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If it is not in Salesforce, it never happened




AccountName  Legal Name Phone Account Owner Alj

Auto/Mate _Inc. (618) 371-4331 |jones

Type Support Plan
Standard

jlling State/Province (text only) Billing Country Billing State/Province
MY

Customer United States

O SUPPORT” — MAKE

SURE TC 'CAN BE FOUND UNDER
“VIEW HIERARCHY”

Type Customer
Account Name Dutch Miller Auto Groug

~\

parent) [View Hierarchy]




» ONCE YOU’VE FOUND THE CORRECT DEALERSHIP, YOU WILL NEED TO LOCATE
THE CONTACT WITHIN THE DEALERSHIP IN ORDER TO CREATE A CASE. WE

O MUST CREATE CASES UNDER THEIR ALREADY EXISTING INFORMATION. IF WE

DO NOT, IT WILL CREATE A “BLANK” CONTACT

N
J o KHOW TO CREATE A NEW CASE
b

.-.":.' Contacts |New Contact| Contacts Help 2

Action ContactName  Department Title Position Email Phone Jrd Party Authorizer Most Recent NPS Score NPS Date

Edit gi%siﬂ:in Accounting AP/AR csimpson@dutchmillerauto.com [M] Gmail] (304) 529-2301

Edit Lisa Maynard  Accounting Assistant Imaynard@dutchmillerauto.com [[] Gmail] (304) 529-2301 ext. 1111

Finance General tihenson@dutchmillerauto.com [[M] Gmail] (304) 343-7700

Edit 1.l Henson Executive Manager Manager

Edit JTommy Grubbs Sales F&l Manager F&l Manager (304) 529-2301

Edit EJMandigo E'?ﬁg?ﬁ;e . (304) 529-2301

Show 5 more » | Go to list (60+) »

S~

» IF YOU DO NOT SEE THEM LISTED, YOU MAY CREATE A NEW CONTACT (IT
ALSO HELPS TO ASK THEM IF THEY HAVE CALLED IN BEFORE)



HOW TO CREATE A NEW CASE: FILL OUT THE
FOLLOWING FIELDS

Case Edit Save | Save & Close | Save & New | Cancel

4

Case Information | = Required Information

Account Name \ Auto/Mate, Inc. ‘ Case Owner  Felicia Carpenter

ContactName | Felicia Carpenter IS

Description Information

Subject I ] DevID #

Description ‘ Developer {

Internal Comments Target Version ‘

Feature Set [ _None— v |[; Grade ) [_None--

Root Cause Category | _pNone— v

Additional Information

Case Reason | Application/Module Support ] stage ) [_None— v |
Type | Support Request v | Level [levell v
Priority | Severity 4 v |

Product | nNope v ’ i Status |Open




Contacts

Action Contact Name  Department Title Position mail Phone

Connie
Simpson

Accounting AP/AR csimpson@dutchmillerauto.com [[M] Gmail] (304) 529

Edit




>HOW TO

FOLLOWI

OUT THE

Contact Edit

Contact Information

Contact Owner  Ava Champion

Salutation

Save Save & New

Cancel

First Name

Last Name

Suilix | _None- v

Account Name

I‘ Auto/Mate, Inc.

INACTIVE Contact [

Department ‘ —None-—-

Position

-

Inguiry Type

| —-None--

Phone

Secondary Phone

Mohile

ord Party Authorizer

Reports To

Do Not Call

Satisfaction Score (CSM)
Date of CSM Satisfaction Score

CSM Satisfaction Comments

|(51 8) 371-4331 |

| |

0] If checked, contact will
Emailoptout "1 pot receive marketing

_ _emails |

| | [ 8/27/2020 ]

I = Required Information

—_—




@ Contact History [5] | Activity History [5+] |

Edit Clone | Mapilt SendtoF

:‘E Jennifer Jones [Change]
Felicia Carpenter

o

o report the same issue.

> In this instance, you should check the dealership’s cases to see if there is a current case

created (IE. Sever down)

> If there is already a case, let them know who already reported the issue and that we are

working with them. Give the caller the case number and end the call. Add a comment to the

/ existing case mentioning who else called.



Navigate to the Account or Contact’s page... @

A And simply scroll to the case section Account Detail | Edit ||
Type  Customer
Account Name  Auto/Mate, Inc. [View Hierarchy]

\\; HOW TO FIND EXISTING CASES ,

o

{  Cases 'New Case |

Action Case Contact Name Subject Priority Date Opened Status Owner
Edit| Cls 01106418 Anna Puzier SFE to New Jira Testing Severity 4 8/26/2020 On Haold Anna Puzier
Edit| Cls 01106362 Test Tester JIRA sync Severity 4 8/25/2020 Closed Anna Puzier

Edit| Cls 01105146 Anna Puzier sf testing Severity 4 8/21/2020 Closed Anna Puzier

Edit| Cls 01105129 Test Tester jira test Severity 4 8/21/2020 Open Nik Campbell
Edit| Cls 01105117 Anna Puzier Test Test Severity 4 8/21/2020 Closed Anna Puzier

Show 5 more » | Go to list (50+) »

You may also ask the caller if they have a case number



auto’ Search auto*sales Searcl

"a case under this

account, unless g in that wind down

Account

SISV Zimmerman Ford (SOLD TO Via Carlita, LLC DBA Hawk Ford of St Charles)

>Instead, make a case for the DBA store







