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CHAPTER 7 # USE ENTITLEMENTS AND MILESTONES TO DRIVE CASE AUTOMATION

Minimum Interval Between Triggering Event and Action

The first atvibute that warrants a comparison is the minimum amount of time between the event that “Kicks off” an
escalation rule or a time-based workflow rule and the corresponding action that it triggers. Take a look at how the

following three triggered actions compare in terms of timing in Figure 7-1.

Earliest Possible Timing of Action
{In Minutes, After Triggering Event)

60 |
s0 |

40

30

0

10 |

Entitlements and milestones

Time-based workflows Case escalations

Figure 7-1. The earliest possible action is based on the triggering event and varies by source

The intervals in the figure speak for themselves. While with escalation rules and time-based workflow rules, you
can only configure an action 30-60 minutes out; with entitlements and milestones, you can configure an action to
occur literally 1 minute after the triggering event. Simply put, that’s awesome.

B Note Case escalation rules can only frigger owner changes and Email alerts; unlike workflow rules, they cannot

drive automated updates of any fields other than the Case Owner field.

Variance Between Expected and Actual Minimum Intervals

The potential disparity between the expected time intervals and the actual timing of the triggered action shown in
the previous figure is another critical consideration when automating your business processes. The intervals of 60
minutes, 30 minutes, and 1 minute depicted are what you configure for the corresponding actions. However, the
expected time does not always match the actual interval that occurs, Figure 7-2 shows the percentage of potential
variance between the actual time it takes to trigger an action and the time that it is expected to take, as it applies to
both time-based workflow rules and entitiements and milestones.
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