
Webforms Analysis & Assignment
Overview

In this section, you will find information about:

How to assign a Webform Case
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Step-By-Step

Webf
orm 
Analy
sis & 
Assig
nment

 



When a 
Webform 
is 
received, 
there are 
2 
different 
cases:

A) The G
BU is 
identified
(if the 
visitor 
registered
its 
request 
form a 
Product 
detail 
page or 
has 
selected 
a GBU in 
the 
General 
Request 
Form)

In 
that 
case,
the 
Web
form
is 
assi
gne
d to 
the 
GBU
Que

 ue
(GB
U 
Webf
orm 
queu
e)



By 
defa
ult, 
an 
emai
l 
with 
the 
requ
est 
detai
ls is 
sent 
to 
the 
Que
ue 
Mem
bers

B) The G
BU is 
not 
identified
, the 
case is 
assigned
to the 
SBS OtC 
Custome
r 
Informati
on (ex-
Info-
Produit - 
Maria-
Rita 
LaRussa) 
to 
analyze 
the 
request 
and 
assign it 
to the 
correct 
contact / 
queue

 

All fields 
are 
editable 
and can 
be 
modified



Additional
informatio
n can be 
added in 
the case 
if needed

For the 
Webform 
for which 
the GBU 
was not 
registered
, it is 
important 
to update
the 
informati
on as 
soon as it 
is 
available

Once the 
contact 
who will 
take 
charge of 
the 
Prospect
/Custome
r request i
s 
identified
, the Cas
e 
Ownershi
p should 
be 

 transfer
on him

Click
on "
Cha
nge"
and 
then 
selec
t the 
corre
ct "U
ser" 
or 
"Qu
eue"



If 
you 
want 
the 
new 
Own
er to 
recei
ve a 
Notif
icati
on 
eMail
, tick 
"Sen
d 
Notif
icati

 on"
chec
kbox



Please 
note:

If 
the 
case 
shou
ld 
not 
be 
treat
ed 
(bas
es 
on 
Busi
ness 
rules
or 
"fals
e" 
form,
it 
can 
be 
close
d 
direc
tly
If 
the 
case 
assig
nme
nt is 
not 
clear
, 
you 
can 
use 
the 
Chat
ter 
funct
ion 
to 
verify
who 
shou
ld 
be 
the 
right 
cont
act

 



The 
Webf
orm 
Time
line 
Stre
am 
will 
give 
detai
led 
infor
mati
on 
abou
t 
leadt
ime 
mea
sure
ment
:

 

 

Date and 
Time are 
automatic
ally filled 
in by the 
system 
according
to:

Date
/Tim
e of 
Crea
tion
Statu
s 
chan
ges

 

 

 

Related articles

Webforms Process, Steps and Status
Webforms Reception
Webforms treatment
Webforms Closure

Webforms Related Lists

 

Need help?

To request any support or if you have identified a bug or incident , 
please create a Freshdesk ticket using Solvia platform : https://solvia.
solvay.com/

you can copy users with email address , default priority is Low , then 
Submit . We advise you to put keywords in subject to ease dispatching 
to correct Agent : CRM - Complaint for example
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