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Support360 

Getting Started 

Introduction 

Support360 is a comprehensive support management solution designed to integrate seamlessly with 

Salesforce Service Cloud. It aims to provide a centralized platform for managing projects, tickets, tasks, 

resources, and service requests. The application leverages Salesforce's robust features, such as reporting, 

dashboards, automation, and collaboration tools, to improve efficiency and streamline business processes. 

Installation 

It's very easy to install. Just Install the AppExchange package and good to go. 

Steps to follow:  

• Go to AppExchange  

• Search ‘Support360’ in the Search Box of AppExchange  

• Click on ‘Support360’ App Icon  

• Click on ‘Get It Now’ Button 

• Check the ‘I Acknowledge’ checkbox. 

• Click ‘Install’ Button 

• After the installation the app will appear in the App Launcher 
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App Operating Guidelines 

Step 1: Click on the View All button on the App Launcher. 

 

Step 2: Select Support360 App 
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Step 3: You will start with the Home Page, and you can navigate through the tabs by 
selecting individual tabs. 

 

Step 4: Navigate to the Project Tab to Create a Project. 
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Step 5: Enter the information related to your Project and click Save. 

 

Step 6: After the Project is successfully created, it’ll redirect to the Sprint Section. You will 
find details section right next to it for further modification. 
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Step 7: Now let’s add Resources to the Project. For the available user, go to the Portfolio 
Tab where you will find more details about the Users currently working in your Org. 

 

Step 8: You can also click on each Resource and get more details about them.   
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Step 9: Now let’s use these resources in the Projects. Navigate to the Project Tab and 
Select the Project, then go to the Related Tab. There, under Resources, click New. 

 

Step 10: Fill up the details and click Save. One thing to remember, you cannot add System 
Admin as a Resource.  
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Step 11: Now if you go back to the Portfolio Tab and you can see that the information has 
already been updated. Now you can also click on the View Projects to see more details. 

 

 

 

Step 12: Now, let’s break the Project into more manageable chunks and then from those 
chunks into smaller piece and from those pieces to much more manageable tasks. That’s 
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right, Chuks can be treated as Stories, Pieces can be Tickets. So, we can create Story or 
Ticket under the project and Taks under Tickets. Based on your project requirement you 
can do as you please. Click on the Story under Project Tab’s Related Tab. And click new. 

 

Step 13: Create the User Story for your project by filling the information. 
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Step 14: Then Create a Ticket Under that Story. Click New and fill up the details information 
and click save. 
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Step 15: Now navigate to the Ticket Tab and find the ticket you want to break down And 
then go to Details tab and Click on the dropdown arrow in Open Activities and click New 
Task. Fill in the information and create a Task. 
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Step 16: Now with the tasks we can create Sprint for the Project. Navigate to the Project 
Tab and Find Sprint Tab. Then select the Tasks you want to include and click the Create 
Sprint Button. 
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Step 17: Now click the Start Sprint button which will redirect you to the Board Tab where 
you can Drag and Drop the Tasks after working on them and navigate around. 

 

Step 18: If you want, you can add more tasks to the current Sprint by clicking on the Drop-
down arrow and click Edit Sprint. You can click on the Sprint Taks and Backlog Tasks to add 
or remove tasks from the Sprint and click Save. 
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Step 19: Now once all the Tasks for a Ticket is completed, an Approval Process will 
automatically occur. But for that you MUST create an approval process on Ticket using 
this API name `Ticket_Approval_Process` 
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Step 20: Now again, once all the tasks under a Ticket is completed, the approval process 
will start automatically, here are the preview. 

 

 

 

Step 21: The manager then can Approve or Reject based on the supervision of the works for 
the Ticket.  



  16 
 

   
 

 

 

Step 22: You can also keep track of the project timeline in the Timeline tab. 
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Some additional Guide for Approval Process: 
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After starting approval process It will automatically send an Email to the project manager 
For Approval, He/She can Approve or Reject using Email Reply. 

 

 



  21 
 

   
 

 

 



  22 
 

   
 

 

 



  23 
 

   
 

 

 

 


