Entitlement

·	Entitlement :   Entitlements are units of customer support in Salesforce, such as “phone support” or “web support.” They’re typically used to represent terms in service agreements.
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You can associate entitlements with accounts, assets, contacts, and service contracts. For example, a phone support entitlement can be added to an account. When a contact from that account calls your service department, support agents can quickly verify that they’re entitled to phone support.

·	Entitlement Fields : Entitlements have the following fields. Some fields may not be visible or editable depending on your page layout and field-level security settings.
               Fields :
1.	 Account Name - The account associated with the entitlement. Every entitlement must be linked to an account.
2.	Asset Name - The asset associated with the entitlement. Products represent the items your company sells (for example, a laptop case), whereas   assets represent the specific products your customers have purchased (the laptop case purchased by John).
3.	Business Hours - The entitlement’s supported business hours. To learn more about business hours on entitlements, see How Business Hours Work in Entitlement Management.
4.	Per Incident - Lets you limit the number of cases the entitlement supports. Use this field if your service agreements with your customers are based on number of cases (as opposed to number of days or other criteria). Otherwise, you probably don’t need it.
5.	Cases Per Entitlement - The total number of cases the entitlement supports. This field is only available if Per Incident is selected.
6.	Contract Line Item - The contract line item (product) associated with the entitlement.
7.	End Date - The last day the entitlement is in effect. This field is blank unless you set up an Apex trigger or quick action to populate it. For example, you can create a quick action that sets the End Date to 365 days after the Start Date.
8.	Entitlement Name - The entitlement’s name. We recommend using a descriptive name, such as Phone Support. This helps users better understand entitlements when they see them on related lists for accounts, contacts, and assets.
9.	Operating Hours - The operating hours that the entitlement’s work orders should respect. This field is visible only if Field Service Lightning is enabled.
10.	Service Contract - The service contract associated with the entitlement. To quickly find a service contract in the lookup dialog box, select criteria from the Filter by fields. Admins can set lookup filters to restrict filter values and results.
11.	Start Date - The first day the entitlement is in effect. This field is blank unless you set up an Apex trigger or quick action to populate it. For example, you can create a quick action that sets the Start Date to the date when the Status changes to Active.
12.	Entitlement Process - The entitlement process associated with the entitlement. Entitlement processes are timelines that include all the steps (milestones) that your support team must complete to resolve cases. Each process includes logic to determine how to enforce the correct service level for your customers.
13.	Remaining Cases - The number of cases the entitlement can support. This field decreases in value by one each time a case is created with the entitlement. This field is only available if Per Incident is selected.
14.	Status - The entitlement’s status. Status is determined by your Salesforce org’s current system date and the entitlement’s Start Date and End Date. The status is: Active if the system date is equal to or later than the Start Date and equal to or earlier than the End Date. Expired if the system date is later than the End Date. Inactive if the system date is earlier than the Start Date.
   Status Icon
Represents the entitlement’s status with one of the following icons:
 Active
 Expired
 Inactive
 15. Type - The type of entitlement, such as Web or phone support. Admins can customize this field’s values.

file_1.wmf



·	Set Up Entitlement :   Entitlements are units of customer support in Salesforce, such as “phone support” or “web support”. Set up entitlements in your Salesforce org to help support agents determine whether a customer is eligible for support.
Entitlement management features include:
·	Enable entitlements -   Enable entitlements in your Salesforce org to help support agents deliver the correct service level to your customers.
1.	     From Setup, enter Entitlement Settings in the Quick Find box, then select Entitlement Settings. 
2.	Select Enable Entitlement Management. 
3.	Click Save. This takes you to a page where you can customize entitlement management settings. You’ll come back to those settings later on in the entitlement management setup process. 
·	Customize entitlement -  Customize entitlement fields and page layouts based on your business needs and how your agents work
1.	Add the Status Icon field so users can easily see whether the entitlement is active, expired, or inactive.
2.	Add the Cases, Contacts, and Work Orders related lists so users can:  View cases, contacts, and work orders associated with entitlements
3.	Create cases or work orders automatically associated with the correct entitlements. Add contacts to entitlements
4.	Add the Entitlement Name lookup field to case and work order page layouts. This lets users add entitlements to cases or work orders.
·	Set Up Entitlement and Asset Lookup Filters on Cases - Set up lookup filters on entitlement-related case fields to restrict the entitlements that users can select on a case.
1.	Set field-level security. 
Choose which entitlement management fields users can view and edit. Field-level security settings let you specify users’ access to fields in several areas of the user interface:
Detail and edit pages
Related lists
List views
Reports
Search results
Email and mail merge templates
Communities
You can set field-level security from a permission set, profile, or a particular field. 
·	Give Users Access to Entitlement Management - After you set up entitlement management, make sure that users have the appropriate user permissions, field access, and tab access.
·	Set Up an Entitlement Template - Entitlement templates let you predefine terms of support that users can add to products.
·	Automatically Add Entitlements to Cases from Web, Email, and Communities -  Entitlements don’t automatically apply to cases created using Web-to-Case, Email-to-Case, or communities. However, you can add entitlements to these features using Apex code.
·	Report on Entitlements - Use custom report types to define report criteria that users can use to run and create reports on entitlements, service contracts, and contract line items.
             To customize entitlement management custom report types:
1.	From Setup, enter Report Types in the Quick Find box, then select Report Types. 
2.	From the All Custom Report Types page, you can: 
3.	Define a new custom report type. You can't select entitlements as a primary object.
4.	Update a custom report type's name, description, report type category, and deployment status.
5.	Delete a custom report type.
·	Set Up an Entitlement Template :  You can create entitlement templates for specific products so support agents can quickly add the right entitlement whenever a customer purchases the product.
1.	    Add the Entitlement Templates related list to product page layouts. 
2.	Optionally, add the Type and Business Hours fields to the Entitlement Templates related list. This lets users view the type of entitlement, such as Web or phone support, and any business hours that apply to the entitlement. 
3.	Create an entitlement template. From Setup, enter Templates in the Quick Find box, then select Entitlement Templates. 
4.	Click New Template. 
5.	Enter any details: 
·	The name of the entitlement template. - Use a descriptive name, like Phone Support. This helps users better understand entitlement templates when they see them on related lists for products.
·	Term (Days) - The number of days the entitlement is in effect.
For example, if you want the entitlement template to entitle all customers who purchase this product to 90 days of phone support, enter 90.
·	 Entitlement Process -  The entitlement process associated with the entitlement.
·	 Per Incident - Lets you limit the number of cases the entitlement supports. The admin determines whether this field is visible.
·	Cases Per Entitlement - The total number of cases the entitlement supports.
This field is only available if Per Incident is selected.
·	Business Hours - The entitlement’s supported business hours.
·	Type - The type of entitlement, such as Web or phone support. Admins can customize this field’s values.
·	Click Save. 
·	Add the entitlement template to a product. 
·	Go to the product detail page. 
·	Click Add Entitlement Template
·	 on the Entitlement Templates related list. 
·	Select the entitlement template. 
·	Click Insert Selected. 
·	Click Done. 

·	Entitlement  Process :    Entitlement processes are timelines that include all the steps (or milestones) that your support team must complete to resolve support records like cases or work orders. Each process includes the logic necessary to determine how to enforce the correct service level for your customers.file_2.wmf


·	Milestones : Milestones represent required, time-dependent steps in your support process, like first response or case resolution times. Milestones are added to entitlement processes to ensure that agents resolve support records correctly and on time. An entitlement process can have up to 10 milestones. You can set up a milestone to occur once in an entitlement process, or to recur until the entitlement process exits.
          Here’s how milestones fit into your support process:
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·	 In next blog I will explain how to setup entitlement process and milesstone.

