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Course Introduction 
CRM Case Management
The purpose of this course is to provide a detailed overview on case management, including but not limited to: capturing contact information, creating a case, managing and escalating a case and closing a case.  This course will also provide an overview of the CRM application and detailed information on reporting metrics and the purpose and frequency of reports in OAKS.
Intended Audience 

This course is intended for:
· Users of the OAKS CRM system
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CRM Case Management Overview 
Course Overview 

This course will provide a detailed overview on case management.
Course Objectives 

After completing this course, you will be able to:
· Define case management in the context of OAKS

· Identify the process for

· Creating a case

· Updating a case

· Managing a case

· Escalating a case

· Resolving a case

· Display a basic aptitude for the PeopleSoft CRM application


Course Outline 

We will cover the following lessons in this course:

· Lesson 1: Customer Support
· Lesson 2: Update a Case
· Lesson 3: Case Re-Assignments and Escalations
Course Tools and Aids 

The following learning tools and aids can be used before and after the class as helpful reference materials:

Job Aids

· Create a Case for an Employee

· Update a Case

· Re-assign a Case

· Escalate a Case

· Close a Case

Your learner guide is your most important resource. Take notes in it and make it your own. This will help you on the job.
Lesson 1: Customer Support

Lesson Overview 

This lesson will review how to provide exceptional customer support and the initial aspects of creating a case in PeopleSoft CRM.

Lesson Objectives 
After completing this lesson, you will be able to:
· Explain the process of creating a case

· Understand the case tabs, inputs and required fields in PeopleSoft CRM
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Topic 1: Capture Contact

This topic will review how to capture contact information for callers after they have been identified. 

The Help Desk will authenticate an employee, or an employee calling on behalf of an agency.
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Associates will select the Worker 360-Degree View to pull up the employee’s case files.

[image: image6.png]Search: ¢ Sales Center Customer 360-Dearee View ‘Worker 360-Dearee View

L 1® O ot e oo, Access e S6deares view of 1=~ Acoess re 30-cere iew of

i P ey s e

P S

Gt

- e — — —

st D e | e | | Gt B

» Helbeck ] et | e
= Add Company catalog

b Correspondence Elinteraction List EAdg Quate

[ SetUp CRM i Person 1] Add Order

© Solutions = Find Procts

8- —

- B e ] s ricnpesk vorktorcs

- Eeione e st o e S e
ase e e e

it i e oy e

— Customer 360-Dearee View B Search Cases E)Search Cases P

- Worker 360-Dedree View Elline. Elline

~ Change My Password [ Correspondence @A setup cm = Solutions

- My Systern ol {E5] View existing comrspondence. Defne s setup nfcmetion () Adneister sobtons.
[Elsearch Inbound Emails required to manage CRM Elsoltion

= Search Outbound Enais processes.
Proctct Related

Enterprise Components [Reporting Tools PeopleTools
Access cammon defnfians, Run, create, an manage queries Ennance, depoy, and extend
interfaces, uiiies and! and nvision reports 7 pespesot an non-PespleSoft
configuration objects. EIReport Manager applcations.

Casclive Analvics Framework Process Scheclier

=k SRS,





Upon selecting the Worker 360-Degree View, the associate receives a search prompt to search for the employee by using the Employee ID or Employee Name.
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Associates will then ask the caller for their Employee ID and click the ‘Search’ button.

After the search completes, the 360-Degree View will appear after entering the employee’s correct eight digit employee ID: 
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At this time, associates should verify the employee’s contact information by clicking on the View Worker Details link: 
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The Worker Details will display, and then the associate will be able to view and update the contact information for the employee and click Save when complete:
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To return to the case page by selecting the 360-Degree View on the menu.
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To start a new search, select the New Search button.
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There are several sections on the 360-Degree view page that the associate should be familiar with:
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There are several sections on the 360-Degree view page that the associate should be familiar with:

· Summary section:  This will show key information about the employee, including first and last name, employee ID, location and contact information

· Activities section: This will show how many cases the employee has and their history.  Associates may use the date filter and sort by: today, yesterday, last week, last two weeks, last month, last year and view all
· IT Helpdesk Cases section: This will show more detail about the employee’s cases.  The section will display: case ID, summary, assigned to and status information

· Associates should only select cases from this section to work and not the Activities section

· Case Status types – all cases will default to Open – In Progress unless another status is selected
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Topic 2: Create a Case

This topic will review how to create a case for an employee in PeopleSoft CRM. 

· From the 360-Degree View page, select Add IT Helpdesk Case and click Go:
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· On the case page, there is a toolbar at the top of the page:
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· Save – this will allow Associates to save the case, but should be limited in use.  Associates should use the Save Case button.

· Print – this will allow Associates to print case details.

· Spell Check – This allows Associates to spell check their work.

· 360-Degree View – this will allow Associates to navigate back to the 360-Degree View page to see contact information and summary of cases.

· Notification – this will allow Associates to customize an e-mail or use a template to contact the employee.  Associates will also be able to attach documents.  

· Clone case – This feature is used for creating duplicate cases

· Search – this will allow Associates to perform a search on all cases that exist.

· Correspond - this feature is not enabled for outside Shared Services

· CTI Dialout – this feature is not enabled for outside Shared Services

· Personalize – this will allow Associates to custom the toolbar to be an icon and text label, icon only or text only.
· Enter required fields on the case page which are indicated by *:
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1. Inquiry Summary – Short high level description of case
2. Description – Detailed description of Issue
3. Quick Code (Inquiry Type) – Identifies the nature of the inquiry coming in.  Associate will select between a group of 20-25 pre-defined choices for the majority of inquiries.

4. Case Type – Default is normal for cases, Developers will select from the other options. 

5. Case Status - Associate selects a status from a list based upon the condition of the case. This will always default to Open – In Progress unless another status is selected

6. Resolved by First Contact – Associate checks this box if they are able to resolve the case during the initial call. 

7. Provider Group – Team within the organization that will be working and resolving the case.  

8. Assigned To – Individual within the Provider Group who will be working and resolving the case.  This will default to the associate that created the case. 

9. Agency/Application – The Agency/Application that the request is relevant to. 

10. Business Service/Module – The functional or type area relevant to the case.

11. Inquiry Type/Process – The  functional/type detail 

12. Case Priority – Urgency of inquiry.  All are defaulted to “Medium” and can be escalated to “High” or “Critical”, or de-escalated to “Low” based on criteria.

13. On Behalf Of - Associate select if caller is calling on behalf of themselves, or on behalf of an agency.

14. User Impact – Number of users impacted – All are defaulted to 1, but should be used when the problem exceed one person.
15. Channel – Associate select the method of communication the caller initially used to contact the service desk.  The default is phone.
Quick Codes will be a useful tool for the high volume inquiries that are expected to come into the Call Center.  When an associate selects a quick code from the drop down list, the inquiry summary and description section of the case will populate with key information and questions to ask to help resolve the inquiry:
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List of Quick Codes

After an associate selects a quick code, the Inquiry Summary and Description are populated with key information and questions to ask the customer:
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· After required fields are entered, associates will click Save Case.  

· The status Open – In Progress is automatically assigned to the case.
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· The case is added to the IT Helpdesk Cases section:

[image: image23.png]360-Degree View

% Refresh| % New Search | [ Notification | G Correspond | personslize

EEE I, Relationship Viewer . Tasks . Call Reports

Gidworker ] T Acd 1T Helpdesk: Case W]

© Summary

Name pavELA Last Name HILL
Employee ID 10056954 Location James A Rhodes Office Tower 34
Status Active Effective Date 07/07/2008

View Worker Details

< Activities ¥ IT Helpdesk Cases.

“Date Filter 5 - Last Month  + & Shouw Al Columns

& overview of - PAMELA HILL » AT
 IT Helpdesk Cases - (5) NAUFEL

Open- (5) vo0ye Confirmation of TRE | KEVIN Open-In

View al 22087¢ pecent NEWNMAN  progress

B addTcaze J2020 Gather Case Details - 22 MICHAEL  Open- In

220902 (o0 RCuired Felde NAUFEL  progress

Q search IT Cases

Script: Gather Case THEODORE  Open - In

Interactions - (11) 220771 Seiet: Ca THEO gpen- i
220551 Gather Case Details 22 Open-In

Progress

b Add Interaction Note

© Current Actions

Action | Comments

Case  Added Case ID 220905





· After the case has been saved, an automated e-mail will be sent to the customer.  Please note that this message can change at any point.
Title: Customer – Case ID Notification 

Subject Line: You’re Case ID Number 220905 Has Been Logged  

Dear <FirstName><LastName>:

This email is confirmation of your request. Please Review the Case Summary below.

Case Summary: Unable to process voucher

In all future communications relating to the inquiry detailed above, please quote Case # 236157.

Regards,

 

For more information on creating a case, please reference the following job aids:

· Create a case for an employee

Lesson Summary 

You have completed Lesson 1: Customer Support

In this lesson you have learned: 
· The application screens after the customer has been identified

· How to search for an employee or vendor

· They key fields and required inputs on the 360 Degree View page

· How to create a case

Lesson 2: Update a Case 

Lesson Overview 

This lesson will review how to update a case in PeopleSoft CRM.
Lesson Objectives 
After completing this lesson, you will be able to:
· Explain the process of updating a case

· Understand the case tabs, inputs and required fields in PeopleSoft CRM when updating a case

· Identify examples of updating a case

· Sending a notification
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Topic 1: Capture Contact

There may be times when an associate will be expected to update an existing case.  Examples include:

· Customer contacts Associate with more information that will help resolve the case

· Customer contacts Associate and has an additional question on the existing case, or would like a status update on the case

· Customer is indicates that the case is urgent, and needs immediate attention or a deadline is approaching.

Updating cases should be rare as associates should strive for first inquiry resolution.

In order to update a case, an associate will follow the following steps:

·  The employee will provide their employee ID to locate all that employees cases through the Worker 360-Degree View link. 
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· Paul will look for case 221205 that the employee referenced in the IT Helpdesk Cases section:
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· Paul will click the case number and be directed to the case page:

[image: image29.png]Case 07/14/2009 10::

History Select One... -
:41AM EDT My Time Zone -

Case ID 220905
Employee ID 10056954
‘Summary Enroll in 3 T&E Course
Solution (0) . Notes (0) \_Case History.
Employee Information

Employee PAVELA HILL
Department Accounting Administration

Contact Method 001-614/728-8037 Edi

Email pamela.hil @odre.state.oh.us -

Q search Again

Inquiry Information

Save]| & print | & Spell Check| 30 360-Degree View| [=] Notification | t Search| » personslize

‘Status Open - In Progress
Employee Name PAVELA HILL
Contact Method 001-614/728-8037

Case Information

Quick Code -
Case Type. -
*Case Status Open - In Progress -

[CIResolved by First Contact
Escalation Date

*Provider Group Contact Center Associate Q7]

*Assigned To [MICHAEL NAUFEL Jam
“Inquiry Summary
[Enroll in a T&E Course &
*Agency Budget Q
o iption “*Business Service Proc T&E A
Employee did not know how to register for a T&E course in ~ &
i “Inquiry Type Questions -
*case 3 Normal -
Referred employee to OAKS >ELM>Register for a New Case Priority
Corse > ToE +On Behalf Of Indvidual -
Employee was successfully able to register for T&E Course. *Channel Phone e




[image: image30.png]* “Thankyou for your patience, | have )

accessed case 221205. How can | assist you

ol further?”

CenterAssociate

J
* “| was able to register for the course, but
before taking it is there a way to find out

e about the content?” )

* “Yes, you can reference Online Course
Schedules and Content through our website,
| will send an e-mail with this information” )

Call Center
Associate





· If the case is not immediately resolvable, Paul will click on the Notes Tab. Enter additional information and click on the Apply Note button. 
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· Paul will send the note, via Email to the case assignee by selecting the note, and Clicking the Email button.
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· The notes notification automatically fills, Paul will only need to select the intended recipient, click Send and click Return to Case.
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If the case is immediately solvable, Paul will click on the Find Solutions button at the bottom of the case page:
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· Paul will click the New Solution tab and enter the solution and click Solve and then Save Case: 
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· Paul will confirm that the case status has been updated to Closed-Resolved: 
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*When the case is closed, Pamela will receive a notification that the case is closed with the solution.


For more information on updating a case, please reference the following job aid: 

· Update a Case

Lesson Summary 

You have completed Lesson 2: Update a Case

In this lesson you have learned: 
· The process of updating a case

· Understand the case tabs, inputs and required fields

· Examples of cases that may be updated

· Sending a notification

Lesson 3: Case Re-Assignments and Escalations

Lesson Overview 

This lesson will review how to re-assign and escalate a case in PeopleSoft CRM.

Lesson Objectives 
After completing this lesson, you will be able to:
· Explain the process for re-assigning a case

· Explain the process for escalating a case

· Identify examples for escalations or re-assignments

· Explain the process of closing a case

[image: image37.png]


Topic 1: Re-Assign a Case

Cases will be re-assigned if they are not able to be resolved on the initial contact to the appropriate provider group.

Examples of why a case should be re-assigned include:

· Inquiry should be re-assigned to another Provider Group

· Inquiry requires more information or details that is not available to the associate handling the inquiry
· Inquiry is not related to Call Center
Even if an associate is unable to answer the initial inquiry, a case will need to be created and re-assigned to the appropriate party.

· Associates will select the appropriate provider group and assigned to section and then click Save Case
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· As soon as the case is assigned or re-assigned, an e-mail is sent to the person in the assigned to section:


Please note that this message can change at any point:
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For more information on re-assigning a case, please reference the following job aid: 

· Re-assign a Case

Topic 2: Escalate a Case

Cases will be escalated at any time based on the severity established by the employee or vendor.

Examples of why a case should be escalated include:

· Employee,  agency or vendor contacts Help Desk and raise the priority of an existing case

· VIP customers (e.g., Governor’s Secretary)

· Irate customers

In order to escalate a case, associates should do the following:

· From the case page, verify the provider group and assigned to person is correct.  If it is accurate, click Escalate Case:
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· After clicking the Escalate Case button, click OK when the following message appears:
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· Note that the Case Status has changed to ‘Escalated’ and there is an Escalation Date stamp:
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For more information on escalating case, please reference the following job aid: 

· Escalate a Case

Topic 3: Close a Case

Once a case has been resolved, it may be closed.

Examples of when a case can be closed:

· Associate is able to resolve the inquiry during the first contact

· The inquiry no longer needs resolution

· The inquiry was misdirected and not related to the Call Center.

In order to close a case, an associate should do the following:

· Associate will click on the Find Solutions tab:
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· Click the New Solution tab:
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· Enter the new solution details and click Solve and Save Case:
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· Status of a case is now listed as Closed – Resolved on the 360 Degree View page:
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Activity: Case Management Practice

Associates will log in to the training environment which is saved under the favorites menu in Internet Explorer.

· User ID: Provided by Instructor

· Password: Provided by Instructor

Associates should reference the previous information to do the following in PeopleSoft CRM:

· Update vendor contact information

· Create a case

· Update a case

· Create and Email Notes

· Re-assign a case

· Escalate a case

· Close a case
Lesson Summary 

You have completed Lesson 3: Case Re-Assignments and Escalations

In this lesson you have learned: 
· The process for re-assigning a case

· The process for escalating a case

· Examples for escalations or re-assignments

· The process for closing a case

Course Summary 

CRM Case Management

This course served to provide an overview of the PeopleSoft CRM application and provide an introduction to case management.  
Course Review 

Now that you have completed the course, let's review what you have learned:
· How to define case management , the components and required fields of the 360-Degree View and Case pages

· Identify the process for

· Creating a case

· Updating a case

· Managing a case

· Escalating a case

· Sending out a case notification

· Resolving a case 
Helpful Resources 

Utilize the resources below for additional information:
· Job Aids 

Create a case

Update a case

Re-assign a case

Escalate a case

Close a case

Clone a case

Relate a case










