ess Setup Home Object Manager

SETUP > OBIECT MANAGER
Case

Details

Fields & Relationships
Case Page Layouts

Case Close Page Layouts
Lightning Record Pages
Buttons, Links, and Actions
Compact Layouts

Field Sets

[ 4

Fields & Relationships
46 ltems, Sorted by Field Label

ype ype
Urgency Level Urgency_Level_c
Web Company SuppliedCompany
Web Email SuppliedEmail
Web Name SuppliedName
Web Phone SuppliedPhone

Q, Quick Find ] ‘ New Deleted Fields Field Dependencies Set History Tracking }

@

FICKIISU v |y

@)

Picklist v | -

—— Qo

ao

Text(80) @'

Email |
Text(80)

Text(40) !



Q. Search Setup

ees  Setup Home = Object Manager

[~]

M

?

{ Q, email-to J

v Feature Settings
v Service

Email-to-Case

Didn't find what you're looking for? Try
using Global Search.

SETUP
Email-to-Case

l 6 After you enable Email-to-Case, you can't disable it, but you can update its settings.

Enable Email-to-Case v

Notify case owners on new .4
emails

Let reps move emails

-

Enable HTML email

Set case source to email

NN K

Save Email-to-Case attachments
as Salesforce files

Eliminate duplicate email 3
attachments

Invoke triggers on status
change from New to Read

Reply with new content only

=

Send Emails from Cases




EEE Setup Home Object Manager v

Q, email-to

v Feature Settings
~ Service

Email-to-Case

Didn't find what you're looking for? Try
using Global Search.

SETUP
Email-to-Case

Let Salesforce notify email senders when there's an error during Email-to-Case processing.

Notify senders about Email-to-Case processing errors v 4

Routing Addresses | New | Email2Case v|
Action Source Routing Name Case Owner Email Address Verification Controlled by Permission Set Outbound Service Email Services Address
Edit | Del Email2Case %TD% i %I:}HD% i Igoniefetoborebernard@gmail.com Verified Mo Salesforce ;?;nn;gge;g?:\zﬁggi;dsg:;gg; ":g:i
Edit | Del Email2Case ;Zﬁer g;:;_ﬂer eomamuyovwi@@gmail.com Verified No Salesforce gggI;;en:;21;@1?2—521975\;2;2?;3:2
Edit | Dol Email2Case % W efetoboreigoni@gmail.com Verified Mo Salesforce %iﬁ%‘%ﬁ%&é




Service Console Cases ~ @ 00001020 | Case ~ % | @ OpenCases by Queue ~ X | [l 00001033 | Case ~ X @ 00001043 | Case w X
Cases
O Al I Open cases - ® ( New ‘ Change Owner ‘ Printable View ‘ Assign Label )
. . . ) ) [Q Search this list.. J @ = @ @ @
2 items - Sorted by Case Number - Filtered by Date/Time COpened, Closed - Updated a few saconds ago
D Case N... * v | Contact Name v | Subject ~v | Status ~ | Priority » | Date/Time Opened v | Case Owner Allas ~
e ) e S LETNY JULIS 1L MLV, A3a00 V) PEIUUIURE NG, UYITU, WIGITS, U LHIGL TG VUL ITITIT., Fvaey L LM By 1 UBUIITE JUPRUTL \a
43 () 00001068 Action: Let Cora Health know how your symptoms have improved now it's been 3 months sinc New Medium 26/05/2026, 13:15 Customer Support @
44 (7] 00001069 I'm Happy 1o Join You on Your Chess lourney New Medium 26/05/2026, 13:53 Customer Support '9
45 D 00001070 Take a look at these popular picks —get £15 off New Medium 26/05/2026, 15:02 Customer Support @
46 D 00001071 New Medium 26/05/2026, 16:06 Customer Support ®
47 () 00001072 New Medium 26/05/2026, 16:02 Billing Support @
48 D 00001073 Billing |ssue New Medium 26/05/2026, 16:10 Billing Support @ a8
49 (] 00001074 Finished High 26/05/2026, 16:15 Technical Support '® @
50 D 00001075 New Medium 26/05/2026, 16:18 Technical Support @
51 D 00001076 New Medium 26,/05/2026, 16:22 Customer Support @ I
52 D 00001077 TLC21tt, Your Opening Moves Are Ready New Medium 26/05/2026, 17:52 Customer Support @ v

D History



ses  Spaty p Home

Object Manager

Q que

v Users
Queues
v Data

Mass Transfer Approval
Requests

~ Feature Settings
v Service

Customer Contact
Requests

~ Einstein
~ Einstein Search

v Search Manager

Queues

Help for this Page &

Queues allow groups of users to manage a shared workload more effectively. A queue is a location where records can be routed to await processing by a group member. The CD
records remain in the queue until a user accepts them for processing or they are transferred to another queus. You can specify the set of objects that are supported by each
queue, as well as the set of users that are allowed to retrieve records from the queue.

View: [All v | Edit | Create New View

A|B|G DN E|F|G|H|I

Q)

J|KILIM|N|O|P|Q|R|S|TIU|V|W|X|Y|Z| oher i S8

Action

Edit | Del
Edit | Del
Edit | Del

Label *
Billing_ Support
Customer Support

Technical Support

Queue Name
Billing_Support
Customer_Support

Technical Support

| New

Queue Email
igoniefetoborehermard@gmail com
eomamuyovwi@gmail.com

efetoboreigoni@gmail.com

Supported Objects
Case
Caso

Case

Modified By Last Modified Date @
lgoni, Efetobore(support Manager) 24/05/2026, 13:49
lgoni, Efetobore(support Manager) 24/05/2026, 18:00
lgoni, Efetobore(support Manager) 24/05/2026, 13:57




EEE Setup Home Object Manager v

Q, assignme

v Feature Settings
v Marketing
Lead Assignment Rules
v Service
Case Assignment Rules
v Topics

Topic Assignment Triggers

Didn't find what you're looking for? Try
using Global Search.

SETUP

Case Assignment Rules

Rule Detail
Rule Name
Created By

Edit

British Gas Case Assignment Rule

Efetobore(support Manager) Igoni, 24/05/2026, 14:00

Edit

Active v

Modified By  Efetobore(support Manager) Igoni, 24/05/2026, 14:08 m
@

Rule Entries

Action Order

Eat| Dai
Edit | Del E]
Edit| Del |3

[ New | | Reorder|
Criteria
Case: Issue Catsgory EQUALS Billing
Case: Issue Category EQUALS Technical

Cas=: Issus Catsgory EQuUALs General Enquiry

Assign To

Billing Support
Technical Support

Customer Support

Email

v
v

Qo
oo
h

©



= Flow Builder B FRTF High Urgency Updates Priority - V2 w

[(m] H al ‘ ‘ @ H o] H Auto-Layout w Last saved on 24/05/2026, 20:11 ‘ Run ‘ Debug H View Tests Save As New Version ‘ v | ‘ Deactivate

>

Record-Triggered Flow
Start

Object: Case Edit
Trigger: A record is created or updated
Conditions: 1

Optimize for: Fast Field Updates

? Cpen Fow Trigger Explorer for Case

Set Priority to High
Assignment

I a8

¥ 0
O -~



»

. [0_ Search.. J @ S A 2?2 & A 6

i Service Console  Cases v i 00001020 | Case v X | &) OpenCasesbyQueue ~ x [l 00001033 | Case v X | 00001043 | Case v X "l 00001077 | Case v X

sen

&

) Case Detail ®‘ Case - ® Milest
S o TLC21tt, Your Opening Moves Are Ready €S b .

Case Number Case Owner Mo milestones to show.

00001077 Customer Suppart

P Show More
Status Priority Venking Eilata Finished Acnesd
New Medium

Subject Status: New + Mark Status as Complete Related
TLC211t, Your Opening Maves Are Ready elate
Description
Here's the best way to start your chess journey! R -
Feed Details O Attachments (0) ':'J'
errr— -
Your Opening Moves * = Reguired Information
I\_ 2, Upload Files _
Create Your Account !
Congrats! You've selected TLC2 1tt as your username Case Qwner " Status ) Or drop files :
and Beginner as your skill level. Customer Support ( Finished '] S s it )
2 2 x
Play Martin i REe @ We hit a snag. J
Play a low stress game al your own pace against our 00001077 . . 7
mast popular chess bot. Review the following fields '] 0 Achwty HIStOFy (0) T/
» Resolution Mates
Play Martin Contact Name P
! = —
Try a Chess Puzzle - @ ( Cancel /'I o Open Activities (1) >
. Arrasimt Mlaman Fantnrt Domnil g

® History

[ 2

Qo
‘ ao

®



Service Console Cases | @ 00001020 | Case v X | (@ OpenCasesby Queue ~ X @ 00001033 Case wv ¥ 800001043 | Case v X

Cases

O al Open Cases ¥ (¥

(New ‘ Change Owner ‘ Printable View ‘ Assign Label)

BB eI00dL

: . . [Q. Search this list..
51 items » Sorted by Case Number « Filterad by Date/Time Opened, Closed = Updatad an hour ago

D Case N... T v - Contact Name v | Subject ~v | Status ~ | Priority ~ . Date/Time Opened v [ Case Owner Alias v

S wwwuiowu LIMUSE JUUL 1ITYY UGV Lap iR v e S uspe ey et CLSULTIEE JURR L Py

42 (] 00001067 MNew Medium 26/05/2026, 13:03 Customer Suppaort @

43 [] 00001068 MNew Medium 26/05/2026, 1315 Customer Suppart @

44 ] 00001069 New Medium 26/05/2026, 13:53 Customer Support @'

45 C] 00001070 New Medium 26/05/2026, 15:09 Customer Support @

46 (] 00001071 New Medium 26/05/2026, 1€:06 Customer Support @

47 (] 00001072 MNew Medium 26/05/2026, 1609 Billing Support v) a6
48 (] 00001073 Mew Medium 26/05/2026, 1&210 Billing Support @ @
49 D 00001074 Finished High 26/05/2025, 16:15 Technical Support @

50 D 00001075 New Medium 26/05/2026, 16:18 Technical Support @ I

E1 D 00001076 Eid al-Adha Public Holiday MNotice New Medium 26/05/2026, 16:22 Customer Support @ -




. [QSea:LIl... ] @ & A ?2 0 A 0

Service Console Cases s @@ 00001020 | Case v ¥ (@ OpenCases by Queue ~ X @@ 00001033 | Case ~ ¥ | @8 00001042 | Case v ¥

Cases

5 Bl”lng Support = @ (Ncw ‘ Accept ‘ Change Owner ‘ Printable View ‘ Assign I.abel)
items » Sorted by Case Number « Updated a few seconds ago [Q S e, ] (:@ @ @ (:a @

D CaseN.. * v . C... ~v | Subject v | Status v . Priority . Date/Time Opened s (Case Owner Alias  ~
1 (] 00001027 Finished High 24/05/2026, 15:06 Billing Support @
2 [ 00001028 Finished High 24/05/20286, 13:37 Billing Support @
3 [C] 00001029 Finished Medium 24/05/2026, 15:41 Billing Support @
4[] Co001072 Billing |ssue Mew Medium 26/05/2026, 16:09 Billing Support @
5 (] 00001073 Billing |ssue New Medium 26/05/2026, 16:10 Billing Support @

oo
{v]




&

L Q, Search..

EEE Service Console Cases v @@ 00001020 | Case v X (@ Open Cases by Quete  x @ 00001033 | Case v X [l 00001043 | Case v X
Cases
0 TeCh n | Cal Sup po r_t ® @I If New ‘ Accept ‘ Change Owner ‘ Printable View ‘ Assign Label )
— —
4 items - Sorted by Case Number - Updated a few seconds ago [Q earch i ety ] @ Q;J l"
D CaseN... * v | C.. v | Subject v | Status ~ | Priority v | Date/Time Opened ~w | Case Owner Alias v
1 [:] 00001020 MNew Medium 24/05/2025, 15:45 Technical Support @
2 [:] 00001021 [Gmail Forwarding con New High 24/05/2026, 16:37 Technical Support @.
3 [:J 00001074 Technical Issue Finished High 26/05/2025, 16:15 Technical Support @.
4 (7] 00001075 Technical Problem New Medium 26/05/2026, 16:18 Technical Suppert @




© customer Support® @)

38 items = Sorted by Case Number = Updated a few seconds ago

Service Console

Cases

C...

Cases

e

& 00001020 | Case

w

=

) Open Cases by Queue v X

@ 00001033 | Case

v

®

& 00001043 | Case

v AR

(Ncw ‘ Accept ‘ Change Owner ‘ Printable View ‘ Assign I..abel)

[Q Search this list...

Date/Time Opened

(] Cas.. i~ v | Subject ~ | Status ~s | Prior.. w Case Owner Alias
i (0 oooot03s New Medium  24/05/2026, 18:12 Customer Support <=
2 (] 00001037 Finished ~ Medium  24/05/2026, 21:03 Customer Suppart )
3 (J 00001038 New Medium  25/05/2026, 06:03 Customer Suppart )
4 () 00001039 New Medium  25/05/2026, 06:16 Customer Support )
s () 00001040 New Medium  25/05/2026 07:46 Customer Suppart (v
6 [ 00001041 New Medium 25/05/2026, 07:47 Customer Support Gﬁ
- ap
oo
7 (] oooo1042 New Medium 25/D5/2026, 08:12 Customer Support G’)
8[| 00001043 New Medium  25/05/2026, 10:18 Customer Support L\_JG
9 (] 00001044 New Medium  25/05/2026, 11:04 Customer Support (x)
10 (] 00001045 New Medium 25/05/2026, 11:53 Customer Support et
= — e m——— - - - a e i el R x4 o Vi § b g



Repart Cases
@ Open Cases by Queue

Shows open Cases by queue for workioad monitoring and support management

[[Jcaseowner + [¥] | AccountName (¥] Subject

Service Console Reports v | @@ 00001020 | Case v ¥ | (D Open Cases by Queue ~ X | i Open Cases by Queus v X |

(*] Date/Time Opened (¥] Age (¥] Open (¥] Closed [¥]

() Billing Support (2) = "Billirlg Issue 26/05/2026, 16:09 2 |
% Billing Issue 26/05/2026, 16210 2 O

Subtotal

() Customer Support (37) | - TLC21tt Your Opening Moves Are Ready 26052026, 1753 o =
- Eid al-Adha Public Holiday Notice 26/05/2026, 16:22 2 |
= Summer in comfortl FREE delivery tomorrow 26/05/2026, 16:05 b O
2 Take a look at these popular picks — get £15 off 26/05/2026, 15:09 3 O
- Action: Let Cora Health know how your symptoms have improved now it's 26/05/2026. 1315 5 |

been 3 months since your freatment ended

= I'm Happy o Join You on Your Chess Joumey 26/05/2026, 1353 4 O
- Choose your new Surface Laptop 26/05/2026, 1211 6 ||
- 25 new jobs in kingsmoor, (sa68 0), pembrokeshire, dyfed, wales, uk that 26/05/2026, 13:03 5 =

match your preferences

(7 i) @ @ ) @




. [Qﬁeaﬁ:h... J (E}) 0 2 7% A 0

2s: Service Console Reports v | H Finished Cases byls... v X |

@ E??lnigl'{l:;s;sCases by Issue Category (-f Enable Field Editing ) @ o @ @ ( Edt \ v)

Shows finished Cases by Issue Category for performance tracking and issue analysis

(Jissuecategory  [¥] case Owner [*] AccountName (¥] Subject (*] Datermime Opened (] Age (¥] Open (¥] cilosed (¥]
(-6 Billing Support . Billing issug with latest gas bill 24/05/2026, 15:41 51 O
Eilling Support - (Gmail Forwarding Confirmation - Receive Mail from 24/05/2026, 1506 51 O
igoniefetoborebemard@amail.com
Billing Support E> [Gmail Forwarding Confirmation - Receive Mail from 24/05/2026, 1537 5 2
igoniefetoborebemard@gmail.com
Efetobore(support Manager) lgoni = Technical Support 24/05/2026. 1718 49 O
Customer Support = People Suppor is hiring for Domiciliary Care Assistant + 26 new care 24/05/2026, 21:.00 43 | a8
assistant jobs in Swansea, Swansea =
Technical Support - Technical Issue 26/05/2026, 1615 2 O @
Subtotal '
Total (€) v
L. W2

Row Counts (@ ) DetailRows (@) Subtotals Grand Total

® History



EEE Service Console Dashboards v i Finished Cases by Is... v X | @ Open Cases by Queue v X

W UPEIl Ldastes DYy Wueue

\izuzlizesz open Cases by queus for reald

As of 25 May 2026, 19:38- @ -Viewing as Efetobore{support Manager) lgoni

® History

Open Cases by Queue

s =
=
[+]
o
o
5
3
(i

View Report (Open Cases by Quete)

me workload and support monitaring.”

fol
LA
[1+]

1)

a

As of 25 May 2026, 1938

Finished Cases by Issue Calegory

View Report (Finished Cases by lssue C

Record Count

D e &

As of 25 May 2026, 1933

iv]

oo

A% .

©®



