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1. Introduction
Salesforce is a powerful platform that helps organizations streamline their sales, marketing, and
customer service processes.

The main goal of this project is to enable users to submit feedback, gather valuable insights,
and identify areas where we can improve our support services. feedback is addressed and used
to improve the overall support experience for our users.

This User Manual (UM) provides the information necessary for the Agent and user to effectively
use the Service Request-Survey functionality.

Overview
The main purpose of this project is to get feedback from the user for provided services.

Utilized automation flows for sending emails to users, when a case is closed. Standard
Salesforce functionality is used to convert survey form to link. The Survey link UI is developed in
the Lightning web component.

Created apex class to capture the survey form data to store in custom object and restricts the
user to submit the survey form a second time.

Automation flow is utilized to send notifications to agents when user submit the survey form.

Automation flow is utilized to send an email notification along with a survey link to the user
when the user forgets to submit the survey form within four days.

A Trigger is utilized to give authority to the agent to reopen the case within a period of three
days after its closure.
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2. Getting Started
 A system that automatically sends an email to the user with a survey link when their

case is closed.
 The user will be redirected to a survey page upon clicking the survey link.
 The survey page will allow the user to fill out a survey form and submit their responses.
 The survey response will be sent to the case owner for review.
 A system that automatically sends a reminder email notification to the user with a

survey link when the user forgot to submit the survey form within four days.
 The agent has the authority to reopen the case within a period of three days after its closure.
 If the case is reopened, a Case Reopen Acknowledgment email will be sent to the case

owner.
 Additionally, if the same case is closed again, the user will receive another email with

the survey link and will be able to resubmit their response.

2.1 Attentions & Notices

 Salesforce Sign-in credential requires installing this package.

2.2 Installation
 Click on this link below and install the package.

https://login.salesforce.com/packaging/installPackage.apexp?p0=04t5i000000dcNa


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 Select Install for All Users and click on install.

 After installing the package, we can see the package with the name Case Survey
Feedback in Salesforce org as shown below.

2.3 User Access Considerations
 User email addresses are accurate and up to date in the Salesforce system.

2.4 Accessing the System
 A Salesforce account is mandatory for all Agents to see the records created in Org.

h
h
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2.5 System Organization & Navigation

Case is closed

 Auto email is sent to the user from salesforce when the case is closed.

 When the user clicks on the survey link in the email, The system redirects the user to the
survey page.
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 The user fills out the survey form with the necessary information and submits it.
 Auto notification is sent to the agent when the user submits the survey form.
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 In case the user forgets to submit the survey form within four days, a remainder email
notification sends to the user along with the survey link.
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Case is reopened:

 Once the case gets re-opened, the Case reopen acknowledgment email should go to the
Case owner.
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 If the same Case gets Closed the survey link-related email should be delivered to the
user and re-submission activity should be performed.
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 In case the user forgets to submit the survey form within four days, a second reminder
will be sent to the user with the survey link.

2.6 Exiting the System
 If an Agent wants to log out from Salesforce, click on the bear icon, which is highlighted

in the image below, and click on log out.
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 To uninstall the package, enter installed packages in the quick find box and click on
installed packages.
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 Click the highlighted part to uninstall the package.
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3. Post Installation, Troubleshooting & Support

 From Setup, enter Digital Experiences in the Quick Find box, then click on settings, then
check whether the digital experience is enabled or not.

 If not, enable digital experiences and click on the save button.

 Now click on the new button to create a new site.
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 It will navigate to Choose the Experience You Love UI and click on Build Your Own (LWR).

 Click on Build Your Own (LWR), it will navigate to another page here click on click on get
started button.
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 It will navigate to another page, enter your name and URL and click on the create button.

 The new site is created successfully, now click on the builder.



Wissen Infotech Post Installation, Troubleshooting & Support

UM Version 1.0 16 <Accelerator name>

 It navigates to another page, here click on Components and select the custom
caseSurveyForm component and drag and drop it. case feedback survey form is
displayed.
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 Now click on the publish button. A pop-up message will display and click on Got it.
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 To make the user access the survey form without login credentials, click on settings and
go to general and enable the public access check box shown in the screenshot below.
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 After publishing the site successfully, a new URL is created.

 From setup, enter Classic Email Templates in the Quick Find box, and click on classic
email templates. now select the case survey folder.
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 Click on the case survey email template and navigate to Custom Email Template of Case
Survey, then click on the edit HTML version.

 It will navigate to the HTML Email Content page, past the site URL in the HTML body,
and click on the save button.
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 Like the above way, we must add the URL for Case Survey Second form, survey
reminder, survey reminder 2nd form email templates.

h
h
h
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 To save the user response in the system, we must give the following permissions.
 Enter sites in the Quick Find box, then click on Case Survey Feedback.

 It navigates to the Case Survey Feedback page, clicks on public access settings.
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 To give permissions for guest users, click on enabled apex class access and click on the
edit button.

 Select the apex class in available apex classes and add it enabled apex classes by this
user response will save into the system.
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Object Level Permissions:

 To give permissions for standard and custom objects click on the edit button.
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 Give read and create permission to standard case objects, click read and create a check
boxes.

 Give read and create permission to custom case survey object, click read and create a
check boxes.
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Field-Level Permissions:

 Give Field-Level Security for both custom and standard objects.
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To restrict the user not to resubmit the survey form, follow the below steps:

 Enter Sharing settings in the Quick Find box, click on it.
 Default External Access of case survey is private, click on the edit button and make it

public read/write and click on the save button.

Now go to Case Survey Sharing Rule and click on new button.

 In the Rule Name section enter Label and Rule Name.
 In Select your rule type, select Guest user access, based on criteria, and give the

condition In select the user to share with the section you must select the user and click
on the save button. A popup will appear now click on ok.
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 In Setup go to object Manager and enter case in the quick find box.

 Click on the case object and go to Fields & Relationships and enter the status in the
quick find box.

 Click on the status and go to the Case Status Picklist Values section and click on the new
button.
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 Add Reopen value in the picklist and click on the save button.

3.1 Error Messages
N/A

3.2 Special Considerations
 In case the user forgets to submit the survey form within four days, a reminder email

notification sends to the user along with the survey link.
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3.3 Support
The Agent can get emergency assistance and system support.

Table 1 - Support Points of Contact

Contact Organization Phone Email Role

Srihari R Wissen
Infotech

8867796840 srihari.ravindranath@wisseninfotech.com PM

Shalini M Wissen
Infotech

8897272195 shalini.muthyam@wisseninfotech.com PM

Vanithadevi K
S

Wissen
Infotech

6374103872 vanithadevi.subramanian@wisseninfotech.com PM

Tabassum
Parveen

Wissen
Infotech

9121983889 tabassum.parveen@wisseninfotech.com Lead

mailto:srihari.ravindranath@wisseninfotech.com
mailto:shalini.muthyam@wisseninfotech.com
mailto:vanithadevi.subramanian@wisseninfotech.com
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Appendix A: Approvals

The undersigned acknowledge that they have reviewed the User Manual and agree with the information
presented within this document. Changes to this User Manual will be coordinated with, and approved by,
the undersigned, or their designated representatives.

Table 1 - Approvals

Document Approved By Date Approved

Obula Reddy Yerasi, Associate Vice President, Wissen Infotech

Srihari R, Project Manager, Wissen Infotech

Vanithadevi S, Program Manager, Wissen Infotech

Tabassum Parveen, Lead, Wissen InfoTech
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