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https://help.salesforce.com/HTViewHelpDoc?id=getstart_browser_overview.htm&language=en_US
https://help.salesforce.com/articleView?id=sf1_requirements.htm&type=0
https://www.gartner.com/doc/reprints?id=1-4XHG6RT&ct=180425&st=sb
https://www.gartner.com/doc/reprints?id=1-1Z6EZO76&ct=200604&st=sb
https://www.gartner.com/doc/reprints?id=1-1ZBTP9CI&ct=200625&st=sb
https://www.gartner.com/doc/reprints?id=1-1ZDB9T2W&ct=200701&st=sb
https://www.salesforce.com/company/recognition/analyst-reports/




https://www.salesforce.com/form/conf/platform/forrester-wave-salesforce-leader










https://trailhead.salesforce.com/content/learn/modules/lex_implementation_reports_dashboards/lex_implementation_reports_dashboards_using_report_builder
https://trailhead.salesforce.com/content/learn/modules/lex_implementation_reports_dashboards/lex_implementation_reports_dashboards_using_report_builder
https://trailhead.salesforce.com/content/learn/modules/lex_implementation_reports_dashboards/lex_implementation_reports_dashboards_using_report_builder
https://trailhead.salesforce.com/modules/lex_implementation_reports_dashboards/units/lex_implementation_reports_dashboards_visualizing_data
https://trailhead.salesforce.com/modules/lex_implementation_reports_dashboards/units/lex_implementation_reports_dashboards_visualizing_data
https://trailhead.salesforce.com/modules/lex_implementation_reports_dashboards/units/lex_implementation_reports_dashboards_visualizing_data








https://help.salesforce.com/apex/HTViewHelpDoc?id=quicktour_tips.htm&language=en


https://developer.salesforce.com/trailhead
https://help.salesforce.com/apex/HTViewHelpDoc?id=quicktour_tips.htm&language=en




https://help.salesforce.com/s/articleView?id=sf.admin_monitorresources.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.admin_monitorresources.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.admin_monitorresources.htm&type=5












https://help.salesforce.com/s/articleView?id=sf.duplicate_detection_and_handling.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.duplicate_detection_and_handling.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.duplicate_detection_and_handling.htm&type=5
https://help.salesforce.com/s/articleView?id=release-notes.rn_cases_case_merge_ga.htm&release=224&type=5
https://help.salesforce.com/s/articleView?id=release-notes.rn_cases_case_merge_ga.htm&release=224&type=5
https://help.salesforce.com/s/articleView?id=release-notes.rn_cases_case_merge_ga.htm&release=224&type=5




https://help.salesforce.com/s/articleView?id=sf.emailadmin_send_email_from_salesforce_overview.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.emailadmin_send_email_from_salesforce_overview.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.emailadmin_send_email_from_salesforce_overview.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.creating_custom_html_email_templates.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.creating_custom_html_email_templates.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.creating_custom_html_email_templates.htm&type=5




https://help.salesforce.com/s/articleView?id=sf.extend_click_process.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.extend_click_process.htm&type=5
https://help.salesforce.com/s/articleView?id=sf.extend_click_process.htm&type=5
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7.0 Pricing & Assumptions
Incapsulate has provided pricing for the implementation services in the solicitation portal as
required. The list below are Incapsulate’s assumptions for the project. Salesforce licesnses can be
acquired by the State separately or Incapsulate can work with the State to acquire the needed
Salesforce licenses.

● Salesforce is 100% cloud based and is compatible with n-1 browser versions. Please see
link for details:

https://help.salesforce.com/articleView?id=getstart_browser_overview.htm&type=5

● The State will offer support to the Incapsulate team in accordance with the mutually agreed
upon project plan. Delays caused by the The State team will be managed through a formal
Change Management process.

● The State will assign a Product Owner for the duration of the project. The Product Owner
will have decision making authority.

● The State will provide timely access to SMEs and third party vendors.
● All Salesforce general features and license limits apply. For more details please see:

https://help.salesforce.com/articleView?id=limits_general_parent.htm&type=0
● Additional assumptions outlined in this response and additional supplemental documents

apply.
● Salesforce internal user licenses are named user licenses.
● Platform security provided by Salesforce. Relevant security plans and documentation to be

provided by Salesforce.
● Incapsulate will provide Train-the-Trainer Training that will be mostly remote. The State

trainers will be responsible for end user training. Incapsulate has allocated up to 30
Train-The-Trainer Sessions. Each session will be up to 1 hr long and can accommodate up
to 10 people per session. Incapsulate will record the training sessions and the recording will
be available to The State users

● Incapsulate will have the necessary access to project stakeholders, SMEs, IT Team, and
other resources as necessary during the course of the project.

● The license pricing is for the core Salesforce platform. Third party apps licenses are not
included

● All Salesforce limits apply
● Custom mobile app for internal users are out of scope. All internal users can use the

standard Salesforce mobile app.
● The solution will export data in .csv & .xlsx formats. Other formats are out of scope.
● The license pricing is for the core Salesforce platform and Mulesoft. Third party apps

licenses are not included
● Assumes state will be responsable for aquiring extensions and apps required on local

machines - based on 3.1.1.3
● No more than 5 custom fields for Contacts - basd on 3.1.1.6
● Standard history tracking functionlaity used, if reports are to be created basedon history

tracking , they will be included in the overall reports count provided - based on 3.1.1.7
● Assumes out of box standard event monitoring, including the out of box anayltics. no

additional reports or dashboards are included for monitoring unless included in overall
report counts - based on 3.1.1.7

● Assumes the State has or will obtain accounts for Google Docs, Google App, and MS
Suite. licensing is out of scope - based on 3.1.1.9
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● Assumes use of Native apps to connect Google docs and MS Suite to integrate with
Salesforce. Assumes the standard functionality within these apps/connectors to be used -
based on 3.1.1.9

● Assumes any work required within Google or MS Suite in order to connect o Salesforce will
be completed by the State or the vendor who supports those applications - based on
3.1.1.9

● Assumes no integration with a scanning app. Assumes scanned documents referr to
documents created iva scanning which is done outside and not related to Salesforce. -
based on 3.1.1.9

● Assumes standard Recent Items and Recent Records functionality - based on 3.1.1.11
● Assumes standard Case merge functionlaity - based on 3.1.1.11
● Assumes standard Contact dup and merge functionality - based on 3.1.1.11
● For USPS address validation, appexchange package to be used - based on 3.1.1.12
● Assumes cost for address validation package is out of scope - estimate is 3K per year -

based on 3.1.1.12
● Assumes address validation third party app would be obtained by the State with the

assistnace of incapsulate - based on 3.1.1.12
● Standard Salesforce CRM Content search capabilities - based on 3.1.1.13
● Assumes the use of browser extensions and apps (such as Android and Apple apps) for

speech to text functionality.- based on 3.1.1.3
● Assumes the State to obtain any extension or apps for text to speech required with the help

of Incapsulate - based on 3.1.1.3
● Assumes no more than 6 Milestones (SLA trackin) on a Case/Complaint - base don

3.1.1.14
● Assumes standard Milestone functionality to manage time tracking within statuses - based

on 3.1.1.14
● Assumes no more than 2 Case Assignment Rules - based on 3.1.1.15
● Standard List Email functionality to send emails to a group of Contacts - based on

requiremetns 3.1.1.16
● Assumes no more than 2 Queues - based on 3.1.1.17
● Assumes no more than 6 auto generated Tasks based on Case status criteria - based on

3.1.1.17
● Assumes actual or estimated cost per activity unit is managed at the Activity level, this may

change post discovery to ensure the best configurable solution - based on Requirement
3.1.1.18

● Assumes standard Salesfor approval functionality to be used - based on 3.1.1.19
● Assumes no more than 2 approval process with 2 levels of approval per process - based

on 3.1.1.19
● Assumes monitoring functionlaity of progress referrs to complaint/case workflow

management - based on 3.1.1.19
● Assumes the use of stardard Salesforce Experieince Cloud templates for format and

branding will be used based on 3.1.1.20
● Assumes reCAPTCHA is secured by the State priro to the start of the project - based on

3.1.1.21
● Assumes standard functionality of reCaptcha - based on 3.1.1.21
● Assumes reCAPTCH to be placesd on the 1 complaint/case intake form on the portal -

based on 3.1.1.21
● Assumes standard favorites functionality - based on 3.1.1.23
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● Case reports assumes a generated document that containds the information in the
complaint/case - based on 3.1.1.24

● Assumes 2 generated docs for complaint/case reports - based on 3.1.1.24
● Microsoft Suite and/or Google Docs licenses out of scope
● Standard Tasks and Activities used for tasks, activities, calls, and follow- ups. No more

than 3 Custom fields on Tasks to be created
● Outside of using Microsoft Suite and/or Google Docs, standard Salesforce files and

attachments will be used for doc management
● Standard PSS data model to be used for maintaining the following but not limited to:

complaints/cases, Contacts, case participants, contat to contact relationships
● Determination of using Public Compalints and/or Cases will be determined during further

discovery but does not impact timeline or resources
● Assumes standard Email to Case functinoality, the email address used must be accessable

by the State
● Assume 1 email address provided by the state to be used to send emails to and from

Salesforce
● Assumes standard Salesforce report and dashboard functinality for all reports and

dashboards
● Assumes no more than 1 Support process to manage Complaints/Cases
● Assumes one Complaint form to capture all complaints/cases from the portal
● Assumes Standard Salesforce Search capabilities
● Standard storage capacity for data and files based on license type and count
● An open sharing model will be configured giving all internal Users access to all records.

External Users will not have access to any of the complaint/case records or contact
information.

● Assumes any doc generation required will leverage PSS Document Generation
● Assumes no more than 2 docs to be generated using PSS Document Generation
● Assumes generation of sent email as hard copy documents is possible with Document

Generation but is out of scope
● Assumes no authenticated Users on the portal, all users will submit compliants as guest

users. No login or passwords will be required to submit complaints/cases
● Standard implementation of Shield, no additional config of shield functionlaity included in

scope
● Assumes no more than 10 List Views total across all objects in Salesfroce
● Assumes no more than 3 Profiles to be configured
● Assumes no more than 2 Roles to be configured
● Assumes no more than 5 Permission Sets to be configured
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