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Overview

AC Rapid Cases is native to the Salesforce application for case management with an
intuitive interface that will revolutionise your customer service experience. Now users
don’'t need to report about their problems by typing long texts and trying to describe
correctly the issues they faced with. Our component facilitates this process. Just make a
screen recording with an issue and add audio comments to the video if needed. So easy!

Being the most advanced case management in the Salesforce eco-system, AC Rapid Cases
provides personalised customer care, smart self-service, and a cloud-based system that’s
compatible with all devices. Moreover, it ensures long-distance service that’s available any

time of the day.

3
AdvancedCommunities.com
We Work 2 Leman Street, Aldgate Tower, London E1 8FA United Kingdom
We Work SOMA, 156 2nd Street, San Francisco, CA 94105 USA
sales@advancedcommunities.com +44 20 3051 0075



Advanced
COMMUNITIES

Installation and Configuration

Install the AC Rapid Cases app from the Appexchange
https://appexchange.salesforce.com/appxListingDetail?listingld=aON4VO0000FguWIUAJ

Prerequisites
To start using the application, please make sure the following features are enabled and set
up in your Salesforce organization:

1. Communities should be enabled on your org (Setup - Community Settings).
2. You should have My Domain set and deployed to users (Setup - My Domain)

Set Up Permissions
We recommend the following object and field-level permissions:

Organization-Wide Defaults (Default External Access):

Case - Private
Case Draft - Private

Administrator Permissions:
Tab settings

Case Draft - Default On

Cases - Default On

Case Settings - Default On

Case Video Recording - Default On

Object and Field-Level Permissions

Objects and Fields AC Rapid Cases Admin
Case Drafts Read, Create, Edit, Delete, View All,
Modify All
Case Classification Category Read, Edit
Case Draft Name Read, Edit
Closed By Case Read, Edit
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Created By Read
Last Modified By Read
Owner Read, Edit
Recognition Job Id Read, Edit
Recognition Status Read, Edit
Recognition Text Read, Edit
Status Read, Edit
Storage Key Read, Edit
Storage Name Read, Edit
Submitted By Read, Edit
Cases Read, Create, Edit, Delete, View All,

Modify All
Case Classification Category Read, Edit
Recognition Job Id Read, Edit
Recognition Status Read, Edit
Recognition Text Read, Edit
Storage Key Read, Edit
Storage Name Read, Edit
Subject Read, Edit
Title Read, Edit

Alternatively, assign users Permission Set that come with the package:

e Rapid Cases
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Apex Classes Access

According to the Salesforce access restriction to @AuraEnabled Apex Methods for Guest
and Portal Users, provide access for external users (including guests) to the following
Apex Classes:

acrc.AmazonS3DataController
acrc.CalloutMock
acrc.CaseKnowledgeArticlesController
acrc.CasePhraseAndRuleSettingsController
acrc.CaseRecognitionBatch
acrc.CaseRecognitionProgressController
acrc.CaseRecognitionService
acrc.CryptoHelper
acrc.RedidCaseClassifierClass
acrc.SecurityHelper

To set Apex class security from a profile:

1. From Setup, enter Profiles in the Quick Find box, then select Profiles.

We recommend using the Enhanced Profile User Interface to see the full list of available
Apex classes!

2. Select a profile.

3. Inthe Apex Class Access page or related list, click Edit.

4. Select the Apex classes that you want to enable from the Available Apex
Classes list and click Add.
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Profile

Customer Community User Rapid Cases

| Q, Find Seflings.. x | | .Clone:i Deletef Edit Froperties |

Profile Overview > Apex Class Access | v |

Apex Class Access Save | | Cancel |
Available Apex Classes Enabled Apex Classes

ChangePasswordController - acrc AmazonS3DataController -
ChangePaszswordControllerTest acrc_CalloutMock
CommunitiesLandingController acrc_CaseKnowledgeArticlesController
CommunitiesLandingControllerTest acrc.CasePhraseAndRuleSettingsController
CommunitiesLoginController acrc.CaseRecognitionBatch
CommunitiesLoginControllerTest Ada acrc CaseRecognitionProgressController
CommunitiesSelfRegConfirmController lL] acrc_CaseRecognitionService
CommunitiesSelfRegConfirmControllerTest w acrc CryptoHelper

CommunitiesSelfRegController LY acrec RedidCaseClassifierClass
Communities5elfRegControllerTest acrc_SecurityHelper
ForgotPasswordController
ForgotPasswordControllerTest
LightningF orgotPasswordControlier
LightningF orgotPasswordControllerTest
LightningLoginFormController - -

VisualForce Pages Access

1. Search for the Visualforce Page Access section in the Guest User profile.
2. Click Edit, add mentioned custom visualforce pages to the Enabled Visualforce
Pages, then click Save.

acrc.AmazonS3Data
acrc.CaseWithScreenCapture
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Profile overview > Visualforce Page Access | =

Visualforce Page Access

Available Visgualforce Pages

--Mone-- -

Advanced
COMMUNITIES

Save Cancel

Remove

8

Enabled Visualforce Pages

FileMotFound
ForgotFassword
ForgotPasswordConfirm
IdeasHome
InMaintenance
MyProfilePage
SiteLogin

SiteRegister
SiteRegisterConfirm
SiteTemplate
StdExceptionTemplate
Unauthorized
UnderConstruction

acrc AmazonS3Data
acrc. CaseWithScreenCapture
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General Settings

Case Settings
In the App Launcher find the Case Settings app to set up the search process.

Save Settings

Storage Settings

Choose Storage Use Default =

Rapid Cases Settings

Search Phrase Identifiers = e
Error®, "Exception”,

"Systemn”, "Validation”,
"Salesforce”, "Database’

Strict Search

Case Deflection

Allow to add Audio
Comments

Load Video On Init
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Case Classification Rules
URL contains = "wp-admin" Assign Case Category Wiordpress = Delete
URL contains = “force.com” Assign Case Category | Salesforce = Delete
Page text contains s "Validation' Assign Case Category | Validation Rule o Delete
Page text contains 5 "database” Assign Case Category | Database = Delete

Save Settings

e Choose storage - choose where your video recordings will be stored (on our
default storage or custom AWS storage.

e Search Phrase Identifiers - enter the identifier words so key issues could be found
on the video. Each identifier must be quoted with “ mark and separated with “,”
mark.

e Strict Search - if Strict Search enabled all different characters are removed from
the recognized text ( except numbers and letters), words are filtered by length
(more than one character) and the search is performed for a match in the word. So,
the search for "no" will give a positive result in "knowledge". If Strick Search
disabled no manipulations are made with the phrase. The search is performed for a
context for a search word or phrase. So, the search for "WordPress limit” will give a
positive result in "WordPress is known for its limits".

e Case Deflection - choose the flow for case creation. Go to the Use Case section to
see two flow variations.

Load Video On Init - enable video loading when a Case page opens.
Allow to add Audio Comments - allow recording video with audio comments.
Case Classification Rules - assign words that will determine the case category.

Set up the New Case Button

For the New Case button to work correctly you need to override the content source for it.
e Goto Setup - Object Manager - Case - Buttons, Links, and Actions - choose New -
click Edit;
e Inthe Lightning Experience Override section choose Lightning Component;
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e Change None to acrapc:CaseCreateOverrideAction - click Save.

LA ] .
s:e  Setup Home  Object Manager

SETUP > OBJECT MAMNAGER
=
a Case

Details

Override Standard Button or Link

NewCase

Fields & Relationships

Cwerriding a standard button or link changes what happens when a user clicks on it. For example, instead of having :

the View button launch a custom s-control, Visualforce page, Lightning component, or Lightning page instead.

Case Page Layouts
View for that record.
Case Close Page Layouts

Qverrides also apply to programmatic customizations of the same actions. For example, firing the View record event

You can set different override behavior for Salesforce Classic, Lightning Experience, and mohile.

Lightning Recard Pages
Override Properties

Buttons, Links, and

Actions
Label
c - t Name
ompact Layouts S

Salesforce Classic Override

Field Sets

Lightning Experience Override

Object Limits

Record Types Mobile Override

Related Lookup Filters

e Go tothe community - Administration

| Bave | |Cancel|

New

NewCase

Standard page

@ Mo overide (use defaull) | ;

r_:-.\l'isualfome page | —-None— vl

(@) Lightning com Doﬂ&nt| acrc:CaseCreateOverrideAction v |

(7) Use the Salesforce C{ --None—
() Lightning component acrc_::C_aseCreateOvemdeActmn

@ Use the Salesforce Classic override

- Preferences - enable the “Override

standard actions with a Lightning component” checkbox - click Save.
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}, Administration

RecccCommunity

Settings

Preferences
Preferences
General
Members
Show nicknames | i
Contributors Cptimize images for mobile devices | i

I:I Give access to public API requests on Chatter | i
Login & Registration
Let guest users view asset files and CME content available to the community | i

Emails Enable direct messages | i
Allow discussion threads | i
Pages
I:I See other members of this community | i
Rich Publisher Apps || Letguestusers see other members of this community | i

[C] Gather Community 360 data |
[[] Use custom Visualforce error pages | i

|:| Show all settings in Workspaces | i

Community Management

|:| Allow members to flag content | i
I:I Allow members to upvote and downvote | i
I:I Enable setup and display of reputation levels | i

Ij Enable knowledgeable pecple on fopics | i

I Owerride standard actions with a Lightning component | i I

I:l Suggest fopics in new community posts | i

Show number of people discussing suggested topics | i

Set up the Case Page Layout
Add the following fields to the Case Page Layout:

o Title;
e Recognition_Status;
e Case Classification Category;
e Recognition Text.
Goto:

e Setup - Object Manager - Case - Case Page Layouts - Case Layout;
e Add the appropriate fields - click Save.
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see S t .
maa etup Home Object Manager
SETUP > OBJECT MAMAGER
<
e Case

|-'.;i.ave v| Quick ga-vef:ﬁreview As..,-'_"éal:cel-j £ Undo | 7 Redo [[|| L;yoﬁf-lgr;:pe;l-j;a;i_

Details — ;
s ~ | @, Quick Find|Ficid Name |
Fields & Relationshipg Buttons + Section | Business Hours | Case Owner Contact Email
Csam L ak= +F]Blank Space Case Classificati... Case Reason Contact Fax
Hxkacuns A N Case Numbe Case Source Contact Maobile
Case Page Layouts Mobile & Lightning ceount Name se Number se obil
Actions Asset Case Origin Closed When Created Contact Name
Case Close Page Layouts Expanded Lookups q
Related Lists o

: ; . ______________________________________________=— = |
Lightning Record Pages

i Description Information (Header visible on edit only)

Buttons, Links, and Actions ® subject Sample Text
® pescription  Sample Text
Compact Layouts Internal Comments  Sample Text
Title Sample Text
Field Sets Recognition_Status  Sample Text
=l Recognition_Text  Sample Text
Object Limits Case Classification  Sample Text
Category
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Community Setup

AC Rapid Cases package comes with the following lightning components:

e Case Recognition Process - displays the list of suggested articles;
e Case Video - displays the video recording of an error;
e CaseVideo Recording - component for case creation;

Set up Cases List Page
In the Community Builder, create a new Object Page and add it to the navigation menu.
To create an Object page go to:

e Pages Menu - New Page - Object Page - Create;

e Publish your changes.

New Object Pages

select an object to create the detail, list, and relatad list pages associated with it
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Add the Cases Page to the Navigation menu to make it available for community users.
Take the following steps to do this:

e Navigation Menu - Navigation Menu window.

Template Header Top

Navigation Menu

Hide App Launcher in community
header
0 IDEASULT.
Repiace Home text with icon

Default Menu [}

Default Navigation -

/I # Edit Default Navigation
Personalization NEW

Content Header Target menu to audiences

Template Header Bottom

e Click “+ Add Menu Item” - Enter the Name; Type: Site Page; Page: Case List.
e Enter an URL in the following format:
/case/Case/AllOpenCases

15
AdvancedCommunities.com
We Work 2 Leman Street, Aldgate Tower, London E1 8FA United Kingdom
We Work SOMA, 156 2nd Street, San Francisco, CA 94105 USA
sales@advancedcommunities.com +44 20 3051 0075



Advanced
COMMUNITIES

Edit Default Navigation

*Menu MName

Default Navigation

Menu Item
Menu Structure 4+ Add Menu Item

*Mame
TR M A

HON # Cases

*Type

Community Page -

* Page

Case List -

*URL

jcaseCasefAllOpenCases

speclfic data, For ewample, :recordid
Publicly available

> Optional

Cance

Set up the Detail page
Add the following components to the page:

Case Video Component

Choose the Case Video component from the list of components and drag it to the page
canvas. This component has no properties.
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Publish your changes.

Case Recognition Progress Component

On the Case Detail page, click on the components tab to find the Case Recognition
Progress component in the drop-down list and drag it to the page canvas. This component
has no properties.

Publish your changes.

Set up the Create Case page

Create a new standard page:

e Pages Menu - New Page - Standard Page - Create Case - Enter the Name and URL -
- click Create. Publish your changes.

Note! Make sure you've entered the collect URL. It should necessarily be “create-case”.

New Page
Give your page a name and a URL.

* Mame
—

Create Case

UHL
c—

create-case

To make the page available for community users, add it to the Navigation menu. Take the
following steps to do this:

e Navigation Menu - Navigation Menu window.
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Create Case = ) ] (2] Publish Preview

Tempiate Header Top R

Hide App Launcher in community

header
Search...
Replace Home text with icon

¥ Navigation Menu  snarea

Default Menu i ]

$it HOME TOPICS

Default Navigation -

| # Edit Default Navigation

Content Header A:rsonaiiza(iun NEW
Target menu to audiences

I\ Perscnalize

e Click “+ Add Menu Item” - Enter the Name; Type: Site Page; Page: Create Case;
e Click Save Menu. Publish your changes.

Add the following components to the page:

Case Video Recording Component

On the “Create Case” page, click on the components tab to find the Case Video Recording
component in the drop-down list, and drag it to the page canvas. This component has no
properties.

Publish your changes.
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Use Case

Create a case with Case Deflection flow enabled
Go to the Case Settings - activate the “Case Deflection” toggle.

E Case Settings

Save Settings

Storage Settings

Choose Storage Use Default %

Rapid Cases Settings

Search Phrase Identifiers = ]
"Error”, "Exception”,

"System", "Validation®,
"Salesforce”, "Database’

Strict Search

Actlve

Case Deflection

In the community go to the Cases page and click New.

e Follow the instruction on the screen to record a video. If something went wrong
while video recording, you can overwrite video - just click the Start Recording
button one more time and repeat all actions. The video will be replaced
automatically.

Note! Users can add audio comments by enabling the “| want to include audio comments”
checkbox and allowing to use a microphone (to show this checkbox on the case creation
page go to the Case Settings - activate the “Allow to add Audio Comments” toggle).
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e SUggEStions e

New Case

» Start Recording

| want to include audio comments.

: - '
- e o @Ee0sg

Submit video

Skip recording video
Click Submit video (or click Skip recording video and the user will be moved right to
the third step).
View suggested articles on the next step:
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Suggested Articles 13 results

Walidation rules in Salesforce

Aug 4th, 2020

Oracle® Database Error Messages

e |[fyou found asolution in the article click “Article helped, don't create case” and the

user will be moved to the Case Draft page or click “Create Case” if you don'’t:
Wordpress database connectionerror  Dec 1st, 2020

Question:

How ta Fix the Error Establishing a Database Connection in WordPress
error establishing a database connection

The “error establishing a database connection” is probably one of the most common and frightening errors that WordPress users can
encounter. It's definitely a close tie with the white screen of death (WS0D). This error means your website is no longer communicating
or has access to your WordPress database, and thus your entire website goes down. This is not something to be taken lightly and you
should try and resolve this immediately as this can directly affect your sales, traffic, and analytics.

But don’t worry, today we'll discuss some common scenarios that cause this error and some easy ways to get your site back up and
running in no time,

What is the Error Establishing a Database Connection?
Comrmon Scenarios That Cause This Error

L ¢

7 [~
[ Close Article helped, don't create case Create Case
.5

e Fillinthe following fields if you choose to create a case and click the Create Case
button:
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New Case
" Title
Error 500
Description

‘What is a 500 error?

u
@80 xd

&

Create a case without Case Deflection flow
Go to the Case Settings - deactivate the “Case Deflection” toggle.
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H Case Settings

Save Settings

Storage Settings

*

Choaose Storage Use Default

]

Rapid Cases Settings

Search Phrase ldentifiers e .
"Error”, "Exception”,

"System", "Validation",
"Salesforce”, "Database”

Strict Search

Case Deflection

In the community go to the Cases page and click New.

e Fillin appropriate fields and follow the instruction on the screen to record a video.
Note! You can add audio comments by enabling the “| want to include audio comments”
checkbox and allowing to use your microphone.
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New Case

*Title

Error 500

Description

What is a 500 error?

-

:. = Recording :I

v |lwant to include audic comments.

CR
[ e (N NN N

P | 0051006

e Asyouclick Create Case the suggested articles will appear in the right sidebar.
Click Open Case.
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Suggested Articles

New Case

Wordpress database connection error

Confluence exception. Please contact your system ad...

Oracle® Database Error Messages
“Title z
Error 500 12 Common WordPress Errors
Description
What is a 500 error? ‘What Is an Exception?

4 most common MySQL errors

~ lwant toinclude audio comments.
System Error Codes

» 0:06/0:06

Open case
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Get in Touch

AC Rapid Cases is created and maintained by AdvancedCommunities.com -
Experience Cloud experts.

We specialize in Experience Cloud customization, development and
consulting.

Feel free to contact us regarding anything related to Experience Cloud.

advancedcommunities.com
sales@advancedcommunities.com
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