€ EBSuite

n Deamand Business Tools

Controlling customer and assignee communication within the
Support Module.

Turn On/Off the rule to send an email when the Case log is updated.
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Open and choose yes or no.
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Setup Profike Value
You are viewinglupdating the profile value of SPT_EMAIL _WHENCASEASSIGMED ITyou choose Yes, an emall will be sent o you whenever Someone ass

Application Default | No  w

Submit

@ Here ks a bt of users who have personalized this profile setting. It a user's profile value |5 difterent from your company-level vak (the one you configua
the perzonakzed value setfing for thiz profie. For all the users who have not perzonalzed this profils, they would be uzing the above company-vel value.

Phil Baldwin: Yes

Customize your out going email.

Include as much information as you want in the email or send the customer to your web
portal for information. The email may include links and case information.



0 Reminder (82%) SFA: 10users
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Setup Roles, Rok: Access, Access Control Profies, and terrfory

engine.

Setup Cusiom Fields for the main business entities.




¥4 Eboune

On Demand Business ToolsCustomer Support
m Organization Contact Case Hnowladge External Site Live Serdce Tool Calendar Task Aci

@ 358 Remndar & Alerd” Pastdue Transaction Remnder (833) SFA: 10 users ]

Email Templates
ETurn Qo0 Eplanstions

Case
i Contact Email: Seli.Sendce Ticket Craation The Email sent 1o the contact when fhey create a case through the sel
& Suppoat Agent Email: Self-Service Ticket Creation: The Email sent to the support agent when a Confact creates a ¢

o Support Agen Email: Sell-Service Ticket Update: The Email sent fo the support ageniwhen a Contact update 3 ca
tracking URL.

. Support Agent Email: Case Assigned: The Emall sentto the support agentwhen a Case Is assigned to him.

& Comact Email: New Case Created By Agent; The Email that can be sent to the contactwhen 3 new Case is created
i Contact Email: C:g T_lmad: The Email that can be sent to the contact when a Case has been updated.

i Contact Email: a Ticket: The Email that a suppeort agent can send to a Contact when the ageni closes a case
# Case Escalion Email: The Email that is sent to the user specified when a Case |s escalated.

J Case Cramer Update Email’
i Case Survey Lemter: The Emai
i Case Processing Generic Te 1: Generic case processing template: please customize.
i case Processing Generic Template 2~Generic case processing template: please customize,
i/ Case Processing Generic Template 3: Gehgric case processing template: please customize.
4 Case Processing: Generic Template 4: Generitpase processing lemplate: please customize,
i case Processing Generic Template 5; Generic ¢a
i case Processing Genetic Template 6: Generic case prgeessing template: please customize.
i case Processing Genetic Template 7' Generic case procbgsing template: please customize,
i Case Processing Generic Template 8 Generic case processing template: please customize.

g Emall thatis senito the case ownerwhenever the case is touched.
at a suppod agen! can send 1o 3 Contact Tor case sumey

processing lemplate: please customize,

_Create New | | Advanced: Template Groups | Edit to suit your message




