meister

Worklt! SLA Framework

Winter '11 Release

Revision 1.01

This document contains proprietary material of The Forcemeister. Any unauthorized reproduction, use, or disclosure of this material, or any part
thereof, is strictly prohibited. This document is solely for the use of authorized customers. The material furnished in this document is believed to be
accurate and reliable. However, no responsibility is assumed by The Forcemeister for the use of this material. The Forcemeister reserves the right to
make changes to the material at any time and without notice. © Copyright 2010 The Forcemeister, Inc. All rights reserved.



meister Worklt! SLA Framework Customization Guide - Table of Contents

Table of Contents

Installing the WOrkIt! SLA FrameEWOIK .........ueiiiiiiieiiiiiiieeeniieee st e e ssiee e s svee e e s s siraee s sssaeeesssanaaeessnsees 3
QUUICK STttt et e sttt e et e e et e e e s ab e e bt e e e bt e e e bt e e sabbeesabeeesanbeesabeeesaneeenanes 5
Step 1: Verify Field History Tracking SEtEINGS .....ccoviiiiiiiiiieeeiiee ettt e e 5
Step 2: Add the Status & Ownership Durations related list to your case page layout................. 5
Step 3: Enable read access for the Status & Ownership Duration custom object (optional) ...... 7
DUration TraCKiNG OVEIVIEW ......vveeeiiiiiiiiiiiiieeeeeeeeeieiitreeeeeeeeesesstreeeeeseeesessssssesesesesssessssreneseeesssnnasresenes 8
Using Roll-up Summary fields to aggregate DUIatioNS......cccccveecvrieeeeiee et eeecrrreee e e e e eeanns 11
[2Y=T o Yo o o [ o V=SS 14
(00T = Lot f ¥ =Y ] o'« T Y o F PN 15

Winter '11 2



Jrcemeister Worklt! SLA Framework Customization Guide - Installing the Worklt! SLA Framework

Installing the WorklIt! SLA Framework

After you click the Get It Now button on the app’s AppExchange page and log in with your
Salesforce credentials, the installation wizard will start and guide you through the installation
process.

On ‘Step 1. Approve Package API Access’, click Next.

On ‘Step 2. Choose security level’, choose Grant access to admins only and click Next. This will
ensure no administrative permissions such as editing duration entries and modifying app settings
are granted to your users.

Step 2. Choose security level Step 2 of 3

Select security settings:
() Grant access to admins only | Yeers with your profile get full access hestfor limited deployments)

O Grant access to all users All internal custom profiles getfull access

O gelect security settings Useraccess set by profile (recormmended for most packages)

[ Previous | Next [ cancel |

On ‘Step 3. Install Package’, we recommend that you keep the Ignore Apex test failures that may
cause the installed application not to function properly checkbox unchecked and click Install.

Step 3. Install Package Step3of 3

The packaoe is ready to be installed. Click Install to continue.

L] lgnaore Apex test failures that may cause the installed application not to function properly,
Hrevious Install

In certain cases Apex tests may fail during installation if this checkbox is left unchecked (especially
if you have custom validation rules on the Case object). However, this does not necessarily mean
the application will not function correctly.
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When the installation is complete, click Deploy Now and complete the deployment process.

Install complete Help for thiz Page

The components contained in this package have been successfully installed.

The final steps in the install process are to;

1.

ofe Lokl

mm

Deploy Nowr I Deploy Later

Change the visihility settings far any installed docurments, reponts, dashboards, letterheads, email
termplates, and custom fields on standard objects. By default, these components are visible to all users.
Setthe Running User for any installed dashboards ar anahtic snapshots; by default, itis set to you.
Specify the appropriate recipients far any installed workflow tasks.

Specify the appropriate assignees for any installed warkflow alerts.

Specify the appropriate user forworkflow field updates that modify the Cwner field or user lookups; by
default, it is settoyou.

Create a schedule far any installed analytic snapshots.

Configure any additional settings far this packadge fram the package detail page.

Deploy the packane by clicking Deploy Mow below. Yoo can also do this at any time in the future from the
package detail page.
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Quick Start

Follow those post-installation steps in order to allow status and ownership duration tracking:

Step 1: Verify Field History Tracking Settings
Go to Setup > Customize > Cases > Fields and click the Set History Tracking button at the top of the
page.

Make sure that History Tracking is enabled for the Case Owner and Status fields.

[save [ cancel |

Deselect all fields

Track old and new values

Account Hame [ |
Business Hours FI

I Case Owner |
Closed When Created [
Contact Hame
Parent Case [ |

Status |
Type

Step 2: Add the Status & Ownership Durations related list to your case page layout
Edit your case page layout, and add the Status & Ownership Durations related list.

Once the list is added to the layout, click on the wrench icon to modify its settings.

x[%]

Status & Ownership Durations Hew

Status & Ownership Duration Numer

Sample Status & Ownership Duration Mumer

In the Columns sections, remove the Status & Ownership Durations Number field from the
Selected Fields list, add the following fields and order them respectively: Owner, Status, From,
Until, Total Hours, and Business Hours.

Under Sort By, specify the Until field with Descending ordering.
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Related List Properties - Status & Ownership Durations

Help @

Select fields to display on the related list. You can also re-order the selected fields.

Available Fields Selected Fields
Created By Alias | ChanEr
Crested Date Add Status Up

Lazt Modified By Fram
Last Modified By Slias Urtil

Last Modified Date = Remowe 10t Hours -
Record IO Business Hours
Status & Cwvnership Duration Mumer :|
Sort By: | Uil v |
() Azcending
@ Descending
Buttons

Next, expand the Buttons section and uncheck the New button.

Related List Properties - Status & Ownership Durations

Columns

Standard Buttons:

Select standard buttons to display on the related list.

|:| ey
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Click OK, the related list on the page layout editor should now look like this:

x 9
Status & Dwnership Durations
Owner Status From Unitil Total Hours Business Hours
Sample Owner Sample Status Tr2era010 2:33 AM TI2BI2010 2:33 Ak 15.249 A74.33

Save the case page layout in order to apply the changes.

Step 3: Enable read access for the Status & Ownership Duration custom object (optional)
In order for users to be able to see the Status & Ownership Durations related list on the case page,
read access for the Status & Ownership Duration custom object must be enabled for their user
profiles. Edit your user profiles and grant the read access to the Status & Ownership Duration
custom object where needed.

Read Create Edit Delete View  Modify

SFGA Version |:| D
Status & Ownership Durations D D D D D
Text Ads D D

Please Note: Make sure that only read access is granted to your users in order to avoid accidental
deletion or modification of duration entries.

Status & Ownership Duration tracking for cases is now enabled in your Salesforce org!
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Duration Tracking Overview

With the Worklt! SLA Framework installed in your Salesforce org, every change in a case’s Status or
Owner fields will automatically trigger the creation of a new entry in the case’s Status & Ownership
Durations related list. Each duration entry indicates the Status and the Owner of a case during a
specific timeframe. Every time a duration entry is created, the business hours for the respective
timeframe are calculated based on the Business Hours that are associated with the parent case.

Tip: If you have teams that operate in several time zones, you can use escalation rules to assign
different sets of Business Hours to cases based on specific rule criteria.

Example
In this example we’ll show how the Status & Ownership Durations related list behaves during a
case’s life-cycle.

A new case is created and is assigned to the Level 1 Support queue.

Case Detail Edit | | Close Case || Clone
Case Dwner | Level 1 Support [Change] | Case Humber oooo1723
Contact Hame Brian Harris Account Hame Truffle and Co
Status  New Type  Problem
Case Origin Email Case Reason  Mew problem

Priority Medium

¥ Description Information

Subject  Cant change proxy settings
Description | cannot alter any proxy settings in the contral panel
Date Time Opened  TI26/2010 6:53 Al Date Time Closed

b System Information

Edit | | Close Case || Clone

(-5 status & Ownership Durations Statuz & Ownership Durations Help (7

Mo records to display
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When Robert accepts this case from the queue, a new duration entry is created, representing the
timeframe during which the case was owned by the Level 1 Support queue. Note that since the
business day in this example starts at 8:00am, only part of the time is accounted as business hours.

Case Detail

Case Owner

Contact Hame

Status
Case Origin

Priority

Edit | | Close Case || Clone
[ 1 RokertDale [Change
Brian Harris
[RI=0
Email
Medium

¥ Description Information

Subject
Description

Date Time Opened

b System Information

Cant change proxy settings

| cannot alter any proxy settings in the control panel
TIZE2010 6:53 AM

Case Humber 00001723
Account Hame  Truffle and Co
Type  Problem
Case Reason  Mew problem

Date Time Closed

Edit || Close Case || Clone
\_ﬁ Status & Ownership Durations Status & Owwnership Durstions Help 7
Action Owner Status From Until Total Hours Business Hours
| Lewel 1 Support ey TI26/2010 6:53 AW TIZ602010 924 A

242 1.40 |

Approximately half an hour after accepting the case, Robert starts working on a resolution, below
we can see that when the case’s status is changed to Working, a new duration entry is created to
represent the timeframe during which the case was in the New status (and owned by Robert).

Case Detail
Case Owner
Contact Hame
Status
Case Origin

Priority

Edit || Close Case || Clone

[ 1 RokertDale [Change
Brian Hatrris

Email
Medium

¥ Description Information

Subject
Description

Date Time Opened

B System Information

Cant change proxy settings

| cannot alter any proxy settings in the control panel
TIZB2010 B:53 AM

Case Humlrer

oooo1723
Account Hame  Truffle and Co
Tvpe  Problem

Case Reason  Mew problem

Date Time Closed

Edit | | Close Case || Clone
\_ﬁ Status & Ownership Durations Status & Owvnership Durations Help 2
Action Owner Status From Until Total Hours Business Hours
| Rohert Dale ey TI2E2010 9:24 Ak TI2BI2010 952 AM 0.4a 0.4a
Lewel 1 Support ey TI2E2010 6:53 AM TI2602010 924 A 242 1.40
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Next, after spending an hour looking into the problem, Robert needs some input from the
customer, and changes the case’s status to Waiting for Customer.

Case Detail Edit | | Close Case || Clone
Case Owner [ Rabert Dale [Change Case Humber 00001723
Contact Hame Brian Harris Account Hame Truffle and Co
Status | Waiting for Customer Type  Problem &
Case Origin - Email Case Reason  Mew problem
Priority Medium

¥ Description Information

Subject  Cant change proxy settings

Description | cannot alter any proxy settings in the contral panel

Date Time Opened  TI26/2010 6:53 Al

Date Time Closed

b System Information

Edit || Close Case || Clone
\_j Status & Ownership Durations Status & Ovvnership Durstions Help 7
Action Owner Status From Until Total Hours Business Hours
| Rohert Dale Wiarking TI2G2010 9:52 Ak TI2BI2010 10083 AW 1.1 1.mM
Rohert Dale Ry Tr2G20109:24 Abt TIZBI2010 9:52 A 048 0.4a
Lewel 1 Support RI=y TI2G2010 B:53 Ak TI2662010 9:24 A 2482 1.40

When the customer replies, the case’s status is changed back to Working, and we can see the time
spent while waiting, in the newly created duration entry.

Case Detail Edit || Close Case || Clone
Case Owner nRDber‘[ Dale [Change Case Humber oooo1r23
Contact Hame  Brian Harris Account Hame  Truffle and Co
Status Type  Problem
Case Origin ~ Email Case Reason  MNew problem
Priority Medium

¥ Description Information

Subject  Cantchange proxy settings

Description | cannot alter any proxy settings in the control panel

Date Time Opened  FIZE/2010 6:53 Al

Date Time Closed

» System Information

Winter '11

Edit || Close Case Clone
{_;ﬁ Status & Ownership Durations Status & Owwnership Durations Help 2
Action Owner Status From Until Total Hours Business Hours
| Rohert Dale Wiaiting for Customer TI2E/201010:483 AW TI2B201011:33 AM 067 0.67
Robert Dale Wiarking FI26/2010 352 Al TI2602010 10053 AM 1.0 1.M
Rohert Dale RN TI2E/2010 9:24 Ak TI2BI2010 952 AM 0.4a 0.4a
Lewel 1 Support [RI=N TI26/2010 B:53 Al TI2662010 924 A 2482 1.40
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Using Roll-up Summary fields to aggregate Durations

As the Status & Ownership Duration custom object is related to the case object via a master-detail
relationship, you can take advantage of roll-up summary fields to calculate various metrics on the

case level.

Example 1: Business Hours
In this example we’ll create a roll-up summary field that will aggregate the total working (when a

case was in the Working status) business hours for a case.

In the New Custom Field Wizard (Setup > Customize > Cases > Fields), we create a new roll-up
summary field, and use the setting below.

Step 3. Define the summary calculation

Step3of 5

Select Object to Summarize | = Required Information -

Macter Obacct
T

I=1=1"1

Summarized Object || Status & Cwnership Durations V|

select Roll-Up Type

() COUNT

@ SUM

O MIN
O M

Field to Aggregate | Business Hours

v

Filter Criteria

OAII recards should be included in the calculation
(= Only records meeting certain criteria should be included in the calculation

_Fieldl Onerator Value
| Status v| | equals v | |working | [AmD
[—MNone— ™ [ —None— | | [ AND
| —TMone— v | | -None- ¥ | | AND
| —None— v || —None— v|| | AND
|—N0ne— V| |—N0ne— Vl | |

Forcheckbox fields, enter avalue of True for checked or False for not checked, For picklistfields, enterthe master picklist field walue in your

carparate language.

We only include durations that have their Status field’s value equal to Working. We also use the

Business Hours field for the aggregation since we’re interested in the business hours potion of the

total time spent.

11
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As a result we have a field that aggregates the total business hours that the case spent in the
Working status.

Case Detail Edit || Delete | Close Case || Clone
Case Owner [ Rabert Dale [Change Case Humber 00001723
Contact Hame Brian Harris Account Hame Truffle and Co
Status  Waiting for Customer Type  Problem
Case Origin - Email Case Reason  Mew problem

Priority Medium

¥ Description Information

Subject  Cant change proxy settings
Description | cannot alter any proxy settings in the contral panel
Date Time Opened  TI26/2010 6:53 Al Date Time Closed

¥ Service Level Information

Work Time in Business T.445

Hours
B System Information
Edit | Delete | Close Case || Clone

\_j Status & Ownership Durations Status & Owwnership Durstions Help 2
Action Owiner Status From Unitil Total Hours Business Hours
Edit| Del RobertDale Working 7I26/2010 11:33 AM 71272010 2:33 AM 15.00
Edit| el Rohert Dale Waiting for Customer Tr26/2010 10:53 Al TIZEI201011:33 A 067 067
Edit| Del RobertDale Working TIZEIZ010 8:52 AM TIZE/2010 10:53 A 1.01
Edit| el Rohert Dale ety Tr26/2010 9:24 AM TIZBI2010 9:52 AWM 0.48 0.48
Edit| Dal Level 1 Support = TI2612010 6:453 A TIZEI2010 9:24 Ak 2452 1.40

Winter '11 12



forcemeister Worklt! SLA Framework Customization Guide - Using Roll-up Summary fields to aggregate Durations

Example 2: First Response
In this example we use a MIN type of roll-up to calculate when a case’s status was first change to
Working (indicating the First Response time by the support team for that case).

Step 3. Define the summary calculation Step 3 of 5
Select Object to Summarize | = Required Information -

Master Object  Case
Summarized Object | Status 8 Ownership Durations v |

Select Roll-Up Type

() COUNT

) 5UM
@) MIN Field to Aggregate | From v|
O M

Filter Criteria

OAII recards should be included in the calculation
(&) Only records meeting certain criteria should be included in the calculation

Field Operator Value

| Status v | | equals v | [working || AMD
|—MNone— ~ T —Nane— | | | AND
| —MNone— v | | —MNone— v|| | AND
|—NDne— "| |—NU”9— v| | | AND
|—None— V| |—N|:|ne— V| | |

For checkbox fields, enter avalue of True for checked or False for not checked. For picklist fields, enter the master picklist field value in your

carparate language.
| Previous [ Next [ cancel |

The result:

¥ Service Level Information

First Response TIZ2E12010 9:52 Al Work Time in Business 7458
Hours

b System Information

| Edit || Delete || Close Case || Clone |

@ Status & Ownership Durations Statuz & Owvnership Durstions Help 7
Action Owiner Status From Until Total Hours Business Hours
Edit| Del RohertDale Warking TI26/201011:33 AM TI2Tr2010 2:33 AM 15.00 G.44
Edit| Del RohertDale Waiting for Customer TI26/2010 10:593 A TIZE201011:33 AM 067 067
Edit| Del RobertDale Working TI2672010 9:52 A TI2B201010:53 AW 1.mM 1.0
Edit| Del RobertDale [R1=3 TI26/2010 3024 AW TIZE2010 9:592 AW 0.48 0.48
Edit| Del Level 1 Support ey TI26/2010 6:53 A TIZE2010 9:24 AM 252 1.40
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Reporting

When you want to include duration data in your reports, use the Cases with Status & Ownership
Durations report type under Customer Support Reports.

Then, you’ll be able to summarize the time in the report by the Owner and Status from the
duration records associated with each case.

Status Grand Total
Case Humber 0Owner Hew Waiting for Customer Working

(] 00001723 Level 1 Support Surm of Total Hours 2487 .00 .00

Sum of Business Hours  1.40 .00 .00
Robert Dale Surm of Total Hours 043 067 16.01
Sum of Business Hours  0.48 067 745

Sub Total Sum of Total Hours 3.00 067 16.01
Sum of Business Hours  1.88 067 745

0.67

Surmn of Tatal Hours
Sum of Business Hours

Grand Total
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Contacting Support

At The Forcemeister, we love to create great Force.com based apps. But seeing customers use
those apps to succeed is our true passion.

Should you experience any problems with the Worklt! SLA Framework or have any questions or
suggestions, you are most welcome to contact us via:

Email: support@forcemeister.com

Phone: +1-877-887-5656
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