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Smarter Salesforce
Case Management

CBEST PRACTICES FOR FASTER RESOLUTIONS)

Salesforce Case
Management Excellence

The quality of customer support is often determined long
before a case reaches a customer service agent. It begins with:
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Workflows Visibility Operational Structure

Operational gaps across these areas can create
challenges throughout the case lifecycle.

Operational Challenges in
Salesforce Case Management
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30% Agent Time Lost Delayed Case Routing Limited Case
Searching for Customer Datal! & Assignment Lifecycle Visibility
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SLA Misses & Inconsistent Omnichannel Duplicate Cases Due to
Escalation Delays Support Experiences Broken Email Threading
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To address these challenges, organizations adopt Salesforce Case
Management best practices that improve operational efficiency
and service consistency.

Operational Best Practices for
Salesforce Case Management

Salesforce Case Management best practices help organizations standardize support
delivery, improve operational efficiency, and create more connected customer experiences.

Best Practice Why Does It Matter?

Provides a unified customer view and

Centralize Every Customer . : :
y complete interaction history for

Interaction .. .
stronger context & decision-making
Automate Case Routing Sends cases to the right agent faster,
& Assignment reducing delays and misrouting

Enables faster resolutions through
easy access to self-service options and
reduces escalations

Build a Strong
Knowledge Base

Enforces accountability with clear
timelines, improving control over case
aging and priority handling

Define SLAs &
Escalation Paths

Preserves context across channels so

Enable Omnichannel
! customers don’t have to repeat
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“PpROr information during handoffs
Enables visibility into support
Track KPIs performance, surfaces operational
That Matter gaps, and supports data-driven

decision-making.

Operational Outcomes of Salesforce
Case Management Best Practices
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Make Salesforce Case Management
Best Practice Actionable With E2CA

Email-to-Case Advance (E2CA), % N

designed and developed by Grazitti )

Interactive, helps organizations put Al & Automation
Salesforce Case Management best — il I
practices into action. Email-to-Case ImprO\;ed

Efficiency

With intelligent automation and @r,)
Now Case
advanced Al capabilities, E2CA helps i
. Streamlined Connected
streamline case management Operations = S

operations, improve support efficiency,
and deliver faster, more connected
customer support experiences.

Business Impact Enabled
by E2CA

E2CA helps organizations achieve:

15%

Increase in Case
Resolution Rates

Simplify Case Management Operations and
Improve Support Efficiency with E2CA.

For more information about E2CA, feel free to reach out to us at
info@grazitti.com.

Reference: [ Caspio

Website: www.grazitti.com © 2026 Grazitti Interactive. All rights reserved.


https://www.grazitti.com/email-to-case-advance/
https://www.grazitti.com/email-to-case-advance/book-a-demo/
mailto:info@grazitti.com
https://www.caspio.com/blog/cost-of-data-silos/
https://www.grazitti.com/
https://in.linkedin.com/company/grazitti-interactive
https://twitter.com/Grazitti
https://www.facebook.com/grazitti.interactive

