Error Management Que... @ -0
= Kimberty Small £ 15 Rapid Response Team 1) Connection Failed ®
H 20 3
8 Rapid Response Team @ 3 Kimberly Small @ Deletion of Active Produ... @
H g Duplicate Record Detec.
& " & - 29 Duplicates Detected @
Flow Error ®
o o mmmm NN v
New In Progress . High  Medium Invalid Gross Reference.
Lightning Script Error
Status Priority

View Report (Open Error Cases by Priority)

1imitFxeantion: Anex & @
View Report (Open Cases by Error Class)

Errors Closed Per Month - Current FY -
1 .
o8
H
8 os

Error Management Views for Case Records
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The Error Management views for Case Records contains key information and
components that will help you and your team resolve errors faster in Salesforce. Here

is a breakdown of the view:

Snap=Case a sowen ea2sa O

i1 gpnap2Case Home Snap2Case Settings Org Health Reports » Dashboards » Cases v ErmorClasses v  ResolutionTips v Error Resolutions 7
4 P.

Case T
ﬂ UnhandladFaminFlomecessIng + Follow Edit ‘ Change Owner Clone | w
Priority Status Case Number
Medium New 00001032

Error Classification o X Hide Suggestions a Captured Error °

The following error class was identified in the image:

Update Key Account Information

Need to track this under a new error classification? Here are some
suggested names to help you get started:

© Flow Processing Error An unhandled fault has occurred in this flow
& Flow Execution Fault An unhandled fault has occurred while processing the flow. Please contact
your system administrator for more information.

@ Flow Configuration Issue

Disclaimer: These error suggestions were generated by Al during case
creation, and may not always be accurate. Please review carefully before
making a selection.

Error Details °

Tips To Resolve Related Cases Related Files History

l v Error Information ! Resolution Tips + Add Resolution Tip ‘ l
Case Owner
X (5 Al-Suggested Resolution: To resolve this issus, first check the flow for any configuration errors or missing required fields. Review the
Error Management £ flow's debug logs to identify where the fault occurs. Ensure that all variables and resources are correctly defined and accessible. If the error
Subject persists, consider adding error handling elements in the flow to provide user-friendly messages instead of technical jargon. To prevent this
Unhandled Fault in Flow Processing /s error in the future, regularly test flows in a sandbox environment before deploying them to production, and ensure that all users have the

N necessary permissions to execute the flow.
Description

| tried to update the Industry field for the "Burlington 4
Textiles Corp of America® account in the Key Account

Information section, but this error occurred! ~ Tip 1: Add a Fault Path

Error Class ©

Unhandled Flow Faut ’ Ensure that your screen flows handle all faults moving forward by using fault paths.
URL Where Error Occurred @ Resource: Handle Flow Errors with Fault Paths
https://playful-unicorn-7eblwm-dev- e

ed.trailblaze.lightning.force.comflightning/r/Account/001

~ Tip 2: Check the Failed Flow Interviews
bm00000sSVIWAAU view

Location of Error @ Check the Failed Flow Interviews in Setup and see if the affected flow is there. From there, you will be able to debug the affected flow.
Account s

Resource: Find Failed Flows Faster
Error Location Type @

Record Page ra
Affected User ~ Tip 3: Setup Debug Logs
) Kimbery small s se i ing behi i i
tup debug logs for affected users to see what is happening behind the scenes. After setting up debug logs, login as the user and try to
Resolution Summary reproduce the issue. From there, you will be able to see the logs and debug the issue.
s

Resource: Setup Debug Logging

w# Report an Error

1. Error Class Suggestions (Admins Only): Suggests new Error Classes based on
the Al-detected error in images uploaded through the Report an Error wizard.
2. Captured Error Viewer: Displays a Case's captured error, which gets

populated during support case creation.
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3. Error Details Tab: Displays details related to a Case that can aid with
troubleshooting, such as the description, the location of the error, and who

received the error.

NOTE: Several fields on the Error Details tab are only editable by Admins.

4. Tips to Resolve Errors Tab (Admins Only): Allows admins to review and add
new resolution tips for errors captured in Salesforce.

5. Related Cases Tab (Admins Only): Displays a list of 5 recently closed cases
with the same error class as the passed in case. Can also be used to link other
related cases.

6. Related Files Tab: Displays all files associated with the Case, including the
screenshot of the error.

7. Case History Tab: Allows you to keep track of the historical changes made to

the Case. The fields you choose to track for Case History will display here.

Creating Custom Views with Snap2Case Components

Here are the Snap2Case components that can be added to lightning record pages to

create custom views:

e Captured Error Viewer
e Error Class Suggestions

e Tips to Resolve Errors
You can also use the following flow component:

e Table of Cases with Same Error Class

+ Creating Error Classes
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Error Classes are used to classify the errors that are identified through Snap2Case. If
Al is enabled, a list of your org’s active Error Class names is passed into Al and is
used to help identify errors found in screenshots. There are a few ways to create new

Error Class records:

1. Create or import new Error Class records using the Error Classes tab.

::E Snap2Case Home  Snap2Case Settings  Org Health  Reports “  Dashboards “ Cases v  ErrorClasses “  ResolutionTips v More v 4

gwmn Error Classes
s Recently Viewed v [

Q - || =
3 items - Updated a few seconds ago @ ‘ ’
Error Class v
1 Unhandled Flow Fault v
Script Execution Error v

3 Apex CPU Time Limit Exceeded N

2. The Error Classification component on case records shows Al suggestions of
Error Classes that can be created for a specific Case. If you would like to
create a new Error Class using one of the suggestions, click on the desired

suggestion, then confirm your selection in the popup modal.

Error Classification X Hide Suggestions

The following error class was identified in the image:

Unhandled Flow Fault

Need to track this under a new error classification? Here are
some suggested names to help you get started:

fe.
G Flow Processing Error
Are you sure you want to use this suggestion?

Confirm Your Selection

G5 Flow Execution Failure "
- ot Flow Processing Error
Disclait : These error were generated by Al
during case creation, and may not always be accurate. Please
review carefully before making a selection. ‘ Cancel ‘ Update Error Class

3. If you don't like the suggestions given in the component, or if Al isn’t enabled,
you can use the Error Class (snap2case__Error_Class__c) field in the Error

Information section on a Case record to create new values.
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~ Error Information

Case Owner
] kimberly Small

Subject

‘ Unhandled Fault in Flow Processing Error Encour ‘

Description

| was entering key information on the account,
and this error occurred!

Error Class @ O
[ [search Error Classes.. Q]

Recent Error Classes

7\ Unhandled Flow Fault

|| Script Execution Error

\77\ Apex CPU Time Limit Exceeded

<+ New Error Class

o Y

Recommendation:

1. Be sure to check for existing Error Classes before creating a new one to prevent
duplicate Error Class values.
2. Deactivate any Error Classes that you no longer want to use by unchecking the Active

(snap2case__Active__c) checkbox on the Error Class record.

- J

+ Creating Resolution Tips

Resolution Tips allow you and your team to document different ways that you
resolved an error right on the Case record. All active Resolution Tips associated with
an Error Class record will automatically show up on any Cases assigned to that Error

Class record.

NOTE: Resolution Tips are linked to Error Class records through the Error Resolution junction

object.

There are a few recommended ways to create these records.
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You can add Resolution Tips at the Case level using the following steps:

1. Make sure an Error Class is associated with the Case record

2. Locate the Tips to Resolve tab

3. Click on the Add Resolution Tip button

Snap= Case

i1 snap2Case Home  Snap2Case Settings  Org Health

Q_ Search.

I Ber2ua @

Reports v Error Resolutions v

Dashboards v  Cases \  ErorClasses v  Resolution Tips s

= - omw
I The folowing error cass was idagiiied n the image;
Apex CPU Time Limit Exceeded

Error Details

v Error Information

Case Owner
() Kimberly Small

Subject

Apex CPU Time Limit Exceeded in Trigger Execution
Description

Test

° 1

Apex CPU Time Limit Exceeded

Error Class.

URL Where Error Occurred @
https:/fplayful-unicorn-7eblwm-dev-

ed.trailblaze lightning force.com/lightning/page/home
Location of Emor @
Error Location Type @

Standard Page

¢ Report an Error

Case
ﬂ Apex CPU Time Limit Exceeded in Trigger Execution

! -
A

+ Follow

@ We hit a snag. =

Review the errors on

Change Owner

Clone

2
ips To Resolve’ Related Cases Related Files History

Resolution Tips

@ Al-Suggested Resolution: To resolve the Apex CPU time limit exceeded error, review the code in the

SalenticalMNTS.Time_Expense_Overall_Rollup_Trigger. Optimize the logic to reduce CPU time consumption, such as minimizing SOQL
queries and avoiding unnecessary loops. Consider breaking complex operations into smaller, more manageable pieces. To prevent this
error, implement best practices for Apex development, such as bulkifying code and using asynchronous processing where appropriate.

No resolution tips have been documented for this error. Once resolved, consider adding tips to help troubleshoot similar errors in the future.

NOTE: The Add Resolution Tip button will not display on the Case record if an Error Class is

not linked to the Case record.

4. From there, you can either add an existing Resolution Tip or create

a new one

Tips To Resolve Related Cases Related Files History

Resolution Tips X Hide Resolution Tip Creator

Add Existing Resolution Tip | Cre:

w Resolution Tip

Tips To Resolve Related Cases Related Files History

Resolution Tips

Add Existing Resolution Tip | Create a New Resolution Tip

“Error Class

[ Apex CPU Time Limit Exceeded

* Resolution Tip.

Resolution Tip Label

X Hide Resolution Tip Creator

Order Number @

Tip Details @

Salesforce Sans v || 12

-

Resolutic

[I:w

Recent Resolution Tips

[ seom oot

Resource URL Label @

| B crecktv raspowinanions

{3 sasronran

Resource URL @

If you would like to add Resolution Tips at the Error Class level, follow the following

steps.
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1. Navigate to the desired Error Class record
2. Click on the Resolution Tips tab

3. Click on the New button on the Error Resolutions related list

:EE Snap2Case Home  Snap2Case Settings ~ Org Health  Reports “  Dashboards “ Cases ‘v  Error Classes v  More

Error Class (
Apex CPU Time Limit Exceeded Select Preferred Case Owner { Edit | Delete | v l

Details Resolution Tips Related Cases

@ Error Resolutions (0)

4. A popup modal will display, which will allow you to add new or existing

Resolution Tips

New Error Resolution

* = Required Information

Information

Error Resolution Name

*Error Class

[m Apex CPU Time Limit Exceeded X

* Resolution Tip

[ Search Resolution Tips... Q

Recent Resolution Tips

Setup Debug Logs

Check the Failed Flow Interviews &New

Add a Fault Path
<+ New Resolution Tip

2 Preferred Case Owners for Error Classes

Set Preferred Case Owner (Optional)

If you would like cases to automatically route to a specific queue based on the Error

Class identified through the Snap2Case process, check out the steps below.

NOTE: This routing functionality will only work if Al is enabled -OR- if a case’s Error Class

record changes and that case hasn’t been assigned to a user yet.
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1. Navigate to the desired Error Class record

2. Click on the Select Preferred Case Owner button

Snap=Case (@ s ] 2252 @

i1 Snap2Case ome  Snap2Case Settings  OrgHealth  Reports »  Dashboards ses v  ErorClasses v  ResolutionTips v Error Resolutions p
22 Snap2C: H Snap2Case Setti Org Health R Dashboard: Ca: Error CI: Resolution Ti Error Resol s
Error Class
Unhandled Flow Fault [ Select Preferred Case Owner ” Edit ‘ Delete |v|

Details Resolution Tips Related Cases

.V Information

Error Class Owner
Unhandled Flow Fault 4 [ Kimberly Small Fy

3. A modal will display on the screen, which will allow you to search for and

select a queue that any new cases with the Error Class should be assigned to

Select Preferred Case Owner

* Queue Lookup

Error Management|

Error Management Queue

Select Preferred Case Owner

The Preferred Case Owner was successfully updated!

Error Management Queue is now the Preferred Case Owner for this Error Class record.

View, Change, or Remove Preferred Case Owner

If a Preferred Case Owner was already set for an Error Class record, you will be able

to see it in the modal when you click on the Select Preferred Case Owner button.

Snap2Case | 26



Select Preferred Case Owner

Error Management Queue (Queue) is the current preferred case owner. Would you like to change the preferred case owner or
remove the existing selection?

* Preferred Case Owner Options

v --None--
Change Preferred Case Owner

Remove Preferred Case Owner

You will also have the options to change or remove the Preferred Case Owner here.

NOTE: The Preferred Case Owner (snap2case__Preferred_Case_Owner__c) field on the

Error Class record also allows you to see which queue ID has been set.

il Reports and Dashboards

Snap2Case features several OOB reports and dashboards.
You can check out the reports in the following folders:

e Org Health Reports
e My Assigned Error Reports

Snap=Case ([ semren. ) e2602 0
s

'EE Snap2Case Home  Snap2Case Settings ~ Org Health  Reports »  Dashboards »  Cases v  ErrorClasses v  Resolution Tips “  Error Resolutions

Reports

All Folders [ Q Search all folders.. ][ New Report ‘ New Folder ]
6 items
REPORTS Name v | Created By v | Created On v | Last Modified By v ‘ Last Modified Date 4. v ‘
Recent M My Assigned Error Reports User User 4/1/2025, 12:09 AM User User 4/1/2025, 12:09 AM ]
Createdbyme | M OraHealth Reports User User 4/1/2025, 12:09 AM User User 4/1/2025,12:09 AM ®

The Org Health dashboard gives you a holistic view of the errors reported in your

Salesforce org.
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Snap= Case a searen D es2ee @

13 Snap2Case  Home Snap2Case Settings OrgHealth Reports Dashboards ~ Cases v  ErrorClasses \ ResolutionTips \  Error Resolutions v/

’

Org Health

Dashboard T 1)
Error Management: Org Health w

Gain insights into error trends and case activity. Track assigned errors, monthly case volumes, and unresolved issues to ensure smooth operations.

As of Apr 2, 2025 12:49 AM-Viewing as Kimberly Small

Open Error Cases by Status ® Open Error Cases by Priority ® Open Cases by Error Class
o ' Record Count ‘
) Error Management Que... I Error Management Que... I -9
= Kimberly Small PR Rapid Response Team Connection Failed
E 5
3 Rapid Response Team @ 3 Kimberly Small @ Deletion of Active Produ.. @
® 2 N Duplicate Record Detec...
g & . - 29 Duplicates Detected @
X
I o m— v fow s
New .

Invalid Cross Reference...
High  Medium
Lightning Script Error

|imitFxeantion: Anex (. @

View Report (Open Error View Report (Open Erro by Priority) View Report (Open Cases by Error Class)

Errors Reported Per Month - Current FY % Errors Closed Per Month - Current FY

S

3¢

¢ Report an Error

& OOB Email Templates

If you would like to setup email notifications for your users whenever Snap2Case
cases are created, you can leverage the OOB email templates provided in the Error
Management Email Templates folder of this package. These basic templates give your
users the information they need to keep track of the cases they create, while also

receiving a status update whenever the case is closed:

e New Support Case Notification

e Closed Support Case Notification

« Recommended Tips Before Go-Live

e Perform end-to-end testing in a sandbox to ensure Snap2Case functions with
your existing case processes and automations.

o If you believe there is an unintended interference, please reach out to

Snap2Case support.
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e Perform a Pilot of Snap2Case. Introduce the app to a set of users and get their
feedback. This will help determine how effective Snap2Case will be for you
company. Once the Pilot is complete, roll Snap2Case out to the rest of your
company’s users.

o Ensure that there is a process in place to grant new users access to Snap2Case.
For example, if a new employee gains access to Salesforce, you will ideally
want them to have access to report errors.

e Potentially restrict the list views on the case object so that only your team can
see the open errors.

e Ensure the error class is correct before picking up cases.

o Create validation rules to ensure that information like “Resolution Summary” is

populated before an admin can select one of your closed case statuses.
"~ FAQs

How is security handled?

* Please review the following OpenAl articles before turning on Al features:

e QOpenAl - Enterprise Privacy (APl Platform FAQ)

e OpenAl - How we use your data

* API data may be retained on the OpenAl platform for up to 30 days.

* Please train your users to remove any sensitive data from errors. Since
Snap2Case already captures the record information, the user should just focus

on getting a clear screenshot of the error.
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https://openai.com/enterprise-privacy/
https://platform.openai.com/docs/guides/your-data#how-we-use-your-data

* Since you get to provide your own API key, you can go through the OpenAl
settings and ensure that information will not be shared with OpenAl to train

models.

What data from Salesforce is passed into the model?

* The uploaded screenshot of the error, along with a list of active Error Class

names defined in your Salesforce Org.
* The OpenAl API Key that you defined in the Named Credentials is used to

complete the callout to OpenAl.

Which model is Snap2Case using?

* Snap2Case leverages OpenAl’s GPT-40 mini model for image classification.
* We may add functionality in the future to allow you to change the model

(reach out to Snap2Case support if you would like this feature!).

What are the costs associated with using OpenAl?

* If you would like to turn on Al features, you can supply an OpenAl key, which
gives you control over the additional OpenAl costs associated with

Snap2Case.

* As of April 2025, reporting an error in a Salesforce org with 25 error class
records (a single OpenAl callout) cost less than $0.01 to receive all the Al-

powered benefits!

* We recommend setting up usage limits on your OpenAl account to ensure you

don’t go over your budget.
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Can users continue to use Snap2Case if an OpenAl Budget limit

is reached?

* |f an OpenAl limit is reached, we will temporarily disable Al for the case
creation. Your Salesforce Support team will need to manually select error
categories and Al suggestions will be turned off, but everything else should

work as expected.
* Please review the OpenAl limit documentation and your organization’s

OpenAl account for more information on your limits.

How accurate is Snap2Case?

* Snap2Case strives for high accuracy, but error classification is not guaranteed
to be 100% correct in all cases. For best results, please ensure that your
Salesforce Support team double-checks each case to ensure errors are
accurately reported. Feel free to reach out to Snap2Case support if you ever

notice repetitive inconsistencies.

¥ Snap2Case Troubleshooting Help

Access Issues

o Error: You do not have the level of access necessary to perform the operation
you requested. Please contact the owner of the record or your administrator if

access is necessa ry.
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Seller HomMEe  cond avening Tact Rucinase | at'e nat calinal
¢ Report an Error E] [y

You do not have the level of access necessary to perform the operation you requested. Please contact the owner of the record or your administrator if
access is necessary.

Solution: If users do not have access to run flows, they will receive this error.

Grant users access to the “Run Flows” permission.

Loading Issues

e If you immediately open the case after creation, the screenshot of the error
might not load. Try refreshing the page to see the screenshot.
o If the page layout assigned to the record type does not include the Files

related list, this tab will be blank.

Tips To Resolve Related Cases Related Files History

Al Functionality Errors

If any issues occur on the OpenAl side during the Report an Error wizard,
Snap2Case will alert the user. However, the user will still be able to continue creating

the support case.

The following alert will display on the screen in this scenario: “There was an issue

analyzing the error, but you can still submit your report.”

Here are a few reasons why this alert may display:
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The Snap2Case External Credential Principal wasn’t set, or the SecretKey
value contains an incorrect API key (Error Code 401)

Intermittent Internal Server Errors (Error Code 500) on the OpenAl side
Rate limit reached (Error Code 429)

Check the console logs for more information.

» Analyze Image Error:
5 ) 8 = 8 =1 : false, : 'Server Error', .} i

~{
v body:
message: "OpenAI Error Code: 401"

» : Object
errorType: "fetchResponse"

» headers: {}
ok: fal
status: 500
statusText: "Server Error"

> t : Object

Also check OpenAl'’s list of Error Codes for more information:

https://platform.openai.com/docs/quides/error-codes

Other Known Issues

For those testing Snap2Case using screenshots from Google Images, a rare

issue may occur. The image might not display on the page layout as expected.

a Captured Error
e
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