salesforce

Why Case Age?

Many a times, organizations need to know exactly where cases sit in different statuses and after
accounting for business hours. There is no out-of-the-box way of doing that today. Enter the Case Age in
Business Hours demo component.

It calculates in business hours how long your case has spent in each status. This allows you to
generate reports and dashboards and identify areas of concern.
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The demo package essentially consists of the following three elements:

1. “Case Status Change” custom object (and associated fields) to record all the changes to all cases.
Essentially a record is written here every time a case changes status.

2. “CaseStatusChangeTrigger” and associated Apex classes — This trigger fires every time a case
changes status and inserts the record in the “Case Status Change” custom object.



3. “Case Age in Business Hours” Dashboard (with the underlying reports (starting with CABH). This
gives some interesting insights on your cases, status’ and agents. Drill and change the dashboard
and the underlying reports to suit your needs.

How to use:

This works smoothly in the background. You don’t have to do anything!!. As your cases change status,
the trigger will capture and record those events.

* To see the individual records go to the “Case Status Change” object.

* To see the reports: go to your reports object and see reports starting with “CABH”

* To see the visualization, go to the “Case Age in Business Hours” dashboard
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As an example say we define our business hours as 9am — 5pm Mon-Fri.
e (Case 0001 is created with status "NEW" on Monday 9am
e Status changed to "WORKING" Monday 12pm (hence in "NEW" for 3 hrs)
e Status changed to "ESCALATED" Monday 5pm (in "WORKING" for 5 hours)
e Status changed to "Solution Proposed" Tuesday 10am (in "ESCALATED" for 1 hour)
e Status changed to "CLOSED" next Monday 10am (In "Solution Proposed" for 32 hours)
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Kindly note that this demo component is provided on an as-is basis. Please check thoroughly in your
sandbox before you install in your production environment. Salesforce takes no responsibility nor offers
no post-install services / consultation on this.
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