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Abstract: This article presents a structured framework for designing comprehensive case management solutions, covering processes 

from initial case creation to final case closure. It addresses critical elements such as case capture mechanisms, automated routing, 

escalation based on service level agreements, collaborative case resolution, and case disposition recording. The purpose of this paper is to 

provide a scalable, efficient, and user-centric approach to case handling that ensures service excellence and compliance with operational 

standards. 
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1. Introduction 
 

Effective case management is the backbone of responsive 

customer service organizations. From the moment a customer 

submits a query or raises an issue, the lifecycle of a case must 

be meticulously designed to ensure timely and efficient 

resolution. A robust case management solution ensures not 

only the delivery of excellent customer experiences but also 

the operational effectiveness of the support team. This paper 

explores the essential components required to design and 

implement an end-to-end case management solution. 

 

Case Creation: Sources and Capture Mechanisms 

Case creation initiates the service process and can originate 

through multiple channels, including web forms, email-to-

case, social media, phone interactions, and live agent chats. A 

scalable solution must accommodate omni-channel intake and 

standardize captured data via record types and assignment 

queues to categorize and prioritize cases effectively. 

 

Case Assignment and Routing 

Automated case assignment ensures that cases are routed to 

appropriate teams or agents based on criteria 
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product, or customer segment. Mechanisms like Assignment 

Rules and Omni-Channel Routing are crucial to distribute 

workload intelligently, reduce manual triaging, and maintain 

balanced agent capacity. 

 

Case Escalation and SLA Monitoring 

Escalation mechanisms are necessary to manage service level 

agreements (SLAs) effectively. Using Entitlement Processes, 

Milestones, and Escalation Rules, cases that approach or 

breach service thresholds can be prioritized or reassigned 

automatically, ensuring compliance with customer 

commitments. 

 

Case Resolution Strategies 

Efficient case resolution requires providing agents with the 

tools and knowledge necessary to solve issues. This includes 

integration with Knowledge Bases, access to Asset histories, 

and collaboration tools like Chatter. Case resolution should 

also be tracked with status updates and internal comments to 

facilitate auditability. 

 

Case Closure and Disposition 

Case closure must involve capturing meaningful disposition 

data to support analytics and continuous improvement 

initiatives. Closure codes, survey triggers, and follow-up 

tasks can be used to validate customer satisfaction and ensure 

complete lifecycle tracking. 

 

2. Conclusion 
 

An effective case management solution integrates case 

creation, intelligent assignment, proactive escalation 

handling, resolution enablement, and robust closure 

procedures. Organizations that implement structured, scalable 

case management solutions stand to enhance customer 

loyalty, operational efficiency, and service excellence. 

 

References 
 

[1] Salesforce, 'Designing Service Cloud Implementations,' 

Salesforce Documentation, 2023.Designing an End-to-

End Case Management Solution: From Case 

Creation to Closure 

[2] Forrester Research, 'Customer Experience and CRM 

Trends,' 2022. 

[3] Gartner, 'Best Practices for Case Management Solutions,' 

2022. 

[4] Oracle, 'Effective Service Request Management,' Oracle 

Whitepaper, 2021. 

Paper ID: SR25508201524 DOI: https://dx.doi.org/10.21275/SR25508201524 589 

http://www.ijsr.net/



