HCPF Escalations

Partner Integration - Cohort #1
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10/30/2025




What Should Be Completed in Bright

 Part 3 Module - Communications
0 External Communications

0 Internal Communications
0 Salesforce Sign-In & MFA

 Review & download all resources included in
this section!
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Escalations: External Communications

 In the Escalations: External Communications module, you reviewed
how to communicate with external parties on tickets via email. This
included the following:

How to Send an Email from a Ticket

Attaching Files to Outgoing Emails from Salesforce

Using Email Templates

Previewing Emails

Clearing Emails

Popout to Docked View

How to send an encrypted email from Salesforce

« We will briefly cover these concepts together, as well as review
some best practices in Salesforce!
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How to Send an Email from a Ticket

Salesforce users have the option of sending email correspondence to
non-Salesforce users. Users can send an email from a ticket by doing

the following:

Navigate to the Email tab.

Select the appropriate shared inbox to send your email from.
Ensure that the correct recipients are listed in the “To” field.
Check your subject line for encryption and Thread ID.

Type out your message in the body section of the email, or utilize a
Salesforce template.

Attach any necessary attachments to the email.

Click the blue Send button.

Ensure email was properly sent from Salesforce in Related/Chatter

Tabs.
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Creating & Sending an Email

Email ‘ New Task Post Ticket Comment Close Ticket

From [ HCPF County - Member Complaints <hcpf_county_membercomplaints@state.co.us> M ]

To }angela.eiler@state.co.us X Jo

Subject | RE: ENCRYPT RE: Member Complaint TEST [ thread:xsSQ4HmdfSmRHEtbby5iaj0: ] ’
Zaa)s1us|@EEo)= Al=z2sc]mes Jm = ) o

s >

--------------- Original Message ---------------

From: HCPF_CountyMemberComplaints [hcpf membercomplaints@state.co.us]

Sent: 10/9/2023 10:46 AM

To: angela eiler@state.co.us

Subject: ENCRYPT RE: Member Complaint TEST [ thread::xsSQ4HmdfSmRHEtbby51aj0:: ]

Testing Encryption

--------------- Original Message ---------------
From: HCPF_CountyMemberComplaints [hcpf membercomplaints@state.co.us] v

¢ e || o d
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Confirming the Email was Sent

Ticket 0 Email was sent.
03235069 H Create MCC Dental Ticket it ( wner View Ticket Hierarchy
B Case Number State ID_From Citizen Status Ticket Type Date/Time Opened
Closed INTERNAL USE ONLY - Invalid Request 8/25/2023 1:17 PM |

*EEEE FLAG ON CASE NUMBER ***** READ NOTICE ON CASE Number *****

Related Details I Chatter I Activity I Related I Details Chatter Activity
Most Recent Activity v ‘ = l ¢ ‘ D Emai
mails (5)
5 items « Sorted by Message Date » Updated 2 minutes ago
All Updates Emails Private Answers Call Logs Text Posts Status Changes
‘7‘ From Address v | To Address
e
= hepf_county_membercomplaints! angela.eiler@state.co.us I
G @ “0"9_e"’ Eiler‘ . Justnow (v 2 ENCRYPT RE: Member Complaint TEST [ thread:xsSQ4...  hcpf_membercomplaints@state.co.us angela.eiler@state.co.us
o: angela.eiler, Bco a.elier
Testing Encryption. 3 RE: Member Complaint TEST [ thread:xsSQ4HmdfSmR...  hcpf_ membercomplaints@state.co.us angela.eiler@state.co.us
4 RE: Member Complaint TEST [ thread:xsSQ4HmdfSmR...  hcpf_membercomplaints@state.co.us angela.eiler@state.co.us
Original Messag
From: HCPF_CountyMemberCompl [hepf_membercomplaints@state.co.us] 5 angela.eiler@state.co.us hepf_membercomplaints@state.co.us
Sent: 10/9/2023 10:46 AM
CTEEESES——
To: angela eiler@state.co.us <
Subject: ENCRYPT RE: Member Complaint TEST [ ] Al
Testing Encr\'g(ion
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Attaching Files to Outgoing Emails
from Salesforce

Salesforce users have the option of attaching files to outgoing email
correspondence with non-Salesforce users. They can attach a file by
doing the following:

Select the “paperclip” icon.

Select the correct file location.

Ensure the file was successfully attached to the email.

Click the blue Send button.

Ensure email was properly sent from Salesforce in Related/Chatter
Tabs.
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Creating & Sending an Email
with an Attachment

Email ’ New Task Post Ticket Comment Close Ticket

From l HCPF County - Member Complaints <hcpf_county_membercomplaints@state.co.us> v ’
To ‘ angela.eiler@state.co.us X o
Subject ’ RE: ENCRYPT RE: Member Complaint TEST [ thread::xsSQ4HmdfSmRHEtbbySiaj0:: ] ’

(n a-B|[B 1 u s|m@ e m[=z 2B

o= = e " Font || size || Format - ‘(E;W

TEST

- »

--------------- Original Message —--------------

From: HCPF County - Member Complaints [hcpf county_membercomplaints@state.co.us]

Sent: 9/20/2025 3:39 PM

To: angela eiler@state.co.us

Subject: RE: ENCRYPT RE: Member Complaint TEST [ thread::xsSQ4HmdfSmRHEtbby1aj0:: ]

Testing Encryption.
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Confirming the Email & Attachment
were Sent

Ticket I ° Email was sent.

03235069

Case Number State ID_From Citizen Status Ticket Type Date/Time Opened
- J

Closed INTERNAL USE ONLY - Invalid Request 8/25/2023 1:17 PM

*EEEE FLAG ON CASE NUMBER ***** READ NOTICE ON CASE Number *****

Related Details Chatter Activity Related Details m Actl\/ity

B3 Emails 6) \7| ‘i

6 items  Sorted by Message Date » Updated 5 minutes ago

Most Recent Activity w

Subject v | From Address v | To Address

RE: ENCRYPT RE: Member Complaint TEST [ thread:xs...  hepf_county_membercomplaints@state.co... ~ angela.eiler@state.co.us
2 RE:ENCRYPT RE Member Complaint TEST [ threadixs...  hcpf county_membercomplaints@stateco... angela.iler@state.cous All Updates Emails Private Answers Call Logs Text Posts Status Changes
3 ENCRYPT RE: Member Complaint TEST [ thread:xsSQ4...  hcpf_membercomplaints@state.co.us angela.eiler@state.co.us
4 RE: Member Complaint TEST [ thread:xsSQ4HmdfSmR.. hepf_membercomplai angela.eiler@state.co.us

5 RE: Member Complaint TEST [ thread:xsSQ4HmdfSmR. hepf_membercomplai angela.eiler@state.co.us

6 Member Complaint TEST angela.eiler@state.co.us hepf_membercomplaints@state.co.us Y, Angela Eiler

TEST

Expand Email

My downloa

™1 Ticket Historv (1) [ 1]
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Using Email Templates

Salesforce users

nave the option of utilizing email templates for

email correspondence with non-Salesforce users. User can use

email templates

oy doing the following:

. Select the “paper icon with a plus” icon.
. Select a recently used email template or open the full

template list.

body of your email.
. Ensure a Thread ID is listed in the body & subject line of the

email.
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3. Select an email template to automatically import into the
4




Using Email Templates

Email New Task Post Ticket Comment Close Ticket
From ‘ HCPF County - Member Complaints <hcpf_county_membercomplaints@state.co.us> v ‘
To ‘ angela.eiler@state.co.us X do

iz e o= || Fou - || size H Format HE]

Hello,

We are reaching out to inform you that your escalation ticket for Jon Snow has been successfully resolved.

We have worked with (County or Eligibility Site) and they informed us that the issue was resolved. Here are the details on the resolution:

Called member back. Provided guidance on how to submit renewal on PEAK. Member had no further questions. Marking as successfully resolved.

If you need anything further please respond to this email.

Thank you,
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Previewing Emails

Salesforce users have the option to preview their email before sending
it out to internal/external contacts. Users can preview their emails by

doing the following:

1. Navigate to the “eyeball” icon.
2. Review email in the “Preview Email” screen.

fFCPE ‘ TRCReTS T T WT-uw:uwum X ‘ @ County Relgtions [ T~ X ‘
Email New Task Post Ticket Comment Close Ticket
***+* FLAG ON CITIZEN ***** READ NOTICE ON CITIZEN®****
From | HCPF County - Member Complaints <hcpf_county_membercomplaints@state.co.us> v | Preview email -
° dJ
o —————————————— = TEST EMALL ©) sl
° [angelaciler@state.cous X % Cc B ‘

Subject ‘ RE: ENCRYPT RE: Member Complaint TEST [ thread:xsSQ4HmdfSmRHEtbby5iaj0:: ]

= b«

\IL A'B'HB I Q-S—HEHEL()H@ -H_E

TEST EMAIL )

~~~~~~~~~~~~~~~ Original Message ----------—---

From: HCPF County - Member Complaints [hcpf county_membercomplaints@state.co.us]

Sent: 9/20/2025 3:55 PM

To: angela.eiler@state.co.us

Subject: RE: ENCRYPT RE: Member Complaint TEST [ thread::xsSQ4HmdfSmRHEtbby5iajo:: ]

TEST
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—— Original Message
CPF County - Member Complaints [hepf_county_membercomplaints @state.co.us]
0/2025 3:55 PM

To: angela ciler@state.co.us

Subject: RE: ENCRYPT RE: Member Complaint TEST [ thread: xsSQ4HmdfSmRHEtbby5iaj0:: |

TEST

—— Original Message
CPF County - Member Complaints [hepf_county_membercomplaints @state.co.us]

£ /2012025 3:39 PM

To: angela ciler@state.co.us

Subject: RE: ENCRYPT RE: Member Complaint TEST [ thread: xsSQ4HmdfSmRHEtbby5iaj0:: |

Testing Encryption

—eneeememmee- Original Message
From: HCPF_CountyMemberComplaints [hcpf_ membercomplaints@state.co.us]

Sent: 10/9/2023 10:46 AM

To: angela eiler@state.co.us

Subject: ENCRYPT RE: Member Complaint TEST [ thread: xsSQ4HmdfSmRHEtbby 5iaj0:: ]

Testing Encryption

—eeeeemnmeee- Original Message
From: HCPF_CountyMemberComplaints [hepf_membercomplaints@state.co.us]

HETT.

{
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Clearing Emails

Salesforce users have the option to clear out the changes they’ve made
to their email to begin drafting it again. Users can clear emails by doing

the following:

1. Navigate to the “trash can” icon.
2. Confirm that you’d like the email cleared.

Email New Task Post Ticket Comment Close Ticket
Email New Task Post Ticket Comment Close Ticket
From ‘ HCPF County - Member Complaints <hcpf_county_membercomplaints@state.co.us> Y l
flasked £ L
—_— rom Ie = I e " Jaints@
‘ | angela.eiler@state.co.us X ‘ 2o ’ Hox 2 A e hcpf_county_ i feco x
Subject ‘ Encrypt HCPF County Relations Ticket 03235060: Member Complaint TEST | Thread:thread:xsSQ4HmAfSmRHEtbbySiaj0:: ‘ s al -
ear email?
:aduxsSQ4HmAfSmRHEbE
Hello, —_—
5 ; : y Recipients, subject, body text, and attachments are removed.
We are reaching out to inform you that your escalation ticket for Anonymous Anonymous-CR has been successfully resolved. v LA EIE = l [ Font
We have worked with (County or Eligibility Site) and they informed us that the issue was resolved. Here are the details on the resolution:
s
If you need anything further please respond to this email.
invalid : e s :
von ‘We have worked with (County or Eligibility Site) and they informed us that the issue was resolved. Here are the
£ 4
If you need anything further please respond to this email.
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Popout to Docked View

Salesforce users have the option to draft their outgoing emails in a separate
docked view. They can use the docked view by doing the following:

1. Navigate to the “arrow” icon.
2. Finish email in docked view.

Email ‘ NewTask  Post  Ticket Comment  Close Ticket Email | NewTask  Post  Ticket Comment  Close Ticket
From ‘ HCPF County - Member Complaints <hcpf_county_membercomplaints@state.co.us> v ‘ ‘
To ‘ angela.eiler@state.co.us X i X
Related Details Chatter Activity
Subject ‘ RE: ENCRYPT RE: Member Complaint TEST [ thread::xsSQ4HmdfSmRHEtbby5iaj0:: ] ]
E‘:'J Emails (6) % RE ENCRYPT RE: Member Complaint TEST [ thread:xsSQ4... __

‘ ‘ Font 3 ‘ ] Size 5 | | Format : I ‘ =) ‘ 6 items + Sorted by Message Date « Updated 17 minutes ago

(5 a-B-][B 1 u s|[m|[@ o] m[== =+

From | HepF County - Member Complaints <hepf_county_m..~ |

v/ | From Address

|angela.ciler@state.cous X |

t TEST [ thread:xs...  hepf_county_membercomplaints@

RE: ENCRYPT RE: Member Complaint TEST [ thread::xsSC

t TEST [ threadixs...  hcpf_county_membercomplaints@

--------------- Original Message ---------------
From: HCPF County - Member Complaints [hepf county_membercomplaints@state.co.us] 3 ENCRYPT RE: Member Complaint TEST [ thread:xsSQ4...  hepf_membercomplain
Sent: 9/20/2025 3:55 PM

Member Complaint TEST [ thread:xsSQ4HmdfSmR. \cpf membercompl
To: angela eiler@state.co.us 4 RE: Member Complaint TEST [ thread:xsSQ4HmdfSmR hepf_membercomp e.c
Subject: RE: ENCRYPT RE: Member Complaint TEST [ thread::xsSQ4HmdfSmRHEtbby51aj0:: ] 5 RE: Member Complaint TEST [ thread:xsSQ4HmdfSmR...  hcpf membercomplai
TEST 6 Member Complaint TEST
4
ew Al 3
_______________ Original Message —---—-—---—--- v From: HCPF County - Member Complaints

[hepf_county_membercomplaints@state.co.us]

Google Docs & Attachments (2)

download
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How to send an encrypted email from
Salesforce

Salesforce users have the option of sending out encrypted email correspondence
from Salesforce. They can send encrypted emails by doing the following:

1. Type in “ENCRYPT” in the beginning of the subject line.
2. Use an encrypted email template.

New Task Post Ticket Comment Close Ticket

Email

| HCPF County - Member Complaints <hepf county_membercomplaints@state.co.us> v |

“m 2 Cc Bcc ’
Subject : Member Complaint TEST [ thread:xsSQ4HmdfSmRHEtbbySiaj0: ] l
Erasris@Eo)=-AEsarErs o= o= o= o]

——————————————— Original Message —---—----—---

From: HCPF County - Member Complaints [hepf_county_membercomplaints@state.co.us]

Sent: 9/20/2025 3:55 PM

To: angela eiler@state.co.us

Subject: RE: ENCRYPT RE: Member Complaint TEST [ thread::xsSQ4HmdfSmRHEtbby5iaj0:: ]

TEST

--------------- Original Message —---—--—-—--

ZANRS NE-NAR - AR Sy
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External Communications:
Best Practices!




NEW Encryption Exceptions

* New update to Citizen’s Details Pages on 10/20: Encryption Exception
 Members can now request that HCPF emails be sent to them or their representative
without encryption, including those that contain PII/PHI.
« |f a member has requested an Encryption Exception, this new box will be checked and
a flag will appear on their Citizen Details Page.
0 PLEASE NOTE: This new field can only be populated/approved by the HCPF
Privacy Team.

NNNNNNNN
Encrypted Exception

v Demographic Info
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Escalations: Internal
Communications




Escalations: Internal Communications

* |n the Escalations: Internal Communications module, you
reviewed how Salesforce users can communicate with each
other on tickets internally via the following methods:

[l Posts

0 Ticket Comments
* We will briefly cover these methods together, as well as

review some best practices in Salesforce!
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Posts

The Post functionality allows Salesforce users to communicate
about tickets internally. This section utilizes “Mentions” (aka
tags) to alert other Salesforce users to review ticket
information. Users can create Posts by doing the following:

1. Click on the Post tab.

. Type in “®@” then the name of the user you’d like to
mention.

2

3. Once a person has been mentioned and a message has been
drafted, click the blue Share button.

4. Ensure the Post was successfully saved.

COLORADO
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Creating Posts

Emai New Task Post Ticket Comment Close Ticket
@[Angela Eiler] could you take a look at this ticket?i

B |1 |u|s|n|=|=|m o2

To Colorado HCPF Only w

)
C

COLORADO
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Confirm Post was Saved

B Citizen Details | i | 1:in Pro... T1: Succe. T1:Not S.. T2: Pendi... T2:In Pro... T2: Succe... T2:NotS... 4 ‘ >
Name Preferred Email |
Anonymous P / Status: Closed ‘
Anonymous-CR
Case Number Preferred Phone

y / Ema New Task Post Ticket Comment Close Ticket

ecurity Number ’ m
ced

State ID of Birth Related Details Chatter Activity

s 1/1/1901 4

Most Recent Activity ¥ Q, Search this feed l = ‘ ¢
[ Ticket Details L]
All Updates Emails Private Answers Call Logs Text Posts Status Changes

Contact Name @ Status @

s Closed 4
Subject Ticket Type gsie
Member Complaint # INTERNAL USE s G ‘} Angela Eiler Justnow |v)

3 . To: Internal
TEST ONLY - Invalid Q Tor nterna
-~ could you take a look at this ticket?

Ticket Sub-Type County Action

rd s
Description @
TEST rd b, Angela Eiler December 28, 2023 at

> . =

COLORADO
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Ticket Comments

The Ticket Comment functionality allows users to document
important information in the Chatter section of the ticket.
Users can create Ticket Comments by doing the following:

1. Click on the Ticket Comment tab.

2. Draft the message you’d like to be logged in the ticket.
3. Click on the blue Save button.

4. Ensure the Post was successfully saved.

COLORADO
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Creating Ticket Comments

a Citizen Details |;| M:In Pro... T1: Succe.. T1:NotS.. T2: Pendi... T2: In Pro... T2: Succe... T2: Not S... | 4 4

Name Preferred Email
Anonymous r 7 Status: Closed
Anonymous-CR
Preferred Phons
’ / Emai New Task Post Ticket Comment Close Ticket

Social Security Number Awaiting guidance from leadership on next stepsl

Mazke

Related Details Chatter Activity

N s oas | |

h COLORADO
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Confirm Ticket Comment was Saved

E Citizen Details lLl r1:In Pro... T1: Succe... T1: Not S... T2: Pendi... T2: In Pro... T2: Succe... T2:Not S... 4 >

Name i |
Anonymous d P Status: Closed ‘
Anonymous-CR
/s p Emai New Task Post Ticket Comment Close "c‘-:e‘]
e 3n ema ‘ Compose

State ID Date of Birth Related Details Chatter Activity
4 1/1/1901 4
Most Recent Activity ¥ Q searcht | X | c
Lv]
All Updates Emails Private Answers Call Logs Text Posts Status Changes
4 P
(_’
Member Complaint  # s v m Anpess Eries Justnow | v
¥ y o To: Internal
TEST ONLY - Invalid Q & To:ntema
Request i ;
Awaiting guidance from leadership on next steps.
Tickst Sub-Type County Action
4 4 # Comment

Description @

TEST g N ‘y Angela Eiler 7mago [v]

M ®Anqgela Eiler could vou take 3 look at this ticket?

COLORADO
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Internal Communications:
Best Practices!




Limit Casual Conversations in Chatter

 Salesforce ticket information are subject to
CORA requests, which includes related emails,
Posts, and Ticket Comments.

* Only professional language and necessary
internal conversations regarding escalations
should occur in Chatter.

 All other casual conversations need to take
place outside of Salesforce.
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Let’s Log Into Salesforce!




Let’s Log Into Salesforce!

* |If you completed all of your modules by
yesterday (10/29) @ 4PM, your information was
sent to our Salesforce team to create your
login!

* You should have received an email from
support@salesforce.com prior to this meeting
with a link to create your password.

‘ m COLORADO
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mailto:support@salesforce.com

Let’s Log Into Salesforce!

* If you have not yet completed all of your
modules, you will have access to Bright until
EOD Monday, 11/3.

* If you can complete your modules by then, the
Strategy team can schedule time with you to
get you into Salesforce!

* |If you cannot complete you modules by then,
please connect with the Strategy team for next

steps.




Let’s Log Into Salesforce!

* Your access email should have the subject line: Salesforce.com password
confirmation

« The email will have a link for you to log into Salesforce and set up your password.
Please take a moment to do that now!

« Reminder: You will not be prompted to create your MFA with your personal device
until your second login.

Salesforce.com password confirmation (Exsial) DONOTDELETE x  Employee/Usernames and Passwords x a g

support@salesforce.com <support@sale: Mon, May 15,2023, 5:24PM % &

Your Login Is Enclosed

Dear Angela Eiler,

Welcome to Salesforce! Your user name and temporary password are below.

User Name: angela eiler@state co.us
Password: Set the first time you login

Login i by clicking https://hcpfccc my s com/?c=5ADytl XMzGRbzkSnAXADtmOuvivu2M1rEIL cLnrCaNmadG2WHygzYx1qLd7RKQQkuNNIr9ASEUI0IZES KTh. XBnV3fuWr7tK6MMvAulL gbs SFU
RenfzTo_W50MohOEVIEZ0iaZMX79SGnq36twihgyASUoQia_e4j3VNIq3Dyxlz7tZjZ9F JVsFZXNsfQF MGKw ndSgdDPpL 1wi9j67s2R929w5Li1QVk8jpySE_AXHzQ48. C6AEFILgMJacPzU7j57VFVfOJ654QQctdL 3tWoMq1F27L
b8z NMHvq.cwL PHc4.Lql20SFB8nFAPDEBxd

If you experience problems with the above link, please contact your com admini for

You'll be asked to choose a password when you first log in. Note that passwords are case sensitive.
Make sure to choose a password question and answer that you will easily remember since you will use this information in the future should you forget your password
Any administrator in your organization can reset your password. Please keep this email for future reference should you have any password problems

Once again, welcome to Salesforce

salesforce.com

The Landmark @ One Market, Suite 300
San Francisco, CA 94105

Phone: (415) 901-7000

Fax: (415) 901-7040

htp: alesforce.comlus/
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Let’s Log Into Salesforce!

« After setting up your password and logging in for the first time, log out
on the top right corner.

« Log back in to Salesforce, but this time you will be prompted to set up
MFA. Please take a moment to do that now!

« We’ve asked our friends with the Salesforce Team to join our call to
help users set up their MFA! a

E:‘—!:;" . £ ¥ ":?
v T | S 4 ) S q‘ )
(j\ Angela Eiler A
hepfecce
Settinggll Log O

'
2 Qkes Com r
(&
DISPLAY DENSITY

v Comfy

Connect Salesforce Authenticator

Assistant

Compact
OPTIONS

Nothin Add Username
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Questions?
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Need Help?

HCPF PCA_Strategy@state.co.us

Submit a County Relations Webform, click here!
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mailto:HCPF_PCA_Strategy@state.co.us
https://hcpfccc.my.site.com/Webforms/s/countyrelationswebform?language=en_US

