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Create a Case for an Employee Job Aid 
This job aid will serve as a guide on how to create a case for a vendor in PeopleSoft CRM.  

This Job Aid is intended for:

· State of Ohio CRM users
Create a case for an employee:
Step 1:

From the 360-Degree view page for the employee, click on Add IT Helpdesk from the actions drop down menu and click GO:
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Step 2:

Enter information into the required fields that are designated by a *, after all required information is entered click on Save Case:
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If the inquiry is identified on the inquiry handling catalog and has a quick code associated with it, select the designated quick code and the inquiry summary and description will automatically populate with a line of questioning and tips to solve the inquiry.  Associates will still be required to complete the rest of the required fields and click Save Case:
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Employee Information
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Q search Again

Inquiry Information

Case Information

Quick Code ELM - Enrollin T&E Training  +

Case Type -

“Case Status Open - In Progress -
[JResolved by First Contact

Escalation Date

*Provider Group Contact Center Team Q@

*Assigned To [MICHAEL NAUFEL Jam
“Inquiry Summary
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“Description . i -
Business Service
How to Resolve: 53 i o vt
+ Encourage the caller to help him/herself enroll in a ! *Inquiry Type nrolimer A
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+ Course Schedules can be found at: 3 +0n Behalf of Indiidual -
ot/ ohiosharedservices.ohio.gov/Training.aspx +Channel Phone -

+ If needed, help the caller through the steps of enrolling
in a course. Quick steps on how to enroll in an activity
(steps will be accompanied by screenshots in the job aid):

- Log into ELM with user name and password

- Select Self Service

- Select Learning

- Select My Learning

- Find activity using Search Catalog or Browse Catalog

~ Erenil in the artivity by clickinn the Enrall’ hufron
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If an employee is calling on behalf of an agency, ensure that it is indicated in the On Behalf Of section:
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Step 3:

Congratulations! You have successfully created a case for an employee:
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