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High Volume Case Responder Featuring
Rapid Response Email with Knowledge
Sharing Installation Guide

Document Version 3.0

Preface

This Installation Guide includes instructions for Service Cloud Console users and Non-
Service Cloud Console Users. Once you know which user you are, please see the Table of
Contents for the correct section of the Installation Guide you should follow.

To learn more about Service Cloud Console click here.
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Section I. Deployment Steps for Service Cloud

Console Users

Pre-Deployment Steps

Configuration

1.
a.

Enable Public and Personal Tags
Go to Setup > App Setup > Customize > Tags > Tag Settings

b. Enable both Public and Personal Tags

c. Click Save

rayge
+) My Personal Information
») Email

Use this page to modify tagging settings for your organization

») Import
») Desktop Integration
») My Chatter Settings

Tags
V] Enavle Personal Tags

App Setup Automatically add a personal tag section to

© customize
») Tab Names and Labels

Home.

Activities

Campaigns

Leads

Accounts

Contacts

Opportunities

Quotes.

Forecasts

Cases.

Entitiement Management

self-Service

Call Center

Contracts

Solutions

Products

Partners

Salesforce to Salesforce

Customer Portal

Ideas

Answers

Assets

] Enadle PudlicTags

Automatically add a publictag section to

Users
Console

Salesforce CRM Content
Content Deiiveries.

Knowledge
O Tags
Tag Setings

Personal Tag Cleanup
») Data Categories
») Reports & Dashboards
> Search
») Chatter

User Interface

» Create

View Installed Packages
Critical Updates

2.
a.

[¥] Reports
] Documents
] Notes

[¥] Dashboards.

Available Page Layouts

Assessment SABCKTAssessment
Case: Case Layout

Email. Email Layout

Problem: Problem Layout
Technician: Technician Layout

)

Ly
Remove

Selected Page Layouts

‘Account Account (Marketing) Layout B
Account Account (Sales) Layout 7
Account Account (Support) Layout

Account Account Layout

Asset AssetLayout =
Campaign: Campaign Layout

Case: Case (Marketing) Layout

Case: Case (Sales) Layout

Case: Case (Suppor) Layout

Contact Contact (Marketing) Layout

Contact Contact (Sales) Layout

Contact Contact (Support) Layout

Contact Contact Layout

Contract Contract Layout ~

] Reports
] Documents
] Notes

7] Dashboards.

Available Page Layouts

Selected Page Layouts

Assessment SABCKTAssessment ~
Case: Case Layout

Email Email Layout

Problem Problem Layout

Technician: Technician Layout

save

J

LY
Remove

Cancel

‘Account Account (Marketing) Layout A
Account Account (Sales) Layout
Account Account (Suppor) Layout
Account Account Layout

Asset AssetLayout

Campaign: Campaign Layout
Case: Case (Marketing) Layout
Case: Case (Sales) Layout

Case: Case (Suppor) Layout
Contact Contact (Marketing) Layout
Contact Contact (Sales) Layout
Contact Contact (Support) Layout
Contact Contact Layout

Contract Contract Layout %

il

Go back to AppExchange and click on the Get It Now button
Note: If the installation fails, you may need to check the box to “Ignore

Apex test failures that may cause the installed application not to function

properly”.
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Post-Deployment Steps

Configuration

S 7stonecobm

Note: Before getting started, please add the System Administrator to the Rapid
Response Email licensed users. Go to Setup > App Setup > View Installed Packages
and click on manage licenses next to the Rapid Response Email Application.

To apply a default configuration go to the High Volume Case Responder Setup
Wizard and follow the instructions. Go to Setup > App Setup > View Installed
Packages and click on Configure next to the High Volume Case Responder
Application. Otherwise for more instructions and details, follow these steps:

1. Add the Communication Button to the Case Page Layout

a.

Go to Setup > App Setup > Customize > Cases > Page Layout

b. For each page layout that should provide access to High Volume Case
Responder, follow the steps below
1. Click Edit next to the Page Layout Name
2. Select Buttons in the layout manager
3. Drag the Communication button to the Custom Buttons section
4. Click Save

Q Quick Find

Personal Setup

Expand All | Collapse Al Case Layout ¥ Custom Console Components Mini Page Layout Mini Console View | Video Tutorial Help for this Page @
Save ¥ Quick Save | Preview As...¥ | Cancel | ¥ Undo [=] Layout Properties
Fields Q_ Quick Find| Bytion Name | %
Buttons

»/ My Personal Information
» Email

» Import

»/ Desktop Integration

» My Chatter Settings

App Setup

@ Customize

*/ Tab Names and Labels

»| Home

»/ Activities

*/ Campaigns

»| Leads

» Accounts

»/ Contacts

»/ Opportunities

»/ Quotes

»| Forecasts

@ Cases
Fields
Validation Rules
Triggers
Contact Roles
Page Layouts
Field Sets
Search Layouts
Assignment Rules
Escalation Rules
Buttons and Links
Support Processes
Record Types
Support Settings

Custom Links
Visualforce Pages
Related Lists

Edit
Sharing
Submit for Approval

Highlights Panel

Case Detail

formation (He
Case Owner

£ case Number
® Contact Name
£ Account Name
Type

Case Reason

£ ® web Email
£ web Name
2 Date/Time Opened

ma
Product

Potential Liability

Auto-Response Rules

Email-to-Case

2. Module Settings
Go to Setup > App Setup > Develop > Custom Settings

a.

Edit Delete Close Case Clone

Sample User

GEN-2004-001234
Sample Contact
Sample Account
Sample Type

Sample Case Reason

sarah.sample@company.com
Sample Web Name
8/16/2011 2:03 PM

Sample Product

Sample Potential Liability

% Tags Personal: Sample Tag Public: Sample Tag

sharing| | Communication

% ©® ope Status

® Priority
) Contact Phone
&) Contact Email
* ® Case Origin

£ wWeb Company
£ Web Phone
£ pate/Time Closed

Engineering Req
Number

SLA Violation

Sample Status
Sample Priority

S - 1-415-555-1212 0
sarah.sample@company.com
Sample Case Origin

Sample Web Company
Sample Web Phone
8/16/2011 2:03 PM

Sample Engineering Req Number

Sample SLA Violation
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Expand All | Collapse All

Q Quick Find

Personal Setup

»/ My Personal Information
»/ Email

»/ Import

» Desktop Integration

» My Chatter Settings

App Setup

»! Customize

» Create

& Develop
Apex Classes
Apex Triggers
Apex Test Execution New!
API
Components
Custom Settings
Email Services
Pages
Sites
Static Resources
Tools
Remote Access

» Deploy
Installed Packages
AppExchange Marketplace New!
Critical Updates

Administration Setup

»/ Manage Users

Help for this Page &

Custom Settings

Use custom settings to create and manage custom data at the organization, profile, and user levels. Custom settings data is stored in the application cache. This means you
can access it efficiently, without the cost of repeated queries. Custom settings data can be used by formula fields, Visualforce, Apex, and the Force.com Web Senvices API.

73 Percentage of custom settings data used: 0%
You are currently using 0 MB of custom settings data in your organization, out of an allowed limit of 2 MB.

View: All v Create New View
AllciplEFIG/HII[J/KILIM/NO/PQ[RIS|TIU|V W X|Y]|Z] Other AN
New

Action Label + Visibility Settings Type Namespace Prefix Description Record Size Number of Records Total Size
Manage % Business Logic Setting Public  Hierarchy SCCA01 110 0 0
Manage ¥ Cateqorization Seftings  Public  List SCCAD1 Sefttings related to categorizing entities. 355 0 0

Communication Settings to identify Templates and Snippets.
Manage *: Template Folder Settings Public  List SCCA01 Maps Template_# or ‘Snippet_# to folders that 355 0 0

Template Folder Seftings

house Templates or Snippets.

Custom Email " " - "
Manage 1 picposition Actions Puplic  List SCCA01 Custom email send disposition actions 1120 0 0
Manage % Email Preferences Public  Hierarchy SCCA01 660 0 0
Manage *; Folder Settings Public  List SCCA01 Folder Metadata 365 0 0

High Vol. Case
Manage % Responder Module Public  Hierarchy SCCA01 High Vol. Case Responder Module Seftings 250 0 0

Settings

. . Stores i about systems i with

Integration Confiquration i
Manage ¥ Integration Confiquration Public  Hierarchy SCCA01 this product, such as KB systems. 680 0 0
Manage ¥ LimitSetting Puplic  Hierarchy SCCA01 104 0 0

" : p Platform article types. The name should include
4+, "

Manage Platform Article Types Public  List SCCA01 the article type suffix’_kav. 110 0 0
Manage % Routing Settings Public  Hierarchy  SCCAO01 igj'ggg: refated to routing objects, assigning 365 0 0
Manage ¥ System Email Seftings ~ Public  List SCCA01 System Email Settings 355 0 0

Deleted Objects (2)

Show me fewer A records per list page

b. Click the Manage link next to High Vol. Case Responder Module Settings

Expand All| Collapse All

Q Quick Find

Personal Setup

»/ My Personal Information
Email

» Import

Desktop Integration

My Chatter Settings

App Setup

»/ Customize

» Create

& Develop
Apex Classes
Apex Triggers
Apex Test Execution New!
API
Components
Custom Settings
Email Senvices
Pages
Sites
Static Resources
Tools
Remote Access

Custom Setting

High Vol. Case Responder Module Settings

Help for this Page @

If the custom setting is a list, click New to add a new set of data. For example, if your application had a setting for country codes, each set might include the country’s name
and dialing code

If the custom setting is a hierarchy, you can add data for the user, profile, or organization level. For example, you may want different values to display depending on whether a
specific user is running the app, a specific profile, or just a general user.

New

v Default Organization Level Value

View: All v Create New View

A/B/CDEFGHIJKLMNOPRQRSTUV WX Y| Z| Other All

New
Setup Owner + Location

No records to display.

c. Click the New button
d. Check the Rapid Response Email Management and Primary Enabled
checkboxes.
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Expand All | Collapse All

Q

Find

Personal Setup

My Personal Information
Email

Import

Desktop Integration

My Chatter Settings

App Setup

»| Customize
» Create
8 Develop
Apex Classes
Apex Triggers
Apex Test Execution New!
API
Components

Email Senvices
Pages

Sites

Static Resources
Tools

Remote Access

»' Deploy

Installed Packages
AppExchange Marketplace New!

Help for this Page &)

High Vol. Case Responder Module Settings Edit

Provide values for the fields you created. This data is cached with the application

Edit High Vol. Case Responder Module

Settings .Save

Cancel

High Vol. Case Responder Module Settings Information | = Required Information

Location

Rapid Response Email
Management

=)

Customer Insight and Support
Overview

Development Mode
KT Situational Appraisal

KT Problem Analysis
Multi-Level Escalations

KCS Coaching and
Assessments

KCS Knowledge Capture

OO oo@ooo O

KT Coaching and
Assessments

Primary Enabled
Relevant Information

Next Generation Skills-Based
Routing
Unified Communications View

Investigation & Notification
Teams

i ) ) i I

Non-console, open URLs in
new window

e. Click Save
3. Email Preferences

a.

Go to Setup > App Setup > Develop > Custom Settings

b. Click the Manage link next to Email Preferences

Expand All | Collapse All

Personal Setup

My Personal Information
Email

Import

Desktop Integration

My Chatter Settings

App Setup

»| Customize

» Create

£ Develop
Apex Classes
Apex Triggers
Apex Test Execution New!
API
Components
Custom Settings
Email Services
Pages
Sites
Static Resources
Tools
Remote Access

Custom Setting

Email Preferences

Help for this Page @

If the custom setting is a list, click New to add a new set of data. For example, if your application had a setting for country codes, each set might include the country’s name
and dialing code

If the custom setting is a hierarchy, you can add data for the user, profile, or organization level. For example, you may want different values to display depending on whether a
specific user is running the app, a specific profile, or just a general user.

New

v Default Organization Level Value

View: All v Create New View

A B CDEFGHIJKLMNOPQRSTUV WX Y| Z Other All

New
Setup Owner Location

No records to display.

c. Click the New button

Check the Allow CC/BCC, Show From Field, and Show View All Emails Button

checkboxes

Click Save
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Q Quick Find

Personal Setup

»/ My Personal Information
» Email

») Import

» Desktop Integration

»' My Chatter Settings

App Setup
»| Customize
» Create
8 Develop
Apex Classes
Apex Triggers
Apex Test Execution New!
API
Components
Custom Settings

Email Services
Pages

Sites

Static Resources
Tools

Remote Access

» Deploy
Installed Packages
AppExchange Marketplace New!
Critical Updates

Email Preferences Edit

S 7stonecobm

Help for this Page @

Provide values for the fields you created. This data is cached with the application

Edit Email Preferences

Email Preferences Information

Location
Allow CC/BCC

Communication activities limit
Compatibility Mode

Legacy Template/Snippet
naming & folders

Enable Save All Functionality
KCS Create on Email Page
KCS Search on Email Page

Open Oldest Case(Unchecked
Open Newest)

Show From Field
Show OOB Disposition Actions
Show View All Emails Button

Template Snippet Match on
Description

Timeline Force Initialization
Use Article Management
Platform Links

Account From Field
Include Previous Email in
Reply

Snippets Folder

Templates Folder

4. Add an Email Service

JQ "0 Q0 oW

box
Click the Save and New Email Address button

Save | Cancel

1 =Required Information

@ &
&

E I 0O0CO0 OO

OO0 O E

@

Snippets

Templates

Go to Setup > App Setup > Develop > Email Services

Click the New Email Service button

Enter Stone Cobra Email for the Email Service Name

In the Apex Class lookup field, choose BCInboundEmailCreateCase

In the Accept Attachments dropdown, choose All

Check the Active checkbox

Check the Enable Error Routing checkbox

Enter sfdc@stonecobra.com in the Route Error Emails to This Email Address
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» Desktop Integration
» My Chatter Settings

App Setup

»/ Customize

» Create

@ Develop
Apex Classes
Apex Triggers
API
Components
Custom Settings
Email Senices
Pages
Sites
Static Resources
Tools
Remote Access

* Deploy
View Installed Packages
Critical Updates

Administration Setup

» Manage Users

»' Company Profile

» Security Controls

»' Communication Templates
»/ Translation Workbench

» Data Management

» Monitoring

»/ Mobile Administration

» Desktop Administration

»/ Email Administration

* Google Apps

Personal Setup

My Personal Information
Email

Import
Desktop Integration
My Chatter Settings

App Setup

»| Customize

»| Create

& Develop
Apex Classes
Apex Triggers
API
Components
Custom Settings

Email Services
Pages

Sites

Static Resources
Tools

Remote Access

5. Enable
a.

b.

Save | | Save and New Email Address || Cancel

Email Service Information | =Reguired Information

Email Service Name ISlune Cobra Email

ApexCiass | gCinboundEmaiCreste &)

Accept Attachments )| v
Advanced Email Security Settings [ i

Accept Email From T
Truncate Oversize Email (Text and HTML) \ i
Convert Text Attachments to Binary [ i
Attachments
Active E

Failure Response Settings

Configure how salesforce.com responds when an attempt to access this email senice fails for the reasons shown below.
Over Email Rate LimitAction  Discard message ¥

Deactivated Email Address Action Discard message ¥

Deactivated Email Service Action  Djscard message v

Unauthenticated Sender Action  Djgcard message v

Unauthorized Sender Action  Djscard message ¥

Gl

sfdc@stonecobra.com

Enable Error Routing

Route Error Emails to This Email Address

Save | Saveand New Email Address | Cancel

Enter email-to-case in the Email Address field
Remove all text from the Accept Email From text box
Click Save

Help for this Page &

Email Service Address

Specify an email address for this email service. The email service processes messages sent to this address. One email service can have
multiple email addresses.

Email Service Information
Email Service N\ame  Inbound create Case

Accept Email From  All email addresses (subject to security settings)

Email Address Information | = Required Information

Email address

| email-to-case] @6kkfaybnr68ls941rydvcpgan.in.salesforce.com
IScott Sanders

Active

Context User

Q

Accept Email From

Save | Save and New | Cancel

email round tripping

Note: the Reply To address when sending an email is equal (in the
Application) to the From Address, therefore an Organization-Wide Address
needs to be set

Go to Setup > Administration Setup > Email Administration >

Organization-Wide Addresses
Stone Cobra | Proprietary _
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c. Add a new address
1. Note: a new external email address needs to be set for routing or it is
possible to use the email address that was generated by the email
services. If the second option is chosen then a new case will be
created with an email containing the verification URL.

Monitoring
Mobile Administration
Desktop Administration

2. Click Add
3. Enter the Display Name
4. Enter the email address
5. Select the profiles that should be able to use this address. All profiles
must have access to a from address in order to use the application
6. Click Save
RS Scha Sy Edit Organization-Wide Email Addresses Felp for this Page (&
»/ My Personal Information
3) Email An organization-wide email address associates a single email address to a user profile. Each user in the profile can send email using this address. Users
will share the same display name and email address
») Import
»' Desktop Integration
»/ My Chatter Settings Save | | Save and New |  Cancel
0 ization-Wide Email Add | =Required Information
App Setup
Display Name |W
»| Customize
3) Create Email Address | demo-support@stonecc
»| Develop
»| Deploy @ Allow All Profiles to Use this From Address
View Installed Packages Allow Only Selected Profiles to Use the From Address
Critical Updates
Profiles | System Administrator -
Administration Setup Solution Manager
Read Only |
»/ Manage Users Custom: Sales Profile 2
+ Company Profile Custom: Marketing Profile
Custom: Support Profile
»| Security Controls Marketing User
»| Communication Templates Contract Manager
»| Translation Workbench Standard User
» Data Management Standard Platform User <
B
>
>

Save | Save and New | Cancel

8 Email Administration
Deliverability

Organization-Wide Ad:

Compliance BCC Email
Test Deliverability

6. Configure Templates and Snippets Folders
a. Go to Setup > App Setup > Develop > Custom Settings
b. Click Manage next to Communication Template Folder Settings

Stone Cobra | Proprietary _
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Expand All | Collapse Al Custom Setting Help for this Page @

@ Quick Find ~— Communication Template Folder Settings

If the custom setting is a list, click New to add a new set of data. For example, if your application had a setting for country codes, each set might include the country’s name
Personal Setup and dialing code

*) My Personal Information If the custom setting is a hierarchy, you can add data for the user, profile, or organization level. For example, you may want different values to display depending on whether a

» Email specific user is running the app, a specific profile, or just a general user.
» Import
») Desktop Integration View: All v Create New View

»! My Chatter Settings A/B|ICIDE|IFIGHII[JIKIL/IMIN/O/P|Q/R[S|T/U|V W X Y|Z]|Other Al

New
EPSIIE Name + -
A Customizn No records to display.

» Create
£ Develop
Apex Classes
Apex Triggers
Apex Test Execution New!
API
Components
Custom Settings
Email Senices
Pages
Sites
Static Resources
Tools
Remote Access
c. Click the New button
d. Use the following values:
1. Name: Snippet
2. Folders: Snippets
= pencAlicaseAl - Communication Template Folder Settings Edit Heb for tris Page @
Find
Provide values for the fields you created. This data is cached with the application.
Personal Setup
Edit C ication Te late Fold
») My Personal Information sei‘in;gmunlca lon Template Folder Save | | Save & New | | Cancel
»! Email
» Import Communication Template Folder Settings Information | = Required Information
»' Desktop Integration Name |Sn|ppet -

My Chatter Settings

Folders  Snippets|
App Setup

»| Customize
» Create
& Develop
Apex Classes
Apex Triggers
Apex Test Execution New!
API
Components

Custom Settings

Email Services
Pages

Sites

Static Resources
Tools

Remote Access

e. Click Save & New

f. Use the following values:
1. Name: Template
2. Folders: Templates

g. Click Save
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Q

Personal Setup

» My Personal Information
Email

Import

Desktop Integration

My Chatter Settings

»
>
>
>

App Setup

»! Customize
» Create
8 Develop
Apex Classes
Apex Triggers
Apex Test Execution New!
API
Components

Custom

ettings
Email Services
Pages

Sites

Static Resources
Tools

Remote Access

Communication Template Folder Settings Edit

Provide values for the fields you created. This data is cached with the application

7stonecobm

Help for this Page @

Edit Communication Template Folder

Settings

Save = Save & New

Communication Template Folder Settings Information

Name | Template i

Folders

Templates

Cancel

Platform Knowledge Configuration(Optional)

7.

a.

Enable Platform Knowledge (Optional)

| = Required Information

Go to Setup > Administration Setup > Manage Users > Users to ensure

the system administrator is selected as a Knowledge User

b.

C.

1. Click the Edit button
2. Check the Knowledge User Checkbox

3. Click Save
Add an article type:
Go to Setup > App Setup > Customize > Knowledge > Article

1.
Types

If the checkbox next to Knowledge User is not checked:

Personal Setup

@ My Personal Information
Personal Information
Change My Password
Reset My Security Token
My Groups
Change My Display
Grant Login Access
Calendar Sharing
Reminders

»| Email
*/ Import
» Desktop Integration
» My Chatter Settings

App Setup

»| Customize

» Create

»/ Develop

» Deploy
View Installed Packages
Critical Updates

User
Scott Sanders
User Detail
Name
Alias
Email

Username
Community Nickname
Title

Company
Department

Division

Address

Time Zone
Locale

Language
Delegated Approver

Manager

Personal Groups [0 | Pubic Group Membership (01

Queue Membership []

Managers in the Role Hierarchy (0]

Remote Access 0] | L

Edit Layout | User Profile

in History [10+]

Edit || Change Password
Scott Sanders
$Sand

sfdc@stonecobra.com
ca-uatD1@stonecobra.com

ca-uat011.2893637465941055E12 1

Stone Cobra

CA 95768
us

(GMT-08:00) Pacific Standard Time (America/Los_Angeles)
English (United States)
English

Role

User License
Profile

Active

Marketing User
Offline User
Knowledge User
Service Cloud User
Mobile User

Mobile Configuration

Accessibility Mode
Color-Blind Palette on Charts
Send Apex Warning Emails
Development Mode

Show View State in Development
Mode

Salesforce
System Administrator

ENENENENENEN
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Click New Article Type
Enter the label, plural label, and object name
Choose the deployment status
a. Note that only article types that have been marked as deployed
will appear in the application
5. Click Save

HwnN

Edit Article Type

Documents

Help for this Page @

Article Type Edit Save Save & New Cancel

Article Type Information

The singular and plural labels are used in tabs, layouts, and reports
Be careful when changing the name or label as it may affect existing integrations and merge templates.

Label | Documents Example: Offer
Plural Label | Documents Example: Offers
Starts with vowel sound  []

The Object name is a unique identifier used for APl purposes
Object Name | Documents Example: Offer

Descri ption

Deployment Status What is this?

In Development
@ Deployed

save | | Save & New | | Cancel

d. Enable Salesforce Knowledge
1. Go to Setup > App Setup > Customize > Knowledge > Settings
a. Check the “Yes, I understand the impact of enabling Salesforce
Knowledge” checkbox
b. Click Enable Salesforce Knowledge
c. Click OK

Knowledge Settings el forthis Page &

1, IMPORTANT Before enabling Salesforce Knowledge, consider the following:
 The Articles tab will be available to all standard profiles.

« Enabling Salesforce Knowledge is not reversible. However, you can hide tabs by unchecking the View Articles and Edit Articles profile
permissions, and you can hide the administration settings by unchecking the Manage Salesforce Knowledge profile permission

[¥]Yes, | understand the impact of enabling Salesforce Knowledge.

Enable Salesforce Knowledge

6. Set the Platform Knowledge as the Application knowledge. (Optional)

a. Go to Setup > App Setup > Develop > Custom Settings

b. Click the Manage link next to Integration Configuration

c. Click the New button

d. Fill in the appropriate Instranet Server URL or leave as default if not
applicable

Enter PLATFORM in the KB Integration Mode field

Click Save

o
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) - . Helportis P
Personal Setup Integration Configuration Edit elpforthis Page &
» My Personal Information

%) Email Provide values for the fields you created. This data is cached with the application.

» Import
 Desktop Integration Edit Integration Configuration save | | cancel
+ My Chatter Settings

Integration Configuration Information | =Required Information

App Setup Location
Custom K8 Ciick Thru
» Customize

Enforce KB Contribution [
Create

@ Develop Instranet Server Ul htps://domain
AT finstranet_knowledge
Apex Triggers
API KB Integration Mode | PLATFORM
Components Use Article Management Platform Links ]

Custom Settings
Email Senices
Pages

Sites

Static Resources
Tools

Remote Access

»/ Deploy
View Installed Packages
Critical Updates

7. Article types. (Optional)
a. Note: Only the deployed article types entered in the custom setting will be
used in the Application

b. Go to Setup > App Setup > Develop > Custom Settings

c. Click the Manage link next to Platform Article Types

d. Click the New button

e. Enter the API Name of the Article Type

f. Check the Deployed checkbox if the article type has been deployed

1. Note: Only deployed article types will appear in the application

g. Click Save

h. Repeat the above steps for each article type
Personal Setup P|atform Artlcle Types Edlt Help for this Page &)
: Z;:i?rso"al iformaton Provide values for the fields you created. This data is cached with the application
» Import
»| Desktop Integration Edit Platform Article Types Save | | Save & New | | Cancel
»/ My Chatter Settings

Platform Article Types Information | = Required Information

App Setup UL IDocuments_kavIRIE
»| Customize Deployed M
»| Create
& Develop

Apex Classes
Apex Triggers
API
Components
Custom Settings
Email Services
Pages

Sites

Static Resources
Tools

Remote Access

Training Wizard for High Volume Case Responder
To help introduce you to the features of Rapid Response Email we have a self-guided
Training Wizard tool for you to use.

After you open the application, choose a case and click on the Communication tab. You will
see an overview that starts the Training Wizard. To stay in the Training Wizard mode, click
on the “x” and continue learning about the features. Otherwise, you may click the Disable
Training Wizard button.
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Rapid Response Email - Main Overvit

You may re-enable the Training Wizard at any time by clicking on the orange question (?)
mark above the timeline and clicking the Toggle options control button. Then click the
Reactivate all Aides button. Hover over the orange bullets to open a tutorial box that will
give you helpful information about each feature. You may also click on the arrows in the
Toggle options to automatically click thru the features.

— o]~
o
Training Wizard
Ifchecked, 3
e
ive
[ZTpro-mode
i checked, el training ades will b dissbled and hidden completely. T re-ensble Training Wizard mode, check the Resctivate Al Aides box:

v Email Details

Section II. Deployment steps for Non Service
Cloud Users

Pre-Deployment Steps
Configuration

1. Enable Public and Personal Tags
a. Go to Setup > App Setup > Customize > Tags > Tag Settings
b. Enable both Public and Personal Tags
c. Click Save
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'salc‘s]‘(‘)rce a Scott Sanders v Help Force.com v

Home Chatter StartHere #

Personal Setup Tags Help for this Page @

»| My Personal Information
5) Email Use this page to modify tagging settings for your organization:
*/ Import

»| Desktop Integration

»/ My Chatter Settings

Tags

7] Enable Personal Tags

Automatically add a personal tag section to:
App Setup ~ L P g secti [7] Reports

[¥] Documents
8 Customize
» Tab Names and Labels [ Notes
»/ Home V] Dashboards
»/ Activities
»/ Campaigns
Slleads Available Page Layouts Selected Page Layouts
» Accounts ~None—- » Account Account (Marketing) Layout =
3) Contacts Account Account (Sales) Layout
» Account Account (Support) Layout

2) Opportunities Account Account Layout ~
» Quotes New! Add | Asset AssetLayout =
»| Forecasts |.» ) |Campaign: Campaign Layout
3) Cases P Case: Case (Marketing) Layout

L2 |Case: Case (Sales) Layout N
») Entitiement Management Remove |~ oo Case (Support) Layout
» Self-Service Case: Case Layout
» Call Center Contact Contact (Marketing) Layout
3 Contracts Contact Contact (Sales) Layout

) Contact Contact (Support) Layout
*) Solutions ~ Contact Contact Layout -
»/ Products
») Partners [¥] Enable Public Tags
to add a public tag section to Reports

»/ Customer Portal [¥] Documents

» Answers Notes
» Assets Dashboards

») Ideas

2. Go back to AppExchange and click on the Get It Now button to begin the installation
a. Note: If the installation fails, you may need to check the box to “Ignore Apex
test failures that may cause the installed application not to function properly”.

Post-Deployment Steps
Configuration

Note: Before getting started, please add the System Administrator to the High Volume
Case Responder licensed users. Go to Setup > App Setup > Installed Packages and
click on Manage Licenses next to the High Volume Case Responder Application.

To apply the default configuration, go to the High Volume Case Responder
Setup Wizard and follow the instructions. Go to Setup > App Setup > Installed
Packages and click on Configure next to the High Volume Case Responder
Application. To further customize your installation and to use your own
settings, follow these steps:

1. Add Communication Page to the Case Detail Page

a. Go to Setup > App Setup > Customize > Cases > Page Layouts
b. Click Edit next to Case Layout

c. At the top, click Visualforce Pages in the layout manager

d. Select and drag Section onto the page underneath Case Information
e. Name the new section as Communication Section

f. Click 1-Column Layout

g. Click OK
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Section Properties

Section Name Communication Section

Display Section Header On E Detail Page

[V]EdtPage

Layout Tab-key Order

0 b 4 %

© tcoumn O 2Comn @ LeftRigt O TopDown

0K Cancel

h. Drag the CACase Emails Button to the Communication Section
Click the wrench icon in the upper right corner of the newly dragged
CACaseEmails to open the Visualforce Page Properties window
Enter 100% in the Width box
Enter 900 in the Height box
Click the Show Scrollbars checkbox

. Click OK
Click Save in the upper-left corner to save your new layout

D3R

Visualforce Page Properties

2. Module Settings
a. Go to Setup > App Setup > Develop > Custom Settings
b. Click the Manage link next to High Vol. Case Responder Module Settings
c. Click the New button
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d. Check the Rapid Response Email Management, Primary Enabled, and Non-
console open URLs in new window checkboxes
e. Click Save

Expand All | Collapse All

@ Quick Find

Personal Setup

My Personal Information
Email

Import

Desktop Integration

High Vol. Case Responder Module Settings Edit

Provide values for the fields you created. This data is cached with the application

Help for this Page @

Edit High Vol. Case Responder Module

. save | Cancel
Settings —

High Vol. Case Responder Module Settings Information

Location

My Chatter Settings

Email Services
Pages

Sites

Static Resources
Tools

Remote Access

»| Deploy
Installed Packages

App Setup
»| Customize
» Create
8 Develop
Apex Classes
Apex Triggers
Apex Test Execution New!
API
Components
Custom Settings

Rapid Response Email

Management

Customer Insight and Support

Overview

Development Mode

KT Situational Appraisal

oag

KT Problem Analysis

[

Multi-Level Escalations

[

KCS Coaching and

Assessments

KCS Knowledge Capture

KT Coaching and

]

]

Assessments

Primary Enabled

Relevant Information

o=

Next Generation Skills-Based

Routing

Unified Communications View

Investigation & Notification
Teams

Non-console, open URLS in

S

new window

AppExchange Marketplace New!

3. Email Preferences

mDan oo

Go to Setup > App Setup > Develop > Custom Settings
Click the Manage link next to Email Preferences

Click the New button
Check the Allow CC/BCC, Show From Field, and Show View All Emails Button

Click Save

| =Required Information

Personal Setup

» My Personal Information
» Email

» Import

» Desktop Integration

») My Chatter Settings

App Setup

») Customize
») Create
@ Develop
Apex Classes
Apex Triggers
API
Components
Custom Settings
Email Senices
Pages
Sites
Static Resources
Tools
Remote Access

*) Deploy
View Installed Packages
Crtical Updates

Administration Setup

») Manage Users
»/ Company Profile
*) Security Controls

4. Add an Email Service
Go to Setup > App Setup > Develop > Email Services

a0 oo

Email Preferences Edit

Provide values for the fields you created. This data is cached with the application

Help for this Page @

Edit Email Preferences

Email Preferences Information

Location

save | | cancel

Allow CCIBCC 7]
Communication activities imit 150
Compatibilty Mode  []
Open Oldest Case(Unchecked Open Newest) [
Show From Field 7]
Show View All Emails Button [/
Use Article Management Platform Links [
Include Previous Emailin Reply [/
Snippets Folder  Snippets
Templates Folder  Templates

Click New Email Service

Enter Stone Cobra Email for the Email Service Name

| =Required Information

Use the lookup field for Apex Class to find BCInboundEmailCreateCase
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stonecobra
Under Accept Attachments, choose All
Check the Active checkbox
Check the Enable Error Routing checkbox
Enter sfdc@stonecobra.com in the Route Error Emails to This Email Address
box
Click the Save and New Email Address button

» Desktop Integration
» My Chatter Settings

App Setup

»/ Customize

»/ Create

@ Develop
Apex Classes
Apex Triggers
APl
Components
Custom Settings
Email Senices
Pages
Sites
Static Resources
Tools
Remote Access

* Deploy
View Installed Packages
Critical Updates

Administration Setup

» Manage Users

»' Company Profile

»! Security Controls

»' Communication Templates
»/ Translation Workbench

»' Data Management

» Monitoring

»/ Mobile Administration

»' Desktop Administration

» Email Administration

* Google Apps

Personal Setup

v

My Personal Information

v

Email

v

Import
Desktop Integration
My Chatter Settings

v

v

App Setup

»| Customize

»| Create

& Develop
Apex Classes
Apex Triggers
API
Components
Custom Settings
Email Senvices
Pages
Sites
Static Resources
Tools
Remote Access

Save | Saveand New Email Address = Cancel

Email Service Information | =Required Information

Email Service Name | Stone Cobra Email

Apex Cless IBC\nboundEmallCreale Q)
Accept Attachments  p v
Advanced Email Security Settings j i
Accept Email From i
Truncate Oversize Email Textand HTML) 7
Convert Text Attachments to Binary ] i
Attachments
Active ]

Failure Response Settings

Configure how salesforce.com responds when an attempt to access this email senice fails for the reasons shown below.

Over Email Rate LimitAction  Djseard message v

Deactivated Email Address Action  pigeqrd message ¥

Deactivated Email Service Action  Djscard message v

Unauthenticated Sender Action  Djscard message ¥

Unauthorized Sender Action  Digcard message ¥

Wi

sfde@stonecobra.com

Enable Error Routing

Route Error Emails to This Email Address

Save | Save and New Email Address | Cancel

Enter email-to-case in the Email Address field
Remove all text from the Accept Email From text box
Click Save

Help for this Page &

Email Service Address

Specify an email address for this email service. The email service processes messages sent to this address. One email service can have
multiple email addresses.

Email Service Information
Email Service N\ame  Inbound create Case

Accept Email From  All email addresses (subject to security settings)

Email Address Information | = Required Information

Email address

| email-to-case @6kkfaybnr68ls941rydvcpgan.in.salesforce.com
IScon Sanders

Active
Context User

Q

Accept Email From

Save | Save and New | Cancel
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5. Enable email round tripping
a. Note: the Reply To address when sending an email is equal (in the
Application) to the From Address, therefore an Organization-Wide Address
needs to be set
b. Go to Setup > Administration Setup > Email Administration >
Organization-Wide Addresses
c. Add a new address

Personal Setup

My Personal Information
Email

Import

Desktop Integration

My Chatter Settings

App Setup

»! Customize

»| Create

»| Develop

»| Deploy

View Installed Packages
Critical Updates

Administration Setup

Manage Users
Company Profile
Security Controls
Communication Templates
Translation Workbench
Data Management
Monitoring

Mobile Administration
Desktop Administration
8 Email Administration
Deliverability

1.

uhon

o

Organization-Wide Addresses

Compliance BCC Email
Test Deliverability

Note: a new external email address needs to be set for routing or it is
possible to use the email address that was generated by the email
services. If the second option is chosen, then a new case will be
created with an email containing the verification URL.

Click Add

Enter the Display Name

Enter the email address

Select the profiles that should be able to use this address. All profiles
must have access to a from address in order to use the application
Click Save

Edit Organization-Wide Email Addresses fetp forths Pace (&

An organization-wide email address associates a single email address to a user profile. Each user in the profile can send email using this address. Users
will share the same display name and email address

Save | | Save and New | | Cancel

o] ization-Wide Email Add

Display Name | EETERYTIYS

Email Address | demo-support@stonecc

| = Required Information

@ Allow All Profiles to Use this From Address
Allow Only Selected Profiles to Use the From Address

Profiles | System Administrator -

Solution Manager

Read Only |
Custom: Sales Profile 1
Custom: Marketing Profile
Custom: Support Profile
Marketing User

Contract Manager

Standard User

Standard Platform User ~

Save | Save and New | Cancel

Platform Knowledge Configuration(Optional)

6. Enable Platform Knowledge. Go to Setup > Administration Setup > Manage
Users > Users to ensure the System Administrator is selected as a Knowledge User

b. Click Edit next to the System Administrator user. If the checkbox next to
Knowledge User is not checked, check the box and click save.
c. Add an article type:

1.

2.
3.

Go to Setup > App Setup > Customize > Knowledge > Article
Types

Click New Article Type

Enter the label, plural label, and object name
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4. Choose the deployment status
a. Note: Only article types that have been marked as Deployed
will appear in the application
5. Click Save

Edit Article Type

Documents

Help for this Page @

Article Type Edit Save | | Save & New | | Cancel

Article Type Information

The singular and plural Iabels are used in tabs, layouts, and reports.
Be careful when changing the name or label as it may affect existing integrations and merge templates.
Label | Documents Example: Offer

Plural Label |Documents Example: Offers

Starts with vowel sound [}

The Object name is a unique identifier used for APl purposes.
ObjectName | Documents Example: Offer

Description

Deployment Status What is this?

In Development
@ Deployed

Save Save & New | | Cancel

d. Enable Salesforce Knowledge
1. Go to Setup > App Setup > Customize > Knowledge > Settings
a. Check the “Yes, I understand the impact of enabling Salesforce
Knowledge” checkbox
b. Click Enable Salesforce Knowledge
c. Click OK

Knowledge Settings Help for this Page @

1, IMPORTANT Before enabling Salesforce Knowledge, consider the following:
 The Articles tab will be available to all standard profiles.
« Enabling Salesforce Knowledge is not reversible. However, you can hide tabs by unchecking the View Articles and Edit Articles profile
permissions, and you can hide the administration settings by unchecking the Manage Salesforce Knowledge profile permission
[¥]Yes, | understand the impact of enabling Salesforce Knowledge.

Enable Salesforce Knowledge

Set the Platform Knowledge as the Application Knowledge (Optional)
a. Go to Setup > App Setup > Develop > Custom Settings
b. Click the Manage link next to Integration Configuration
c. Click the New button
d. Fill in the appropriate Instranet Server URL or leave as default if not

applicable
e. Enter PLATFORM in the KB Integration Mode field
f. Click Save
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Personal Setu 1 1 i Help for this Page @
P Integration Configuration Edit
» My Personal Information
5) Email Provide values for the fields you created. This data is cached with the application.
5) Import
»! Desktop Integration Edit Integration Configuration save | | cancel
» My Chatter Settings
Integration Configuration Information | =Required Information
App Setup Location
Custom K8 Click Thru

» Customize
5 Cr Enforce KB Contribution ]
8 Develop Instranet Server Ul hitps://domain

Apex Classes /instranet_knowledge

Apex Triggers

APl K8 Integration Mode | PLATFORM

Components Use Article Management Platform Links ]

Custom Settings

Email Senices

Pages

Sites

Static Resources

Tools

Remote Access
* Deploy

View Installed Packages

Crtcal Updates

8. Article types. (Optional)

a. Note: Only Deployed article types entered in the custom setting will be used
in the Application
Go to Setup > App Setup > Develop > Custom Settings
Click the Manage link next to Platform Article Types
Click the New button
Enter the API Name of the Article Type
Check the Deployed checkbox if the article type has been deployed
1. Note: Only Deployed article types will appear in the application

"o a0 o

g. Click Save

h. Repeat the above steps for each article type
Personal Setup P|atform Artlcle Types Edlt Help for this Page &)
»/ My Personal Information
3) Email Provide values for the fields you created. This data is cached with the application
»| Import
»| Desktop Integration Edit Platform Article Types Save || Save & New | Cancel
»/ My Chatter Settings

Platform Article Types Information | = Required Information

APPISSIUP Ll [Documents_kavIRIES
»| Customize Deployed  [7]
»| Create
& Develop

Apex Classes
Apex Triggers
API
Components
Custom Settings
Email Services
Pages

Sites

Static Resources
Tools

Remote Access

Training Wizard for Rapid Response Email with Knowledge Sharing
To help introduce you to the features of Rapid Response Email we have a self-guided

Training Wizard tool for you to use.

After you open the application, choose a case, and then click on the Communication tab.

There you will see an overview that starts the Training Wizard. To stay in the Training
Wizard mode, click on the “x” to continue learning about the features. Otherwise, you may

click on the Disable Training Wizard button.
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Rapid Response Email - Main Overview of Training Wizard

“Training Wizard. Clck on the 7 con in

You may re-enable the Training Wizard at any time by clicking on the orange question (?)
mark above the timeline and clicking the Toggle options control button. Then click the
Reactivate all Aides button. Hover over the orange bullets to open a tutorial box that will
give you helpful information about each feature. You may also click on the arrows in the
Toggle options to automatically click thru the features.

(I 2 T > B> I - o[-

o
Training Wizard
Ifchecked, 3
e des
“Acive * mactive
[ZTpro-mode
i checked, el training ades will b dissbled and hidden completely. T re-ensble Training Wizard mode, check the Resctivate Al Aides box:

v Email Details
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