Auto Merge Duplicate Cases User Manual

Email-to-Case enablement is required for Auto merge Duplicate Case, as duplicate cases

are identified based on the email ID associated with cases.

e Steps for setup
1. Install the package by clicking on ‘Get It Now’ button.
2. Enable Case Merge in your Org.
Go To Setup = Type Case Merge in quick find box - Select the Checkbox for Merge Cases.

Under Keep duplicate cases after merge, click on Add a Case Status. Now Add a Case Status

as ‘Merged as Duplicate and Closed’.
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3. From App Launcher open ‘Case Merge Setup’.
**Note:- System Admin Users must have "Manage Cases," "Customize Application," and

"Assign Permission Sets" permissions to perform setup tasks.
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3.1 In Case Merge Setup app. Open seting Tab to set values for Case Merge.

Auto Merge = Enter the percent value of Matching description above which cases will be
auto-merged.

Indicate Duplicate = Enter the percent value of Matching description above which cases
will be considered as duplicates.

Subject Duplicacy percentage = Enter the percent value of Matching subject above
which cases will be considered as duplicates.

Merge cases having blank description = If checked, cases with a blank description will
also be considered for automatic merge based on matching email addresses.

Merge cases having blank subject = If checked, cases with a blank subject will also be
considered for automatic merge based on matching email addresses.

Case Merge Type = Select the value which is being selected in the Case Merge settings

done above.
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3.2 In Case Merge Setup app. Open Permissions Tab to assign component permission to
users.(Assign this permission set to all the users who should be able to see

‘permissionComp’ component for duplicate cases.)
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4. Add component on record detail page of case.
On the record detail page of case click on gear icon - Click on Edit Page = type
permissionComp in Search box = drag and drop the component on the page.

Click on Add Filter
(i) Status - Not Equal - Closed (ii) Status - Not Equal - Merged as Duplicate and Closed.

Save
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5. The duplicate cases with matching percent will be shown in the comoponent.
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