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Salesboom’s business Case 
Management software has 
undergone an overhaul to 
make it even more efficient 
for your business service and 
support teams. The new case 
management software system, 
designed to help automate 
business customer service and 
support teams, includes in-
dustry leading unique features 
which will help you drive rev-
enues by increasing customer 
satisfaction, and increasing 
productivity of your business 
Service & Support teams. Yet 
another great enhancement in 
the lineup of Salesboom’s busi-
ness CRM software automation 
tools. Check out the great fea-
tures below.

Web Capture Cases - Capture 
customer support inquiries 
directly from your website 
with Salesboom’s Web Capture 
Tool, fully integrated into the 
web based Case Management 
software system. A customer 
having difficulties with your 
product or a billing issue can 
navigate to your business web-
site, fill in whatever fields you 
require them to, and a new 
case is automatically entered 
into the system, and automati-
cally assigned to a user of your 
choice.

Gaining business intelligence 
and insight will allow your 
business to identify and fol-
low opportunities, and detect 
any business issue before it 
impacts their business. Firms 
can run real time sales software 
productivity reports, detect 
neglected leads, follow op-
portunities in the pipeline, and 
determine their best, biggest, 
smallest customer, etc.

NEW: email Alerts on New Case 
Creation - Automatic email 
alerts every time a new case is 
assigned to them will help your 
Service & Support teams stay 
on top of the queue. They no 
longer have to even be logged 
into Salesboom to find out if a 
support query has come in. As 

Enterprise Case Management

Use Salesboom integrated tools to identify and improve Case Management activities. You can 
view information in isolation and/or in context to other ýles and activities. Using Salesboom 
CRM you can organize, track and manage activities related to: 

ǐ Staff Structure and Organization 
ǐ Staff Management and Development 
ǐ Contract and Document Management
ǐ Information Management 
ǐ Quality Improvement 
ǐ Oversight of Delegated Functions 
ǐ Organizational Ethics 
ǐ Complaints 
ǐ Security
ǐ Privacy

Case Lifecycle Management

Reference best practices in the context of your current case, and share information appropriately across the organization for 
informed decision making.

With Salesboom you can manage Cases throughout the Creation, Activation, Renewal, Modiýca-
tion and Retirement stages.

Create a repository of Case Management information and best practices, that are aligned to or-
ganizational policy.

Shared information means better interaction with clients to meet deadlines and milestones and to 
make informed decisions.

Use Salesboom CRM to create multi-faceted workþows for automation of approval processes, 
managing collaborative activities, reporting, and automating procedures.

Case Management Decision Supports

Salesboom CRM can help you to build on your Core Accreditation Standards, enabling organiza-
tions to improve activities like :

ǐ Training of Case Managers 
ǐ Identifying clients for Case Management 
ǐ Managing/Conducting Case Management activities 
ǐ Promoting the autonomy of clients/partners
ǐ Maintaining conýdentiality 
ǐ Delegating responsibility

Salesboom: Case Management DATASHEET
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long as their email is nearby, 
they can stay productive and 
solve customer inquiries faster 
than you or your customers 
could have imagined!

NEW: email Alerts on New Solu-
tion Creation - Even better, as 
soon as a case is closed and 
a solution is posted in your 
Knowledge Management Soft-
ware Application, an email no-
tification is sent to the user who 
created the case, letting them 
know that they case has been 
closed and a solution has been 
created. What’s more efficient 
than that? And your Small busi-
ness Service & Support team 
didn’t even have to lift a finger! 
Customer Service Automation 
from Salesboom will streamline 
your Small business Service & 
Support teams like you never 
thought possible!

Full Solution Knowledge Man-
agement Software- Create a 
knowledge management sys-
tem database of solutions to 
your common Service & Sup-
port queries. Even the greenest 
Technical Support agent will 
seem like they’ve been in the 
small business for years with 
access to the Knowledge Man-
agement Application at their 
fingertips! A full repository of 
all Solutions created, easily 
searchable and fully archived 
means the longer you use 
Salesboom, the more efficient 
and knowledgeable your Serv-
ice & Support teams will be!

NEW: Case User Groups - We 
know that your small busi-
ness Service & Support teams 
can have varying amount of 
employees. From a single em-
ployee up to hundreds or even 
thousands, there needs to be a 
convenient way to share Case 
information between all of 
those agents. That’s why we’ve 
implemented Case Groups, the 
first in a series of user group 
enhancements we have planned 
for Salesboom. Assign your cas-
es to the entire team, and then 
have each agent log in and pick 
from the queue in the order 
they entered the system. Or, 
segment your small business 
Service & Support teams into 
even further categories based 
on specialization. The choice is 
yours, and Salesboom is here to 
accommodate it!

Case Files and Document Management
Different document layers – differentiate source and release documents

Knowledge is your most valuable asset. Salesboom has integrated document management func-
tionality within the CRM application, giving you the opportunity to build þows for document 
creation, collaboration and management, all in the context of your business processes.

Share documents easily and securely via Salesboom to ensure timely response in meeting dead-
lines for contributions ...... all organized in browsable, searchable, categorized libraries.

Salesroom offers full Document Lifecycle Management services with additional features such 
as linking for building contextual relationships. Please contact sales for a copy of the Document 
Lifecycle Management Product Sheet for more details. 

Case Management Baseline Metrics
Salesboom  delivers tools for accurate and efficient Monitoring and Evaluation activities.

With Salesboom, you can identify and track metrics that can provide very speciýc ósuccess crite-
riaô for Case Management activities. Some of the possibilities are:  

ǐ Track fees (Fin)
ǐ Track Recognition/Rewards (HRM)
ǐ Track Funding/Delivery with Monitoring & Evaluation Proc esses (M&E)
ǐ Track Applications (Admin)
ǐ Track Programs individually or in relation to other programs/ activities (Collabora-
tion)
ǐ System Usage (Change Management/Productivity)
ǐ Message sent/posted (Inter-ofýce collaboration)
ǐ Case creation statistics, etc (Stats)
ǐ Problem/Issue (Service)

Use Dashboard Analytics Tools to analyze and display metrics in the context of business need. 

Case Risk and Issue Management

Understand the risks and issues in the context of your policy and management practices.

Close the loop on issue management by developing an organizational risk and issue knowledge 
base. Keep track of issues  and metrics that offer clear insight on probabilities, impact and resolu-
tions against various conditions/activities. Some common elements in Risk/Issue Management 
are: 

ǐ Uptake 
ǐ Adherence to program policy
ǐ Reporting
ǐ Technology 
ǐ Misuse 
ǐ Governance of a shared input 
ǐ Balancing competing demands on operations/development
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Case Escalation System - Eas-
ily escalate your Small busi-
ness Service & Support cases 
through Salesboom.com’s easy 
to understand online web based 
CRM software interface. When a 
Technical Support case enters 
the queue and it needs to be 
escalated to a second level, the 
agent can simply re-assign the 
case to the appropriate user or 
group of users. Now coupled 
with email Notification, the 
escalated case owner will have 
instant email notification, al-
lowing for increased efficiency 
and no more wasted time!

Case  ManagementWorkþow & Compliance

Ensure all parties are compliant in decision and action activities.

Use Salesboom to address compliance concerns across the enterprise in areas such as legal, ýnan-
cial, procurement and operations. 

Flexible, client-deýned conýguration tailors workþow to each organization based on speciýc 
policy/procedural requirements. 
Use workþows to ensure consistent intake, data capture, and  improved efýciency 

Salesboom workþow has sophisticated administration features that allow for easy management/
updating 

Workþows will enhance management of schedules, tasks, and case information and can build in 
mechanisms that facilitate easy follow-up, investigation, and resolution by clarifying procedures 
and contextualizing references.  

Case Management

Build case relationships that are viewable solo in in context to one another.

Track and encourage distributed authorship    
The extent to which the business as a whole takes responsibility for keeping content up to date is 
a metric in itself.

Improve process efýciency 
By doing process analysis, it is possible to determine the steps needed to complete critical busi-
ness activities, and the time needed. 
Identify and manage transaction costs 
A process analysis activity will determine costs involved in completing tasks. Use Salesboom to 
streamline Case Management activities for enhanced efýciencies. 

Use Salesboom CRM to manage any range of Case Management Activities in the context of busi-
ness lines, project, activity. With the integrated tools that come standard with Salesboom you can 
manage the following:
Case Intake/Assessment
Decide Case Solution and Placement
Brief Service Plan
Sign of on Service Plan
Initial Assessment
Supervisor Sign-Off on Assessment
Document follow up on Service receipt
Reassessment 
Service Plan Update
Supervisor Sign-Off on reassessment & update
Internal and External Communications (Case Managers, Consultants, Service Providers)
Identify Caseload Limits
Case Manager Contacts with client
Crisis Intervention
Collateral Assessments
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Site Visits
Case Closure 
Supervisory Sign-Off on closure
Supervisor Qualiýcations
Case Manager Qualiýcations
Client Eligibility
Guidelines and Policy 

About Salesboom

SalesboomÊ has over 28,000 subscribers from around the globe, ranging from SMB to Fortune 
500 customers, in over 154 countries around the world. Salesboom.com solutions drive innova-
tion, enable business realignment, and enriches customer relations across the enterprise.

Sign up for a Free CRM Software 30-day Trial 
Phone: 1.877.CRM.SALE (1.877.276.7253) 
E-mail: info@salesboom.com
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