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Welcome to Salesforce Recruitment & Case Management Training

Technical Assistance email: salesforce.support@asu.edu
Salesforce: https://salesforce.asu.edu
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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.

Why Salesforce?

ASU is implementing Salesforce across the university to:
e Deliver information that is student-centric.
e Answer student’s most frequently asked questions.
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e Ensure students have a consistent and positive service experience.
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Key Terms
The following are some terms you will hear referenced frequently throughout this document.
Terms Definition
Lead A lead is a prospective student that has been acquired through a purchased list or similar means. This
person has shown an interest in attending college but has not contacted ASU. (Suspect)
A Contact is a person who has a relationship with ASU. (Prospect (Applicant/Admitted or Bi-Demo
Information)
A Contact Record contains demographic information, case history, and other related data on the
Contact prospective student and is created by:

e  Nightly PeopleSoft Import

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

e  New Prospect manual data entry

Opportunity

Opportunity is the recruitment record with the term, type (First Time Freshman, Transfer) and stage
(Prospect through Enrollee) of the student. The record includes application information and critical
enrollment actions like housing, deposit, and orientation.

Case A case record is where student communication is received and responded. Case is also where web form
submissions and all student service issues are managed.
Stage The stage is the status of an Opportunity. As the application is submitted and processed, the stage will

be updated through the PeopleSoft import.

Functional Group

The Functional Group is a department or college.

Category

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

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 by you

Case List
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
An object is a specific type of information you can store in Salesforce. For example, the Contact object
Object allows you to store demographic information about students who have completed an admissions

application. For each object, your organization will have multiple, specific records.
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Overview of the Recruitment Life Cycle

LEAD : : ' CONTACT RECORD
(Susp&ct} Codniest Lead to a Contadt

(Email customer, Write case
notes/post, and Log a Call)

Contact Opportunity
Name, Email, Address, Phone,

Birthday

Deceased Application Information
(Program, Plan)
Email Opt Out, Do Not Call

Parent Email International Student
Event Attendance

Interests Military Status (self-reported)
Scholarships

Source List Enrollment Deposit, Housing,
Orientation
Marketing/Communication Campaigns

Previous Education MMR on File

Test Scores

Barrett Application Details

Recruitment Call
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Leads

A Lead record is a prospective student who has not made contact with ASU. Their information was
acquired through a purchased list such as the GRE testing site, TOEFL testing site, or the National Name
Exchange. A Lead has not contacted ASU nor completed an Admissions Application. Leads are imported
by the Salesforce Recruiting Support team. Mass communication campaigns are sent by the Enrollment
Services Communication department to provide information about ASU and its programs.

Contact Records

A Contact record contains information about a person who has a relationship with ASU. This person may
be a perspective student, a student applicant, a student, an alumnus, an employee, or a courtesy
affiliate. There are two types of Contact records: Salesforce Mastered and External Mastered. Salesforce
Mastered Contact records exist only in Salesforce. Information has been acquired from the prospective
student contacting ASU. They do not have a previous relationship with ASU. External Mastered Contact
records have been imported from PeopleSoft.

Contact
Contact

2/ Tami Test Test
Sally Student
Show Feed
Show Feed
Cases[0] | StudentGroups[5+] | Service Indiestors [1]
Caszes[1] | Contact Opporunities[f] | Lead Interests[1] | Oper Open Actvities [0] Activity History [0 HTML
Siverpop Email Activities [5+] | Campaign History [5+] | Previous Education u
. Contact Detail Edit | | Delete | | Sharin
Contact Detail Edit | | Delete | | Sharing K. |

Name Tami Test Test

Sallv Stude
Name Sally Student Middle Name

Middle Name Suffix
Suffix EMPLID 1204230295

CAP Possible ASURITE ID¥ ttest10
Self-Service PIN 980,016 AP
PIN lockout CAFP Possible
SEED
¥ Contact Details SEED Eligible
Do Not Call Thunderbird Teach-out

Mobile
Fhone (623) 555-1212 Y

Work Phone

¥ Contact Details
Contact Preference
Home Phone

Work Phone

¥ Address Information Mobile

Mailing Address 111 E. Marth Drive Lecal Phone
Tempe, Arizona 85287

¥ Address Information

Mailing Do not send
Address tempe, Arizona 85287

Died Satec

The main differences between the two record types are that the External Mastered Contact record will
have an EMPLID and an ASURITE. Many of the fields are not editable on an External Mastered Contact
record because the data can only be updated within PeopleSoft.
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Opportunities

When a prospective student contacts ASU, an Opportunity record is created. Prospect records can be
manually created using a data entry or created through an import such as the submission of a web form,
event attendance, or test list. Once the prospective student submits an Admissions Application, more
information will be viewable. (Application Information; Enrollment Deposit, Housing, and Orientation
status)

Opportunities have the following stages:

GRAD APP STATUSES

UNDERGRAD APP STAGES

Prospect

Prospect

Applicant - Incomplete

Applicant - Incomplete

Applicant - International Review

Applicant - In Evaluation

Applicant - Low English Proficiency

Applicant - Individual Review

Applicant - Pending Letters of Rec

Applicant - Post-Eval Info Required

Applicant - In Committee

Applicant - College Review

Applicant - In Review

Applicant - Withdrawn

Applicant - Ineligible

Admitted

Applicant - Deferred Decision

Admitted — Conditional

Admitted

Admitted - College Review

Admitted — Conditional

Enrolled

Admitted — Leave of Absence Denied
Admitted — Deferred Withdrawn
Enrolled

Denied

Withdrawn

Discontinued

An Opportunity will list a specific term, type and stage. An opportunity with an application will have
additional app information. Most of the fields are not editable on an application record because the
data source is PeopleSoft. An application can only be managed inside PeopleSoft.

Graduate Recruitment can have multiple opportunities for each program/college the student shows
interest in. If the student shows interest in a different plan, please create a new opportunity as
applicable. It is not necessary to create a new Prospect application if one exists already.

Undergrad Recruitment, you can update the term and interest on a prospects opportunity. It is best to
update this record as you communicate with the prospective student. If they show interest in a different
term or plan, please be sure to modify this record as applicable. It is not necessary to create a new
Prospect application if one exists already.
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Service Console

Global Search
Q,. Search Salesforce

Objects

I—Nl Open - College of ASU - Training ] - Case List View = . 7
Refresh
Change Owner | Take Ownership “3] ABCDEFGHIJKLMMNOPQRSTUV WX|Y Z| Other TAll
ACTION CASE RECORD OWNER CASE NUMBER SUBJECT CATEGORY SUB-CATEGORY CONTACT NAN
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

Prospective Student Records

The following steps and process will be the same for entering New Prospect information, including
Contact Cards and Events.

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 b |

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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Search Results for Prospective Student

When entering a new opportunity into Salesforce, it is best to see what type of information currently
exists about the prospective student. Using the searching method previously described, first to see if the
prospective student exists within Salesforce. If they do here are the things to review:

After conducting a search there are four possibilities of what you will find:

Existing contact with current contact opportunity
Existing Lead - Convert a Lead (Suspect) to a Contact record and add an opportunity
Existing Contact with no Opportunity or outdated Opportunity

il

No Lead or Contact record exists
Existing Contact

1. Click on the Contact records on the left side.

Contacts (21)

Ao Rume Prons Ermasd Direcicry Emall
AT
'."_;'___ A -G8  adam by ey

a L ol v iR Tl (®
] e
[E e

— corucn rrsndiany 8 snidey carsen fransnaay

Chares
Trade!

hihipt_ by Suiy ey £ iRy
Centaces (1) |

5 T

Contacts [24)

2. Choose the contact who has asu.edu for their email address.
Use your departmental business process to verify the identity Jodu Home_| oo
of this person. .

e e LT

Contacts (21)  Show Fiters
3. Once you locate the student you are looking for, click on the
contact name to open their record.

Action Naj Phane Email

(480) B65-6691 A lrAinsEhas. i

Trainar

4. From the contact record, you can review the student Case History and Recruitment
information by hovering over Cases and Contact Opportunity.

9
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& Trainer* [ Adam Trainer + & Trainer* [ Adam Trainer +

Contact

Contact .
Adam Trainer

Adam Trainer

M- Show Feed

b w Feed
@ﬁ& Contact Opportunities [11 | Open Activities [0] | Activity H Cases [5+] Contact Opportunities [1] ’Oosn Activities [0] | Activity History [21 |
——
Cases New Case Contact Opportunities
Action Opportunity Name Type International Student Stage Term Col
Action Case Subject Status Priority Fung §
Edit  Adam Trainer-  First Time Prospect 2015
Edit | Cls 01114931 Can you help me? New Normal Fina 2015-10-09 Freshman Eall
4
Edit| Cls 01114930 Howdol reset my New  Normal Collg]
password Trair}
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Existing Lead — How to Convert a Lead to a contact and add an Opportunity

Using the Global Search, you will be able to see if there is a record that exists in Salesforce.

For this example, a search for landon carter was performed. We have located the student’s name in the
Lead record section.

1. Click the Edit link to access the record.

Leads (1) ShowFilters

Action MName Lead Record Type Email

Edit Landon Carter Frospective Student landon.carter@cabulldogs.org.uat

Lead Edit

Landon Carter
2. Check the box Convert Lead: Perforn

Conversion. Lead Edit e save | |Cancel
Lead Information
First Name --None-- ¥ Landon
Last Name |Caner
Middle Name
3. Click the Save button. Suffix

Convert Lead: Perform
Conversion

4. The page will refresh and display a link to the new
Contact record. Click on the name to view the new Converted Lead
Contact record.

This lead was converted on 10/21/2015.

Contact: Landon Carter
ccount: Landan Larter

11
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5. Create an Opportunity for the new Contact record:

To view the quick action button, click on Show

Contact

Landon Carter

Feed.
- Show Feed
A. For Undergrad, Select “Graduate Cases [0] | Contact Opportunities [0] | Open Activities [01 | Activity H
Prosepcet” quick action button. Contact Detail i
“ ” . . Naine  Landon Carter
B. For Grad, Select “UG Prospect” quick action wde Name | G
button.
; Contact g Contact
=1 Landon Carter = Landon Carter
Jp- Hide Feed Ji Hide Feed
@ Post -» Graduate Pro... ») UG Prospect More - g Post ) Graduate Pro... | () UG Prospect More «

12
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Existing Contact with no Opportunity or an outdated Opportunity

For this example, a search for Landon Carter was performed. We have located the student’s name in the

Contact record section.

)

Contact

Landon Carter

Show Feed

Cases [0] |

Contact Opportunities [0]

Existing Contact w/
No Opportunity

| Lead Interests [0]

1. To Add the opportunty, click on Show Feed to reveal the

quick action button.

A. For Undergrad, Select “Graduate Prospect” quick

action button.

Contact

Landon Carter

Show Feed

Cases [0] | Contact Oppertunities [0]

B. For Grad, Select “UG Prospect” quick action button.

Contact

Landon Carter

Hide Feed

™ Post

) Graduate Pro...

& UG Prospect

More

Contact

Hide Feed

& Post

) Graduate Pro...

Landon Carter

) UG Prospect

More

13
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Graduate Opportunity

1. Click on the magnifying glass to look up your college name.

2. Type in the name in the Search box.

3. The college names are formatted in the same manner as they are in PeopleSoft. College is a
required field. It is the item that links the prospective student to your college.

- Contact

2/ Landon Carter

- Hide Feed

B Search - salevlorcecom - Unbmited Edibon - Google Chrome

@0 Post | () Graduate Pro... &) UG Prospect More » | 8 https//asu--uatcslLmy salesforce com, "|
' ' @ Lookup

College J

O\ 6 If you are unable to find you college, please click the link

“Show all results”
Type
B '
~Nong-- i |Liberal® Go! -
< Clear Search Resulls

Academic Plan Search Results

Q All results are shown. Reapply critena
T Program Name Career Program Code Program Status

erm
~ Liberal Arts & Sclences Graduate GRLA v
Q
Liberal Arts & Sciences Undergraduate UGLA v
Lead Source
Maone
Lead Source Subtype
MNone.
R 2 |
@ Post =) Graduate Pro... () UG Prospect More «
4. Complete the Type, Academic Plan, and
Collage

prospective enrollment Term, if known.
The Lead Source is also a required field.
It is a drop-down picklist. The Lead
Source Subtype describes the source in
more detail.

5. Click the Create button. The
Opportunity record will appear in the
Chatter field

6. Scroll down on the page of the Contact
record to add special interests.

Liberal Arts & Sciences

Type

Mastars

Academic Plan
Tech(Av Mat/Human Factors)

Term

2015 Fall

Lead Source
--Nona--

~None
College Fair - Int
Caollega Fair - US
Email
Employee Reforral
Evenl

Phone Call |
Tast Scores

Walk-in
Web Form
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Undergraduate Opportunity
1. Click on the magnifying glass then the dropdown to look up student interest Term and Type.

- Hide Feed
Post [ UG Prospect § Graduate Pro... il File 4
> < @ i @ Follow
* Term | Followers
! Mo followers
*Type =
--Mone-- i

International Student

2. Click the Create button. The Opportunity record will appear in the Chatter field.

Q | Show All Updates

» Jil Newperson-2014-12-04 — Jill Arseneault created an opportunity .

Gt JI Mewperson-2014-12-04
lame: JIll Newperson-2014-12-04

Opportunity Name: J
Stage: Prospec
Close Date: 1244/2015

Account Mame: JIll Newperson

Scroll down on the page of the Contact record to add special interests.

15
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No Lead or Contact Record Exists

If after you perform the Global Search for the prospective student and you do not locate and existing
record for that student, you will will be able to create both a contact record and an opportunity record
using the New Prospective Student page.

Every contact record has a corresponding account record. The Salesforce platform is configured to
manage customer relationships with businesses. Having this structure, the account record would contain
the business, company, or corporation information. The contact record would be the employees of
those businesses. Since we are unable to create a contact without an account, you will see these
records. However, the main source of bio demographic information about a prospective student is the
contact record.

Create a New Undergrad and Graduate Prospect Record

Click on the objects dropdown and Select New Prospect Student. Cases v
Cases /d
The “New Prospective Student” page is separated into 3 sections: Contacts
Reports
e Contact Information [ Dashboards
[ Home
e (Career Selection @ Chatter
Opportunities
hd Select a Case or Event MNew Prospective Student

Contact information

Enter these required into the contact information area: First Name, Last Name, Email and one of these
two fields: Phone or Zip Code.

Contact Information

You must fill out these required fields in order to save the prospect: First Name, Last
o o :

Name, £
First Name I Email I
Last Name I Phone
Gender | —MNone—- ¥ | Mobile Phone
Birthdate mm.fdd.fyyyy [12/15/2015] 5MS5 Permission
Mailing Country --None-- v Country of Citizenship Q

Mailing Street

Mailing City

Mailing State / Province v

Mailing Zip/Postal Code

16
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Career Selection

The New Prospective Student form now contains the option to choose Undergraduate or Graduate
Career. This is a required field. Depending on the Career selected, new options will appear on the form

that are specific to the selected career choice.

Undergraduate

Under the Undergraduate Opportunity Information section, complete the fields and checkboxes as they
apply to the student’s situation. The fields include Term, Type, Military Status, Interested in Online
Degree, International Student, Previous Institution and Interests.

Note: It is best practice to always add the student interest, to ensure the student is included in interest
based messaging and receives relevant content.

Select Career || ndergraduate v

Undergraduate Opportunity Information

Term I CL Interested in Online Degree
Type I _-None-- v International Student
Military Status _-None-- ¥ Previous Institution Q

¥ Interests (Optional)

Interest - Selecta type, and then an interest:

Selectan option: | --Select-- A

Graduate

Under the Graduate Opportunity Information section, complete the fields and checkboxes as they apply
to the student’s situation. Military status is tracked on the prospect’s opportunity. Academic plan is
populated based on the College selected.

Select Career Graduate v

Type | —None—| v
College I — None - v Academic Plan v
Interested in Online Degree Term Q
International Student Military Status —-None-- ¥

Select a Case or Event

The Select a Case or Event section is located at the bottom of the form. The case or event is used for
source tracking. You must enter either a Case OR an Event, not both. Select the type of interaction you

17
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had with the prospective student, Case or Event. The case allows you to log an interaction with the
student; the event adds the student to an event.

If creating a case; enter the Origin, Functional Group, Category, Subject and Description. Remember, the
Subject and Description are visible to the student in the Service Center, so enter accordingly.

If adding an event participant; search the event using keywords such as event name, type or category
and select the event from the search results and click “Select” next to the event. To create events, send
the Event details (Name, Type, Location, Date, Time) to recruitmentcrm@asu.edu or create a Salesforce
case and assign it to the “Enrollment Services ISD” functional group.

Select a Case or Event

Case Ewvent
Crigin: Notes
--Select-- v :
Subject:
Functional Group:
--None-- v
Description:
Category: L

v

Sub-Category:

v

Creating New Cases

Four ways a Case can be created:

e My ASU Service Center (By a Student)

e Manually created (Walk-in or Phone Calls from Student or customer)
e An email is sent to your departments alias

e Transferred to you from other departments

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.

18
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Finances Service Center Campus Services Profile
o My Classes
B raior Spring'15  Summer'15] Immediate Assistance

vou are notred  PlE@se contact us if you need immediate assistance. We're availa
Use the Ci:

L Phone 1-855-ASU-5080 24/T Live Chat -
5
£

-

Registration: Class Search Books Blac

My Cases
Academic Calendar | ASU Events | Sports Ca

el

Save time and submit your question or support requast cnline.

New Case

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

My Closed Cases
You do not have any closed cases.

Manually Create a New Case

A prospective student walks into your office to get support or you receive a phone call or perhaps an
email from them directly.

Contact
1. Determine that an opportunity has been £/ Adam Trainer
created Show Feed
A. If an opportunity has not been created Cases [5+] || Contact Opportunities (1] || Open Ad
you will need to create one before () Contact Opportunities
prOCeeding. Action Opportunity Name Type International Student
B. Hover over Contact Opportunities Ft - fdam Trainer-201505- st e

19
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Contact

2. Click on the Opportunity Name

Show Feed

2/ Adam Trainer

Cases [5+] |

Contact Opportunities [1] ||

Open Ad

Action Opportunity Name

() Contact Opportunities

Type

Edit
07

Adam Trainer-2015-05-

First Time
Freshman

International Student

Opportunity

3. Hover over Opportunity Cases and Click

Show Feed

New Case. Creating the case from the

(' Adam Trainer-2015-05-07

Recruitment Calls [0] || Opportunity Cases [0] Stage History [1] | Activi§
opportunity will establish the relationship
. . Opportunity Cases New Case
between the case and this specific
. . . . . No records to display
recruitment record. This will differentiate
between Recruitment Cases and Service
Case.
Note: When you click on New Case, if you have multiple roles in ASU Connections you may come across
the screen below.
1) If you are in Admission Services, choose ASU Admission Services
2) If you are not in Admission Services, choose ASU Service
Hew Case
I Select Case Record Type
Select a record type for the new case. To skip this page in the future, change your record type Sefings on your personal selup page
Select Case Record Type
Record Type of new record  ['ASL Service
ASL Adrmession Services
Continse  Cancel
Avallable Case Record ‘Iypes
Record Type Name Description
ASU Admission ServicesRecond type used to manage he undcrgmcu:c Aadmission processes (Freshman ApDI{n!I". Transfer, International Service teams).
ASU Sarvice
4. Select the Functional Group.
Case Information
Contact i
act |Cla|re Test &)
Functional ] -
— | -None v
Cat L2 -
LR Admission Services - Undergraduate 1 =Required
Sub-  |Admission Services - Graduate
Category | ASU Online Staws | New v
Priority Normal -
Affiliation --None-- v
Origin I --None-- i
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5. Change the Status and Priority if necessary. Identify the Affiliation (How is the customer
associate with ASU) and Origin of how the student contacted you.

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

Subject and Description
Subject

Description

NOTE: The Subject and Description of the case will be visible to students who have access to My
ASU, be sure that the subject and description will make sense to a student who may be reading it.
*Before you can transfer a Case, the Subject & Description must be completed.

7. Saving the New Case:

Save - to save the case

Save & Close — to Save and Complete or Close the Case. Choosing this option will close out
the case not the window.

Save & New — allows you the ability to create one case after another. Save the current case
and new case will open.

Check Spelling — to check your spelling

Cancel — will not save any changes you made to the record.

Case Edit {
Ly
New Case
Case Edit Save Save & Close | Save & New | | Check Spelling| Cancel
Contact Name ay Status l New v
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Managing Cases for Prospective Students

Case List View

A. All Open — Department of ASU — Training i Cases - .||
(Regardless of who owns the case or which
category, all open department cases will be All Open - Department of ASU - Training v
-ategory, altopen dep All Open - Depariment of ASU - Training
listed here) CAP
B. Closed — Department of ASU — Training Closed - CAP o
L. . Closed - Department of ASLU - Training
C. Training: Loans/Scholarship (FG and Category) Department - Training: Loans
D. My Cases (All of your cases, open or closed) Department - Training: Scholarships
WMy Cases
E. My Open Cases (Only open, you must be the My Open Cases
owner) Recently Viewed Cases
—

Change to A Different Category within Your Department
*Before you can transfer a Case, the Subject & Description must be completed.

You receive a case from a current student that will be answered by a different team within your
functional group.

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

" Cases v 4 ‘.-‘_.----o--.---......
. .
) o"- tey === .
All Open - Department of ASU - Training v | cClone | Create New View .",." '~.,.. GEEAEC Jp. Feed @
* o
- te
New Case | |Change Owner | Take Ownership | |T } A.-"A B/C/D|E/F G|H|I|/J KIL M/NJO/P|Q|R|S|T 'L?*.:.k W X|Y|Z|Other ANl|
Action Case Owner CAP Case Number Category Sub-Category Contact Name Subject Status
Edit| g9 Department of ASU - Training . 00677452 Scholarships - Training Trainer, Jill Testing email New
Edit | [+] Department of ASU - Training. . 00677450 Scholarships - Training Arseneault. Jill Testing the new Email| Re-Opene:
Edit | [+] Department of ASU - Training. .. 00677451 Scholarships - Training Jordan, Jen Testing New
Edit| g9 Department of ASU - Training . 00677453 test, test _ New

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

[ post email  [E] File Q| =
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3. Click the Edit button or Click the Pencil icon to open the Dependent Fields window.

Dependent Fields
¥ Close Case  Clone  Sharing | Take Ownership » —
Case Detail Status. INew v
Generate Session Key
N Functional Group |Department of ASU - Training |14
ContactName  JJill Traingr Case Owner  Department of ASU - Training (Case)
[Changs] Category  --Nong-- 1
Functional Group  Depariment of ASU - Training Status  Mow Sub-Category v i
Category Priority  Normal - =
- Crigin |Ema|| v| L
Sub-Category Affillation
CAP Origine:  Email OK | Cancel
Cusrrent Student

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

4. Choose the Category for the team to whom you are sending the case.

Case Edit Save Save & Close  Save &New Check Spelling  Cancel
Case Information I = Required Infor]
ContactName | jill Trainer Q@ Status | New '
Functional Groue | Department of ASU - Training i Priefity | Mormal -
Category —-None-- i3 Affiliation -Mane--
Sub-Category o Origin & | Email i
Loans - Training
Scholarships - Training
Subjectand Desc on

5. Click Save The case will be listed in the appropriate Category or Sub-Category to be resolved

by that team.
Case Edit Save VSave & Close | | Save & New| Check Spelling Cancel
Case Information
Contact Name IJi" Trainer %l Status I New
Functional Group I Department of ASU - Training A2l Priority Norm4
Category | Seholarships - Training - || s Affiliation & | ._Nond
Sub-Category  |__None-- v Origin I Email
23
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Change Ownership to a Department
*Before you can transfer a Case, the Subject & Description must be completed.

You receive a case from a student but the case needs to be answered by another department (or User in
your department) using ASU Connections.

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

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

=T

K:{? Post Email

3. Click Transfer Case.

® =
. Edit | | Close Case | Clone || Sharing|| | Transfer Case
Case Detail -
Take Ownership | | Generate Session Key
Contact Name  Adam Trainer Case Owner  Jill Arseneault
Functional Group  Help Desk Status  New

4. Click Transfer Case to Department (note: you can only transfer to a specific user within your
functional group)

Detai

] Transfer Case 006... +

Change Case Owner (00614883)

Will you be transferring the case to a User or a Department?

& Transfer Case to User -OR- B Transfer Case to Department

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

Change Case Owner (00614883)

. Service Departments Colleges
Service Departments Colleges
© Admission Services - Undergraduate © Engineering © Admission Services - Undergraduate © Engineering
o ) ) Admission Services Undergraduate Engineering (General)
© Financial Aid and Scholarship Services
Transfer Admissions
© University Registrar Services

Q@ GoBack
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6. You can post to the case’s Chatter feed before you click Transfer Case.

Change Case Owner (00613156)

You are transferring this case to:
Jill Arseneault

{Ophonal) Share comments or @mention a user befare transfering the case:
il File

@[Jill Arseneaull], I'm transferring this because they would like to schedule training. Could you please assist?|

& Post More

ASU Salesforce En... Only

Show All Updates

Stacey Lippert to ASU Salesforce Enterprise Only
This is just a test to show how notes in the case feed will show up when transferring a
case 10 a department or user.

Comment Like Today at 10:19 PM

7. If you do not see the Functional group the case needs to go to, skip to Forward to Another

department Not Using ASU Connections

8. To transfer the case to a colleague in your department or college, Click Transfer Case

Edit | Close Case | Clone || Sharing

Transfer Case

Case Detail :

Take Ownership | | Generate Session Key

Case Owner
Status

Contact Name  Adam Trainer

Functional Group  Help Desk

New

Jill Arseneault

9. Click Transfer Case to User

Details Transfer Case 006... +

Change Case Owner (00614883)

Wil you be transferring the case fo a User or a Department?

& Transfer Case to User -OR- B Transfer Case to Department
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10. You will only see a list of users who are in your college or department. Click on the User
name of the person you would like to transfer the case to.

Change Case Owner (00614883)

Select a User to Transfer the Case to:

User Title Department

Crystal Gustavson Asst Dir Communications Office of University Provost
John Harris Knowledge Mgmt Analyst Office of University Provost
Raguel Garcia Business Analyst Assoc Office of University Provost

O Go Back

11. You can post to the case’s Chatter feed before you click Transfer Case.

Change Case Owner (00613156)

You are transferring this case to:
Jill Arseneault

{Ophonal) Share comments or @mention a user befare transfering the case:

® Post il File More =

@[Jill Arseneaull], I'm transferring this because they would like to schedule training. Could you please assist?|

ASU Salesforce En... Only ﬁ

Show All Updates

Stacey Lippert to ASU Salesforce Enterprise Only
This is just a test to show how notes in the case feed will show up when transferring a
case 10 a department or user.

Comment Like Today at 10:19 PM
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Forward to Another Department Not Using ASU Connections
*Before you can transfer a Case, the Subject & Description must be completed.

You receive a case from a student but the case should be answered by a department that is not

currently using ASU Connections.

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

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

Email [ File

3. Click Close Case in the Case Details view.

Edit{/ | Close Case lene | Sharing | Take Ownership

Case Detail -
Generate Session Key

ContactName  Jill Trainer

Functional Group Department of ASU - Training
Category
Sub-Category

CAP

Case Owner  Department of ASU - Training (Case)

Change

Status New
Priority
Affiliation
Origin Email

Normal

4. Change the Status to Close: Forwarded.

(" Close Case

Case Edit Save

Cancel

Case Information

Status I --None--

--None--

1. If the case is "Closed: Closed: Resolved

|Closed: SPAM

Forward To Unit —INONe-—-

Closed: Customer Self-Resolved
Closed: Customer Unresponsive

Closed: Duplicate
Closed: Forwarded
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A) In the drop-down menu choose the Unit to which you want to forward the case. If the
item you are looking for is not on the list select Other Unit.
B) If forwarding to an individual enter their email address.

Case Edit Save | | Cancel

Status II Closed: Forwarded

Functional Group || External Unit ¢ |

Category ™

1. If the case is "Closed: Forwarded" Select the Forward to Unit 1 = Required Information

Forward ToUnit | Other Unit

2. If a Unit is not ilable, enter the recipient here -
B
Forward To Email Joe.Smith@asu.edu Lrl

3. Enter comments for recipient of forwarded Case

Forward Case Comments Here's why I'm forwarding this case to you.

Save Cancel

5. Besure toinput 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 details.

6. Click Save. An email with case information will be sent to the external unit.

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

RELATED LISTS .
Case Detail
Bomgar Sessions (0)
Activity History (1) Contact N
Case History (2) Functional G
Catef
@9 Follow Sub-Cate
Followers Current 5t
No followers. Thunderbird Teac
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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.

All Open - Department of ASU - Training v | cione | Create New View

New Case | Change Owr | Take Ownership || | T o A B C/DIE
Action C-.se Owner + CAP Case Number Category
Edit LG9 Department of ASU - Training.. 00677452 Scholarships - Traini

dit | q_; Department of ASU - Training. .. 00677450 Scholarships - Traini

Edit| 9 Department of ASU - Training . 00677451 Scholarships - Traini
Edit| €9 Department of ASU - Training.. 00677453
Edit | @9 Department of ASU - Training. . 00677454 Loans - Training

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

Cases il L, SR LELLEL Lo
1 LTS
-t fra a9
All Open - Department of ASU - Training » cione | Create New View ._..-' '."'-. m - Feud | &
A
.

New Case  Change Owner Take Ownership  F } &,-";\ BiCIDIEIFIG I HIIJKILIMINOIPIGIRISIT '._r,\zk WX Y Z Other ANl
Action Case Owner + caP Case Numbaer Categery Sub-Categery  Contact Name Subject Status
Edit| €9 Cepanment of ASY - Training Q06774452 Scholarships - Traning Trainer, Jill Testing emal New
Edit| @@ Depanment of ASU - Traning DOET 450 Schaolarships - Traming Arsonagult, il [esting the new Email | Re-Opene
Edi | g9 Deparment of ASL - Traning DOG7T451 Scholarships - Training Jordan_Jon Testing New
Edt| €@ Depanment of ASU - Traning DOGT 7453 st tast s 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 Record

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

@ Post

Email

mmooOm>

View the Contact Name

Review Functional Group this case was assigned to.

Change the Category, Sub-Category, Case Owner or Status of the case

Brief Contact Information
Subject & Description of the C
Follow this case

ase

Jill Arseneault +

Deta

Customer

Jill Arseneault

ils | & 00677450 |+

Testing the new Email

Technology Office Arizona S

tate University 480-965-6691

What are Objects in Salesforce? Jill Arseneault, M.Ed. Instructional Designer University

Jjarsenea@asu.edu<mailto’jarsenea@asu.edu> [ASU-Greening Maroon Gold-HR-110px]

Functional Group Department of ASU - Tr.
Category Scholarships - Training
Status Re-Opened
Priority Normal

RELATED LISTS ] Edit  Close Case  Clone || Sharing| |Take Ownership [ ] El
Case Detail
Bomgar Sessions (0) Generate Session Key
ContactN i Ca . .
Activity History (2) ontactName  Jill Arseneault se Owner  ill Trainer [Change
Functional Group  Department of ASU - Training Status Re-Opened
Case History (5+) Category Schalarships - Training Priority Normal
Sub-Category Affiliation Student
@ Follow CAP Origin Email
Current Student
Followers Thunderbird Teach-out
No followers.
¥ Contact Information
Contact Phone Contact Email arsenea@mainex1.asu.edu
| ¥ Subject and Description |
Subject Testing the new Email
Description ~ What are Objects in Salesforce?
il Arseneanlt M Fd
G. View the Case Attachments
¥ Case Attachments
All Attachments Attach File
Action File Name Size Last Modified Created By

Edit | View SalesforceCaselManagementdocs

1768 KB 462015 11:32 AM

Jill Arseneault

© Arizona State University. All rights reserved. V3

30




Fsi

'ARIZONA STATE
UNIVERSITY UTO Training | Recruitment with Case

Contact Details

1. Click on the Details tab to review the Contact Details.

Jill Arseneault L

Details € 00677450 +

2. From the Contact Details you can review:
a. Previous Cases
b. Contact Opportunity — Student Recruitment Record
c. Activity History
d. Notes & Attachments
Jill Arseneault +
Details 577 +

Contact

2/ Jill Arseneault

Case Feed

1. To access the Case Feed, click on the Case Number tab to access the Case Feed icon.

2.

Jill

Arsencalt + -

B.
C.
D

From the Case Feed you can:
A.

Collaborate across the university

Send an Email
Attached files to the Case
Review All Updates for this case

£ pox: E B -

Articien

+
All Updates for this case
3 Mot Flucun! Actsh
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3. The Post feature will allow you to:
A. Tag colleges or functional groups by @mentioning them.

Q Past Ema Q File

u Raquel Garcia  Business Analyst A
ASU Salesforce En_ On

B. Write Case Notes that will not be displayed in the students My ASU Service Center

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

RELATED LISTS i
Case Detail

Bomgar Sessions (0)

Activity History (1) Contact N

Case History (2) Functional &

Cate
@ Follow Sub-Cate
Followers Current St
No followers. Thunderbird Teac
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Answer Customer and Resolve

1. The Case you have selected will open in the Feed view. Click Email.

B e

1]
f
L

(%)

Add BCC/CC

e You have the ability to use Quick Text,
Templates, attach documents and
Knowledge Base Articles.

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

o 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 customer.

e (Click Send Email.

* Subject Can | get help with video conferencing

L, A-B-|B I US| @ == M

E = Font ~|| Size ~|| Format -

1
2

Thig iz a gample Quick Text entry for Library Services: Online Rezources | Library Web Site Fer ...
This iz a sample Cuick Text entry for Library Services: Software Support | PC Reservation Forex...
This is a sample Cuick Text entry for Library Services: Login Support | Catalog / Online Resource...
This is a sample Guick Text entry for Library Services: Login Support | Classroom Workstations F...
This is a sample Cuick Text entry for Library Services: Online Resources | Digital Repository For ...
Library Services - Sample 1

This is a sample Quick Text entry for Library Services: Online Resources | Library Web Site

For example
When acceszing our Library web site, you'll want to be sure to... {etc)

Send Email

Discard Draft | Save

3d

+ Articles

|+ Can | get help with video confer’y | search Again Advanced Article Search
- Where can | get financial literacy information?
Where to find budgeting and financial literacy information.

- ASURITE Password Help
Get help with your ASURITE password.

e Scroll down on the page to see your email listed under All Updates for this Case.
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Resolve the case

1. To resolve the case click the Details icon.

Fost Email Elrie
Q

2. Click Close Case.

Edit | | Delete | | Close Case

Clone Sharing

Take Ownership

Case Detail

Generate Session Key

3. Change status to Closed: Resolved.

Status I —Mone-- -

Functional Group

Closed: Customer Self-Resolved
Category Closed: Customer Unresponsive
Closed: Duplicate

elect the Forward
'fCIosed: Resolved I

Forward To Unit Closed. SPAM

Save Cancel

4. Click Save.

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

Opting Students out of Phone calls, Email Marketing & Identify Possible Duplicates
1. Inthe Contact Details section, Click Edit
2. Check the box for Do Not Call, Email Opt Out and/or Possible Duplicate
3. Click Save
Salesforce Mastered record view

Contact Edit Save | | Save & New | |Cancel
Contact Information 1=
FirstName — [_None— v |/Adam Email  |adam trainer@asu.edu
Last Name ITrainer Contact Preference
Middle Name Deceased
Suffix Possible Duplicate
CAF Possible

Contact Details

| Do Mot Call | | Email Opt Out |
e ———————— e ————————

External Mastered (PeopleSoft)

Contact Edit Save | |Save & New | |Cancel
Contact Information I =Req
First Name None— ¥ m ] Email  john.trainer@asu.edu
Last Name I|Trainer FERPA Directory Hold Mo Held
Middle Name Email Opt Out
Suffix Do Not Call
EMPLID 1234567890 Deceased
ASURITE ID jtrainer Duplicate
CAF Possible
Possible Duplicate

© Arizona State University. All rights reserved. V3



%AR[Z()NA STATE
UNIVERSITY UTO Training | Recruitment with Case

Viewing Marketing Campaign History
To view campaign information for a prospective student:

1. Open the Contact Record and scroll down to the Campaign Member Management section.
2. Click on Marketing/Communication (print, invites, mass marketing, etc.)

¥ Campaign Member Management

Events Interests Scholarships Cohorts Other Sources Markefing/Communication

Actions Campaign Name Type Department / College  Status Status Updated
Wisw TRHN Admit Email 1-Email-ugrad-F15-TRN-Admit and Enrolled-CRF 1379 Emeail Sent 31172015 918 AM
\iew TRN Admit Email 2-Email-ugrad-F15-TRN-Admit and Enrolled-CRF 1379 Emeail Sent 1272015 9:38 AM
\iew 2015 Fall Admit Packet Mailing Enrcliment Services Sent ZM1W2015 3:03 AM
\iew 2015 Fall College Review Admit Letter Mailing Enrcliment Services Sent 212015 2:52 AM
\iew FTF-TRN “alentine EmaillPros-Admit/1634 Emeail New 2 )15 4:26 PM
\iew CLAS Admit Email 1-Email-ugrad-F15-FTF-TRN-Admit and Enr-CRF 1380 Emeail Sent 262015 10057 AM
\iew M2E Email Push1/F15-F16/Sus pect-Enrolled/CRF 1184 Email MNew 11272015 3:10 PM
Liew M2E MAPP Session Push 1/F15-16/ALLICRF 1582 Email MNew 172872015 2:48 PM

-

Note: For additional information about email Campaign activity, click on the Silverpop Email Activities
related list.

Show Feed

Cases [5+] | Student Groups [5+] | Service Indicators [1] | Contact Opporiunities [1]_1_Einancial Aid Packages [21 | Student Accounts [1] |
Lead Interests [0] | Open Activities [0] | Activity History [0] | HTML Email Status [0] Silverpop Email Activities [3] Previous Education [1] |

Silverpop Email Activities Silverpop Email Activities Help 2
Action Silverpop Email Name Subject Status Sent Date/Time Open Date/Time
12.4.14 CLAS unit admit welcome email (ugrad SP2015- A special message from your Received 12/4/2014 12/20/2014
EA2015-TRN-INTL FTE-INTL TRN ASU academic home 11:04 AM 10:51 AM
12 314 TEN Admit #9 Seres 9 Soring 2015 (Next Stens for gitending ASL) Received 124/3/2014 12/20/2014

3. In Contact Insight section you will find the list of email communication, allowing you to see the
actual content of the messages. (Occasionally you may need to click on View All Message to see
older messages)

* Contact Insight

~] All Messages Clasn =

Messages Sent Date = Open Date
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4. Click on the Email Name to view the campaign message.

dream(_
,.ach

v e

jeve

| [Alex xa: -

g Ve are excied that you are making plans to attend ASU and delighted that you will join
ol 15 In the College of Liberal Ans and Sciences Take a few mnubes 1o explors the

k| opportunities avatable to you a5 a student in our coliage

Wl e Mg [0 hedp. I you hawve any qQuesiions abowr the student experence in Ibefad
ans and Schences, please el me know

Sincerely

Michele Daley

i & - 5 R T =

= Dpen Date
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Undergraduate Only Adding/Editing Students’ Previous Education
1. We cannot delete previous education - if you need to, would need to submit a previous
education
2. We also cannot change the "most recently attended" right now
3. Adding a new one would automatically make the system think it is the most recently
attended
a. We should check as we do this to verify that the primary has switched and that the
territory manager has switched
4. Currently cannot search by CEEB for high school
5. Steps to add/edit students' previous education
a. Oncontact
b. Scroll to Previous Education

# Previous Education New Previous Education

20

Mo records to display

Click on New Previous Education

Type in the Institution or search for it by clicking the magnifying glass
Verify that it is the right school

Click save

S o a0

Previous Education Edit @

i iﬂ New Previous Education

Previous Education Edit Save | | Save & New| Cancel

Information 1 = Required Information

Contact Im ] [=A] GPA
Degree Type “None— v Class Rank
Graduation Date [12/402014] Class Size
Degree [=§] Source =5
nstiuson | aQ

Undergraduate Only Adding/Editing Student Interest
1. On the Contact Record i
¥ Campaign Member Management

2. Scroll down to Campaign Member s

Management
Assigned Events New Registration

No events found for th

3. Click on the Interests tab Events

4. Select a major — note Salesforce is still
working through this process - we don't know yet whether

Assigned Interests Mew Interest

Search Interests:

we will have the PS Major codes

Search by Nams or Typs
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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.

" Ccases
Cases
Contacts

) Knowledge

| & Reports

| & Dashboards

|
€Y Chatter

| ) Article Management

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

e Receive email notifications when activities happen in Chatter.

e 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.

e Post a file 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
guestions to cases that aren’t in your Unit or Team.

e Click Follow from either the Feed View or the case Detail View ) Cotlo

of a case.

Customer

Garret Walliman

00085894 +

Webform:household_size_verify_

14_2015

3 post

Form:household_size_verify_20

Su

e It will change to a check mark to indicate that you are now following the case.

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

v'c‘ Chatrer

Jill Arzeneault

Feed
What | Follow

ASUyISaIesforce Enterprise

& Post

& CALLOO51169 — J# Arseneault

<&

§ Filn & Link ]y Pall

created a recruitment call

+ Following |
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Following People

Follow people to see updates in your Chatter feed

Name Following
including posts, comments, and likes. To follow a
ope . . . 0 TestUser, Jessie
specific person within ASU Connections, you can B systemTeste v

o1 an
find them using the Global Search or select the

ASU Connections Chatter app and navigate to the t e
People tab. You will find a list of People who are
users within ASU Connections. To follow a person, E— g
click the green plus sign. It will add the person to - '

your Chatter feed. This Feed is called “What |
follow.”

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.

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.

Helen Lueck
@Jessie TestUser Jon't forget to view the Salesforce Overview tutd
.

hitps:/help.salesforce.com/HTLaunchC Ptrainingpathid=a1
S30000000gTknEAE&courseid=a1P30( WKEA2

Topics

Comment - Like - Share

Groups Feed
Groups let you collaborate with specific people. These groups can be People

either Public or Private. Public groups allow anyone in our ASU

. . . Recently Viewed
Connections org to view the posts, comments, or files. However, only e g
Vly Groups

members can post, comment, or add files. Private groups only allows Active Groups

group members to view, post or comment in the group. People will My Archived Groups
need to be invited to the group to join or asked to be added by the Files
group owner. Topics
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Recruitment Calling/Contacts Campaigns

1. Navigate to the applicable Calling/Contact List Report € cases v
¢ Cases |
| Contacts
A. Select “Reports” from Object dropdown list | 1/, Arice Management

I —e—

B. Select applicable report folder € Reporss
»# Dashboards
.. . “ .. . | % Chatter h
a) For Admissions Services: “Admission Services — | o _

Undergraduate”

Folders

I Admission Services I_o ol

|m) Admission Services - Events
.| Admission Services - Events
1| Admission Services - Graduste

|m| Admission Services - Graduate
m| Admission Services - PAR
|| A

Admission Services - Undergraduate

b) For College Users: the report folder will be —
|| Fulton Schools of Engineering

the applicable college name

[+] I | HSV Test-Suspect %/BE/SE/GPA Rep

C. Select the report you want to run. © [F oo o ]

[ Leads: Transfer in Texas
[ ] { | PUSH TEST: Senior Scholar (1-33)
<1 { | PUSH TEST: Senior Scholar (34-66)

(o) (o] [« [&] [
C

D. Click Run Report

| @ ] H5V Test-Suspect %/BE/SE/GPA Report ——
v @ | Leads: Freshmen in Texas Run Report ¥ Hide Details | | Customize | | Save | | Save As| |Delete| |Add to Campaign
v @ | Leads: Transfer in Texas
|~ @@ { | PUSH TEST: Senior Scholar (1-33)
i Filtered By: Edit
[hdL 1) { | PUSH TEST: Senior Scholar (34-66) Type equals First Time Freshman Clear
_ AND Lead State or Province equals TX Clear
| @@ {1 PUSH TEST: Senior Scholar (67-100)
| @@ {] TEST_College New Admit Call First Name Last Name Lead Type Email
Owner
|| @

{ | TEST_College New Pathway Calls -

2. Open Opportunity by clicking on the Opportunity ID or Opportunity Name. Click on Show Feed
to switch to Hide Feed view.

Opportuni
(oad ;\pasgutli:Hornbaker-00838476-21 57 & Austi;Hornbaker-00838476-21 57
Recriment Calls [0] | Cases[0] | Stage History[1] | Activit) Post File & Recruit Call
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3. Select Recruitment Call action button.

Opportunity

(* / AustinHornbaker-00838476-2157

Hide Feed

Post File | £/ Recruit Call |

Enter in the appropriate Campaign (Lookup) — applicable to Event Call only

Enter in the appropriate Call Type (Picklist)

Enter in the appropriate Call Result (Picklist)

Enter in any additional comments reflecting what was talked about during the call.

mooOw >

Press Create

a) By selecting Create, this will log a record to the Recruitment Calls related list on the
Opportunity. Certain fields on the Recruitment Call record will be auto-populated
based on the pre-defined fields in the Publisher Action.

b) Once the Recruitment Call Record is created, the workflow rules will trigger and if
the criteria matches the associated Opportunity Call Made and Date of Last Call
fields will be automatically updated. If a Peer Admission Rep was assigned the
assignment will be removed once the call has been marked as made.

¥~ Hide Feed
b Post | File &/ RecruitCall P
J @ Follow
Campaign Call Origin Followers
Q Outbound v
Mo followers.
Call Type Call Result
—Mone-- v --Mone-- v
Call Comments
B I US| =L g £ £| 12 £ :E
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4., Unclick Hide Feed to be able to Show Feed
5. Select Edit

Show Feed

ecruitment Calls [0 Cases[0 age History [1 Activity History [0 Open Activities [0
B 1 t C St Hist Activity Hist: o Activit i

Campaign Members [0]

Opportunity Detail Edit | |Delete | | Clone | | Sharing

Contact  Austin Hormbaker Stage

6. Navigate to the Qualifiers section

o

Enter the appropriate Qualifier (e.g., Prospect Qualifier, Applicant Qualifier)

b. Enter the appropriate Decision Factor (e.g., Prospect Decision Factor, Applicant
Decision Factor)

c. Click Save at the top of the screen

Qualifiers
Prospect Qualifier __None— v Admit Date 5/21/2014 [ 5/29/2014 ]
Prospect Decision Factor _None— v Admitted Date [ £/29/2014 ]
Applicant Qualifier —Mone— v Admit Qualifier —-MNone-—- v
Applicant Decision Factor —None— v Admit Decision Factor —-None-- v

Orientation Status _None— v ntent/Confirm Enroll Qualifier _None— v
Intent/Confirm Enroll Decision —-None-- v
Factor

*Users can also double click the pencil icon in any field to enable edit mode.

¥ Qualifiers

Do Mot Call

Prospect Qualifier 4

Prospect Qualifer Date
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7. Send Follow-Up Email

a. Hover over activity history in the related list section on the opportunity and create

click on Send Email to send a new email.

O pportunity

' AustinHornbaker-00838476-2157

L

Show Feed

Becruitment Calls[0] | Cases[0] | Stsge History [1] || Activity History [0] || Open Activities [0] |

Ef=17]

Activity History Log a Call| | Send Email

Mo records to display

Activity History Help

?

b. Please note this is a slightly different email interface than what is available on the
Case. This dialog is ONLY used for outbound contact campaigns, a case should be
logged to track any service issue or for emails responding to service questions.

Task

€ Send an Email

(7

Send Select Template | | Attach File |  Check Spelling |  Cancel

Send Select Template | | Attach File |  Check Spelling |  Cancel

1 = Required Information

Edit Email
Email Text-Only [ Switch to HTML |
Format
U3 Q| | asu.sf.nomail@gmail.com v
Related | Opportunity ¥ || AustinHombaker-00838476-2| &
Additional
i oﬁ p Cﬂ
e Cg
4
BCE:  jill.arseneault@asu.edu Q)
4
Subject I
Body

Attachments Attach File

no attac hments
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My Profile & Settings
Updating My Profile

Your user profile shows you how other people see you in ASU Connections. Jill Arseneault =

To update your profile, click on your name in the upper-right corner of the —

web browser. A drop-down menu will display three options. Select “My Logout i
Profile.”

Contact @ On the left side, you will find an area for your contact information labeled

nstructianal Designer Contact. Click on the pencil icon to edit this area. Click the Save All button in

jarsenea@mainexi.asu.edu

the pop-up window when you are finished

Adding a Photo

1. Onthe left side of the page, hover over the silhouette and click on Add
Photo.

2. To add your photo, click on the Browse... button to select a e A d
You can upload a JPG, GIF, or PNG file. Maximum file size is 8 MB.

file from your computer.
pr—

[ show my photo on publicly accessible pages

Save | Cancel

3. Once your photo file has finished uploading, you will see the | Upload Profile Photo 2
name listed. Click on the Save button to keep this photo. You can upload a JPG, GIF, or FNG file. Maximum file size is & MB.

Jessie jpg

[T1 show my phota on publicly accessible pages

Save | Cancel

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
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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.”

Manage your Email Settings

1. Click on Email in the menu on the left side of the page.
2. Then click on My Email Settings

3. Outgoing Email Settings
A. Update your name for how you want it to appear on your outgoing
email.
B. Set the default email you want to use as your return address, such
as your college or department alias.
C. Add asignature.

My Email Settings

Qutgoing Email Settings
How would you like your name to appear on your outgoing email?
Emall Name | Jill Arseneault
‘What email address would you fike to use as your return address?
Email Address | UTOtraining@asu.edu
Would you like to automatically BCC emails to your return address?
AutomaticBee | () Yes @) No
This signature will be added o your autgaing emails (1333 characters max):
Email Signature Jill Arseneault]

Instructional Designer
University Technology Office

4. Be sure to click Save.

Manage your Chatter notifications

Jill Arseneault =

Iy Profile

Logout

=

Email

MMy Email Settings

Email Templates
My Stay-in-Touch Settings

My Email to Salesforce

Chatter

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

C Chatter

My Feeds

Email Notifications

1. Make any adjustments to your Chatter email preferences but do not turn all of the notifications

off.
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2. Be sure to click Save.
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Appendix

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.

m‘A RIZONA STATE
UNIVERSITY

graduation isn't the end, it's the beginning

Congratulations te more than 6,000 Sun Devils graduating from ASU and

news/events academics

find my degree program:
© undergraduate ® graduate

or

RSt o [ 50 [Coteges £ 5croos = Wag s Locator = Doecery | SN

contact my admissions
representative:

© 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 or Requestan ID
Password: Forgot ID / Password?
Sign In Remember My User ID
Need Help? Visitthe Help Center or ca
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3. Under the Teaching & Student Support Tools section, click CRM (Salesforce).

El’ ARIZONA STATE
UNIVERSITY
# Resources Service Teaching Profile
e Announcements | News | Sports | Arts | State Press E+]
- ASU Events | Academic Calendar | Holidays | Payroll Calendar
L Teaching & Student Support Tools
A Refer a Student Blackboard Course Request
- Clickers @ ASU Book Adoption & Syllabi Management
) Grading Policies and Info Curriculum ChangeMaker
2 Roster Contacts CurricUNET
e Eval & Educational Effectiveness Graduate Admissions File Review
Ej Course Evaluations Academic Catalog
Academic Personnel Class Search
%‘ Digication ePortfolio CRM (Salesforce)
L

4. From the Salesforce Home Page, you can get to SGAIEH Ssarch

your cases by clicking Back to ASU Service in the
Back to ASU Service
upper left corner.

i ASU Salesforce Enterprise

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.
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User Scenarios

If you should come across a case without an Opportunity:

1. Check to see if the Opportunity exists & just needs to be associated to the case
2. If an Opportunity doesn’t exist

a. Check to see if the Contact record is a duplicate

b. Create the opportunity and associate it to the case

Want More Training?

Please visit the UTO Training site at http://links.asu.edu/utotraining, then click on Salesforce Training in
left margin to find more training documents like this one.

50

© Arizona State University. All rights reserved. V3


http://links.asu.edu/utotraining

	Welcome to Salesforce Recruitment & Case Management Training
	Introduction
	Key Terms
	Overview of the Recruitment Life Cycle
	Leads
	Contact Records
	Opportunities
	Service Console
	Prospective Student Records
	Search Results for Prospective Student
	Existing Contact
	Existing Lead – How to Convert a Lead to a contact and add an Opportunity
	Existing Contact with no Opportunity or an outdated Opportunity
	Graduate Opportunity
	Undergraduate Opportunity

	No Lead or Contact Record Exists
	Create a New Undergrad and Graduate Prospect Record
	Contact information
	Career Selection
	Undergraduate
	Graduate
	Select a Case or Event



	Creating New Cases
	My ASU Service Center (Student View)
	Manually Create a New Case

	Managing Cases for Prospective Students
	Case List View
	Change to A Different Category within Your Department
	Change Ownership to a Department
	Forward to Another Department Not Using ASU Connections
	Taking Ownership of a Case
	To Open and View a Case
	Contact Details vs. Case Details

	Case Record
	Case Details
	Contact Details
	Case Feed
	Follow a Case
	Answer Customer and Resolve
	Resolve the case

	Manage Contact Records
	Opting Students out of Phone calls, Email Marketing & Identify Possible Duplicates
	Viewing Marketing Campaign History
	Undergraduate Only Adding/Editing Students’ Previous Education
	Undergraduate Only Adding/Editing Student Interest

	About Chatter
	Following People
	Mentioning People
	Groups

	Recruitment Calling/Contacts Campaigns
	My Profile & Settings
	Updating My Profile
	Adding a Photo

	Updating My Settings
	Manage your Email Settings
	Manage your Chatter notifications


	Appendix
	How to log into Salesforce Production with ASU Single Sign-On (SSO)
	User Scenarios


