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1. About CloudCherry 
 
CloudCherry is a Real-time, Omni-channel End-To-End Customer Experience Management platform 
that lets brands track, measure & improve Customer Delight - thereby increasing profitability, reducing 
customer churn and improving loyalty. 
 
The SaaS product is the perfect tool for Feedback collection, Customer Experience Management and 
Customer Experience Measurement for SMBs and enterprises.  
 
One of the key aspects to improving Customer Experience is closing the Loop with Customers when 
they face an issue. Through the integration between Dynamics ticketing module and CloudCherry, 
every customer issue provided in the form of feedback can be automatically raised as a ticket in 
Salesforce and can be tracked, managed and closed effectively.  
 
The app handles the following:  
 
 Set up notifications in CloudCherry and Create and maintain the relation with Dynamics  

 Update data on your CloudCherry (CEM) platform whenever any action is taken 

 

2. Workflow 
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3. CRM Flow  
 

3.1  Setting up configuration for the first time: 

 

3.1.1 hƴŎŜ ǳǎŜǊ ƭƻƎƛƴ ǘƻ /waΣ Ǝƻ ǘƻ άAdvanced SettingsέΦ 

 

 

 

3.1.2 bŀǾƛƎŀǘŜ ǘƻ ά{ƻƭǳǘƛƻƴέ ŦǊƻƳ ǎƛǘŜ ƳŀǇ 

 

 

 

3.1.3 hǇŜƴ ά/ƭƻǳŘŎƘŜǊǊȅέ ǎƻƭǳǘƛƻƴ ŦǊƻƳ ǘƘŜ ƭƛǎǘ ƻŦ ǎƻƭǳǘƛƻƴǎ 
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3.1.4 This will open the configuration page, where user must enter valid 

CloudCherry credentials.  

 

 

3.1.5 9ƴǘŜǊ ǾŀƭƛŘ /ƭƻǳŘŎƘŜǊǊȅ ŎǊŜŘŜƴǘƛŀƭǎ ŀƴŘ ǎŀǾŜ ǘƘŜ ŘŜǘŀƛƭǎ ōȅ ŎƭƛŎƪƛƴƎ ƻƴ ά{!±9 

59¢!L[{έ ōǳǘǘƻƴΦ 

 

 

3.1.6  !ƭǎƻΣ ȅƻǳ Ŏŀƴ ŜŘƛǘ ǘƘŜ ŎǊŜŘŜƴǘƛŀƭǎ ōȅ ŎƭƛŎƪƛƴƎ ƻƴ ά95L¢ 59¢!L[{έ ōǳǘǘƻƴΦ 
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3.1.7  hƴŎŜ ǘƘŜ ŎƘŀƴƎŜǎ ŀǊŜ ŘƻƴŜΣ ŎƭƛŎƪ ƻƴ ά{!±9 /I!bD9{έ ōǳǘǘƻƴ ǘƻ ǎŀǾŜ ǘƘŜ 

current changes.  

 

 

 

 

3.2  Create Unmanaged solution: 

3.2.1 Expand the site map and click on Setting -> Solution. 
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3.2.2 /ƭƛŎƪ ƻƴ άbŜǿέ .ǳǘǘƻƴ ǘƻ ŎǊŜŀǘŜ ƴŜǿ ¦ƴƳŀƴŀƎŜŘ ǎƻƭǳǘƛƻƴ ƛƴ ǿƘƛŎƘ ǳǎŜǊ ǿƛƭƭ 

add the custom workflows. 

 

 

 

3.2.3 Enter all mandatory fields as per below screenshot and save the solution. 
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3.3  Setting the Process (workflow) for Reopen Case: 

3.3.1  Open saved solution and click on Processes. 

 

 

3.3.2 !ŦǘŜǊ ŎƭƛŎƪƛƴƎ ƻƴ ǇǊƻŎŜǎǎŜǎΣ ŎƭƛŎƪ ƻƴ άbŜǿέ .ǳǘǘƻƴ ǘƻ ŎǊŜŀǘŜ ƴŜǿ ǇǊƻŎŜǎǎΦ 
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3.3.3 9ƴǘŜǊ tǊƻŎŜǎǎ ƴŀƳŜΣ /ŀǘŜƎƻǊȅΣ 9ƴǘƛǘȅ ŀƴŘ ŎƭƛŎƪ άhYέ ōǳǘǘƻƴΦ 

 

 

 

3.3.4 ¦ǎŜǊ Ƴǳǎǘ ǎŜƭŜŎǘ άhǊƎŀƴƛȊŀǘƛƻƴέ ŦǊƻƳ ŘǊƻǇ Řƻǿƴ ƻŦ {ŎƻǇŜΦ 
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3.3.5 CǊƻƳ Ψ!ŘŘ {ǘŜǇΩ ŘǊƻǇ Řƻǿƴ ǎŜƭŜŎǘ ά/ƘŜŎƪ /ƻƴŘƛǘƛƻƴέ ƻǇǘƛƻƴΦ 

 

 

3.3.6 /ƭƛŎƪ ƻƴ ǘƘŜ άŎƻƴŘƛǘƛƻƴέ ǘƻ ŜƴǘŜǊ ǘƘŜ ǊŜǉǳƛǊŜŘ ŎƻƴŘƛǘƛƻƴΦ 

 

 

 

3.3.7 !ŘŘ ŘŜǘŀƛƭǎ ŀǎ ǇŜǊ ƎƛǾŜƴ ǎŎǊŜŜƴǎƘƻǘ ŀƴŘ ŎƭƛŎƪ ƻƴ Ψ{ŀǾŜ ŀƴŘ /ƭƻǎŜΩ ōǳǘǘƻƴ to 

save the details. 

Note: This is an example to add the conditions. User can add conditions as per 

their requirement.  

 



11 

 

 

 

 

3.3.8 !ŦǘŜǊ ŀŘŘƛƴƎ ŘŜǘŀƛƭǎΣ ŎƭƛŎƪ ƻƴ ά!ŘŘ ǎǘŜǇέ ōǳǘǘƻƴΦ 

 

 

 

3.3.9 !ŘŘ ƴŜȄǘ ǎǘŜǇ ōȅ ŎƭƛŎƪƛƴƎ ƻƴ ά/ƘŀƴƎŜ {ǘŀǘǳǎέ ŀǎ ǇŜǊ ƎƛǾŜƴ ƛƴ ǎŎǊŜŜƴǎƘƻǘΦ 

 

 

 

3.3.10 {ŜƭŜŎǘ /ƘŀƴƎŜ ǊŜŎƻǊŘ ǎǘŀǘǳǎ ŀǎ ΨLƴ tǊƻƎǊŜǎǎΩ ŀƴŘ ŎƭƛŎƪ ƻƴ save and closed. 
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3.3.11 /ƭƛŎƪ ƻƴ Ψ!ŎǘƛǾŀǘŜΩ ōǳǘǘƻƴ ǘƻ ŀŎǘƛǾŀǘŜ ǘƘŜ ǿƻǊƪŦƭƻǿΦ 

 

 

 

 

3.4  Send Survey URL in an Email: 

3.4.1 Create New workflow on case entity 
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3.4.2 CǊƻƳ άAdd Stepέ ŘǊƻǇ Řƻǿƴ ǎŜƭŜŎǘ άCheck Conditionέ ƻǇǘƛƻƴ 

 

 

 

3.4.3 /ƭƛŎƪ ƻƴ ǘƘŜ άConditionέ ǘƻ ŜƴǘŜǊ ǘƘŜ required condition 
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3.4.4 Set the condition as per given in below screenshot 

Note: This is an example to add the conditions. User can add conditions as per their requirement.  

 

 

 Select the Action from drop down. 
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3.4.5 Proceed to set properties for that Action 

 

 

 

3.4.6 Select the Prefill mapping from dropdown 

 

 

 

 

3.4.7 Save and Close the prefill action 

 

 

 

3.4.8 !ŘŘ ƴŜȄǘ ǎǘŜǇ ǘƻ ǎŜƴŘ ŀƴ 9ƳŀƛƭΦ {ŜƭŜŎǘ άSend Emailέ ŦǊƻƳ ŘǊƻǇŘƻǿƴΦ 
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3.4.9 /ƭƛŎƪ ƻƴ ά{Ŝǘ tǊƻǇŜǊǘƛŜǎέ button 

 

 

 

3.4.10 Fill the details in the mail and assign the survey link 
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3.4.11 Add branching condition for other survey to be triggered on different 

condition 
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3.4.12 If the Prefill mapping does not exist in the lookup, then user can create new 

ǎǳǊǾŜȅ ōȅ ŦƻƭƭƻǿƛƴƎ ǘƘŜ ōŜƭƻǿ ǎǘŜǇǎΦ /ƭƛŎƪ ƻƴ άNewέ ōǳǘǘƻƴΦ 

 

 

 

3.4.13 {ŜƭŜŎǘ ǘƘŜ ά/ƭƻǳŘ/ƘŜǊǊȅ {ǳǊǾŜȅέ ŀƴŘ άCRM Entityέ ǾŀƭǳŜ ŦǊƻƳ drop down 
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3.4.14 Map the CloudCherry Question with CRM fields 

 

 

3.4.15 User must map Incident Id to Case. This is mandatory to map. 

 

 

 

 




















