IGITAL

XapDigital Technologies.
+91-120-4316473
www.xapdigital.com

Summarize Case using Agentforce

Installation & User Guide

Confidential C-56A/28, Sector 62 Page 1 of 18
Noida, UP. INDIA



IGITAL

XapDigital Technologies.
+91-120-4316473
www.xapdigital.com

Application Overview — Summarize Case using Agentforce

Summarize Case using Agentforce is a Salesforce-native application designed to
automatically generate intelligent and concise summaries of customer service Cases.
Leveraging Agentforce Al and Salesforce data, the app analyzes Case details,
milestone progress, and communication history to produce a clear, structured, and
actionable summary for service teams.

This application helps support agents quickly understand Case context without manually
reviewing long conversations or records. It streamlines handovers, improves response
guality, and enhances overall service efficiency.

Key Capabilities

Al-Driven Case Summary
Automatically generates an easy-to-read summary based on Case fields,
description, comments, and related objects.

Milestone & Entitlement Insights
Highlights milestone progress, delays, and adherence to SLA timelines, helping
teams monitor case lifecycle compliance.

Agent—Customer Communication Analysis
Extracts and summarizes the full interaction thread between agent and customer,
including replies and internal notes.

Salesforce-Native & Easy to Use
Built using standard Salesforce capabilities with no external dependencies,
ensuring secure, seamless integration within your org.
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Pre Installation things :-

When we setup Einstein in new Al org then that time some steps we need to follow.

Step 1: Enable Einstein

1. From Setup, search for and select Einstein Setup.

2. Turn on the Einstein Setup toggle.

3. Refresh your browser to reload Setup

Step 2: Enable Agentforce

In the Setup Quick Find box, search for and select Agentforce Agents.

At the top of the page, click the Agentforce toggle to turn it On.

Scroll down and turn on the Enable the Agentforce (Default) Agent toggle.
Ensure both toggles are set to On.

Refresh your browser again to activate all Agentforce features.

Install Application: -

Use these links to install the package into any organization:

o Production Environment - Download for production

o0 Sandbox Environment — Download for sandbox



https://www.google.com/search?q=Einstein+Setup&rlz=1C1ONGR_enMY1116MY1117&oq=how+enable+agentforce+in+new+salesforce+ai+org&gs_lcrp=EgZjaHJvbWUyBggAEEUYOTIHCAEQIRigATIHCAIQIRigATIHCAMQIRiPAtIBCTI1MTg4ajBqN6gCALACAA&sourceid=chrome&ie=UTF-8&mstk=AUtExfCMmZJRtTd9uLEbGY_RJWTrJev3W8u0vZBGPficcAGvrc19BDJJbfgEtaJdIq0wtfF-sa1MtRPVVBgpGp6rJQxRRAtypfG9zn-RPFhy2E909gB23XwM1NNbELMZA02NGGvOISY25LK34v4R3BeaPHWRsUxnjoyQDzxhWeYaUAvEsvw&csui=3&ved=2ahUKEwil9Yqp0deQAxW42DgGHcwBNYkQgK4QegQIAxAB
https://login.salesforce.com/packaging/installPackage.apexp?p0=04tfw000008AsgwAAC
https://test.salesforce.com/packaging/installPackage.apexp?p0=04tfw000008AsgwAAC
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| Install Summarize Case using Agentforce

By www.xapdigital.com

. 4 222 2

Install for Specific
Profiles...

o Install for Admins Only Install for All Users

A You're installing a Non-Salesforce Application that is not authorized for distribution as part of Salesforce's AppExchange
Partner Program. @

| acknowledge that I'm installing a Non-Salesforce Application that is not authorized for distribution as part of Salesforce’s AppExchange Partner

Program.
Install Cancel

App Name Publisher Version Name Version Number
Summarize Case using www.xapdigital.com ver 1.1 1.0
Agentforce

Additional Details  View Components

Click on Acknowledge button and install the application.

Agentforce Assets :-

Create Action in Agentforce assets

Search Agentforce assets in quick find box.

1. Click on Actions.
2. Click on + New Agent Action Button, for create new action.
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3. Select your Reference Action Type — Flow
4. Select your Reference Action — ‘Flow Name’
5. Add label and Instructions - Showing details on behalf on record id and

summaries all details.

Agentforce Agents :-

akwd

Search AgentForce Agents in quick find box
In below select your agent.

Click on ‘Open Builder’

Remove all topics.

Click on New button and add New topic.

Create a Topic

*Name *API Name

IGITAL

XapDigital Technologies.
+91-120-4316473
www.xapdigital.com

Enter APl Name

[ Enter Name ]

*Classification Description @

In 1-3 sentences, describe what your topic does and the types of user requests that should be classified into this topic.

*Scope @

Give your topic a job description, and be specific. For example, “Your job is only to...”

Instructions @

The following instructions are used to run this topic.

Add Instructions

Example User Input @

Add examples of questions or requests that could trigger this topic.

Example User Input

[ Example User Input

=
<

° Next

o o
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Name - Detail Summary Display

Classification Description — This topic involves fetching and displaying detailed
information to the user, followed by summarizing the details in a clear and
concise manner.

Scope - Your job is only to fetch the relevant details, summarize them in clear
language, and display the summary along with the detailed information to the

user.

Instructions —

1.

oo

7.
8.

9.

Check Account Region and Tell me region timezone and also check which
updates done by Agent is it in Customer timezone or not?

write these things in another paragraph

Check case is escalated or not if escalated then tell us the region why
case is escalated.

Case Type changes to Case Owner , so please change in your summary
when you summarize the details.

Showing First Case details in case details Case Number showing on top
of the case details then showing status and other details after that
showing Accounts and after related to case details and in last shows
milestone details

Fetch all relevant details for the user request.

Summarize the detailed information in clear, step-by-step English
language to ensure the user understands each part of the summary.
Summarize the fetched details in clear and concise language.

This topic involves fetching and displaying detailed information to the user,
followed by summarizing the details in clear, step-by-step language.

After showing details summarize all details in one paragraph.

10.Display both the detailed information and the summary to the user.
11.True replace with 'Yes', and

False replace with 'No'.
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12.In this case, also check comments and Emails are related to the Case or
not, and add one more paragraph in the Summary and elaborate
comments and check related to the case or not.

13.The draft instruction is clear and specific, addressing the need to check
the tone of communication and politeness. It also correctly emphasizes
summarizing these observations in a new paragraph, which aligns with the
guidelines for avoiding ambiguity and ensuring clarity

14.Correct & Best Resolution?

Check Correct and Best Resolution gave by our Agent (Agent means which
working on Case), and also checked If case is closed than gave Correct Case
Reason on Closure. adding these details in new paragraph not mix with other
and add proper heading.

15. First showing all details and summarize all details in paragraph and create

paragraph according to details. Please not mix summary in detail.
16.Check agent have done timely update in client time zone or not?
17.showing all fields details which are comes in result.

Example User Input

1. please share the case details or text you'd like me to summarize. Once |
have that, | can write a clear, detailed summary and describe how the
communication is going between the client and agent in a professional
tone.

2. Could you provide either the timestamps of the communications or the
client’s time zone and the times the agent sent messages? With that, | can
check if the agent is communicating aligned with the client’s working
hours.

Add Topic's Actions

1. Add your flow — Case Assurance Flow.
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2. Add ‘Salesforce questions with documentation’.

e After completing all the steps, please review the field-level security (FLS)
settings. Ensure that the profiles you assigned have the required field
permissions. If any profile does not have the necessary access, kindly update the
field permissions accordingly.

After verifying the field permissions, please review the custom metadata included in our
2GP package. Create a record in this custom metadata and enter your milestone
names. We have provided three fields where you can enter up to three milestone
names.

If you do not see these fields on the custom metadata record page, please add them to
the custom metadata page layout.

New Custom Metadata Type

Action Label Installed Packag N P Prefix Visibility APl Name Record Size
Manage Records % Case Milestone Detail Xapdigital Public Xapdigital__Case_Milestone_Detail__mdt 903

Click on manage records for creating the records in this custom metadata.

View: Create New View

Action Label + Case Milestone Detail Name Namespace Prefix
Edit | Del ~ Case Milestones Case_Milestones

| have already created a record please check this.



Case Milestone Detail

Case Milestone Detail Detail
Label
Case Milestone Detail Name
Milestone1

Milestone 3
Created By

IGITAL
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Edit | Delete| | Clone

Case Milestones Protected Component
Case_Milestones Namespace Prefix
Initial Response Time (IRT) Milestone 2

Follow-Up Response Time (FT)
Abhinav Sharma, 11/14/2025, 1:54 AM Last Modified By

Edit | | Delete| | Clone

+91-120-4316473
www.xapdigital.com

Resolution Time (RT)

Abhinav Sharma, 11/14/2025, 1:55 AM

This my record. | have three milestones and | entered three milestone names in
Milestonel, Milestone2 and Milestone3

Now we check functionality of our project.
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» (@ sewen ) BrBE2® o 220l

131 Service  Home Chamer Accounts w  Contacts v  Cases w  Reports v  Dashboards o
Case ]
. . . . ( + Follow )( Edit | Delete | Change Owner | v ) |
() Urgent - Production issue in login page Ul \ AN /
Priority Status Case Number
Medium New 00001027
Feed Related Details
© Milestones
Case Owner Status
Initial Response Time (IRT) @ € Abhinay Sharma £ New e
2days, 18 b, 39 min, 1 sec overdue Case Number Priority
Mark Completed 00001027 Medium I
Contact Name Contact Phone
£
Show More
Account Name Contact Email

Xap Digital Account

- ~
0 Open Activities (0) ( NewTask | Newevent Type | CaseOrigin

£ Email s
Case Reason Entitlement Name
- ~ Iy s
o Activity History (0) ( View All ) Case Process Indiana
- - Escalated
@ e
' AY o
Milestone Status
& Case Comments (1) [ New ) ne st
Open Violation
User Created Date Comment Wb Email ’ Web Company ,

This is my test case.

Now click on Agent Force button.

Baome® oo 2 23l

( <+ Follow )( Edit Delete Change Owner v)
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ashboards

<+ Follow)(Edit ‘ Delete ‘ Change Owner ‘ v)

Details

Case Owner

° @ Abhinay shar £

Case Number

00001027
Contact Name
4
Account Name
) Xap Digital s
A
Type
-"
) Case Reason
4
Confidential

Case Process 4

Status

New 4
Priority

Medium Y

Contact Phone

Contact Email

Case Origin
Email s

Entitlement Name

Indiana

Escalated
D rd
Milestone Status

Open Violation

[ ]
46

|

S *x» S 2

Agentforce (Default)

205 £ @)

Let's chat!

Show More

"Show activities linked to this case.”

"Provide case comments for this record.”

Hi! I'm Agentforce, an Al assistant. | can do things like
search your Salesforce data or the internet, edit your
Salesforce records, and draft or revise emails and fields....
"Summarize details for this case.” >
>
>
v

Describe your task or ask a question...
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Click on “Summarize details for this case.” If you not found this on agent force please
type manually.
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Agentforce (Default) (: I

e Summarize details for this case.

@ Case Details:

Case Number: 00001027

Status: New

Description: Change in login page Ul
Priority: Medium

Escalated: No

Account Details:

* Account Name: Xap Digital Account

* Account Region: Asia/Colombo

Business Hours: IndianBusinessHours

Related to Case:

* Comments:

© "Hi Team, We are facing issues in the login
page Ul. Need to be fixed this."

© The comment is related to the case and
highlights the issue with the login page UL

Milestone Details:

1.

Milestone Name: Initial Response Time (IRT)
* Milestone Start Date: 11/12/2025, 11:32
PM
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### Case Details:

- **Case Number**: 00001027

- *Status**: New

- *Description**: Change in login page Ul
- **Priority**: Medium

- **Escalated**: No

### Account Details:

- *Account Name**: Xap Digital Account

- *Account Region**: Asia/Colombo

- **Business Hours**: IndianBusinessHours

### Related to Case:

- *Comments**:

- "Hi Team, We are facing issues in the login page Ul. Need to be fixed this."

- The comment is related to the case and highlights the issue with the login page UI.

### Milestone Details:
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1. *Milestone Name**: Initial Response Time (IRT)

- *Milestone Start Date**: 11/12/2025, 11:32 PM

- *Milestone Target Date**: 11/12/2025, 11:32 PM
- *Milestone Completed**: No

- *Milestone Violated**: Yes

- *Milestone Completion Date**: Not completed

2. **Milestone Name**: Follow-Up Response Time (FT)

- *Milestone Start Date**: 11/12/2025, 11:32 PM

- *Milestone Target Date**: 11/12/2025, 11:32 PM
- *Milestone Completed**: No

- *Milestone Violated**: Yes

- *Milestone Completion Date**: Not completed

### Summary:

The case with number **00001027** is currently in the *New** status and has a
*Medium** priority. The issue reported is a change required in the login page Ul. The
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case is not escalated. The account associated with this case is **Xap Digital Account**,
located in the **Asia/Colombo** region, and follows **IndianBusinessHours**,

The comment provided is relevant to the case and clearly describes the issue with the
login page Ul, requesting it to be fixed.

### Milestone Summary:

Two milestones are associated with this case:

1. **Initial Response Time (IRT)**: The milestone has not been completed and has been
violated.

2. *Follow-Up Response Time (FT)**: This milestone is also not completed and has
been violated.

### Timely Update in Client Time Zone:
The updates were **not made in the client’s time zone** (Asia/Colombo).
### Correct & Best Resolution:

The case is still open, and no resolution has been provided yet. Therefore, the
correctness and quality of the resolution cannot be assessed at this time.

This is the summary generated by agentforce.
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Thank You
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