Vryno Caseify

1. Introduction & Purpose

1.1 Background

Organizations across industries often face challenges in managing customer inquiries,
support tickets, compliance issues, internal cases (HR, legal, audits), or any “case” that
requires tracking, resolution, and accountability. Many times, disparate tools,
spreadsheets, emails, or ticketing systems cause inefficiencies, lack of accountability,
data fragmentation, and delays.

1.2 Objective of Vryno Caseify

Vryno Caseify is built to be a central case management platform that helps companies
streamline case creation, assignment, tracking, resolution, reporting, and feedback. Its
goalis to reduce response times, eliminate friction in hand-offs, provide transparency, and
enable data-driven improvements in case operations.

2. Product Overview

2.1 What is Vryno Caseify?

Vryno Caseify is a SaaS-based case management solution offered by Vryno. It allows
businesses to manage customer or internal cases (support tickets, complaints, incidents,
service requests) in a unified interface. Vryno | A Next Generation Solution

2.2 Key value propositions

e (Centralized case repository

e Real-time tracking of status and actions

e Customizable workflows and automation

e Reporting dashboards and analytics

e Role-based access and security

e Multi-device access (desktop, tablet, mobile)


https://vryno.com/caseify/

e Low-code/no-code customization to tailor to business processes

2.3 Platform positioning & competitors

Caseify competes in the case/ticketing/issue management space (e.g. Zendesk,

Freshdesk, ServiceNow, Jira Service Desk) but emphasizes configurability, workflow

automation, and across-use-case management (not just customer support).

3. Key Features & Capabilities

Below is a breakdown of the features offered (based on public information) and typical

enhancements you might expect in such a product.

Feature

Description

Case Creation &
Assignment

Create a case record; assign to agents/teams with priority and SLA
metadata.

Real-time Tracking
& Updates

See status changes, log time, see activity stream per case.

Automated
Reminders/ Alerts

Notifications to owners or escalations if deadlines approach.

Central Document
Storage

Attach files, store documents related to a case.

Custom
Workflows &
Automation

Define steps, transitions, conditional logic, triggers/actions.

Portals / Self-
Service

External users or customers can log issues, see status, upload info.

Dashboards &
Analytics

Real-time metrics, aggregate views, custom reports.

Role & Field-Level
Permissions

Control who sees/edits what fields, data sharing rules.

Integration
Capabilities

Zapier support, API, third-party system linking.




Multichannel . ) . .
Ingest cases via email, web, phone (IVR integration).

Inputs

3.1 Feature Tiers / Editions

According to the website, Caseify has multiple pricing tiers that unlock additional features:

e Essentials — base features (ticketing, contact/account management, analytics, IVR
integration, online support)

e Professional — adds workflows & automation, portals, light agents, Zapier, custom
dashboards

e Enterprise —full features including custom reports, field-level permissions, data
sharing rules, custom roles & profiles, content blocks

Each tier builds upon the prior.

4. Architecture & Modules

4.1 High-Level Architecture

While the site does not divulge internals, a plausible architecture would include:

e Frontend web (SPA) and mobile clients

e Backend services/ microservices

e Database(s) (relational + possibly document store for attachments)
e Messaging/ event bus for workflow triggers

e Integration adapters/ APl gateway

e Notifications / email/ push service

e Authentication /identity / permissions module

4.2 Modular Components

1. Case Management Module
a. Core model (Case, CaseHistory, Comments, Attachments)
b. Statustransitions, priorities, SLA data

2. Workflow Engine



a. Definition engine for states, transitions, triggers
b. Conditional logic, branching, automation actions
3. User & Role Management
a. Roles, profiles, field-level security
b. Data sharingrules
4. Dashboard & Reporting Module
a. Pre-built dashboards
b. Custom report builder
c. KPImetrics (e.g. resolution time, backlog, SLA compliance)
5. Integration & API Layer
a. REST/ GraphQL endpoints
b. Webhooks
c. Zapier connector
6. Notification & Escalation Module
a. Alerts, reminders
b. Escalationrules based ontime or status
7. Portal/ Self-Service Interface
a. External-facinginterface for stakeholders or customers
b. Case creation, status check, upload files
8. Attachment & Document Storage
a. File store (cloud or object storage)
b. Versioning, access control
9. Security/ Logging / Audit Trail
a. Audit logging for all changes
b. Encryption (in transit, at rest)
c. Access logs, admin monitoring

4.3 Data Model (Suggested)

e Case: case_id, title, description, contact_id, account_id, status, priority,
created_by, created_date, due_date, assigned_to, SLA_id

e CaseHistory / Activity Log: entries of changes, comments

e User/Agent: user_id, role_id, profile data

e Role/Permission: role_id, permissions

e WorkflowDefinition: states, transitions, conditions

e Attachment/ Document: file_id, case_id, metadata

e Report/ Metric: stored aggregates, ad-hoc queries



5. User Roles & Permissions

5.1 Common Roles

e Administrator / System Admin — full privileges to configure, customize, manage
users.

e Manager/ Supervisory Role — oversight, dashboard access, escalation, reassign,
reports.

e Agent/ Case Handler — create, update, resolve cases assigned to them.

e Light Agent/Limited Role — view-only access or limited editing rights (for
customers, stakeholders).

e External/Portal User — canraise cases, view status, upload attachments via
portal.

5.2 Permission Types

e Record-level access —which cases a user can see (e.g. shared, owned, all).

o Field-level visibility / editability — some fields read-only for certain roles.

e Action-level permissions — ability to transition cases, escalate, delete, reassign.
e Module access — dashboards, analytics, admin settings, integrations.

5.3 Security & Data Sharing Rules

e Define rules for data-sharing across teams, departments, accounts (e.g., restrict for
sensitive cases).

e Userole hierarchies or sharing rules to permit cross-function visibility only when
needed.



6. Workflows & Automation

6.1 Workflow Setup

e Admin or power users define workflows: states (e.g. New - Investigation > Pending
> Resolved > Closed)

e Transitions with conditions (e.g. “if priority = High AND time > 48h, escalate”)

e Automation steps (send email, assign, change status) on triggers

6.2 Use of Triggers & Actions

e Time-based triggers: e.g. send reminders before SLA breach, escalate automatically
e FEvent-based triggers: e.g. when a case is updated or commentis added

e Conditional logic: use if/else rules based on case field values

e Bulk operations (e.g. mass updates, batch reassignments)

6.3 Example Workflows

e Customer Complaint: intake »> assign to agent > investigate > escalate - resolve >
feedback > close

e HR Case: employee complaint > HR review - interview > resolution > closure

e [ITIncident: ticket open - triage > escalate - fix > verify > close

6.4 SLA & Escalation

e Define SLA metrics (response time, resolution time) per case type or priority

e Escalation policies to raise overdue cases to supervisors or different queue

e Automate reminders and notifications when SLA thresholds approach or are
breached

7. Integration & APIs

7.1 APl & Webhooks

e Expose REST endpoints for creating, updating, querying cases, users, attachments



e Webhooks to publish events (e.g. case updated) to external systems
e Authentication (likely OAuth 2.0 / APl tokens)

7.2 Third-Party Integrations

e Zapier connector to integrate with popular tools (Slack, Google Sheets, Mail, CRM)
e IVR/Telephony integration to generate cases from calls (incoming phone lines)

e CRM/ Contact Systems to sync contacts/accounts

e Emailintegration to convertincoming emails into cases

e Document & Storage (e.g. AWS S3, Azure Blob) for attachments

e Possibly LDAP / SSO (Active Directory / SAML) for user management

7.3 Data Import & Export

e Bulkimport (CSV, Excel) of historical cases, contacts
e Exportreports/data for offline analysis
e Data migration support

8. Deployment, Security & Compliance

8.1 Deployment Model

e Asa SaaS (cloud-hosted) offering, handled by Vryno
e Multi-tenancy architecture
e Optionally, dedicated instance or private cloud (for enterprise clients)

8.2 Security Best Practices

e Encryption: TLS/SSL for data in transit, encryption at rest for databases and
attachments

e Authentication & Authorization: strong password policies, MFA, session control

e Audit Logging: all operations (create, update, delete) logged with user, timestamp

e Access Controls: role-based and field-level limitations

e Data Backups & Disaster Recovery: periodic backups, recovery plans

e Vulnerability Management: regular security assessments, patching



e Access Monitoring: anomaly detection, logs review

8.3 Compliance & Regulations

e GDPR, CCPA, or local data protection laws (depending on region)

e Dataresidency (where datais stored)

e Consent & privacy controls

e Retention policies and data archival

9. Pricing, Licensing & Edition Differences

9.1 Pricing Plans (Publicly Listed)

From the site, pricingis given in USD and INR (approx): Vryno | A Next Generation Solution

USD / user/ INR/ user/ .
Plan Key Inclusions
month month
Essential Ticketing, contact/account management, analytics, IVR, online
$10 31000
s support
Professi - .
l $18 %1800 + Workflows, portals, Zapier integration, custom dashboards
ona
Enterpris + Custom reports, field-level permissions, data sharing, custom |
$24 32400 l
e roles

(Also there is a higher “enterprise” bracket in some versions: $12.5 /3800 etc — site shows

multiple sets of values, likely regional or discounted plans) Vryno | A Next Generation

Solution

9.2 Annual vs Monthly Billing

e Discounts may apply for annual commitments

e Differences inlock-in and feature availability

9.3 Licensing Terms & Constraints

e User-based licensing (per agent)


https://vryno.com/caseify/
https://vryno.com/caseify/
https://vryno.com/caseify/

e Limits on number of cases, storage, API calls per plan (likely)
e Add-ons (e.g. extra storage, advanced modules)

9.4 Upgrade & Downgrade Policies

e Ability to upgrade plan mid-term
e Prorated charges or adjustments
e Handling of features or data when downgrading

10. Use Cases

e Customer Support/ Helpdesk — managing customer tickets, complaints
e Legal/Compliance Cases — tracking investigations, audits, disputes

e HR/Employee Relations — grievances, performance issues, incidents

e IT/ Infrastructure Incidents — tickets, bug tracking, resolution tracking

¢ Risk & Safety — incident reporting, compliance cases
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