Salesforce Admin Study Guide - Approval Processes, Case Assighment Rules,
Escalation Rules, Tasks/Case Assignment Ownership, and Flows

Salesforce Basics: For Complete Beginners

If Salesforce feels like a foreign land, don’t sweat it—here’s a huge, friendly intro to get you

excited, comfy, and ready to roll.

e Whatis Salesforce?

o

o

It’s an online platform that businesses use to organize everything
important—customer details, sales deals, team tasks—all in one sleek,
cloud-based hub, no need for tech disasters or complex setups.

Imagine it as your business’s personal wizard, like a magical assistant who
keeps your data tidy, your processes smooth, and your team on track without
you lifting a finger (well, almost!).

e Why It’s a Total Win:

@)

o

It cuts through the mess—Ilike hunting through emails, sticky notes, or
outdated spreadsheets—and puts customer info, work jobs, and team
coordination in one clear spot. Whether your team’s approving deals,
assigning cases, or escalating issues, it’s like a teamwork superpower that
saves time, reduces errors, and keeps everyone aligned.

As an admin, you’re the maestro—setting up rules and flows to automate the
grunt work, like teaching a robot butler your team’s daily routine so they can
focus on the big stuff.

o Key Words to Start With:

@)

Org: Your company’s own Salesforce playground—like your team’s private
workshop where all the data lives and the action happens.

Setup: The control center (top-right gear icon) where you tweak things—like
the command deck of your Salesforce ship, letting you steer and fine-tune
everything.

CRM: Customer Relationship Management—;just a fancy way of saying
Salesforce keeps customers happy and organized, its core mission.

e What This Topic Is All About:



o This guide is your deep dive into automating and managing work in
Salesforce—approval processes (like getting a deal okayed), case
assignment rules (who gets what case), escalation rules (flagging overdue
issues), tasks/case ownership (who’s responsible), and flows (automating it
all). It’s like learning to build a conveyor belt for your team’s workflow.

Overview

This custom topic covers key automation and management tools in Salesforce—Approval
Processes, Case Assignment Rules, Escalation Rules, Tasks/Case Assignment Ownership,
and how to supercharge them with Flows. You’ll learn to set up approvals for deals or
changes, assign cases to the right people, escalate overdue issues, manage ownership,
and use flows to tie it all together seamlessly. This isn’t a standard exam topic but a
powerhouse combo for real-world admin skills, likely worth 10-15% if it were weighted.

Exam Weight (Hypothetical)

Percentage: Assumed 10-15% (if part of an exam; here, it’s custom for you)

Why It Matters: These tools automate busywork and keep cases moving—without
them, teams drown in manual tasks. It’s a critical skill set for making Salesforce
hum and impressing your boss.

Objectives (In Super-Simple Terms)

Learn how to set up approvals—like a manager signing off on a big deal—so nothing
moves without a thumbs-up.

Figure out how to assign cases—Ilike routing “Urgent” tickets to experts—so work
goes to the right hands fast.

Get comfy escalating cases—like flagging a stuck ticket—when deadlines loom.

Understand task and case ownership—like who’s on the hook—and how to assign
or reassign them.

Master flows—like auto-routing cases or notifying owners—to glue it all together
with automation magic.

Structure of the Study Guide

Definitions: Big, clear explanations of key terms.



e Categories: Topics splitinto manageable pieces.

e Bullet Points: Massive, beginner-friendly summaries with heaps of detail.

e Tables: Side-by-side comparisons to keep it simple.

e Practical Scenarios: Tons of real-world examples you can imagine doing.

e Study Tips: Step-by-step ways to master this.

Definitions (Huge Summaries with Tons of Beginner Details)

e Approval Process:

@)

What It Is: A system to get permission—like a manager approving a
discount—before something happens.

Details: Think of it as a checkpoint—like a teacher signing your hall pass. You
setrules (e.g., “If Amount > $10,000”) and steps (e.g., “Manager approves”)
to lock a record until it’s green-lit. It’s for deals, changes, anything needing
oversight.

e Case Assignment Rule:

o

What It Is: A rule to auto-assign cases—like “High Priority to Senior Agent”—
when they’re created.

Details: This is your case traffic cop—routes tickets based on fields (e.g.,
“Priority = High”) to users or queues (groups). It’s how support teams divvy
up work without manual handoffs.

o Escalation Rule:

@)

What It Is: A timer to flag cases—like “Overdue > 2 days”—and reassign or
notify someone.

Details: Picture it as an alarm clock—if a case sits too long (e.g., “Open” past
SLA), it escalates to a manager or expert. Keeps support on track and
customers happy.

¢ Task/Case Assignment Ownership:

o

What It Is: Who’s responsible—like “Jane owns this Case”—and how it’s set
or changed.



o Details: This is your name tag—every task or case has an owner (a user or
queue). You assign it manually, via rules, or automation, and reassign as
needed—Ilike passing the baton in a relay.

e Flow:

o Whatltls: Avisual tool to automate tasks—like “Notify owner when case
escalates”—without code.

o Details: Think of it as a robot choreographer—you drag and drop steps (e.g.,
“Check Priority,” “Assign to Queue”) to run processes. It’s the glue for
approvals, assignments, and escalations.

Categories
o Automation and Management Tools: The big pieces you’ll master.
o Approval Processes
o Case Assignment Rules
o Escalation Rules
o Tasks/Case Assignment Ownership

o Working with Flows

Detailed Breakdown (Bullet Points with Massive Beginner Summaries)
1. Automation and Management Tools
e Approval Processes

o Summary: Tools to lock records—Ilike Opportunities or Cases—until
approved, with steps and rules for who signs off.

o Details:

= Thisisyour gatekeeper—like a bouncer checking IDs. You set up a
process (e.g., “Discount Approval”) to freeze a record, send it to
approvers (e.g., “Manager”), and unlock it only when okayed. It’s
perfect for big deals, changes, or anything needing a double-check.



How You Set It Up: Setup > Process Automation > Approval
Processes:

= Createlt:
= Object: Pick one—like “Opportunity.”
= Name: Like “High Value Deal Approval.”

= Criteria: Rules—like “Amount > 10,000” or “Discount >
20%”—or “Always Run” (no filter).

= Type: “New” process (not “Jump Start” for beginners—
too simple).

= Steps:
» Step 1: Add a step—Llike “Manager Approval.”
» Criteria: Optional—like “Stage = Negotiation.”

= Approver: Pick “Specific User” (e.g., “Jane”),
“Role” (e.g., “Sales Manager”), or “Submitter’s
Manager.”

= Actions: “Approve/Reject”—user decides.

= Multiple Steps: Add more—like “Step 2: VP Approval” if
“Amount > 50,000.”

* Actions:
» Initial Submission: Like “Lock Record”—stops edits.
= Approval: Like “Update Field: Status = Approved.”
» Rejection: Like “Email Submitter: Try Again.”
= Recall: Optional—like “Submitter can pull back.”
= Activate: Save, then “Activate”—it’s live.

Why It’s Great: Control freak’s dream—like “No $20K deal moves
without a nod.” Multi-step means layered checks—Manager, then VP,
all tracked.



What’s Tricky: Criteria must match—Ilike “Amount > 10,000” needs a
number field. Test it—rejections might confuse users. Too many steps
slow things down—keep it lean (e.g., 1-3).

Real-Life Example: “Opportunity Discount Approval”—Criteria
“Discount > 15%,” Step 1 “Sales Manager Approves,” Approval sets
“Approved = Yes,” Rejection emails submitter—discounts stay tight.

Case Assignment Rules

o Summary: Rules to auto-route cases—Ilike “Urgent to Experts”—when
created or updated.

o Details:

This is your case dispatcher—like a mail sorter. You set conditions
(e.g., “Priority = High”) and assign to users or queues (e.g., “Senior
Agents”). It’s how support teams hit the ground running without
manual picks.

How You Set It Up: Setup > Service > Case Assignment Rules:
» Create Rule:
= Name: Like “Priority Assignment.”
» Order: Number—like “1” runs first.
* Rule Entries:

= Criteria: Like “Priority = High” or “Subject contains
‘Urgent.””

» Assign To: User (e.g., “Jane”) or Queue (e.g., “High
Priority Queue”).

» Email Template: Optional—like “Case Assigned to

»

You.
» Add more—like “Priority = Low” to “New Agents Queue.”

= Default Owner: Fallback—like “Support Manager” if no rules
match.

= Activate: Save, set as “Active”—runs on new cases.



=  Why It’s Great: Hands-free—like “High Priority cases hit Jane
instantly.” Queues spread load—Llike “Low Priority” to a group.

=  What’s Tricky: Order matters—Rule 1 trumps Rule 2. Test it—cases
might slip to default if criteria miss. Queues need members—empty
ones fail.

= Real-Life Example: “Support Routing”—Rule 1: “Priority = High” to
“Senior Queue,” Rule 2: “Priority = Medium” to “Support Team,”
Default: “Support Lead”—cases flow fast.

Escalation Rules

o Summary: Timers to flag overdue cases—like “Open > 3 days”—and reassign
or notify someone.

o Details:

» Thisis your watchdog—like a timer buzzing when food’s ready. You set
conditions (e.g., “Status = Open”) and time triggers (e.g., “3 days after
Created”) to escalate—reassign, notify, or both. Keeps cases from
rotting in limbo.

» How You Set It Up: Setup > Service > Escalation Rules:
» Create Rule:
= Name: Like “SLA Escalation.”
= Active: Checkto turn on.
* Rule Entries:
» Criteria: Like “Status = Open” and “Priority = High.”

» Business Hours: Optional—like “Mon-Fri, 9-5” (Setup >
Company Settings > Business Hours).

= Time Trigger: Like “3 days from Created Date.”
= Actions:
= Reassign—like to “Escalation Queue.”

= Notify—like “Case Owner” or “Manager” via
email.



= Add more—Ilike “Priority = Medium” escalates in “5
days.”

= Save: Activate—it watches cases.

=  Why It’s Great: Proactive—like “Stuck case? Boss knows!” Time-
based means no guesswork—3 days, boom, escalated.

=  What’s Tricky: Business Hours need setup—else it’s 24/7. Test
timing—3 days might be too late. Multiple rules can overlap—order
them smart.

= Real-Life Example: “High Priority Escalation”—Criteria “Priority =
High,” “Status != Closed,” 2 days from “Created,” reassign to “Manager
Queue,” notify “Support Lead”—urgent cases pop.

Tasks/Case Assignment Ownership

o Summary: Managing who owns tasks and cases—like “Jane’s Case”—and
how to assign or shift them.

o Details:

= Thisisyourresponsibility tag—every task or case has an owner (user
or queue). You set it manually, via rules, or automation, and reassign
as needed—Ilike passing a hot potato to the right cook.

» How You Set It Up:
» Tasks:

= What It Does: To-dos—like “Call Client.”

» Details: Create via “New Task” (Activity tab):
» Assigned To: User—like “Jane”—or Queue.
= Subject: Like “Follow Up.”
* Related To: Link—like “Case #001” or “Account.”
» Due Date: Like “03/12/2025.”

» Reassign: Edit > Change “Assigned To”—e.g., from
“Jane” to “Mike.”

= Cases:



=  What It Does: Support tickets—Llike “Printer Issue.”

= Details: Setup > Object Manager > Case > Fields >
“Owner”:

= Manual: Create Case > “Owner = Jane.”
= Rules: Use Case Assignment Rules (above).

= Reassign: “Change Owner” button—like to
“Support Queue.”

* Queues: Setup > Users > Queues:

» Create: Like “Support Queue”—add objects (e.g.,
Case), members (e.g., “Support Team”).

» Assign: Case > Owner = “Support Queue”—team picks
from list.

=  Why It’s Great: Clear ownership—like “Jane’s on it!” Queues share
load—Llike “Support Team grabs next case.”

=  What’s Tricky: Queues need users—empty ones stall. Manual
reassigning lags—automation’s better. Ownership drives visibility—
set perms right.

= Real-Life Example: Case “#001” owned by “Support Queue”—agent
“Mike” takes it, reassigns to “Jane” for expertise—flows smooth.

Working with Flows

o Summary: Visual automation—like “Auto-assign case and notify”—to tie
approvals, assignments, and escalations together.

o Details:

= Flows are your robot helpers—like a script that runs steps (e.g.,
“Check case, assign, email”). You build them to enhance or replace
rules, making processes slick and custom.

= How You Set It Up: Setup > Process Automation > Flows > “New
Flow”:

= Types:



Record-Triggered: Runs on record change—like “Case

created.”

Screen Flow: User-driven—like “Submit for Approval.”

Autolaunched: Background—like “Escalate Case.”

= Example: Case Assighment Flow:

Trigger: “Case Created.”

Steps:

Get Record: Grab Case—e.g., “Priority.”

Decision: “If Priority = High” > “Assign to Senior
Queue,” else “Support Queue.”

Update Record: Set “Owner = Senior Queue.”

Email Alert: Notify “Queue Members”—“New
High Priority Case.”

Save/Activate: Name “Case Router,” run on create—

live!

= Example: Approval with Flow:

Trigger: “Opportunity Updated,” “Discount > 10%.”

Steps:

Lock record.
Email “Manager” with approval link.

Wait for response (Screen Flow for
Approve/Reject).

Update “Status = Approved” or “Rejected.”

= Example: Escalation Flow:

Trigger: “Case Updated,” “Status = Open.”

Steps:

Check “Created Date > 3 days.”



= Reassignto “Escalation Queue.”
= Notify “Manager.”

=  Why It’s Great: Flows are wizards—like “Case hits 3 days, auto-
escalates, emails boss.” More flexible than rules—custom logic,
multi-step.

= What’s Tricky: Learning curve—drag-drop’s easy, logic takes practice.
Test it—bugs like “wrong owner” sneak in. Debug mode helps—use it!

= Real-Life Example: “Case Flow”—Trigger “Case Created,” Decision
“Priority = High” > “Senior Queue” + email, else “Support Queue”—
auto-routes like rules, plus flair.

Tables

Table 1: Approval Processes vs. Flows

What’s Different Approval Processes Flows

Purpose Structured approval Custom automation
Setup Wizard-based Drag-and-drop
Example “Manager OKs Discount” “Auto-assign + notify”
Flexibility Moderate—steps predefined High—any logic

Table 2: Case Assignment vs. Escalation Rules

What’s Different Case Assignment Rules Escalation Rules

Timing On create/update Time-based (e.g., 3 days)
Action Assigns owner Reassigns/notifies
Example “High to Senior” “Open 2 days to Manager”
Trigger Field-based Time + field-based

Table 3: Ownership vs. Flows

What’s Different Tasks/Case Ownership Flows



What’s Different Tasks/Case Ownership Flows

Method
Scope
Example

Control

Manual/rules Automated logic

Single owner/queue Multi-step process

“Jane owns Case” “Check case, assign, notify”
Direct assignment Programmable

Practical Scenarios

1. Deal Approval:

o

Need: Approve Opportunities over $10K.

Solution: Setup > Approval Processes > New, “Opportunity,” “High Value
Approval,” Criteria “Amount > 10,000,” Step “Manager Approves,” Activate—
deals wait for sign-off.

2. Case Assignment:

@)

Need: Route urgent cases to seniors.

Solution: Setup > Case Assignment Rules > New, “Urgent Routing,” Rule
“Priority = High” to “Senior Queue,” Default “Support Lead”—urgent cases hit
pros.

3. Case Escalation:

Need: Flag cases open > 3 days.

Solution: Setup > Escalation Rules > New, “Overdue Alert,” Criteria “Status =
Open,” 3 days from “Created,” reassign “Manager Queue,” notify “Support
Lead”—stuck cases pop.

4. Task Ownership:

o

o

Need: Assign follow-up task.

Solution: Case > New Task, “Subject = Call Client,” “Assigned To = Jane,”
“Related To = Case #001,” “Due = 03/12/2025”—Jane’s on it.

5. Flow Automation:



o Need: Auto-assign and notify for high-priority cases.

o Solution: Flows > New Record-Triggered, “Case Created,” Decision “Priority =
High” > Update “Owner = Senior Queue,” Email “Senior Team,” else “Support
Queue”—smart routing.

Study Tips

Hands-On: Get a free org (developer.salesforce.com)—build an approval,
assignment rule, escalation, task, and flow.

Start Simple: Trailhead’s “Process Automation” and “Flow Builder Basics”—free,
with videos and tasks.

Focus: Know Approvals (steps), Assignment/Escalation (rules), Ownership
(users/queues), Flows (triggers, actions).

Practice: Try “Approve a deal?” or “Auto-escalate case?”—daily drills.

Beginner Boost: Watch “Salesforce Automation 101” on YouTube; build one piece
daily—like approval, then flow.

Time: Spend 5-7 hours—split: 1.5 on Approvals, 1.5 on Rules, 1 on Ownership, 2 on
Flows.



