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Welcome to ASU Connections Case Management Training
Technical Assistance email: salesforce.support@asu.edu

Salesforce: https://asu.my.salesforce.com

Salesforce Sandbox (practice): http:/links.asu.edu/uatsandbox

Online Training: http://links.asu.edu/sftraining
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Introduction

Salesforce is a cloud-based system which users can integrate their business processes allowing
automated functionality. This functionality can assist in reducing workloads and enabling an
increased focus on customer service. It provides a central location to manage student prospects
and all communication to and from the student.

The goal of the ASU Connections implementation as a part of a service initiative to provide
students with enhanced support from the time they become a prospective student through their
years as alumni. Everyone that helps students will have access to a student’s contact record
and be able to see a list of cases they have opened, as well as a history associated with the
student’s record.

What is Case Management?
Salesforce Case Management offers us:

e Centralized information on current and past requests for service within or external to our
unit.

¢ It allows us to create workflow rules for automated routing, so that the sharing of
information is done behind the scenes as opposed to having students walk or call from
office to office, person to person.

o Allows us to create cases and track how our resources are being used. We can now
easily quantify the amount of service being provided via email or phone or web or walk-
ins.

e There is accountability for us to provide timely and accurate resolution to issues and
allow the students to give us feedback on the experience.

¢ Collaboration - this is a big one. Being able to interact with others across your
department or ASU on that student’s case, consolidating the back and forth email trail,
escalating issues, assigning to the right person, and outcome

3
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Key Terms
The following are some terms you will hear referenced frequently throughout this document.

Terms Definition

An object is a collection of components inside the ASU
Connections interface such as, Cases, Chatter, Contacts,

) Reports and Dashboards that address a specific business need.
Objects

For example, the Contact object allows you to store _—
demographic information about students. Each object stores ‘
specific types of information.

New Prospect

O Home

A Contact Record contains demographic information, case history, and other related data

associated with the person and is created by:

Contact Record e Nightly PeopleSoft Import

e  Prospect imports (including: webform submissions, event registrations and test
score submissions)

e Manual data entry

The Functional Group is a department or college.

Functional
Group Functional Group College of ASU - Training v |4

The Category is a team or service category within a given Functional Group.
Category

Category Student Services - Training v i

Sub-category The Sub-category is a sub-team or area of focus within a team.

The Case List is the collection of Cases that are assigned to a unique Functional
Group.

e All Open - Lists all the open cases for your Functional Group and owned

Case List by you

e Closed - Lists all the closed cases for your Functional Group and owned by
you.

e My Open Cases — Are Cases that are only owned by you.

e Department - Lists cases owned by your functional group and category

4
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Service Console

Global Search
Q,. Search Salesforce

Objects
| All Open - College of ASU - Training - | s Case List View = o 7
Change Owner | Take Ownership “E] HR&(‘TIF?}J FGHIJKLMNOPQRSTUV WX|Y Z| Other JAll

ACTION CASE RECORD OWNER CASE NUMBER SUBJECT CATEGORY SUB-CATEGORY CONTACT NAM
College of ASU Training 01114846 Transfer to a user Academic Services... Trainer, Adar :
] College of ASU Training 01114199 Change the Category Academic Services Scott, Dawn
College of ASU Training 01114201 Needs assistance Student Services - ... Paterick, Det
College of ASU Training 01114930 How do I reset my password Student Services - .. Trainer, Adar
1-80f8 ¥ 0 Selected ¥ " 4 P W page 1 of1

Search for a Contact Record

To search for a specific student within ASU Connections, you can use the Global Search box at
the top of the service console.

Q Search Salesforce

Cases W | o

You can search by first/last name, phone number, email address, or street address.

1. Use the asterisk (*) as a wildcard function will allow you to search more records. If you start
with the asterisk, then the search will look for records that contain the phrase.

I Q, *Trainer (%] I

2. If you end the phrase with an asterisk, then it will search for records that start with that
phrase. Always perform a search before entering any new records.

I Q Trainer’| (%] l
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3. Click on the Contact

records on the left side.

Contacts (21)
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4. Choose the contact who has asu.edu for their email address.
Use your departmental business process to verify the identity

of this person.

5. Once you locate the student you are looking for, click on the

contact name to op

en their record.

Contacts (21)

hitios Hams  (Phass

[0 DS

e asulomad oo

v Fillars

Contacts (21) i

Action N3 Phone Email
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6. From the contact record, you can review the student Case History and Recruitment
information by hovering over Cases and Contact Opportunity.

& Trainer

Contact

Adam Trainer

Adam Trainer

+

& Trainer*

Contact

Adam Trainer

Edit| Cls 01114930 Howdo | reset my
password

Edit| Cls 01114931 Can you help me?

Adam Trainer

+

Open Activities [01 | Activity History [21 |

w Feed Show Feed
S Cases [5+] | [) Contact Opportunities [1] | Open Activities [0] | Activity H Cases [5+] (| Contact Opportunities [1]
Cases e Contact Opportunities
Action Opportunity Name Type
Action Case Subject Status Priority Fund

Edit  Adam Trainer-

2015-10-09

First Time

New  Normal Final Freshman

New Normal Collg]

International Student Stage Term Co

Prospect 2015
Eall

Trail

The fastest way to get back to the main Service Console

1. Click the drop down in the Upper Right corner of the

screen

2. Choose Close all primary tabs

Adam Trainer

Pop out primary tabs

Close all primary tabs

lad Refresh all primary tabs
Show keyboard shortcuts
IZ' ’
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Creating New Cases
Four ways a Case can be created:

¢ My ASU Service Center (By a Student)
¢ Manually created (Walk-in or Phone Calls from Student or customer)
e An email is sent to your departments alias

My ASU Service Center (Student View)

A student logs into My ASU, click on the Service Center tab and submits a New Case that will
be routed to the appropriate functional group or college to address.

m‘ ARIZONA STATE
UNIVERSITY

My ASU

Finances Service Center Campus Services Profile
e My Classes
B raor Spring'15  Summer'15  Fall15 B Bd
—_— Immediate Assistance
You 4
U

Please contact us if you need immediate assistance. We're availa

Phone 1-855-ASU-5080 24(T Live Chat ~

Registration: Class Search Book

My Cases

Academic Calendar | ASU Events | §  Save time and submit your question or support request online.

New Case

Cases |'ve Opened
You do not have any open cases.

My Closed Cases
You do not have any closed cases.

7
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Manually Create a New Case

When might you manually create a case?

A student walks in and you provide a service that should be documented
To transfer information to another functional group
If a student emails your personal email

Search for the student and Open their contact Record
Review the students contact record

Contact

Hover over Cases. Adam Trainer

w Feed
@s&s.]g Contact Opportunities[1] | Open Activities [0 | Activity H

Cases

Action Case Subject

Click on New Case.

Edit | Cls 01114931 Can you help me?

New Case

Status Priority Fund

New Normal Fina

Contact

Adam Trainer

Show Feed

Cases [5] || Contact Opportunities[1] | Open Activities [0] | Activity H
—"

Cases @
Action Case Subject Status Priority Fung
Edit| Cls 01114931 Can you help me? New Normal Final

Note: When you click on New Case, if you have multiple roles in ASU Connections you may come

across the screen below.

A. If you are in Admission Services, choose ASU Admission Services
B. If you are not in Admission Services, choose ASU Service

New Case

Select Case Record Type

Select a record type for the new case. To skip this page in the future, change your record type settings on your personal setup page.

Select Case Record Type

Record Type of new I| ASU Service v ‘

record — -
ASU Admission Services

Continue | | Cancel

Available Case Record Types
Record Type Name Description

ASU Admission ServicesRECOMd lype used to manage the undergraduate admission processes (Freshman, Applicant, Transfer, International service

teams)
ASU Service Record type used for all Service departments

8
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Case Edit: New Case record

H;:JIICase v
Case Edit
aton 1 I
| Adaen Trainer ) . New
Mo
Hone.
5. Select your Functional Group from the dropdown.
New Case
Case Edit Saw Sarvie & Closee
Case Infarmation
6. Change the Status and Priority if necessary. Identify IN ol
the Affiliation (How is the customer associate with oy | e
ASU), the Origin (how the customer contacted you) ooty | ASU st Support
and the Campus (which campus you are located). e
TRere o Dapartmant of ASL - Trasmnin
Status |New v
Priority Normal v
Affiliation _None-— v
Crigin
Campus --None-- v
Possible Recruitment Related

7. Enter the Subject of the interaction and add case details
in the Description field.

NOTE: When you manually create a case for a student, the student will see the following

information in the Service Center tab of the student's My ASU account; Case Number, Subject &

Description, what functional group owns the case and any emails you send from within that case.
*Before you can transfer a Case, the Subject & Description must be completed.

8. Saving the New Case:
Save Save & Close Save & New Check Spelling Cancel

Save - to save the case and continue working it (Send student an email, collaborate, transfer)
Save & Close — Choosing this option will close out the case (no follow up needed) not the
window.

Save & New —Save the current case and open a new case.

9
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After you save your new case you can perform all of the following functions:

e Collaborate with colleges by @mentioning them
o Email the student
e Transfer the case

Collaborate (@Mention)

To mention a person:
1. Type @FirstName LastName to highlight a user. This will ensure that the comment is
sent to the person.

m D . = EH@é 2

@Paul

BIUS®TL ;==
| O ool Stoll Mg

2. Then type message and Share your Post

il
1}
=]

u Em: D .

BP0l Soll] Plaase rewiew this case and bt me know when you woukd ba avalability|ta mést with this student

B I US&L ==

3. Your post will show under All Updates for this case, your post also appears in the
person's To Me Feed and Chatter sends an email notification to the people you
mentioned.

(L2 £l re e = E&2

+  Arnicles

All Updates for this case

Most Rioc ent Activl ¥

e Jill Arsensault 1o AS

Sicll Flease re:

Sample email notification:

E 01158819 — Paul Trainer to ASU Salesforce Enterprise Only

@dJill Arseneault practicing creating new case and posting fo note to you.

You're receiving emails when someone "Mentions me in a post.”
To change or turn off ASU Salesforce Enterprise email, log in as jarsenea@asu.edu.uat.

Arnizona State University, 1551 S Rural Road, Tempe, AZ 85281

S

10
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Send an Email
1. Click Email from the Case Feed View (To see more email Functionality go to Reply to
Student)

DF’Dst EF”E o

o FROM: Needs to have your alias.

iii
H]|
]|

D

e Click Send Email.
e Scroll down on the page to see your email listed under All Updates for this Case.
A. If you are ready to close your case see Resolve Case

B. If you need to transfer your case see Transferring your Case to a User or Transferring
your Case to another Functional Group.

11
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Transferring Cases

Transfer the Case to a User in your Functional Group
1. Open the Case and Click Transfer Case

Edit Close Case Clone Sharing Take Ownership
Case Detalil ® | =
Transfer Case Generate Session Key Close Spam
ContactMame  Adam Trainer Case Record Owner  Jill Arseneault
Functional Groups  College of ASU - Training Status  New
Category  Student Services - Training Priority  Normal

2. Click Transfer Case to User

B Adam Trainer +

B Desa Transfer Case 011..  +

Change Case Owner (01114929)

Wil you be tranaferring e cese fo 8 User or 8 Deparbment?

& Transfer Case o User OR W Transfer Case to Department

O GoBack

3. You will only see a list of users who are in your Functional Group. Click on the Users
name you would like to transfer the case to.

4. You will want to @mention the user you are transfer this case to so they receive an
email notification letting them know you have transferred a case to them. Be sure to
Share your Post.

Change Case Owner (01114929)

You are transferring this case to:
Paul Stoll

{Opsonal) Shane comments o gymentian & ser bede TANSRTINg Me Caze

@ Post il Fie

@Paul Splf] This stusent wousd ke ¥

B I U S5 L &=

5. Then you click Transfer Case.
Change Case Owner (01114929)

You are transferring this case to:
Paul Stoll

(Optional) Share comments or @ mention a user before transferring the case:

@ post ] File

Show All Updates

Jill Arseneaultto ASU Salesforce Enterprise Only
@Paul Stoll This student would like to schedule a meeting

Comment - Like - Today at 11:55 AM

12
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*Before you can transfer a Case, the Subject & Description must be completed.
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You receive a case from a student that needs to be answered by a different (category) team
within your functional group.

1. Click on the Detail button to display the case details.

Email

m Post

- El=R,

2. Click Transfer Case.

Edit Close Case Clone Sharing Take Ownership
Case Detail &)

Transfer Case Generate Session Key Close Spam

ContactName  Adam Trainer Case Record Owner  Jill Arseneault

Functional Groups  College of ASU - Training Status

Priority

New

Category  Student Services - Training MNormal

3. Click Transfer Case to Department

(] Transfer Case 011, +
Change Case Owner (01114929)

Will you be ransferring fe cese 10 @ User or 8 Departmen(?

-0OR- | B Transier Case to Department

& Transfer Case to User

0O GoBack

4. Click the + sign next to your functional group and select the appropriate category.

Change Case Owner (01114929)

To.asalgn ihis case, sainct a deparment or college fam ihe s below

Change Case Owner (01114928)

g

Service Departments

& ASU Onling
O AEU Salesforce Support

& Admisslon Services

i e kat et

Colleges

3 Business
& Design and the Arts

& Education

Service Departments

© ASU Online
© ASU Salesforce Support

2 Admission Services

Graduate Recruitment

FRecruitment GRM Team

Undergraduate Freshman

U

rgraduate Intermaticnal

Undergrachsate Transfer

Colleges

© Business

© Design and the Arts

@ Education

13
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Alternate Method — Check that the Case Record Owner says your functional group.

1. Hover over the category field and Double Click the Pencil icon to open the

Dependent Fields window.

Edit Close Case Clone Sharing

Case Detail

Transfer Case Generate Session Key

Take Ownership

Close Spam

ContactName  Dawn Scott

I Case Record Owner

College of ASU Training

Functional Groups  College of ASU - Training Status  New
Category  Academic Services - Training @ Friority  Mormal
Sub-Category Affiliation

2. Select the Category for the team who
should handle the case.

Note: Never change the Functional Group from
the Dependent Fields screen.

3. Click Save. The case will automatically be

Status
Functional Group
Category
Sub-Category
Crigin

Processing Status

Dependent Fields

| New v
I College of ASU - Training

Academic Services - Trainingd v || ¢
--None--
Academic Services - Training
Loans - Training
Scholarships - Training
Student Services - Training

QK

Cancel

listed in the appropriate Case List View.

Case Detall Save

ContactMame  Dawn Scott

College of ASU - Training
Student Services - Training %)
Sub-Category 12}

CAP

Functional Group

Categary

Cancel

4. You can follow the case should you wish to know the
outcome or any updates on it.

14
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Transfer a Case to a Different Functional Group
*Before you can transfer a Case, the Subject & Description must be completed.
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You receive a case from a student but the case needs to be answered by another department
using ASU Connections.

5. From the List View click the Case Number or Subject to open the Case.

6. Click on the Detail button to display the case details.

Email

m Post

(||

7. Click Transfer Case.

Edit Close Case Clone Sharing Take Ownership

Case Detall

Transfer Case Generate Session Key Close Spam

Contact Name Adam Trainer Case Record Owner
College of ASU - Training

Student Services - Training

Jill Arseneault
New
MNormal

Functional Group Status

Category Priority

8. Click Transfer Case to Department

(] +

Transfer Case 011,

Change Case Owner (01114929)

Will you be Fransferring e cess b o User or 8 Departn

T

| W Transier Case to Department

& Transfer Case to User

.OR-

0O GoBack

9. Click the + sign next to the Service Department or College to reveal specific options

Change Case Owner (01114929)

Tio BT 415 CA50. AT 3 depammens or colege fom e (555 belo

Change Case Owner (01114929)

Service Departments Colleges

1w I e sam n ch T e 71T e b e

© ASU Online © Business

Service Departments

& ASU Online
ASU Salesforce Support

@ Admission Services

Colleges

© ASU Salesforce Support © Design and the Arts

& Business

2 Admission Services @ Education

Design and tha Arts

@ Education

Undergraduate Freshman

U

rgraduate Intermaticnal

Undergrachsate Transfer

15
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10. You can @mention a user if you know who the case needs to be handled by, if not
leave notes in the Chatter feed before you click Transfer Case.

Change Case Owner (01114929)

You are transferring this case to:
Financial Aid - Financial Aid (General)

== o

@ GoBack

(Optional) Share comments or @ mention a user before transferring the case:

Sentan email to the student with the information | could answer and am forwarding the case to you to answer the financial aide

@ pPost ] File
questions.
B I US L|&E =

ASU Salesforce En... Only =

Show All Updates

=

11. You can follow the case should you wish to know the outcome or any updates on it.

This case is not
Thes Funstionsl Groug

Followers

16
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Forward to Another Department Not Using ASU Connections
*Before you can transfer a Case, the Subject & Description must be completed.

A.

Review the Case

Verify the Department is not in Salesforce (Transfer Case)
Email the student to inform them that you are Closing & Forwarding their case

1. From the Case Details, Click Close Case

Edit | Close Case | Clone Sharing Take Ownership
Case Detalil ® =
Transfer Case Generate Session Key Close Spam
ContactName  Adam Trainer Case Record Owner  Jill Arseneault
Functional Groupe  College of ASU - Training Status  New
Category  Student Services - Training Priority  Normal
. v
2. Change the Status to Closed: Forwarded. Close Case
Case Edit Save Cancel

Case Information

Status I Closed: Forwarded

1 =Required Information

v

--None--

Functiodg| Groui
? I Closed: Customer Self-Resolved

Closed: Customer Unresponsive
Closed: Duplicate

Sub-Category
Closed: Resolved

Closed: SPAM

RTINS

Close Case
Casa Edit

In the drop-down menu choose the | "
Unit to which you want to forward o | Exematunt
the case. If the item you are
looking for is not on the list select ' 0
Other Unit. e e T

o)
If forwarding to an individual enter J .I L =
their email address.

Type why you are forwarding the case o this user or functional group

Be sure to input a clear and professional message to the recipient about why you are
transferring the case to them and any other details because the recipient may not be
able to get into Connections to see the case detalils.

Click Save. An email with case information will be sent to the external unit.
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Working the Case List View

Taking Ownership of a Case
To Take Ownership of a case click on the box next to the Case you want and then click Take
Ownership to accept the case as yours.

Cases "

ASU Training College - Student Services = Clone | Create New View

Change Owner Take Ownership | %

ACTION ER5E NUMBER CONTACT NAME SUBJECT STATUS
\‘D 01114930 Trainer, Adam How do I reset my pas... New
01114929 Trainer, Adam This case is not for yo... New
01114848 Trainer, Adam Assisted the student... New
01114201 Paterick, Deborah Meeds assistance MNew

To Open and View a Case
To Open and View a case, Click on either the Subject or the Case Number.

m Q, Ssearch Salesforce

Cases A R L
My Open Cases v Clone | Create New View
Change Owgler  Take Ownership &3
[ v
ACTION | CASE NUMBER CONTACT NAME SUBJECT STATUS
01114763 Trainer, Adam Assistad with Application New
01114764 Trainer, Adam Assisted Student with Adding Class | New

Contact Details vs. Case Details

Contact Details Case Details

Name, Email, Address, Phone, Contact Name

Birthday

Deceased Functional Group (department)
case is assigned to

Email Opt Out, Do Not Call Case Owner

Parent Email Status: Open, In Progress,
Closed

Event Attendance Origin

Interests Subject and Description

Scholarships Private Notes

Source List

Marketing/Communication

Campaigns

Previous Education

Test Scores
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Case Details
To access the Case Details, click on the details icon.

Q Post Email File

A. View the Contact Name

B. Review Functional Group this case was assigned to.

C. Change the Category, Sub-Category, Case Owner or Status of the case
D. Brief Contact Information

E. Subject & Description of the Case

F. Follow this case

Adam Trainer &

Customer How do | reset my password Functional Gr...
Adam Trainer Hello, | am not able te get into MyASU, can you help me reset my password? Also, | need to register for my spring classes. Thanks, Jill Category
Arseneault, M_Ed. Instructional Des\gner Unners\t Technology Office Arizona State University 480-9654 6691 Status
jarsenea@asu edu<mailte:jarsenea@asu.edu> [ASU Greemng Marcon Gold-HR-110px]

¥ Subject and Description

Subject  How do | reset my password
Hello,

| am not able to get into MyASU, can you help me reset my password?
Also, | need to register for my spring classes

Thanks,

Description il Arseneault, M.Ed.

College of ASU - Training
Student Services - Training
New

Priority Normal
RELATED LISTS Edit Close Case Clene Sharing Take Ownership Transfer Case
Bomgar Sessions (0) Generate Session Key Close Spam * mE?
Activity History (1) ContactName  Adam Trainer Case Record Owner  Jill Arseneault
Case History (5+) Functional Groupe  College of ASU - Training Status  New
Category  Student Services - Training Priority  Normal
& Follow Sub-Category Afliation
CAP Crigine  Email

Followers SEED Campus
(A INAIR Current Student

Thunderbird Teach-out Paossible Recruitment Related

ContactPhone  (430) 965-6691 ContactEmail  adamtrainerasu@gmail.com

G. View the Case Attachments

¥ Case Attachments

All Attachments Attach File
Action File Name Size Last Modified Created By
Edit | View SalesforceCaseManagementdocx 1768 KB 4/6/2015 11:32 AM Jill Arseneault
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Contact Details
1. Click on the Details tab to review the Contact Details.

Adam Trainer +

Details 01114930 +

2. From the Contact Details you can review:
a. Previous Cases
b. Contact Opportunity — Student Recruitment Record
c. Notes & Attachments

Adam Trainer o

Details 01114930 +

Contact : z =7
Adam Trainer

¥ Show Feed

|Cas&5]g |I

Contact Opportunities[1] ||  Open Activities [0] | Activity History[21 | HTML Email Status [11 | Previous Education [0 | | Notes & Attachments [0] |

Case Feed
1. To access the Case Feed, click on the Case Feed icon.

Bl Adam Trainer +

B Ceta 01114930 |+

Customer How do | reset my password Fumetional Gr... Lo
Adam Tralner Hetio, | a et =) Categary

stams
Prienty  Norm

Followers

2. From the Case Feed you can:
A. Write a Post
B. Send an Email
C. Attached files to the Case
D. Review All Updates for this case

0 Adam Trainer + hd

Bl Detail 01114930 | # -

Customer How do | reset my password
Adam Trainer

O ro
Followsrs
All Updates
+ Articles
Al Emaits
- All Updates for this case
Cane Notes.
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Reassign the Case to a Contact
1. Click the Details icon.

D Post Email E File e = E@ ?
2. Hover over the Contact Name and Double Click on the Pencil icon
Edit Close Case Sharing Take Ownership _
Case Detail = Em
Transfer Case Generate Session Key Close Spam
Contact Name  Jill Arseneault Fa Case Record Owner  Jill Arseneault
Functional Groupe  College of ASU - Training Status  New
Category  Student Services - Training Priority  Normal

3. Search for your Student by email, First & Last name, ASURITE, or EMPLID (remember the *), then

click Go!

15
@ Search ~ Salesforce - Unlimited Edition - Google Chrome

[E=EER =)

=] https:»""asuffqa.:511.my.sa|esfur:e‘com_,.7ui,‘:ommoﬂ,'data,‘LaokupPJge’Iknm::asS&\kt[Q‘
@ Lookup
[Adam Trainer | cot |

Search ® Name All Fields

< Clear Search Results

4. Click on the Name

@ Search ~ Salesforce - Unlimited Edition - Google Chrome

:Eg

8 https://asu--qa.cs11.my.salesforce.com/_ui/common/data/LookupPage?lknm=cas38&lkty @
@ Lookup
IIT\dam Trainer ‘ Go! |

Search '® Name All Fields

< Clear Search Resuits

Search Results

"+ Contacts [1]  Show Filters My Columns

Name Phone Email Birthdate ASURITE ID EMPLID Mailing Cour

Adam

Trainer (480) 965-6691 adamtrainerasu@gmail.com

Copyright @ 2000-2015 salesforce.com, inc. Al rights reserved

5. Click Save

Case Detail Save Cancel

Contact Name ~ Adam Trainer ¥

Case Record Owner

Jill Arseneault

Functional Group
Category

College of ASU - Training Status  New
Student Services - Training Priority  Normal

a
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Reply to an Email
1. Click on the Case Feed icon

Edit
Case Detail

Transfer Case

Contact Name  Adam Trainer

Close Case

Clone

Sharing

Generate Session Key

Case Record Owner

Take Ownership

[=]

|
i
D

Close Spam

Jill Arseneault

n the left menu, Click on All Emails

All Updates

+ Articles
All Emails

Case No All Emails

Status Changes Q

Call Logs

—

@ Follow

D Post Email
Followers

o e
i T s, Click here to expand the Post action

All Updates for this case

Sort By Most Recent Activity

o@ Jill Arseneault changed Contact Nam|

E File

3. Scroll down on the screen to reveal the original email the student sent and open it.

| Jill Arseneault to ASU Salesforce Enterprise Only sent an email.

to ga_sandbox, ga_sandbox [«

Hello

Can you help me add a class?

Thanks

Jill Arseneault, M.Ed
Instructional Designer
University Technelogy Cffice
Arizonz State University

480-965-6691

jarsenes @asu.edu

ASU-Greening Marcon
Gold-HR-110px

Reply - Reply All

4. ClI

ick Reply or Reply All
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About the email:

e FROM: Needs to have your alias.

e Quick Text — Is activated by two
semi colons (;;) then your
department’s key word or phrase.
(i.e. library, financial)

e Templates — Click the templates
icon to display a list of templates.
Select the template for your
department.

e Documents — Click on the paper clip
icon to attached documents from
your local drives.

e Articles — Click on the + sign next to
Articles to see a list of Knowledge
Base Articles that are relevant to the
subject line of your response to the

Email

(2= B e

*To AL Adam Trainer

* Subject Help With Blackboard

I, AAD B I US W = =

Font - Size ~

Normal (... ~
O UnNivERSITY
Dear Adam

I will transfer your case to Financial Aid so they can address your issue regarding FASFA
This is a sample Quick Text entry for College of ASU - Training - Student Services. For example: "V

Transferring Your Case
I will transfer your case to Financial Aid so they can address your issue regarding FASFA.

Phone: (480) 555-1234

If you have any a ‘ormation or questions related to this, please reply to this email

ref-_00DZONDVST._5

0B4RLE:ref

Ee]

+ Articles

® = @@

Cc | From  "Jill Arseneault” <utctraining@as v

Nhen seeking assistance with student services.." (...

4

Discard Draft | Save [SCIEISUE]

— Articles

) | need help with Blackboard Search Again

Advanced Article Search

How to Take a Test Using Respondus LockDown Browser and Webcam Monitor

customer ’ Learn about taking a test using Respondus LockDown Browser and Webcam Monitor
' = Blackboard Help
. . Leamn more about how to use Blackboard
e Click Send Email.
23
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Resolve a Case

1. To resolve the case click the Details icon.

D Post Email E File e = E@ ?
6. Click Close Case.
Edit Close Case Clone Sharing Take Ownership
Case Detail ® = E&E?
Transfer Case Generate Session Key Close Spam
7. Change status to
a) Closed: Customer Self-Resolved
b) Closed: Duplicate
c) Closed: Resolved
v
Close Case
Case Edit Save Cancel

Case Information

Functional Group

Category

Sub-Category

Status -—-None--

Closed:
Closed:
Closed:
Closed: SPAM

Duplicate
Forwarded
Resolved

Closed: Customer Self-Resolved
Closed: Customer Unresponsive

1 =Required Information

8. Click Save.

Notes: Resolution time is expected to be less than or equal to 2 business days.
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Manage Contact Records

You receive a case from a nhon-ASU email, thus validation of their identity needs confirmation.

Use your business processes to verify the identity of the student.

1. When you open a case you see that the email address is a non-ASU address.

Adam Trainer &
Details 01114930  +

Customer How do | reset my password
Adam Trainer

Arseneault, M Ed. Instructional Designer University Technolegy Office Arizona State University 430-955-6691
u<mailto; edu> [ASU-Greening Maroon Gold-HR-110px]

Hello, | am not able to get into MyASU, can you help me reset my password? Also, | need to register for my spring classes. Thanks, Jill

Functional Gr...
Category
status

Priority

College of ASU - Training
Student Services - Training
New

Normal

RELATED LISTS Edit Close Case Clone Sharing Transfer Case
5 4 0 Case Detail ® =
TR ST (L)) Generate Session Key Close Spam
Activity Histery (1) Contact Name  Adam Trainer Case Record Owner  Jill Arseneault
Case History (5+) Functional Groupe:  College of ASU - Training Status  New
Category  Student Services - Training Priority  Normal
Sub-Category .
@ Follow Sub-Category Affiation
CAP Origin Email
Followers SEED Campus
ent Stude
S Current Student

Thunderbird Teach-out: Possible Recruitment Related
w Contact Information

ContactPhone  (480) 965-6691 ContactEmail  adamtrainerasu@gmail.com

¥ Subject and Description

Subject  How do | reset my password

2. Click on the Details tab to see the Students Contact Details page.

B Adam Trainer +

] oli14030  +

Functional Gr.., ©

Cuslemer How de

Adam Traines

Case Detail .=
3. You can edit several items on the Contact Record, most important are:
a. Marking the record as a possible duplicate
b. Marking the record as a Do Not Call
c. Opting the record out of Email Marketing
Contact
Adam Trainer
#- Show Feed
Cases[5+] | Contact Opportunities [11 | Open Activities[0] | Activity Histery [21 | HTML Email Status[1] | Previous Education [0] | Motes & Attachments [0]
Contact Detail -l;!
Name  Adam Trainer Email  adamirainerasu@gmail com
Middle Name Contact Preference
Suffix Deceased
CAP Possible W | Possible Duplicate |
Only Opts them out of
¥ Contact Details Email Markefing )
Do Not Call Email Opt Qut
Mobile Lead Email  adamirainerasu@amail.com
Phone  (480) 965-6691 Lead Secondary Email
Work Phone Email Status
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Creating a New Contact Record
Note — Only create a New Contact Record if no matches are found for the name of the student

or customer you are looking for.
1. Change the Object to Contacts

Cases v
2. Click on New Contact Cases
Contacts v + Contacts »
Recently Viewed Contacts ¥  Create New View Knowledge

- /' Article Management K
o

3. Complete the required fields and provide as much information about the student or

Contact Edit Save  Sove & New  Cancel
Contact Information 1 = Fiequied Information
First Nam [Yr— Emall
LastNama | Contnct Preforence
Migdle Hame Ueceased
Sutflx Paossible Duplicate

CAP Possinia

Contact Details
Do Not Call Emnail Opt Out
Mobile Lead Enail
Phone Lead Secondary Email
Work Phone Email Status

Address Information Comy. Malling. Adenss. 1o tome Adress

Malling Country | —-None = Home Country

HNone-
Maling Street Home Strest
Malling City Hama Cley
i Hama StatlProvince i
Malling ZipiPostal Code Mome ZipiPostal Code
4. Click Save
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About Chatter

Chatter is ASU Connections collaboration application that helps you connect with people and
share business information securely and in real time.

To access Chatter click on the Objects drop-down list and click on Chatter.

With Chatter, you can:
e Find and follow people in your ASU Connections organization.

¢ Follow records to see changes to those records in the Chatter feed on your
Home tab and Chatter tab.

¢ Receive email notifications when activities happen in Chatter.

| Contacts

Cases
Contacts
Knowledge
£, Article Management
1 Reports
[ Dashboards
© Chatter

0 Quick Text

o Bookmark a post that interests you and receive email notifications when
someone comments on that post.

e Update your status so people can see what you are working on.
o Post afile or a link to share with other people.

Chatter is a way to collaborate with your team on case questions or updates. You can form
groups, follow cases, and add comments or questions to cases that aren’t in your Unit or Team.

e Click Follow from either the Feed View or the

case Detail View of a case.

¢ |t will change to a check mark to indicate that

you are now following the case.

W Following

Details

Customer
Adam Trainer

@@ Follow |

Followers

No followers

01114763  *

Assisted with Application
Assisted with Applic ation

Post Email

File

¢ You can also follow from the Case List View and the + will change to a checkmark.

ACTION

]

My Open Cases

Change Owner Take Ownership 4]

CASE NUMBER

01114763

- Clong

ACTION
CONTACT NA|

Trainer, Adar \.D

CASE NUMBER

01114763

CONTACT NAME

Trainer, Adam
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o All updates to a case will be listed in your “What | Follow” area.

rc] Chatter
w
ASU Salesforce Enterprise
L@ ill Arseneault Post File Link Poll
f
Messages n
Feed Show All Updates
What | Follow
To Me 01114199 — Jill Arseneault changed Category from Academic Services
| Training to Student Services - Training.
Bookmarked
Comment - Like - Yesterday at11:00 Al
All Company .
People
Groups 01114199 — Jill Arseneault to ASU Salesforce Enterprise Only
Files ‘ write a case note
Topics ~ o
Comment - Like - October 16. 2015 at 9:30 Al

Following People

Follow people to see updates in your Chatter feed including posts, comments, and likes. To
follow a specific person within ASU Connections, you can find them using the Global Search or
select the ASU Connections Chatter app and navigate to the People tab. You will find a list of
People who are users within ASU Connections. To follow a person, click the green plus sign. It
will add the person to your Chatter feed. This Feed is called “What | follow.”

ASU Salesforce Enterprise

| Jill Arseneault
n All People

Messages n
Paul Stoll
Feed
People Name T Following

Recently Viewed

All People Stoll, Paul @ Folow
Groups

Files

Topics
1-10f1 Previous Next Page of 1

Once you follow people, you see their posts, comments, and likes in your Chatter feed. You can
follow maximum combined total of 500 people, topics, and records. To stop following a person,
hover over the person’s name and click blue X button next to Following. When you stop
following a person, you don't see future updates from that person in your Chatter feed.
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Mentioning People

To mention a person, type @FirstName LastName to highlight a user. This will ensure that the
comment is sent to the person. After you post the comment, the person's name becomes a link
to their profile. When you mention a person your post appears in the person's To Me Feed.
Chatter also sends an email notification to the people you mentioned.

If you want to bookmark a post you want to locate again, click on the “Bookmark” dropdown

menu choice in the right corner of the post.

 Post @ File Link Poll

@Pd

Keli Palmer Mana

O]
B Christopher Parkins Tech Su
G Acad
a

Paul Stoll  Manager

Show All Update:

¢ 01114848 — Jill Arseneault to ASU Salesforce Enterprise Only
@Paul Stoll Flease review this case and let me know when you would be
ety to meet with this student.

Comment Like Yesterday at 11:35 AM

Groups

Groups let you collaborate with specific people. These groups can be either Public or Private.
Public groups allow anyone in our ASU Connections org to view the posts, comments, or files.
However, only members can post, comment, or add files. Private groups only allows group
members to view, post or comment in the group. People will need to be invited to the group to
join or asked to be added by the group owner.

Feed

People

Recently Viewed

My Groups

Active Groups

My Archived Groups
Files

Topics
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My Profile & Settings

Updating My Profile
Your user profile shows you how other people see you in ASU Connections.

To update your profile, click on the smile icon in the upper-right corner of the web browser. A
drop-down menu will display three options. Select “My Profile.”

My Profile

My Settings

Logout

On the left side, you will find an area for your contact information labeled Contact. Click on the
pencil icon to edit this area.

Contact @

Instructional Designer

jarsenea@mainex1.asu.edu

Click the Save All button in the pop-up window when you are finished

Adding a Photo

1. On the left side of the page, hover over the smile icon and click on
Add Photo.

Add Photo

Upload Profile Photo ®

You can upload a JPG, GIF, or PMG file. Maximum file size is 8 MB.
2. To add your photo, click on the Browse... Iected.

button to select a file from your computer. T e —

Save | | Cancel

3. Once your photo file has finished uploading, you Upload Profile Photo x
WI” see the name IISted CIICk on the Save bUtton You can upload a JPG, GIF, or PNG file. Maximum file size is 8 MB

to keep this photo.

1 show my photo on publicly accessible pages

Save || Cancel
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4. A preview of the photo will display. Move the dotted lines to adjust the thumbnail
preview. Click the Save button when you have finished.

Upload Profile Photo

Profile Photo

5. If you are satisfied with your photo, then the task is complete. If you
would like to change your photo, then hover over the picture and
select Update. Follow the previous steps to upload a new photo.

Update | Delelg

Updating My Settings
Click on your name in the upper-right corner of the web browser. A drop-down menu will display
three options. Select My Settings.

My Profile
My Settings

Logout

Update Sender Email address

This is the address you would like to define when sending email inside of Salesforce. The
recipient will respond to this email address for replies to your messages.

1. Click on Email then My Email Settings. & Emai

| MMy Email Settings

Email Templates
My Stay-in-Touch Settings

My Email to Salesforce

Chatter
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address, such as your college or department alias. Click Save.

UTO Training | Case Management

My Email Settings

Outgoing Email Settings
How would you like your name to appear on your outgoing email?
Emall Name | Jessie TestUser
What email address would you like to use as your retumn address?
Emall Address | service@asu.ady| Enter new email address.
Would you like to automatically BCC emails to your return address?
Automatic Bec I Yea o No Click No for BEC emails.

This signature will be added to your oulgoing emails (1333 characters max):

Email Signature

Click Save to keep
our changes.
Subscriptions Y e

3. You will see a pop-up message that will explaining that you will receive an email to
confirm this change. Click Ok to continue.

The page at https://asu--uat.cs1l.my.salesforce.com says: *

To ensure system security, you must verify the change to your
outgeing email address. When you click OK, an email will be sent to
the specified address with directions on confirming this change.

Click Cancel if you do not want to make this change.

Cancel

4. Access the All Open Case list view. Look for an incoming case from
QA_SUPPORT @salesforce.com. It will contain your change of email verification.

The subject will be: You have requested to change your salesforce.com email address.
- Open the case

i Cases v 4

Support.com K Edit| Delete | Create New View

New Case Change Owner | Take Ownership t)

Action Case Number Contact Name Subject Status Priority
Edit | g2 00445305 QA SUPPORT@salesforce com You have requested to change your salesforce.com email address. New Nomal
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5. Verify that the new email address is listed correctly. If it is correct, click on the link to
confirm the change.

¥ Contact Information

Contact Phone Contact Email sy salesforce.com

¥ Subject and Description
Subject  You have requested to change your salesforce.com email address.

Description  Dear Jessie TestUser,
You have made the following request to change your outgoing salesforce.com email address.
User name: test.user@asu.edu  Old Email Address
New email address: service@asu.edu New Email Address
To confirm your new email address, click this link: https://asu.my.salesforce com/setup/emailverif?0id=00Dd0000!
k=TxGmeCoYOsfVyMGEIQWiVathUSPdzgFWkAgMXB7 1byPaBel 63MB2NBsZySMseQPdOp8zTckO.6tbDBxGO!
%3D%3D i
This link will expire 72 hours after receipt of this message.

If you cannot click the above link, please copy and paste it into a Web browser.

Thank you, Click link to verify that you Vwanl to
salesforce.com change the email address

Manage your Chatter notifications
To manage your Chatter notifications click on Chatter in the menu on the left side of the page.

C Chatter

My Feeds

Email Notifications

¥ Personal

1. Make any adjustments to your Chatter Email me when somaone:
email preferences but do not turn all of Follows

o . Follows me
the notifications off.
Posts or Likes
) m Posts on my profile
2. Be sure tO CIle Save. Shares a post | made

Likes a post or a comment | made

Comments

Comments on my status or a change |
made

Comments on a post on my profile
Comments after me
Comments on an item | bookmarked

Comments on an item | like

Mentions, Messages, or Endorsements
Mentions me in a post

Mentions me in a comment

Sends me a message

Endorses me on a topic

AINNL VIR VERLY

LS. YRR VLY
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Additional Resources

Reopen a Case
There are only 3 ways a case can be reopened.

1. If a student or customer replies to an email within 14 days of the case being closed — the
status will changed to Re-Opened

Status
New
Re-Opened

New

2. If the student reopens the case from within ASU Service Center
3. If you manually change the status to In Progress

Closed Case:

1. Double Click on the pencil to open the Status Field

Edit Close Case Clone Sharing =
® = E&?
Case Detail Take Ownership Transfer Case Generate Session Key
Close Spam
Contact Name  Adam Trainer Case Record Owner  Jill Arseneault
Functional Groupe  College of ASU - Training Status  Closed: Resolved
Category  Student Services - Training Priority Normal
Click In Progress and Ok
Dependent Fields X
status | Closed: Resalved v
Functional Group I Closed: Resolved v|ld
New
C: J 1
caegey |l progress T
sub-Category || Customer Actively Waiting
Origin I Wa?ting on Customer
Waiting on Vendor
Processing Status Y=
OK Cancel
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Create your own list of cases
1. Click on Create New View

Q Search Salesforce

Cases

ASU Training College - Student Services ~ Clone@

v +

Change Owner  Take Ownership €%

2. Give your new list a name

Cases

Step 1. Enter View Name

Create New View

Save

Cancel

View Name: My New List View|

3. Specify the filters

Step 2. Specify Filter Criteria

Filtsr By Owner:
* Al Cases
My Cases
Quaue -None--

My Case Teams

Filter By Additional Fields (Optional):
Field

Category
Priority
--None-—-
--None-—-
--None-—-

Add Filter Logic...

Operator
v equals
*  equals

*| |--None--
*| |--None--
*| |--None--

Value

+ |Loans

| High

Q@

AND
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4. Select the columns to display. Click Save.

Step 3. Select Fields to Display
Available Fields Selected Fields

Account Name Case Number
Account Site Contact Name Top
First Name Subject —
Last Name Status —
Contact Account Mame Add  Priority Up
Type Date/Time Opened -
Case Record Type lLJ Case Owner Alias =
Case Origin 4] (™
Web Name Remove Down
Web Email -
‘Web Company =
Case Reason Bottom
Closed
Escalated
Date Opened

5. The new list will appear in the Case List View.

Q Search Salesforce

Cases v +
My New List View ¥  Edit| Delete | Creat
"My Open ASU 5F Support Cases .
All Cases ip | &
All Open - College of ASU - Training
ASU Training College - Student Services [T NAME SUBJE!
CAP
Closed - CAP asu.edu Prosps

Closed - College of ASU - Training
College of ASU - Academic Services

i I i
My Cases arai m no
My New List View
My Open Cases Summer Hello,

Recently Viewed Cases
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How to Run a Report

'sil Q Sea
1. Inthe Objects Dropdown, Click on Reports in the

menu. Cases v | 5
Cases v  E
Contacts bmership
Knowledge |
/| Article Management DNTACT N
| U Reports Ilgrad@asu

[2] Dashboards

Note: All Reports and Dashboards will be found in a
Folder.

[
[] Reports v +

Reports & Dashboards [NewReport..

Folders All Folders

Find a folder...
Find reports and dashboard
All Folders
5 X Action Name
|z Unfiled Public Reports
|z My Personal Custom Reports No records to display

.1 My Personal Dashboards
1 Admissions - Graduate
|z Admissions - Graduate
| ASU Salesforce Support

=
2. Each folder with this icon L contains reports. Click on the folder that relates to the
information you want. You can also search to find a folder.

3. When you click on a folder, you will see a list of the reports on the right panel.
[ Reports v +

Reports & Dashboards Mew Repert...

Folders Admissions - Graduate
Find a folder...
Find reports and dashboards...
All Folders
] ] Action Name +
|za Unfiled Public Reports
|z My Personal Custom Reports [*|/€ [ Applicants+AliColleges2014Fall
. My Personal Dashboards I~ @ ™ Applicants+AlIColleges2015Spring
.1 Admissions - Graduate Applicante+AlIColl 20155
v | icants olleges ummer
|ca) Admissions - Graduate e = © PP 0
|2 ASU Salesforce Support A I GRAS: All Opportunities
y ASU Salesforce Support P = ~pac.n sic AU O P

* |f you do not have access to see the data in the Report you will receive a message of Insufficient Privileges.
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4. Click on the name of the report you want to run, then click Run Report.

Run Report ¥

5. The report results will display in the lower panel.

Run Report| |Hide Details |  Customize | Save As| | Subscribe

Filtered By:
Opportunity Stage equals Applicant,Admitted,Enrolled Clear
AMND Term: Term Name equals 2014 Fall Clear
AMND College: Program Code equals GRAS,GRBA,GRCS,GRES,GRGC,GRHI,GRLA GRL 5,GRND,GRNH,GRNU,GRPP,GRSU,GRTE,GRTS Clear

Grouped By: College: Program Name
Sorted By: | College: Program Name + | v

Full Name EMPLID Academic Plan:  Academic Plan: Degree Stage Application Application Mailing Country of
Plan Code Search Name Date Number Country Citizenship:
Country
Name

College: Program Name: College of Letters & Sciences (87 records)

Samantha EDCOUNMC Counseling (MC) Enrolled 1/15/2014 United United
Wickham States States
Devan Briggs EDCOUNMC Counseling (MC) Enrolled 1/15/2014 United United

States States

6. Click the X in the Tab when you are done viewing the report or to return to the list of
reports.

M Search Salesforce

[] Reports [ Applicants+AlICET. @

38

© Arizona State University. All rights reserved. V6



Fsi

ARIZONA STATE
UNIVERSITY

UTO Training | Case Management

How to View a Dashboard
1. Inthe Objects Dropdown, Click Dashboards. o v

2. Click on << Go to Dashboard List

[F] Dashboards

I « Go to Dashboard List

Cases
B Contacts
Knowledge

Q Search Salesforce

' Article Management
[ Reports

| ] Dashboards
& Chatter

[ Quick Text

3. On the left you see all folders. Each folder with this icon

contains dashboards.

Click on the folder that relates to the information you want. You can also search to find a

folder.

4. When you click on a folder, you will see a list of the dashboards on the right panel. Click
on the name of the Dashboard you want to view.

[F] Dashboards

Reports & Dashboards |NewReport..

v +

L ASU Salesforce Suoport

Folders Admissions - Graduate
Find a folder..
Find reports and dashboards
All Folders
Acti N *
|2 Unfiled Public Reports fon ame &
5 My Personal Custom Reporis [+] wl Graduate Admissions - Domestic
. My Personal Dashboards [+] uil Graduate Admissions - International
_i Admissions - Graduate | Graguate Admissi By coll
|z Admissions - Graduate @ ul bracuate Admissions By Collage
|22 ASU Salesforce Support (-] il Graduate Opportunities All Colleges

* |f you do not have access to see the data in the Dashboard you will receive a message of Insufficient

Privileges.

5. Click on one of the dashboard to display the report that is running behind it.

[[] Dashboards

b Show Feed

E Graduate Opportunities All Colleges

+

Find a dashboard...

Filter By: | Type

v Refresh | As of Today at 3:01 PM

Opportunities All Colleges

L Top 10 Ci tries Of rtuniti
Opportunities All Colleges ©p 10 Countries Opportunities

2014 Fall

2014 Fall 2015 Spring e Tsrox
Prospect 13649 Prospect 5,020
& & .
5 Applicant 5 Applicant ST 585
£ £z
€ Acmitted | 28 € Admitted
£ £
§ Envolled 5226 § Envolled
<] o
Admitted .. Admitted ..
rrrrrrrrrrrrr - T - T - "
o 5,000 10,000 15,000 0 2,000 4,000 6,000
Record Count Record Count
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How to Modify & Customize an Existing Report
1. To modify or customize a report in Salesforce you must first save a copy of the report.

2. Follow Steps 1 — 4 in How to View a Report.

3. Click on the name of the report you want to modify or customize, then click Save As.

m Q Search Salesforce

[ Reports = [C] Applicants+AliCol... +
Reports & Dashboard i
P Applicants+AllColleges2014Fall
New Report...
Guided Tour | Help for this Page & M- Show Feed
Folders Report Generation Status: Note: 2,000 of 6,519 records are displayed below. Select Export Details for a complete view of your data.
Find a folder
Report Options:
All Folders Time Frame
= Unfiled Public Reports Summarize information by: Show Date Field Range
E College: Program Name v | | All contacts v Created Date ¥ | | Custom v
|2 My Personal Custom Reports From To
_i My Personal Dashboards
_i Admissions - Graduate

| Admissions - Graduate
|3 ASU Salesforce Support
.i ASU Salesforce Support
| Events

Run Report | Hide Details | | Customize | Save As | | Subscribe

4. Name the report, then select My Personal Custom Reports for the Report Folder.

Save Report 1 = Required Informaticn

Report Name I||

Report Description

Report Falder I My Personal Custom Reports ¥

Save Save & Return to Report| | Cancel

5. Click Save
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(To access the saved report, Click on My Personal Custom Reports under All Folders.
Click on your saved report.

UTO Training | Case Management

] Reports v [ Applicant Custom +
Reports & Dashboards [NewFRepor.. ;
P . Applicant Custom
Guided Tour | Help for this Page &
Folders My Personal Custom Reports - Show Feed
Find a folder.. N . .
Find reports and dashboards. Report Generation Status: EJ;QEE 2,000 of 8,519 records are displayed below. S|
All Folders 1
All ltems. v
Unfiled Public Reports . Report Options:
|23 My Personal Custom Reports | All Types v Time F
.1 My Personal Dashboards S 9 Summarize information by Show Date Figf
i Admissions - Graduate action s o Callege: Program Name v| [All contacts - Created
|z Admissions - Graduate | O Applicant Custom |
| ASU Salesforce Support - I
.1 ASU Salesforce Support
Events Run Report| |Hide Details  Customize | Save | |SaveAs| Delete  Subscribe
(=
-
] Applicant Custemn +
7. Inyour report, Click Customize.

D Applicant Custom

§- Show Feed

Report Generation Status: Note: 2,000 of 6515 records are displayed below. S-
dal;

Report Options:

[ Time Fry
Summarize information by Show :-:_-12'-‘ Fil
Cellege. Program Name v | [All comtacts v Created

Run Report  Hide Details Save  Save As  Delete | Subscribe

8. The customize pane can be broken up into 4 zones.

[C] Applicant Custom +

=am Report Type: Contacts with Opportunities *

ﬁ Applicant Custom

Save | SaveAs | Close [§ Report Properties || Add Report Type | [olalGlil 1
Fields anfale|o| J| Fitters _Ada ~

Y Show Al contacts v
Q, Quick Find
- Date Field | Created Date v RH"GGW v | From(| @ T
Drag and drop 10 add fields to the report
= 5 Formulas = To add filters, click Add
J* Ad
= =y Bucket
{i& Add Bucket Field
£ Opportunity Stage . -
=) (3 Contacts IPI’OVIO mmary Format v IShDW v [ Remove All Columns
# Arizona Resident
“ ASURITEID
(= Birthdate Drop a field here to create a grouping. Hide
“ Contact ID L': L X \._..f ]

« Contact Owner. Full Name

Zone 1 Preview — Change the format of your report from Summary, Matrix, Joined or Tabular
Zone 2 Fields — Select specific elements of the data you want to display in your report

The location where you drop the fields of data
Zone 4 Filters — All the possible ways you can filter the data.
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9. Modification/Customizable Options

-

-

Cust

[ Applicant Custom +

Report Type: Contacts with Opportunities *

Applicant Custom

Save Save As Close 4 Report Properties Add Report Type

Folas  [M[a[e[5)] | | Finers Chss

—

- Show ' All contacts v

A I Q, Quick Find I

1' Drag and drog 1o t

rm—l firizona Resdent K] [Conend
J* Add Formula I | E Q) (o) Coneel

Date Field Created Date v Range ANl Time w | From i To Y
85d feids 10 the repont .

~ % Bucket Fields | T
& Add Bucket F!ﬁﬂ Preview Matrix Format ¥ Show ¥ Remove All Columns

= 5 Contacts

ASURITE ID aabel2  aj stead biwilli5  bnsmith® & jacks2

o

# Arzona Resident
W ASURITE ID Drop a field here to

create a column grouping.

S Birthdate Full Name Gender Drop summarizable fields into the matrix
“ Contact ID
Alexander Stead Male Record Count 0 0 1 0 0 0 0 0

@ Contact Owner. Full Name

S CoA el Subtotal Record Count 0 0 1 0 0 0 0 0
o ence
4 Created By: Full Name Alison Schiosser Female Record Count 0 1 0 0 0 Q 0 0
£ Created Date Subtotal Record Count 0 1 0 0 0 0 0 0
# Deceased Anya Abel Unknown Record Count 1 1] 1] o 1] 1] 0 0
d EMPLID Subtotal Record Count 1 0 0 0 0 0 0 0

/] “.n.p-.- w“ Riale o - O o 0 o O 1 0 ol

Use Quick Find to hone in on the fields you want. Then drag and drop them into
the drop zones.

Filters can be added or removed. To add a filter, Click add next to Filters. From the
pull-down you can choose field filters: filter logic or cross filter. Click help me
choose if you do not know the filter you want. To remove Filters, hover over the
existing filter and click remove. You can click edit to change the existing filter.
Define your Filter

Add a Chart - Represent your data visually by adding a chart to summary, matrix,
and joined reports. The chart builder makes it easy.

Add formulas to your report by double-clicking or dragging them to the preview
pane. Click and drag filter from list to add fields to the report.

Remember to SAVE your changes to your newly customized report.

*Depending on your access level in Salesforce, you will be able to view some of the reports.
*Users cannot create new reports but they can customize existing reports to fit specific needs.
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How to log into Salesforce Production with ASU Single Sign-On (SSO)

ASU uses single sign-on (SSO) to access many applications and systems on the ASU domain,
including our Customer Relationship Management system known as Salesforce. Once you sign
into My ASU, you can access Salesforce directly from the My ASU homepage.

To access Salesforce from the ASU homepage, perform the following steps:

1. From http://www.asu.edu, click on My ASU.

ARIZOMNA STATE 30 Home Colleges & Schocls *  MapALocations +  Diectory | SIGNIN
UNIVERSITY

L] MNews/Events Academics Research Athletics Alumni Giving President About ASU
Learn to.Thrive )
—_

Find my degree program: Contact my admissions
representative:

@ undergraduate ® graduate

O undergraduate @ graduate

2. Type your ASURITE ID and password in the provided fields and click Sign in.

"ARIZONA STATE
UNIVERSITY

Walk-Only Zones
* make your campus trips safer.

walk.asu.edu
Sign In
ASURITE User ID: | Your ASURITE ID | Activate o Requestan D
Password: Forgot ID / Password?
Sign In ) Remember My User ID
Need Help? Visit the Help Center or call 1-855-ASU-5080 (1-855-278-5080)

System Status | ASU Home | Copyright | Acceptable Use | Privacy
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3. Under the Teaching & Student Support Tools section, click CRM (Salesforce).

@'Alumm STATE y
UNIVERSITY
[ 3 Resources Service Teaching Profile
o Announcements | News | Sports | Arts | State Press Ee Xt
o
- ASL Events | Academic Calendar | Holidays | Payroll Calendar =
Nov 11, 2015 - “eterans Day Dec 25, 2015 - Winter Holiday
L HNov 26, 2015 - Thanksgiving Jan 01, 2016 - Mew Year's Day
Nov 27,2015 - Thanksgiving Jan 18, 2016 - Martin Luther King Day
“ Dec 24, 2015 - Winter Holiday May 30, 2016 - Memarial Day
P View Maore
A
= Teaching & Student Support Tools =
@ Refer a Student Blackboard Course Request
l Clickers @ ASU Book Adoption & Syllabi Management
Grading Policies and Info Curriculum ChangeMaker
I Roster Contacts CurriclNET
Eval & Educational Effectivenass Graduate Admissions File Review
ol Course Evaluations Academic Catalog
Academic Personnal Class Search
Digication ePortfolio CRM (Salesforce)
= |
z

Salesforce will open for you.

4. From the Salesforce Home

your cases by clicking Back to ASU Service in

the upper left corner.

Page, you can get to

Search

Back to ASU Service S

=] Calendar
Unresolved Items

., Helen
B Tuesday December 16, 2014

K- Show Feed

Note: As an alternative method to logging into Salesforce, you can access the site directly by

going to https://salesforce.asu.edu and logging with your ASURITE ID and password.

Want More Training?

Please visit the UTO Training site at http://links.asu.edu/utotraining, then click on ASU

Connections Training in left margin to find more training documents like this one.
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