CommentBox

Setup

Email Setup

The configuration for CommentBox is very simple. Firstly, ensure email-to-case is enabled for your
organisation and then install CommentBox from the link below
https://appexchange.salesforce.com/listingDetail ?listingld=aON3A00000DmgRRUAZ

Once installed, navigate to Organization-Wide Addresses within the Setup Menu:
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https://appexchange.salesforce.com/listingDetail?listingId=a0N3A00000DmgRRUAZ

Add a new Organization-Wide Email Address, note that the Display Name must be “CommentBox”.
The address should match the email address used for Email-To-Case:

Email-To-Case

Routing Addresses

New | Email2Case ¥

Action Source Routing Name Case Owner Email Address Verification
Edit | Del Email2Case Default michaelhol com Verified
Org-Wide Email
Organization-Wide Email Addresses Add
Actions Display Name Email Address
Edit | Del CommentBox michaelhol com

Use the lightning app builder to drag the CommentBox component onto the page layout. We
also recommend including the Case Comment related list on the page layout
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The utility app provided with CommentBox allows users to receive notifications within Salesforce
the moment a new case comment is added to one of their cases. A history of cases with new
comments is kept within the component and allows click-through straight to the cases.

To configure this, create a new Lightning App with Console Navigation under App Manager, or
edit an existing Console App, such as the Service Console. Select the Utility Bar tab and add a
new Utility Bar Item
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Scroll to the bottom and add the “CommentBoxUtility” component
Utility Bar Items Add
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Give the item a label, such as CommentBox and ensure the “Load in background when app
opens” option is selected:
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Success!

Users will now receive notifications on cases they own when they are working anywhere in the
console. A log will be kept under the utility component and users can switch notifications off,
should they wish. The great features of CommentBox will be available on the case page layout,
and any new case comments will automatically be added to the case comment related list!
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