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Case Creation 

 After the support agent receives the support request, he starts to create the case and fill in the 

application fields. 

NB.: ‘Customer’ field is the customer’s account, and the ‘Contact’ field is the person who sent/requested the support case which 

should be under the customer’s account.

 

Creation Auto-Notification 

 After filling-in all the case fields and pressing save the system will automatically sends two 

notification mails regarding a created case, one to be sent to the client, contains the case 

number and other case related basic data. The other one to be sent to the Support Team/Agent 

contains case number, case URL & other case related basic data. 
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Automated creation Email to the Client

 

Automated creation Email to the Support Team/Agent

 

Closure Auto-Notification: 

 The solution provides you with multiple closing (Resolving) reasons to choose the most suitable 

one when resolving the case. After the case is resolved 3 mails will be automatically sent by the 

system as following: 

o Closure confirmation to the client. 
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o Closure confirmation to the Support Team/Agent. 

o Survey mail to the client. 

Automated Closure Email to the client

 

Automated closure Email to the Support Team/Agent
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Automated survey Email to the client

 

Survey Sample 1
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Survey Sample 2
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Survey Sample 3

 

Survey Sample 4
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Survey Sample 5

 

Case First Response Success/Failure: 

 When a case is submitted the ‘First Response’ SLA timer starts counting to maintain the level of 

the time taken until the first response to the case. Noting that the Warning/Failure time changes 

according to the case priority. (SLA timer considers off days & Public holidays previously set into 

the system). 

 The below is the **default Warning/Failure ‘First Response’ time according to priority: 

Priority Warning Time Failure Time 

High 1 Hour 2 Hours 

Normal 6 Hours 8 Hours 

Low 8 Hours 16 Hours 
**Timers can be changed through Settings > Service Management > Support SLA 

First Response Timer 

 

 In both cases of ‘First Response’ SLA Warning and Failure, an automated mail is sent to the 

Support Team/Agent. 
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First Response Warning Automated Email

 

First Response Failure Automated Email

 
 

 In case of failing to meet the ‘First Response’ SLA time the case status will be changed to 

‘Delayed’ and the field ‘first response’ under ‘Delayed’ system will be updated to ‘Yes’. Also the 

case priority cannot be changed once the ‘First response’ SLA fails. 
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First Response Failure Actions

 

 To meet the success criteria of the ‘First Response’ SLA, the agent should - after responding to 

the customer - set ‘First Response Sent’ field to ‘Yes’ or close the case as ‘Resolved’ with a 

suitable closing reason. 

Case Statuses 

 In Progress: 

Case in the ‘First Response’ stage. 

 

 On Hold: 

Case progress is paused due to any internal reasons. 
 

 Waiting for details: 

o When the case is pending on a required information or data from the client side and we 

have notified him and waiting his response. 

o When the case is on ‘Waiting for details’ status a timer will starts counting as below: 

Status 
Timer 

Warning Failure 

Waiting for Details 5 Days 7 Days 

 

o After 5 days, an Automated Email will be sent to the Support Team/Agent to send a 

reminder to the client using a specific Template number. 

o 2 days later (7 days from status change incident), the case will be considered as solved 

and will be closed with ‘Problem Solved’ status. A notification will be sent to the Support 

Team/Agent that this case has failed in ‘Waiting for Details’ SLA and the rest of the 

automated closure process will proceed. 

o To stop the ‘Waiting for Details’ timer, the case status should be changed to any other 

status. 

 Researching: 

o Represents that the case is being investigated and handled by the technical team. 

o When the case is on ‘Researching’ status a timer will starts counting as below: 

 



 

10 | P a g e  
 

CUSTOMER SUPPORT SOLUTION USER GUIDE 

Status 
Timer 

Warning Failure 

Researching 1 Day 2 Days 

o After 1 Day an automated warning Email will be sent to the Support Team/Agent. 

o 1 day later (2 days from status change incident) an automated failure Email will be sent 

to the Support Team/Agent. And the field ‘researching’ under ‘Delayed’ section will be 

updated to ‘Yes’. 

Researching SLA Failure 

 

 Pending Closure: 

When we send an Email to the client asking him to close a ticket after it got resolved, we set the 

case status to ‘Pending Closure’. Which closes the case automatically as ‘Problem Solved’ after 1 

day. Timer can be stopped by changing the case status. 

 

 Delayed: 

It represents that the case has broken the ‘First Response’ SLA. 

 

Automated Notes (Logs) 

The system automatically logs ‘Notes’ in case of any of the below changes: 

o Priority change. 

o Case owner changed (reassigned). 

o ‘First Response Sent’ field change. 

o ‘Status Reason’ change. 

o Any SLA failure (Waiting for details, First response and Researching). 

o Case closed by ‘Pending Closure’. 



 

11 | P a g e  
 

CUSTOMER SUPPORT SOLUTION USER GUIDE 

Automated Notes Sample 

 

Predefined Email Templates 

 The solution is provided with multiple useful predefined Email templates that can be used in 

contacting clients. 

 The automated emails’ titles contains the phrase ‘Auto-mail’ that refers that it’s in use by one of 

the system’s processes. 

 The included Email templates are ‘Related to Case’ only. 

 Any changed to the ‘Dynamic data’ values inserted into the main Email templates could lead to 

malfunctioning in these templates. 

 In the main Email templates which can be found in Settings > Templates > Email templates all 

the values in ‘Red’ should be changed manually by the sender to the appropriate data. 

 All the Email templates can be modified from Settings > Templates > Email Templates. 

Email Templates Sample 1 
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Email Templates Sample 2 

 

Important notes 

 This solution is compatible with Dynamics 365 (8.2) and it could not operates properly on older 

environments. 

 The solution is developed to operate on environments using ‘English’ language interface. 


