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Preface
Use Synchronize NetSuite Cases with Salesforce Cases to learn how to synchronize NetSuite cases with 
Salesforce cases. The process is based on REST and SOAP APIs. This guide assumes that you have an 
understanding of the NetSuite Connector and Salesforce Connector concepts.
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C h a p t e r  1

Synchronize NetSuite Cases with 
Salesforce Cases Recipe 
Overview

The Synchronize NetSuite Cases with Salesforce Cases recipe is based on REST and SOAP APIs.

When a case is created or updated in NetSuite, a process is triggered to synchronize NetSuite cases with 
Salesforce cases. The process is called by an HTTP request. The process checks for a matching case 
contact or case owner account in Salesforce. If the case contact account does not exist, the process creates 
an account and the dependent contacts in Salesforce. The process then searches for a matching case in 
Salesforce using the NetSuite ID and creates or updates the case based on the search results.

Example

Consider you are an admin for an outdoor and recreational gear retailer. Your sales team uses NetSuite to 
manage and maintain inventory items. The team also uses Salesforce to manage and maintain products and 
associated price book entries that they use to sell to customers. Currently, the sales team is performing 
these tasks manually. Every time there's an inventory item that must be updated, a sales rep first updates the 
item with relevant details in NetSuite. Next, the rep determines if a corresponding product exists in 
Salesforce. This process is time-consuming and highly error-prone, so the team wants to automate it.

As a solution, you need to integrate NetSuite and Salesforce to achieve near real-time integration. With this 
recipe, when the sales team invokes the process, it synchronizes all tasks created or updated in NetSuite with 
Salesforce cases.
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C h a p t e r  2

Prerequisites for configuring a 
script in NetSuite

To synchronize NetSuite cases with Salesforce cases, the following prerequisites must be met:

• Create a script in NetSuite.
For more information about creating a script, see “Creating a script” on page 7.

• Create a NetSuite ID in the Salesforce Account, Contact, and Case entities.
For more information about creating a NetSuite ID, see “Creating a NetSuite ID in the Salesforce Account, 
Contact, and Case entities” on page 11

Configuring a script in NetSuite to subscribe to Case 
object change

NetSuite connections in Application Integration perform CRUD operations, such as create, read, update, 
delete on NetSuite tables. When you create or update a Case entity, a web request is initiated in NetSuite. To 
synchronize NetSuite cases with Salesforce cases, you need to create a script in NetSuite.

To configure a script in NetSuite, perform the following steps:

Step 1: Create a script in NetSuite.

Step 2: Upload the script and create a script record.

Step 3: Deploy the script and apply it to a Case entity.

Creating a script
To create a script, perform the following steps:

1. Log in to the NetSuite organization. 

2. Go to Customization > Scripting > Scripts, and then click New. 
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3. In the Upload Script File section, click the + icon to add a script file. Enter the file name and select the 
script file as shown in the following image: 

Note: Use the .js extension for the script file name.

For more information about the script format, see “Sample script” on page 10.

4. Click Save. 

5. After adding the script file in the Upload Script File section, click Create Script Record. 

6. In the Script section, enter the NetSuite event name and ID as shown in the following image: 
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7. Click Save. 

8. In the Script section, click Deploy Script. 

9. You can now apply the script to any Case entity. Enter the deployment script ID and select the Status. 

Configuring a script in NetSuite to subscribe to Case object change       9



10. Click Save. 

The scrip is successfully deployed.

Important: The deployed script can be used for any entity in NetSuite, not just the Case entity.

You can create and add multiple scripts and reuse them.

Sample script
You can create a script in NetSuite to automate business processes.

The following snippet is a sample script for NetSuite:

/**
 * @NApiVersion 2.x
 * @NScriptType UserEventScript
 */
define(['N/https', 'N/log'], function(https, log) {

    function afterSubmit(context) {
        if (context.type === context.UserEventType.CREATE || context.type === 
context.UserEventType.EDIT) {
            var newRecord = context.newRecord;
            var caseId = newRecord.id;
            var url = '{CAI process URL}?Input_Case_ID=' + caseId;
            try {
                var response = https.get({
                    url: url
                });
                log.debug({
                    title: 'GET Request Response',
                    details: 'Response: ' + response.body
                });
            } catch (e) {
                log.error({
                    title: 'Error Sending GET Request',
                    details: e.message
                });
            }
        }
    }

    return {
        afterSubmit: afterSubmit
    };
});
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Note: You must include the process URL in the script as shown in the sample. Save the file with a .js 
extension.

Creating a NetSuite ID in the Salesforce Account, Contact, and 
Case entities

Provide the necessary details in the Account, Contact, and Case entities to create the NetSuite ID in 
Salesforce.

1. Go to Setup > Build > Customize > Accounts > Fields, and then click New. 

The following image shows the Accounts > Fields option:

2. In the Choose Type Field section, select Text Area and click Next. 

3. Enter the details in the Field Label, Length, and Field Name fields. 

Save the field name for your future use.

4. Click Next. Don't make any change in the other pages. 

5. Click Save. 

Follow the same steps for the Contact and Case entities.

Configuring a script in NetSuite to subscribe to Case object change       11



C h a p t e r  3

Synchronize NetSuite Cases with 
Salesforce cases recipe contents

The recipe contains multiple assets such as process objects, app connections, and process.

The following image shows the assets that the Synchronize NetSuite Cases with Salesforce cases recipe 
package contains:
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Synchronize NetSuite Cases with Salesforce Cases 
recipe assets

The following table lists the assets that the Synchronize NetSuite Cases with Salesforce Cases recipe 
package contains:

Asset Name Asset Type Description

Account_PO Process 
object

Prepares a Salesforce user account from the NetSuite account.

Address_PO Process 
object

Prepares a Salesforce user address from the NetSuite address.

Case_PO Process 
object

Prepares a Salesforce case from the NetSuite case.

Contact_PO Process 
object

Prepares a Salesforce contact from the NetSuite contact.

NetSuiteConnectionCase App 
connection

Connects to the NetSuite connection.

SalesforceConnectionNetSuite
Case

App 
connection

Connects to the Salesforce connection with Case object filters.

Synchronize NetSuite Case 
with Salesforce Case

Process Perform steps to synchronize data from NetSuite cases to 
Salesforce cases when a case is created or updated in NetSuite.

NetSuite to Salesforce (Case to Case) process
When a case is created or updated in NetSuite, the process is triggered.

The process checks for a matching case contact or case owner account in Salesforce. If the case contact 
account does not exist, the process creates a contact account and the dependent contacts in Salesforce. The 
process then searches for a matching case in Salesforce using the NetSuite ID and creates or updates the 
case based on the search results.

The following image shows the steps that the NetSuite to Salesforce (Case to Case) process contains:

Synchronize NetSuite Cases with Salesforce Cases recipe assets       13



The following table lists the steps that the NetSuite to Salesforce (Case to Case) process contains:

Step Name Description

Start The NetSuite script triggers the process and passes the Case ID for the created or 
updated Case in NetSuite.

Set NetSuite Case ID Assigns the Input_Case_ID from the NetSuite case ID triggered using the script.

Get NetSuite Access Token Gets an access token to authorize all the connection requests.

Get Case Gets the case from the NetSuite Case ID.

Prepare Case Object Parses the event and assigns values. You can get all the information about the Case 
such as ID, Company, Contact, Email, and so on.

Get Account Gets the account from NetSuite.

Prepare Account Object Prepares the account to use in Salesforce. Parses the event and assigns values.

Get Salesforce Account ID Gets the Salesforce account ID.

Is Salesforce Account ID set Checks if the account ID is already available in Salesforce. If the account ID is missing 
in Salesforce, creates a new account in Salesforce and gets the new account ID. 
Otherwise, updates the existing account ID.

Is Contact ID set Checks if the contact ID from NetSuite is already available in Salesforce.

Is Salesforce Contact ID set Searches for the contact in Salesforce. If the contact is missing in Salesforce, creates 
a new contact in Salesforce and gets the contact ID. Otherwise, updates the contact.

Search Case by NetSuite ID Searches for the case in Salesforce

Is Salesforce Case present If the case is missing in Salesforce, creates a new case in Salesforce. Otherwise, 
updates the case.

End Ends the process.
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C h a p t e r  4

Using the Synchronize NetSuite 
Cases with Salesforce Cases 
recipe

To use the Synchronize NetSuite Cases with Salesforce Cases recipe, you must perform the following steps 
manually:

Step 1: Copy and access the recipe

Step 2: Configure and publish the NetSuite connection

Step 3: Configure and publish the Salesforce connection

Step 4: Configure and publish the process

Step 5: Test data synchronization from NetSuite cases to Salesforce cases

Copying and accessing the recipe content
To copy and access the recipe content, perform the following steps:

1. Open the Synchronize NetSuite Cases with Salesforce Cases recipe and click Use. 

2. Select the location where you want to copy the recipe, and then click Continue. 

3. In the Copying the recipe dialog box, click OK. 

It might take some time for the recipe to get copied. You will receive a notification when the recipe is 
ready for use.

4. After the recipe is copied, click Explore to access the recipe content. 
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5. Navigate to the project or folder where you copied the recipe or enter the recipe name in the Find box. 

All the assets in the recipe are displayed as shown in the following image:

Configuring and publishing the NetSuite connection
To configure and publish the NetSuite connection, perform the following steps:

1. Open the NetSuiteConnectionCase connection. 

2. In the Type field, select NetSuite. 

3. From the Run On list, select Cloud Server or any Secure Agent. 

4. In the Connection Properties section, enter values for the following properties: 

Property Description

Client ID NetSuite OAuth 2.0 client ID to generate a valid access token. Enter the client ID that you 
generated from the Integration page in NetSuite.

Certificate ID NetSuite certificate ID that you generated using OAuth 2.0 Client Credentials. NetSuite 
certificate ID that you generated under Setup > Integration > Manage Authentication > OAuth 
2.0 Client Credentials (M2M) Setup in NetSuite.

Instance URL NetSuite applications suite instance URL.
Enter the instance URL in the following format:

https://[accountid].suitetalk.api.netsuite.com

Certificate 
Private Key

NetSuite certificate private key. Enter the PKCS8 certificate as a Base64-encoded string in the 
following format:

-----BEGIN PRIVATE KEY----- ..... -----END PRIVATE KEY-----

5. Save and publish the connection. 
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Configuring and publishing the Salesforce 
connection

To configure and publish the Salesforce connection, perform the following steps:

1. Open the SalesforceConnectionCase connection. 

2. In the Run On field, select Cloud Server or any Secure Agent. 

3. In the Connection Properties section, the Object Filter field value is Case. 

4. In the Authentication Type field, select OAuth or Password as required. 

Based on the authentication type selected, perform one of the following steps:

• For Password authentication:

1. Enter values for the following properties:

•User Name: Salesforce developer account user name.

•Password: Salesforce developer account password.

•Security Token: Salesforce security token.

• For OAuth authentication, enter values for the following properties:

- Authentication URL: Endpoint used to make OAuth authorization requests to Salesforce.

- Token Request URL: Endpoint used to make OAuth token requests to Salesforce.

- Session Duration: Number of minutes after which the OAuth token expires.

- Authorize access: Click Authorize > enter Salesforce developer account credentials > click Allow.

The OAuth authentication process starts. You can check the current authorization status in the 
Authorization Status property.

5. Save and publish the connection. 

Configuring and publishing the process
1. Open the NetSuite to Salesforce (Case to Case) process. If you do not make changes to the process, you 

can publish it without opening the process. 

2. On the Start tab of the Start step, select Cloud Server from the Run On list. 

3. Optionally, you can change the tracing level from Verbose to None on the Advanced tab. 

4. Save and publish the process. 

Invoking the process
You must create a script to generate the GET request that calls the process.

To invoke a process, you must configure the script and include the process URL. Trigger the process, which is 
called by a web request from the NetSuite script when a Case entity is created or updated. The process takes 
the Case ID from the request, calls NetSuite to get all data from the Case entity. The process tries to find an 
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account in Salesforce by NetSuite_ID based on the value of the account ID field. If a match is found, it 
updates the Salesforce account; if not, it creates a new account in Salesforce.

For Contact entities, the process follows the same steps as for Account entities, with the addition of creating 
an account to which the contact is associated. If no contact is specified, the process creates one with the 
first name (Primary Contact) and last name (Company Name) and uses data from the account.

The process attempts to find a Case in Salesforce by NetSuite_ID based on the value of the Case ID field. If a 
match is found, it updates the Salesforce Case; if not, it creates a new case in Salesforce.

Test data synchronization from NetSuite cases to 
Salesforce cases

When you invoke the process, the request searches for cases that were created or updated. The NetSuite 
script triggers the process, and the details are synchronized with the Salesforce cases.

The following table shows the fields that are synchronized between the NetSuite cases and the Salesforce 
cases for the Case entity:

NetSuite - Case Salesforce - Case

Subject Subject

Status Status

Priority Priority

Origin Case Origin

Company Account

Contact Contact

Email Web Email

Phone Web Phone

ID NetSuite_ID

The following table shows the fields that are synchronized between the NetSuite cases and the Salesforce 
cases for the Account entity:

NetSuite - Account Salesforce - Account

Customer ID Account Name

Phone Web Phone

ID NetSuite_ID
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NetSuite - Account Salesforce - Account

Web addresses Web Name

Address Address

For Contact entities, if the contact information is not available in NetSuite case, the process creates one with 
the first name (Primary Contact) and last name (Company Name) and uses data from Account in NetSuite. 
Enter the email and phone details. In a Salesforce Case, Contact Email and Contact Phone are populated 
from the Contact field. In NetSuite, these fields are populated from the contact or from the company if no 
contact is specified. The contact field is optional. Salesforce only allows these values to be populated from 
the contact, not from the account.

The following table shows the fields that are synchronized between the NetSuite cases and the Salesforce 
cases for the Contact entity:

NetSuite - Contact Salesforce - Contact

Contact First name + Last name

Main Phone (from account, if not present) Phone

Email (from account, if not present) Email

Job Title Title

ID NetSuite_ID

Fax (from account, if not present) Fax

Rules and guidelines for using the Synchronize 
NetSuite Cases to Salesforce Cases recipe

Consider the following rules and guidelines when working with the Synchronize NetSuite Cases with 
Salesforce Cases recipe:

• You must first configure the connections in the recipe and publish them before opening or updating the 
process. Otherwise, the process will contain empty fields from the connections and will become invalid.

• Informatica recommends that you use the same names configured for the assets in the recipe. If you use 
the same asset names, you can publish all the assets and synchronize the data from the NetSuite cases 
with the Salesforce cases without any issue. However, if you change the names, you must ensure that you 
update the names in the related fields in other assets.

• If the tenant already contains connections with the same name as the connections added from the 
package, the process in the recipe becomes invalid. This is because the newly added connection name 
contains the suffix -2. For example, <connection_name>-2.
In this case, you must manually reselect the connections with the new name and the event values in the 
next steps of the process wherever applicable.

• You must copy the process URL and paste it in NetSuite script. For more information, see Sample script.
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• Ensure that all name variables with the Input parameter are the same in the NetSuite script.
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