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Introduction

Case Deflections helps Salesforce Community users to search for Knowledge Articles. It provides the related articles based on the
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Helps you to resolve issues
much faster by suggesting

most relevant Knowledge

Articles

]
©
Enable Self-Service to

customers in an efficient way,
by suggesting a quick solution
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Description/Subject. With this the users can get the solutions in no time.
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Enable Self-Service to
customers in an efficient
way, by suggesting a quick
solution

O

Easy creation of Case from
Community and can
Configure the Case
creation form fields

Configurable search fields
selection and the targets
to look for suggestions

As few cases will be resolved
from Solutions, Case Inflow will
be reduced



Configure Case Deflection Component

Components
Open the Community Builder in your Org
CaseSupp Q
Go to Components and then drag the component -
v FILES (D)

‘CaseSupportForm’ wherever you want the case creation page to
W OAMIFICATION (0)
be displayed
v MESSAGES (0)

i . : ,
Similarly Drag the component ‘CaseDeflectionComponent” for « PROCESS AUTOMATION (0)

search Results. v RECORDS (0) E
In this Org we placed it under ‘Contact Support’ Page Vv SALES (0)
v SUPPORT (D)
“w TOPICS (0)

W CUSTOM COMPOMNENTS (1)

[ﬁ CaseSupportForm

Get more on the AppExchange
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Contact Support

1. Login as a Community User

2. Click Contact Support button on the Home page

epam

LY X ]
*ss  HOME TOPICS v

WELCOME!

A place whers vou can sasily find solutions and ask guestions

ASK.A QUESTION
FEATURED DISCUSSIONS MY FEED

Don't see what you're looking for?

ASKAQUESTION CONTACT SUPPORT
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Case Creation

3. Case Creation Page will be opened :

Case Creation Page:

The fields to be displayed for this page can be controlled from the
Fieldset :

For Logged in Community User ‘Case Support Form Fields” under
Case Object

For Guest User ‘Guest User Case Fields” under the Case Object
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Drescription

Subject

Case Reason

--Mone--

Priority

Medium

Case Type

--Mone--

Create new

CREATE A CASE



Searching for Articles

1. While creating the case when
you start typing under
Subject/Description fields you
can see the results on right side
of the page (The place where
exactly you have placed the

‘CaseDeflectionComponent’ )

2. Click on the Article to see the

Preview

3. Ifthere are no Articles related to
your Search then you may go for

Creating a Case.
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HOME  TOPICS v

CREATE A CASE / NEED ANSWERS FAST?
— g 2 Check out these articles..
supject Help
Help on Product
Description
Help on Signup
Priority Medium v Login lssues Help Document
Create new Helpful Features

&

Configurable Search criteria and target.




Article Preview

1. Upon clicking the related Article you can see the Preview

Helpful Features

v Information

Helptul Features Help Video

Changing Your

Inbox View
What It Does Bb 7 Features in 'New Gmail' That Actually Make Sensel
This ane in't a new feature, [} et Suggested

but you 'l be prompted to

Knowledge
Article view

make this cholce once you
enable the new Gmail format.,
AL this polnl, you'll be offesred
three inbox clsplay

opticrs: Default, Comfortable. |
and Compact

How You Can Use It

The Comfoetabie format has
your homepage show you
fewer emalls at a time, but
with more white space. The
Compact format fits more
emalis on your homepage bt
a5 a dlightly less eye- pleasing

wall of text

The Default viewis
compromise between the two,

and it's likedy your Dest pick v
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Configuring Search Fields

Default Search field considerations are as follows :

*  ‘Subject’ field for Guest User

*  ‘Description” and ‘Subject’ fields for Authenticated User

* You can customize the fields to be considered for search through Custom Metadata ‘Community Configuration’. Include the

fields separated by comma.

Community Configuration (Managed) T
s Back to Lists Community Configarataon
A Thig Communily Configeralion i@ managed, meaaning hal you may only edil cerlain alnbwules. Digplay Mors Indoomalion

Community Configuration Detail Edit || Cluns

Label  Awthonzed User Knowledge Search Fizlds Frotected Componesd

Communety Lomhgurshion Hams L =4 o arch_ﬂ!lds Mamespacs Frehx cagedef
KEriowledge Searchabide Field I Descrghion; Subject I

Creaded By Lasi Modified By

Edit | | Clone
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Thank You!



