
For customer service managers 

Applies to product updates in  

CRM Online Spring '14 or CRM 2013 
Service Pack 1 (on-prem) 
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Create an Service Level Agreement (SLA) to track when a customer will receive a response on a support 

case, how long it takes to close a case, and what happens if the case isn’t closed on time.   

 

 



Case Created 

First Response By          Case Resolved By 

If the case owner hasn’t 

starting working on the 

case, then send a warning 

email to the case owner. 

If case owner hasn’t 

responded to the 

customer, then send an 

email to the case owner 

and manager.  

Send another warning email 

to case owner, letting them 

know that the case should 

be resolved soon.  

If the case hasn’t been 

resolved by this time, then 

send an email to the case 

owner and manager. 

  

Conditions First Response Within Case Resolution Within 

Customer Type Case Priority 

Premium/Corporate High 1 business hour 1 business day 

Premium/Corporate Not High 4 business hours 2 business days 

Standard - 1 business day 5 business days 



When you create an SLA, it’s important to also let your service reps know how much time they have to answer and 

resolve a case. Now, customizers can add a SLA timer on the case form to show a running counter that show the 

remaining time by when SLA KPIs needs to be met.  

The time turns red 

when the SLA is 

expiring. 

Timer on case 

form that shows 

the remaining 

time to resolve 

the case. 



Now you can create a schedule for your service organization so SLAs are only applied during 

business hours.  



Now you can create a list of holidays to specify when your service organization is closed so, that your Service Level 

Agreement (SLA) is not impacted. An SLA is applied only when your customer service calendar is attached to your 

business hours SLA.  

Go to the Service Management area 

and set-up your holiday schedule. 

Then, here’s what happens… 



Find that optimal balance between ensuring customers are satisfied and loyal while managing the cost to serve 

them using entitlements. Use entitlements to: 



Let your service reps know how much support to provide, when a customer has a support request. 

From the case form, a service rep can 

quickly see how much support to 

provide to the customer. 



Create templates for entitlements with prefilled fields, that others can use when they create new entitlements. 

The templates make it quick and easy to create and manage new entitlements.  

  



A case is automatically created and 

added to the queue using routing 

rule. 

When someone sends an email to your support email address, the automatic case create rule converts the 

email in to a support case. The same happens if someone is talking about your product or service on social 

media, the issue is captured and converted into a support case. 



Use routing rules to send cases to the designated team, queue, or service rep. 



Set-up a service queue and then create a routing rule that will route the case to the right queue.  



Make sure support cases are evenly distributed among your service team. Now you can use the new 

and improved queue setting to organize, prioritize, and monitor the process of your support cases. 

  

Create public queues where everyone in 

your service team can work on cases from. 

Or, create private queues, where only 

designated agents can work on cases.  

 



Find out what your customers and others are saying about your product or service, and uncover trends. Manage 

customer sentiments: Identify keywords, #tags, @mentions for your brand/product/service. 

 

Download, optimize and then quickly start using the new Social Care sample application with CRM to extend customer 

service on social channels. 

 



Eliminate redundancies between similar cases by merging them into one case.  

 

When a customer opens multiple cases about the same issue (through different support channels) or when 

multiple customers from the same account call in about the same issue, you can merge those cases into one case.  

 

Multiple cases from the same customer 
Cases from multiple contacts of the same account 

Please help me access 

online account 

Customer: Lewis 

Slow Response 
Reported By: 
Joni   (VP IT) 
Customer: 
Contoso 

Forgot Password 

Customer: Lewis 

Channel: Web 

Please help me access 

online account 

Customer: Lewis 

Channel: Phone 

Slow Response 
Reported By: Joni 
(VP IT) 
Customer: Contoso 

Network Down 

Reported By: Wendy 

(Admin) 

Customer: Contoso 



When there is a case where work needs to be done by multiple teams or when one issue effects multiple 

customers–now a customer service rep can open a primary case, called the parent case, and then create a 

secondary case, called the child case.  

Building construction 

(parent case) 

Electric fittings  

(child case) 

Bathroom fittings  

(child case) 

Flooring 

(child case) 

Network Outage 

(parent case) 

Customer 1 

outage 

(child case) 

Customer 2  

outage 

(child case) 

Customer 3  

No network 

(child case) 

One issue from the same customer and 
work needs be done by other teams 

Same issue effecting multiple customers 
from same organization 



Now a customizer can define a limited set of status options, to can make it easier for service reps to choose the 

right case status.  

What the agent 

see’s— based on 

the current case 

status, only the 

allowed statuses 

appear. 

A customizer 

defines the 

status reason. 



Now, service reps can close cases quickly and get to the next case. In the past, to resolve or cancel a case you’d 

have to close all activities associated with the case before it can be resolved. Now, you can close a case without 

going back and closing the open activities.  

  

 

Old 

New 



The new case form gives service agent everything they need to deliver amazing customer service. With this information 

they can deliver the right answers and make the right decisions at the right time. Agents can see merged cases, view or 

add child cases, review entitlements, and even see a timer to ensure they do not exceed/breach SLA’s.   

 

 

SLA timer 

View or add 

child cases 
View merged 

cases. 

View entitlements 



 
We hope you enjoy  

the new service features! 
 
 

Did this eBook help you?  
Send us a quick note.  

We’d love to know what you think. 
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