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OVERVIEW 

The Case Quality Assurance App is designed for the QA Analyst who can perform the case QA right on 

the case itself and for the leadership team who can judge the performance of the agent by reviewing how 

he has performed on the laid down standards by checking the score the case agent has achieved based 

on the defined QA parameter. 

 

The case QA scores agent has achieved can be used on the various reports to evaluate the overall 

performance of the agent on weekly/monthly basis and will also help in deciding if the agent need any 

specific training's to improve his case working skills. 
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INSTALLATION STEPS FOR CASE QUALITY ASSURANCE APP 

 

 

• Use this URL to install the package into any organization: 
o https://login.salesforce.com/packaging/installPackage.apexp?p0=04t3t000002zMYz 

 

• Note: If you are installing into a sandbox organization you must replace the initial portion of the URL 

with http://test.salesforce.com 

 

 

 

• Select one of the installation options as shown below and click on “Install” button. 

 

 

 

 

 

 

 

https://login.salesforce.com/packaging/installPackage.apexp?p0=04t3t000002zMYz
http://test.salesforce.com/
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• Wait till the App finish installing. 

 

 

• Click on ‘Done’ button once the installation is complete. 
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• Perform the post-installation configurations as shown below: 

 
• Drop the ‘Case Quality Assurance’ related list on the case layout. 

 

 

 

• Edit the related list properties and add additional fields to the list as shown below and click ‘Save’ 

button 
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• Assign the permission set ‘Access to Case Quality Assurance App’ to any user who need access 

to Case Quality Assurance object, as shown below. 
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• Please ensure that the Profile of the user who need access to ‘Case Quality Assurance’ app must 

have following Field-Level Security permissions on the fields, as shown below. 

 

 

 

 

 



   
  XapDigital Technologies. 
  +91-120-4316473 
  www.xapdigital.com  
  

Confidential  C-56A/28, Sector 62  Page 9 of 12 
                                                                                Noida, UP. INDIA 
  
  
  
  
   

 

 
GETTING STARTED WITH CASE QUALITY ASSURANCE APP 

 

• Navigate to the Case Quality Assurance Relation list on the Case layout and click on the ‘New Case 

Quality Assurance’ button. 
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• Enter the requested information to record agent’s performance on the case. 

 
• Each QA parameter field has 3 options:  

• ‘Yes’ - select this option, if agent qualify for it. 

• ‘No’ - select this option, if agent did not qualify for it. 

• ‘N/A’ - select this option, if the parameter is not applicable for evaluating the agent. 
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• After entering the details, click on ‘Save’ button. The ‘QA Pass/Fail’ result will be generated along 

with the ‘Score’ of an agent and will be displayed on the detail screen. 

• Note: The pass percentage threshold value is 75%, so if the agent scores above it then the result will 

be ‘Pass’ else ‘Fail’  
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Thank You 

 

 

 

 

 

 

 

 


