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What is CRM?

CRM (Customer Relationship Management) allows users to submit cases, which are requests for
help. These cases get submitted to Provider Groups, which are groups of people who share a
common set of knowledge (i.e. email administration). People in provider groups are called CRM
agents. Agents search for, open, create, update and solve cases. This activity always involves
some sort of communication with the customer. The customer is the user mentioned above.

What can | do in CRM?

There are six basic actions that a CRM agent can do in CRM:
Search for cases

Create new cases

Update cases

Communicate with customers

Transfer cases to other provider groups

Solve cases

Sk~ wdE

This table shows the basic actions you can do in CRM across the top. In each column are the
different methods you can use to do those actions.

Search for Create a Update a Transfe Email Solve a
acase case case I a case customer case
Support Support Support Support Support Support
Quick Quick Quick/Emai Quick Email Quick/e
I mail
360 View
Dashboard

As you can see, You can do all actions using the Support view.

In addition, you can do many

of the actions using the Quick view and even use email while not being logged into CRM.

Each of the methods listed in this table will be described in detail. You can decide which
methods work best for you.

This guide contains a lot of information. We suggest that you use the table of contents and
review the sections you are interested in, rather than reading the guide from cover to cover.
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Accessing CRM
CRM is accessed via any web browser that is connected to the internet.

Open a web browser and go to this URL: https://crm.oasis.asu.edu.

Login with your ASURITE ID and Password.

Requesting access

In order to access CRM, you must first request access to a role in PeopleSoft. The role you need
is UTO Call Center Agent. (Don’t worry, the role doesn’t mean you have to work in UTO or
work in a call center!)

To request the role, go to this URL: https://www.asu.edu/go/oasis/AddSecurityRequest/

e Putin your ASURIte ID and click on continue.

e Putin the ASURIte ID of your supervisor.

e Type in the reason for your request: that you need access to CRM and what provider
group you are to be a part of.

Click on Add Roles

Scroll down to find the role UTO Call Center Agent
Click on the check box next to the role

Click on Save and Return

Click on Save and Submit

Click on I agree

Click on Return.

Next your supervisor, the data trustee and the security agent all have to approve your role. It
usually takes 2 business days.
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Searching for Cases in CRM

There are several different ways to search for cases in CRM. CRM cases will be created by the
help desk, individuals using the online web form and by other CRM agents. You can search for
these cases in three different ways:

Use the Dashboard to quickly and easily locate cases assigned to you and to your provider
group.

Use the 360 degree view to look at all cases that a customer has started
Use the Support view to powerfully search for cases that meet your specific criteria.
There is a search feature in the Quick View screen as well.

Each of these techniques will be shown in the next pages.
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Search for a Case: 360 View

The 360 view is the best way to see if a customer has open case for the same problem you are
working on, or a previous case that addressed the same problem.

Menu I = ]

Search:
&)

[ My Favorites

[» ASU Customizations
[ Employee Self Senvice
[ Customers CRM

[* Products CRM

[ Customer Contracts CRM
[» Orders and Quotes

[» Service Management
[» Support

[ HelpDesk

[+ FieldService

[ Workforce

[- Correspondence

[ Set Up CRM

[ Solutions

F Customer 360-Dearee View J
— Installed Product and Service

— My Tasks

— My Calendar

— My Meetings

— My System Profile

— My Dictionary

Login to CRM at https://crm.oasis.asu.edu with your ASURIite ID and password.

Click the Customer 360-Degree View link. The search field will display. Enter the information
you have for the customer who has contacted you. Click on Search.

Search For Customer
= Search

ASURITE Id
Organization
First Name
Last Name
Customer ID
Phone

Email
Address
City

State

Postal
Country

\

Search _E'—;anced Search

———

;

Main Content
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Search For Customer
= Search
MName begins with %
First Name begins with % Test
Last Nanve begins with | Test
ASURITE Id | begins with &
Customer 1D baging with
Phone = i
Email = e
Address begins with %
City = b
State = w
Postal =
Country | = ™
Empll D bagine with | w
Campus ID begins with  »
Search Ciear canoel
Search Results Wi Al | =
Lost Name FirgtNome  |ASURITEId | Email Address 1 Gity Bostal
Tt st TastFirst testaccount@mailbnalor. com
[ Testgraduate  Tesitess ttestyrd ttestgrI Basu.adu TS S A qesy ANYCITY 85287
o Lt ttest2 asdf adf ASDE
iest-goay St
=

Select the appropriate customer from the Search Results by clicking their corresponding Last or
First Name links.
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360-Degree View

7 Reload | §% New Search | =] Notify | JF Send |

m Individual Consumer

T Summary

Hame Testtest Testgraduate
Address DO NOT MAIL THIS IS5 A TEST,
ANY CITY, B52E7, ROU
Email ttestgri@asu.edy

= Activities
*Date Filter | S - Last Year w o
I | | I I

E overview of - Testtest Testgraduate

B Leads - (0)

-~ .
(s )
= support Cases - (43)

Closed - Rescohoed - {37

Closed - NogEmail - (&)

=
E
¢
+

F yimw &l
Add Case

i

Ewe Carey HD Tickets
cal Agresments - (0)

cal Recommendations - (D)
'_-'_' T Installed Products - (3)

= Service Orders - (0)
b

c] Communications

T=N

Phone
Customer Value

F Activities Detail

Mo Activities Detail to desplay.

I Log Interaction

I Recent Transactions

All cases concerning the customer will be displayed.

Biographical information will be displayed in the Summary section.

All cases will be displayed in the Activities section.

Click on the Open - New Case link to see all cases that are currently open for the customer. OR

Click on the Closed links to see a list of cases that have been solved for the customer.
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360-Degree View

7 Reload | §% New Search | [=] Natify | D5 Send |

m Indradual Sonsumer

- A=W

= Summary

Hame Testest Testgraduate
Address DO NOT MALL THIS IS A TEST,
ANY CITY, 85287, ROU
Email testgrigasy ady

= Activities
“Date Filter | 5 - Last vear v

F_’ Owverview of - Testtest Testgraduate
= Support Cases - (3)

@ ooen - Hew Caze - (3)
iﬁ Wimw A
+ Add Cage

2, search Cases

E gma's - (o)
W P Carcy HD Tickets

El'r Agresments - (0)
[ gecommendations - (0)
Bt installed Products - (3}
2 service orders - (0)

"; Wigw Al

+ idd Service Order

Q Saarch Senice Order
= Interactipns - (14) View Al

£3] Communications

t  Date fiter does not apply to this node

e

Phane

Customer Yalue

= Case-Open - New Case

4 Py & |[Flu i

-
Fing | view A0 | &= .

i __ Firsg 1-30f3 M Lane §
Case [0 | Summary

| Date Craated

221814 Test Case 1 Q5F29/2007 8:04:15AM

221823 Test: Laplop issuss 057312007 10:52:194M

221835 System Not Responding  05F31/2007 11:41:52AM
T T TN

" Recent Transactions

In the Case-Open — New Case section you can see the Case ID, Summary, and Date Created

for the open cases.

The list of cases display on the right.
Click on the Case ID for the case that you want to access. The case will open in support view.

To see more about each case before opening one, you can click on the show all columns link.
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Search for a Case: Support View

The support view is the most powerful way to view new cases. You can search in many ways,
and save different search criteria to quickly retrieve different lists of cases.

Login to CRM at https://crm.oasis.asu.edu with your ASURIite ID and password
Click the Support link

"ARIZONA STATE
UINIVERSITY

[ Customer Contracts CRM |~
[+ Orders and Quotes ) )
i Pricing Configuration Support - Eolder
> Serdce Management
[» Quality Management

Workist Sdd to Favorides

Administer Support.

) Intecactve Repart |7 Reports f Create Case
Call Center- Support Obtain reports Add a new support
[ Interactee Repon
b Repors Interactive Report. containing information case,
epans F Suppert Cashboard related to cazes.

B o P P e,

= Service Lavel 1=l Agreement Statistics
I' Search Cases l Management =l Cages By Age
- Timsg

E Cases By Agent

7 More...
- W P Carey HD Tickets
b Hab[}a;k : I Search Cases E Returns IE'I Time
b EleldSend Search for an existing Identify returned Track time log details
' e support case, material authonzation for a casa.
b WosRIce transachions.
L et

Click the Search Cases link.
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Support Case

= Search Results
No search results were found,

Add Casa
7 Search
Use Saved Search ¥ 6 '
Search Ciear Advanced Searc g t ."r- - ved Search 4 Pergony

ASURite TD  begne with
*Business Unit = Univarsity Tach Organi

Case =
Customer =

Contact = 1 )

Case Stalus =
Provider Group =

L S E AR AR AR A
N

Case Priority =
Assigned To | =

§)s¢.‘-¢n Clear ﬂ_) cad Search E -y ~pit s ,"[- slate Saved Sear 4 pargonalize Search

Fill in the screen with the attributes for cases that you want to see.

Notes:

1) You can change the comparator field. For example, you can set the search to find cases
where the Case status is in a list of values.

2) You can type in, select from pull down lists, click on magnifying glasses or other icons to
select different values.

3) When you have your search criteria set, click on Search

4) Click on Advanced Search to show many more attributes that you can search with.

5) If you are going to search in a certain manner repeatedly (like searching for open cases
assigned to a particular person), you can save that search criteria once you set it. Click
on this link after setting the criteria and before clicking on search.

6) Once you save the search criteria you can retrieve them from the pulldown list.
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Search for a Case: Quick View

Quick view is a way to quickly create cases. It has a search function that you can use. It has

limited functionality.

Login to CRM at https://crm.oasis.asu.edu with your ASURIite ID and password.

Click these links: ASU Customizations > ASU Support > Quick Case

"ARIZONA STATE
UINIVERSITY

Search:

| @

[= My Favarites
— A3 Customnizations E_)
[ ASLI Field Senvice
[» ASL) Marketing
[» ASL) Motifications
[ ASU Run Controls
[ ASU Security

~ ASU Support F
= Business LUnT- Provider

Group
= Run BU to PG Synch

= Quick Case %g
[ A5 Id Managerrent

Click on the Find an Existing Value tab

Quick Case
Eind an Existing Value} Add a New Value

Add

Find an Existing Value | Add a Mew Value

CRM Use for Agents
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Quick Case
Enter any information you have and click Search. Leave fields blank for a list of all values.
Add a New Value

Case ID: |= v ‘1)

Business Unit: | begins with + Q

Provider Group ID:| pegins with ;2) Q

Case Status: begins with Q
?Q ' | Basic & ve Search C

Search Cear | Basic Search S| Save Segrch Criteria f’)
Find an Existing Value | Add a New Value

1) If you know the case ID, you can type it in the first field and click on search. The case

ID is the 6 digit number automatically assigned to the case when it is created.

2) You can use this search to show all cases for a particular business unit, provider group

and/or case status.

3) Once you set your search criteria, click on search. A list of cases that match will display.

Clicking on a case will open it in quick case view.

4) If you use a particular search criteria often, you can click on Save Search Criteria to save
it. A new field will display that will let you choose that save search criteria the next time

you search.
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Search for a Case: Dashboard

You can also search for cases using the dashboard. The dashboard is a quick way to list cases

belonging to you or your provider group.

A5U Home | ASY A-Z Index | My ASY | Colleges & Schooks | Directory | Hap

wieb browser = of nfprmaton most mpotant o the nettuton. The nformation & ntended
& Financial {SuperRegort
R e ) o b gTpR 00 monEor 3t 3 QRn0R 30, Wil J000orate, ToNabie, Ukrmately, divboards
& Budget Position Control e Created to provide 3 unigue and powerful means T present nformaticn about any rnge
200¥ of Topics. In many fesDeCts, B reporting dashboand can be Rened 10 3 dashbeand in

O your keft 5 2 st of ASU dashboands. Stact by chdlong on your sebecton [ you haven'™

¥ COLLEGE)SCHOOL authenticated to ASU RYRRMS L3R your ASURITE I, you'l B prompted To log on for the

¥ DERARTHENT vou wil have the abiky to kook 3t the ndormaton, “robover” for valoes, and drl 0o el gmgaeo

#hE. You a0 haret Ehe bRy to Sree the nformation into Mcrosoft Excel or Adobe Acrobat
* MISCELLANEOUS

to the creatons of the dashboands. S0 start dhdong ey ...

S = '
23

m,ﬁ.mzm STATE
LINIVERSITY EE

Itrodueten 1o
Dasboands
[Appaea 230 i)

& Graduate
Admiasions
® Financal dd What are ASU Dashboards? G b My Benorts horesaae
o Eneoleent
Hanagrment (i A dashboard s 3 web interfacn for users that organzes and presents nformation in 3 way that
[P v —— B &3y 0o nead and mterpiet. Dashbodnds e meant 1o provide valbily Rto kiy performanos
Hanagesment nacaton (KPL) - theough srmpls veual graohics such 35 Qauges, charms and tables wihn 3 -

automoble. T peovides an “at-3-ghnce vy of the ument cosnational state of the wihice. e o
|' CRH Swpport I New 3 bt of curent poen dashboged tasks e T L

daty containgd wilhin A5 dashbodeds, an
P e—— Using Dashboards ASURITE I IS recuined b vew Mam
Hrparting et g Dashboards that you do nol have #0085 10
unil you Bxpan walll e 3 5Pl
digplayed rd b tham. Onoe you ank 1690ed

" in, o ey SE ied 10 PeGUEE] BOCRES I
dastiboRnds That hined 3 iy @ fymbol). After JuthenTaatng, 3 sammary page wil ippedr, Bl mase dashboards SHOENING on your

5 by chcking on the

A o} isdy W DLBCK D B e
by e data nastees
Badad On your SMENECO Wil Tl INSSTUSoN

fie, and frd out moce detals by cdiong on the nfa Con III Take notice of the fesdbadck a0
Pl btions - Thabl B YOUF COPOMLSTNT T0 PRQUER mone Inforrration of To gve yeur npet] || Biswest Access
» COMMNITY Ly

Open a web browser and go to http://dashboard.asu.edu
Click on the CRM Support link to access the CRM Dashboard..

You must request access to the dashboard. This access is separate from CRM. There is a

“Request Access” link in the lower right corner of the screen.
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i Iy Prowsdes Groups' Cases (18] [ by Canea (1)

=0

Open Casos by Business Units
Fraa grapis i 1 iaganiTene. i,

[ puatmnent T TP L]
CHM Survey L B i FER ”J
1 ] - 00
Cane Semmany Cases by Departments
: Open by
Hy Cavrs s
L * Casen
Created
RELATED LENKS e
- L=
¥ FAQ[Tssses 20 Closss
CRM
B Duashlbenard a — T T T T — T
Training 1 " Ll 00T 00 LG WS WIT W TR U0 U WD WD uea U LM 13T 1R
CRH System

You can click on any graph to “drill down” into the cases. Most people use the “open cases by
provider group” table.
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Dashboard Home | My ASL

CRM EHPFIOI‘I' Business Unit: | 14])) w  Provider GFOup: | Top 10 W | Priority: | (all) w|| Category: (A
Status: Case Type: | (41} | From: [grijzoor | EE  Te: (12872009 |
SUMMARY Back
Cases by Age - .
Provider Groups with Most Open Cases & [
ém’“; oy e Provider Group ID Provider Group Count v
HRESC HR Employee Service Center 245
Cases by Business  HRPAYROLL HR Payrall 151
Unit HREENRETIR HR Retirament Prog Mgmt 52
Caies by Source UTODATAWAR UTO Data Warehouse 51
o WCTEL 2 College of Teacher Education and Leadership 3 )42
R WPCWEBDE WPC Web Database 40
Cases by UTODASHG UTO Corda Dashboard 37
Department HREENLEAVE HR Laaves & Disability Mgmt 33
CRM Su UTOASUWEB UTO ASL Web Dev Tier 2 32
Results PSHRDEV PS HRIS Development 29
Case Summary =
Search Provider Groups with Most Closed Cases =5iH|
My Cases /] ) Provider Group 1D Provider Group Count ¥
HRESC HR Employee Sernce Center 19, 837
UTOHD Help Desk 11,062
UTOSSCLAS UTO Support Services for CLAS 4,590
RELATED LINKS | TOEMAILT2 UTO Email Tier 2 Support 4,379
Tt UTODTSWEST UTO Deskside Technology Support - West 4.143
S paG/Issues UTODPCDSS UTO DPE Deskside 3,850
UTOEMAIL UTO Email Tier 1 Support 3629
- g’::‘:lm " WPCDESK WPC Desktop 3,549
Training WPCWEBDE WPC Web Database 3,485
UTO-ATS-FC Fulten Center Admin Tech Support o 2,977

1) Use the navigation lists at the top to change what cases are displayed. Most often, people
change the Provider group from “Top 10” to “All”.

2) Click on the provider group ID to see who is in the provider group.

3) Click on the number to display a list of the cases. In that list, click on the case ID to open
it in support view.

4) To see your cases, click on “My Cases”.
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This is what the list looks like when you click on the number of cases.
1) Clicking on the case ID will open the case in support view in a new window.
If you are comfortable with working in two windows, you can use the dashboard to
launch the new window and then work the case in the new window. This new window

will refresh with the next case that you click on in the dashboard.

Note that the dashboard refreshes every hour, so you won’t see progress on cases
immediately.

2) Clicking on Show Columns will display more columns, including who the cases are
assigned to.

3) Clicking on any column heading will sort the list by that column.

Busimess Unit: | (Al % | Prowider Group! Top 10 % Pricrity: | [All) w | Category: | [AN]) o
Status: Case Type: | (All) | From: [grszoor  [EH Te S0 |
Back
Open cases for HCMTECH - HCM Tech Team =5
¥ Show Columns 2 ’ Legand (for issues onlylr @ = SLA not mat. = Caution
- - Hours
Creat Provider Days Remain
Case ID On 4 Grp. Open to Meet Case Summary 3 )
SLA
313835 9/9/08 HCMTECH 234 EMNH:Cnginal Case was never resolved (239361)
336545 11/17/08 | HOMTECH | 165 PRD Issue - Unable to clear Mot Saved status in PM Staging table
341348 12/2/08 | HCMTECH | 150 W3 for MRA's on Tax data page not working
50969 Nk HCMTECH | 113 MSS Termination Updates
352820 1 0% | HCMTECH | 108 Correction af ASUCADL]1 Report
353975 1715/09 | HCMTECH | 106 Submitted Hours Ad) to Payroll o Tero out vacation
357127 1/23/09 | HCMTECH | 98 Enh/ (See Motes) Entenng Emplovee Schedules
359198  1/28/09 |HCMTECH | 93 The following job code does not appear to be working with the inference table.
361808 2/2/09 HCMTECH | 88 RE: File for 1/25/200%9 (Service Purchase)

This graphic shows some of the columns revealed when you click on Show Columns. You can
sort the table by clicking on any column heading. Sort in reverse order by clicking a second
time.

Open cases for WPC Web Database

| Hsde Columng Lasend [ige ieas oaly)i @ = BLA agt mal —
Caseqp Crosted Buslness Provider .. .ooqon provider 09V puomy G50 Calegory Statws  Assigned T  Asiiomed
On & Unit Grp. Grp. Open Type - Date

373 A/1308 WRPOWEBDE 168
119410 9724508 WEBDE 126
139632 1L123/08 W WEBDE =2
43T 12/16/08 WPOWEBDE 43

3 a3is3in et ot L I L e . ¥ T N N g T P v T ML
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Creating Cases
There are many ways that cases will be created: End users can use a web form linked off of My

ASU, The Help Desk will create cases, you can set up an email to automatically create cases and
you can create cases as an agent.
As an agent,

When creating your own cases, there
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Create a Case: Support View

You have the most control over a case by using the support view. You can create a case in the

support view.

Login to CRM at https://crm.oasis.asu.edu. Use your ASURIte ID and password.

Click on Support then on Create Case

"ARIZONA STATE
UNIVERSITY

[ Pricing Configuration
[ Semnvice Management
[ Cnality Management

%@ Support

Admlnlster Suppart.
iInteractive
Report

e Report
[ Repors

— Create Case Call Center-
— Search Cases Support
— Returns Interactive
— Time Report.
— W._P_Carey HD Tickets | = Support
Dashboard
[ HelpDesk = Sarvice
[+ FieldService Level
[+ Waorlkforce Management
[ tems CRM
[ Configuration Modeler CRM
[- Banking Search

[ Wealth Management
[+ Financial Senvices
[ Correspondence

P Bl e b B e s v ek

Cases
Search for an
existing

Wl Main Menu =

&

Worklist | _Add to Faverites | _Sign ou

Edit "Support” Folder

Create Case
Add a new
support case.

Report
Obtain repu:-r‘ts
containing
information
related to
CASES.
ISl Agreement
Statistics
IElCases By
Age
ElCases By
Agent
7 More...

Time

Track time log
details for a
Case.

Returns
Identify
returned
material
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This is a screen shot of the support view for creating a case. Look for notes that correspond to
the numbers on the next page.

Hew Window | Help | Customize Fage | .2
Case 05/02/2009 1:35:00PM MST | My Time Zone »
Save | | [ Print Cass | 350 360-Dagres View | (=] Netify | 7 Time Entry | T Set Reminder| » Parsonaliza
Caze ID New Status Cpén - Néw Caseé
Customer Contact
Summary Contact Method
Open Cases 0 Customer Value

m Salytion Summary Motes Case Hishory Related Cases Relabed Actigns [¥)

Customer Information Case Information
Company i Main LTI
First Name | Secured Case
Last Name [ Anonymous Caller
}) SIN § )g.“_i.-.e., Unit | University Tach Organizations  |»
Search Advancad Search 4 )Juu:k Code Q
?j,“ Type Issus b
Problem
— 6 Status | Qpen - New Case i
| \f [ resolved by First Contact On Call Schedule
Description g) Provider Group |LUTO Blackboard o #
& Assigned To |Faul Stall aF &
Jﬂa se Owner e

Description

Problem Type

Actions g
Serial Number ':-"\r"

Suggested Action -

Asset Ta e
Description 8 ) 9 :

Installed Mo
Related Actions ¥| Go
1P Address

MAC Address

Select Agreament or Warranty
Category
g)SpﬂbaW Type
Detail
Priority | Standard
ZI;(D
Severity

]i") Source | Direct Call

Save Firsd Sokutions Escalate Cass

Impact

€ 4 £ € € ¢ £

1) Enter the first and last name of the customer into the Customer Information fields
and click Search. A list of possible choices will appear. Click on the person’s name

2) Enter a Summary of the case and provide any and all details in the Description field.

NOTE: There are spell checkers next to each text field.

Enter as much additional information as you know about the case using the drop down menus in
the Case Information panel.
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3)

4)

5)

6)

7)

8)

9)

Your business unit should display by default. A Business Unit is a collection of provider
groups. Some examples are: HR, UTO, WP Carey, Academics.

If your provider group has set them up, you can use Quick Codes to fill in the rest of the
fields. Select the proper quick code from the list for the case you are working on.

Select the Case Type that matches your case.
a. Issues are time-tracked by the software. Reminder emails are sent for cases that
are open past the terms of a support level agreement.
b. Questions are not time-tracked. They are for cases where people have asked
questions only (no other work is required)
c. Request are not time-tracked, they are for longer projects.

The Status defaults to Open- New Case. There are many options. Check with your
provider group for which statuses are to be used in your area.

The Provider Group and Assigned To fields default to the provider group and user that
opened the case. You can change them. In order to assign the case to a specific person,
you must be a member of the provider group that you have chosen for the case. The Case
Owner is someone that will see the case through to it’s conclusion. This is useful if a
case has to route through several people to be solved.

The Problem type, asset tag, serial number, IP address and MAC address are useful
for cases that involve fixing people’s computers.

In order to easily report trends about your cases, it is strongly recommended that you
select a category, specialty type and detail for each case. The category list is not
changeable, but your provider group owner can request unique specialty types and details
for a category. Note that these would be available to all provider groups.

10) There are three priorities. If the case type is “issue”, the system will send notes to the

provider group or the assigned agent as follows: Standard priority — 7 days old, Urgent
priority — 2 days old, Critical case — 1 day old. You can also pick the impact, severity
and source as defined by your provider group.

At this point, the case is ready to save. Click the Save Case button to save the case
NOTE: It will automatically be assigned a new case number/ID.

Click the Summary tab to see a full summary of the case you have just saved.

NOTE: The initial save of this case will:

1. Assign the case a number/ID
2. Send an Automated Open Case Receipt to the customer, and
3. Send an Auto-Notification to the assigned Provider Group.
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Create a Case: Quick Case View

The support view gives you the most control over your case, but the creation takes a few seconds
of processing (10-30 seconds). There is a quick way to create a new case called Quick Case.

Log in to CRM (https://crm.oasis.asu.edu)

Navigation: ASU Customization >ASU Support > Quick Case

"ARIZONA STATE
UINIVERSITY

Search:

| &
[= My Favarites
— A3 Customnizations !_)
[ ASLI Field Senvice
[» ASL) Marketing
[» ASL) Motifications
[ ASU Run Controls
[ ASU Security

~ ASU Support QF
= Business NN - Provider

Group
= Run BU to PG Synch

= Quick Case n:-?-?
[ A5 Id Managernment

click on Add

Quick Case

Eind an Existing Value N Add a New Value

‘ Add

Find an Existing Value | Add a Mew Value
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This is the quick case screen. This screen will quickly create a case for you. It batches the email
notification together and sends them in 5 minute intervals. This allows the case creation to
happen very quickly. The time between clicking the Save button and case creations is usually
less than 2 seconds.

_ N

*Case Status | Open-MNew Case R 1’

*Customer ASURite ID Q

Customer Name 2 )

Contact Details

*Provider Group 1D Q Business Unit

Assigned To

4>CaseType » Case Priority | *Source |DirectCall b
5 ) Category | Specialty Type ¥ Detail b4

&)

*Problem Summary

Problem Description

B save Z) B Add

1) Choose the case status.
NOTE: A case status of “Open — no email” will not send an email to the customer when
the case is created.

2) Enter the ASURIte ID of the customer. (most people find that in the outlook properties
for the customer). When you tab out of the ASURITE ID field, the customer name will
display and the contact details will be filled in. If the customer wants to be contacted via
a different phone or email, you can change it in the contact details field. Changes in this
field effect only this case.

3) Enter the Provider Group ID. This is typically at 4-10 digit ID for your provider group.
If you don’t know the ID of the group, click on the magnifying glass to select from a list.

You can assign the case to someone in the provider group by clicking on the magnifying
glass next to the Assigned To field. In order to assign the case to a specific person, you
must be a member of the provider group that you have chosen for the case.

4) Select the Case Type that matches your case.
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a. Issues are time-tracked by the software. Reminder emails are sent for cases that
are open past the terms of a support level agreement.

b. Questions are not time-tracked. They are for cases where people have asked
questions only (no other work is required)

c. Request are not time-tracked, they are for longer projects.

There are three Case Priorities. If the case type is “issue”, the system will send notes to
the provider group or the assigned agent as follows:

a. Standard priority — 7 days old,

b. Urgent priority — 2 days old,

c. Critical case — 1 day old.

If your provider group tracks this date, select the Source for the case from the list.

5) In order to easily report trends about your cases, it is recommended that you select a
category, specialty type and detail for each case. The category list is not changeable,
but your provider group owner can request unique specialty types and details for a
category. Note that these would be available to all provider groups.

6) Type in a summary of the case in the Summary field. Supply all available details in the
details field. Check with your provider group for any standards in filling in these fields.

At this point, the case is ready to save. Click the Save Case button to save the case
NOTE: It will automatically be assigned a new case number/ID.

NOTE: The initial save of this case will:
1. Assign the case a number/ID
2. Batch process two email messages:
a. an Automated Open Case Receipt to the customer, and
b. an Auto-Notification to the assigned Provider Group.

The batches run in 5-10 minute intervals, so the email will be only slightly
delayed. Detaching the email notification from the case creation was the primary
way that the time to create a case was reduced.
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Once you click on Save, the screen will change.
_ h

caseld 205987 Email note to case
“Case Status | Upen - New Case v

Email solution to close case

*Customer ASURite ID|pstoll Q.
Caze Summary

Customer Name Paul Stall

Contact Details |4380/415-4562

*Provider Group ID UTOBLKBRD  C  UTQ Blackboard Business Unit  UTOQOD

Assigned To <,

Case Type | |S5ue R Case Priority | Standard v | *gource |Direct Call “

Category| Training % | Specialty Type | BlackBoard | Detail

*Problem Summary Type summary here

Problem Description | Type description here

B save B Add

NOTE: Your case ID will show in the upper left corner of the screen.

Notice the links in the upper right corner of the screen. Clicking on either email note will start
your email system and create an email that, when sent will either add a note to the case or solve
the case. Details about both of these processes are found in later sections of this document.

Clicking on the Case Summary button will show you the case in support view.
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Update a Case

Once a case is started, you can update the case with notes and/or email the customer from within
the case.

There are two ways to add notes to a case, one using the support view and one via email. The
quick case view has a link to the email address as well.
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Update a Case Using the Support View

Many provider groups want their agents to add notes for any significant action on a case.
A note could consist of phone conversations, emails, and updates.

Navigate to the case in support view. Once there, click on the Notes tab.

Case 05/20/2009 3:21:31PM MST | My Time Zone hd
Save | [2 Print Case | 360 360-Degree View| £ Email | =] Notify| (SZf Time Entrv| Q’S Set Reminderl » Perzonalize
Case ID 404512 Status Cpen - New Case

Customer Paul Stoll Contact
Summary Summary of case Contact Method 480/415-4562

Open Cases 4 Customer Value

Case Solution Summary I b fCase History Related Cases Related Actions D
—

Notes Summary

Mo Motes and Attachments for Case

Add a Note
Added 05/20/2009 3:24FM Paul Stoll
*Subject 1 @
Details J @
Mote Information Contact Information
*Visibility | Internal g) v (%  Customer §) Q
Note Type - Contact Q
Origin :
) Employee QL

’ 5 )F\IJIJTS‘ MNote f:’-_dd an Attachment 4 )

6 Save Case Find Solutions E=calate Caze

=~ Audit History
Created 05/20/2009 3:22FPM MST By pstoll Paul stoll

Modified 05/20/2009 3:22PM MST By pstoll Paul stoll

1. When adding a note to a case, the Subject is required. The subject and description will
show on the summary and notes pages when viewing all the notes for a case.

2. 'You can set the visibility to Internal or All. Internal visibility means only your provider
group can see the note. You can also set the Note Type, for reporting reasons.

3. This is a little-used space to add additional customers, contacts or employees.

4. If you have external files to add, you can use the Add an Attachment link. You will
then navigate to your file and click Upload. To see other attachments that have been
added to a case, you must open each note.

5. Click on Apply Note. The note will be visible in both the Notes and Summary tab.

6. Click on Save Case to save your changes.
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You will see the note that was just created in the Notes Summary area.
NOTE: Once the case is saved, notes can no longer be edited.
Update a Case Using Email

You can add a note to a case using email. You don’t have to have CRM running. Open a new
email message and address it to CRMAddNote@ASU.edu. In the subject line, but the 6-digit
number followed by the pound sign (#). Whatever you put in the text of the email will be put in
the description of the note.

Important note: In order for this to work, the subject must be only the case ID and the pound
sign and no other characters.

You can copy yourself, other crm agents or the customers in the message as well.

E¥ 364363# - Message

! Fle Edit WVew Insert Format Tools Table FlashPaper Reguirements Window  Help

{44 Normal + (Com = Arial -12 - | B I U |§§§|'ﬂd|§§ = iE iF |
fidsend | ) - | &[4 ¥ & | ¥ |5 ] Options.. ~|HML z

(4 To... [CRMAddNDte@asu.edu ]

[ ce...

Subject: W
§|1—|‘1|3|4|5|5|

Mote sent to case from emaill ]

This is what the note looks like in the support view of the case.

N
~ Notes Summary Customize | Find | Wiew All | B First 1-3of32 Last
Select| Subject and Details Attachment(s) |Added By Date Added
Mote added by email from e Sched and
only) rum CM cc [ 05/20/08
Paul.Stoll@asu.edu: Mote sent to case from email Paul Stoll University Processes 4:26PM MST
Technology Office Arizona State University Phone 480-415-4562
Internal
demo note 2 ( 05/20/09
4 — Only) 1 Paul Stoll T41BM MST
description of note
summary of note 05/20/09
T . 1 Paul Stoll
O details of note 3:37PM MST

Notice that the “Added by” field shows a process instead of a person’s ID. Also note that the
person who sent the note is listed in the body of the note itself. The first characters in the
description are the person who sent the note. The next characters are what was typed in the note.
This is followed by the contact information for the person.

The Summary (the hyper link) will always read “Note added by email from”.
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Email the Customer: Support View

Case 05/26/2009 4:31:42PM MST | My Time Zone hd
Save || [ Print Case | 360 350-Degree Vie: ﬂd“_\. Email | [ ’, Notify | CF Time Entry | & Set Reminder| » Personalize
Case ID 404512 —_— Status Open - New Case
Customer Faul Stoll Contact
Summary Summary of case Contact Method 480/415-4562
Open Cases 5 Customer Value
Case Solutien m Notes .. Case Histary Y Related Cases Related Actions E)
Problem Case Information
*Summary .: m Mare
Summary of case @ *Business Unit University Tech Organizations (%
Description r
i C
details for cass @ Quick Code A
*“Status Open - New Case b
On Call Schedule i.‘|
Provider Group UTC Blackboard Sl=i
2
Assigned To Paul Stoll = ﬁ(r’\
Case Dwner Q
IP Address
MAC Address
Calegnry. Training -
Specialty Type ElackBoard w
Detail b
Priority Standard e
Severity e
Notes Summary Cugtomize | Find | Wiew &ll | ::E First 1-3of 3 Last
Selegt | Description Attachment(s) | Tvps Date Added |Formatied
Name
Note added by email from (Internal Only) Sched and
O Paul.Stoll@asu.edu: Note sent to case from email Comment D3/20/2008 o FFo -
Paul Stoll University Technology Office Arizona 4:26PM MST Processes
State University Phone 480-415-4582
I l demo note 2 (Internal Only) Customer 05/20/2009
— 1 Paul Stoll
O description of note cal 3:41PM MST "M
summary of note 05/20/2009
i sy ot 1 Comment 3 5500 mst Paul Stoll
L Email Wiew #Add Note
NOTE: There are two ways to send an email to the customer from inside of the case. If you

want to include text that you have entered as a note, check the box next to the note, and
click on the email button in the Notes area. If you want to send a email separate from
any note, use the email button at the top of the page.
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Outbound Email

Customer Paul Stol

History | Select One 8 ) v
L Search | 30 360-Degree View | [ Worklist | £} User Preferences Perscnalize

Recipient Faul Stoll
Representing Customer Value

h,  Note
Transaction Summary Compose 1
From [support@asu.edu Delivery Ogptions
Created On 05/20/2009 3:22PM MST . -
- - To |Paul.5toll@asu.edu Ad fify Recipient List 2
Case ID 404512

[ Template Search

Contact Template 3 v| selected Templates

Summary Summary of case Preview Apply Template No Templates Selected

Status Open - New Case 7
i Add Closing Send Restart Reaponss
Priority Standard

Subject 5 4
details for case 4 ) ) 4

Message Area

Attachments

Mo Attachment.

Add Attachment 9)

The default “From” address is Support@asu.edu. You can change that to your address or
the address of your group.

You can add or modify the recipient list. You can copy and blind-copy people from this
link. (see more about this on the next page)

There are many templates already available. Your provider group can ask for specific
ones by creating a CRM case to the UTOCCFUN provider group. To apply a template,
pull down the list, click on the template you desire and then click on Apply Template.
You can type in a Subject and text message for your email. If you plan on applying a
template, do that first. If you have arrived here from a case note, the text of the note will
be in the larger text box.

Spell check your subject and text using these icons.

You can add attachments to your message via the Add Attachment button.

When all is set as you wish, click on Send to send the message

To return to your case, select Case from the History field.

CRM Use for Agents Page 30 of 48


mailto:Support@asu.edu

Fsi

If you click on the Add/Modify Recipients link (step 2 on the previous page) you see this:

E-mail Workspace
Look Up Recipient

Enter as much information as you know about the person and click Search.
Unknown Recipient

First Name |MATTHEW

Last Name [ROBINSON

Email Address
| Search 1 1)

Search Results

Primary | To | CC |BCC |Recipient Email Address

To

L [0 [0 [0 matthew Robinzon mrobinsonl27@yahoo.com
i [0 [0 [0 matthew Robinson tggtles@email.arizoena.edu
Ll g) [0 [0 [ matthew Robinson Matt.Rebinson@asu.edu
F] [0 [0 [0 mMatthew Rebinson ridicco_laca@cox.net

Add to Recipient List 4 ’

Recipient List

Primary To |Paul.Stoll@asu.edu Paul Stall
To |Paul.Stoll@asu.edu

CC

BCC §)

6
oK J Cancel and Return to Qutbound E-mail

o

1077665
1443639
1171628

§)1531242

1. Type in the first and last name (or email address) of the person you want to add to the

email. Then click on Search. A list of possible matches will display.

2. You can select to have the person be copied (CC), Blind Copied (BCC), added to the “to”
address line, or be the primary recipient using these check boxes.

3. This ID is the person’s CRM ID - it has nothing to do with other IDs for the person.

4. Click on Add to Recipient List to move the name from the list to the address fields

below.
5. You can also type in the emails directly.

6. When done, click on OK.
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Solving Cases

To close a case, you solve it. There is a “solutions” tab in the support view. You can also close
a case using email. The quick case view has a link to the email address.
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Solve a Case: Support View

When you are ready to close a case, you “solve” it. Solving a case will change the status to one
of several “closed” statuses. It will send an email to the customer and to you as the current agent
working on the class.

Case 05/27/2009 1:06:33PM MST | My Time Zone W
Save || [E5 Print Case | 360 360-Degree View | ¢ Email | [=] Notify | €3 Time Entry | & Set Reminder| » Personalize
Case ID 404512 Status Open - New Case

Customer Paul Stoll Contact
Summary Summary of case Contact Method 430/415-4562

Open Cases 5 Customer Value

Cace 2 )umma[',- Notes Case History Related Cazes Related Actions E:l
v

Attempted Solutions

There are no attempted solutions for this Case

Enter New Solution

new solution 3’
Attempt ﬂ.) Solve

5

Save Case E=calate Case

= Audit History
Created 05/20/2009 3:22PM MST By pstoll Paul Stoll
Modified 05/20/2009 4:26PM MST By PRCCMCC

1. Navigate to the case that you want to close using the “support” view. CRM is located at
https://crm.oasis.asu.edu. Login with your ASURITE ID and password.

Navigation: Support > Search Cases.
2. Once you are in your case. Click on the Solutions tab.

3. Type in the details about what fixed the case for the customer. Remember that the
customer will get an automatic notification with this text included.

4. Click on either Attempt or Solve. Different statuses are assigned depending on which
you pick. See the next page for more details.

5. Click on Save Case to save your changes.
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Case 05/27/2009 1:06:33PM MST | My Time Zone v |
| E2 Print Case| 360 360-Deagree View | £ Email | =1 Nutify| £ Time Entry| ?’?) Set Reminder| k2 Personalize
Case ID 404512 Status Cpen - New Case

Customer Faul Stoll Contact
Summary Summary of case Contact Method 480/415-4562
Open Cases 5 Customer Value

Case \m Summary \\ Motes \ Case History \\ Related Cases \\ Related Actions \ D]

N
Solutions Considered for this Case Custemize | Find | View All | £ First 1ofi Last
Select |ID Description Date Added | *Status
Maodified By
) Iuti 05/27/2009 Stoll,
FI 481145 0O=W soWtion 1:08:06PM  Paul [| In Consideration »| [ [&
new solution MET Rober

L |

Email | [ View | | Sowe

Enter New Solution

m Attemnpt Solve
——
| Save Case | | Ezcalate Caze

= Audit History

Created 05/20/2009 3:22PM MST By pstoll Paul Stoll

Modified 05/20/2009 4:26PM MST By PRCCMCC

NOTE: If you choose “attempt” the status will default to “In Consideration”. You can change

the status if you prefer. If you choose “Solve”, the status will be “Successful
Resolution. You can change the status until you click on the Save button. If you put in
a status of successful resolution, that status will become uneditable.
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Solve a Case: Using Email

You can close a case without having CRM running! If you send an email to the address
CRMClose@asu.edu and include ONLY the case ID followed by the pound sign. CRM will

close the case for you.

iasend | ) - |G B |3 ! 8 | ¥ | (S| 2 Options... - ML

[} To... | CRMClose ; l

Gice..

Subject: | 326165% J

This is the solution to the case.
It will be put in the case and sent to the customer.

g---|---1---|---1---|---3---|---4---|---

Some Notes: You can’t “attempt” a solution using email. The case will be closed with a status
of “Closed — Resolved”. What you type in the body will be added to the case (and viewable via

the Support view).

There is a link to this email in the Quick Case screen. By clicking on it, you will start an email

message to CRMClose@asu.edu with the correct info in the subject line.

CRM Use for Agents

Page 35 of 48


mailto:CRMClose@asu.edu
mailto:CRMClose@asu.edu

Fsd

Removing “Add a Note” after Sent Email

CRM detaults to asking you if you want to “add a note” each time you send an email. It is
possible to turn that function off. If you don’t want CRM to ask you about adding a note to the
case each time you send an email from inside CRM, follow these steps:

Case 05/26/2009 4:31:42PM MST | My Time Zone hd
Eave | I_T:", Print Case | 360 360-Degree View [{’;\_ Email | ’; Natify C.f Time Erltr\rl % Set Reminderl B Personalize
Case ID 404512 ———— Status Open - New Case
Customer Paul Stoll Contact
Summary Summary of case Contact Method 450/415-4562
Open Cases 5 Customer Value
Case Soluticn m Notes Case History Related Cases Related Actions E}

Problem Case Information
*Summary M
[summary of case @

*Business Unit University Tech Organizations [
Description

| . i ' C
details for case [ Quick Code A
*Status Open - New Case R
On Call Schedule &l
Provider Group UTO Blackboard QT &
2
Assigned To Paul Stoll @ &
Case Dwner Q
d (1 I Only) i Addres!c 05/20/2009
demo note 2 nternal Only ustomer
1 Paul Stoll
description of note call 3:41PM msT P2
summary of note 05/20/2009

Eaul ]
details of note 1 Comment 3:37PM MsST "o Sto

[ Email View Add Note

When you are viewing a case using the support view, click on the email button.

Outbound Email History | Select One... v
| ), Search | %0 360-Degree View | [5] Worklis I[@ User Preferences | Personalize
Recipient Faul Stoll ———
Representing Customer Value
Outbound Email Note
Transaction Summary Compose
From [support@asu.edu Delivery Options
Created On 05/20/2009 3:22FPM MST To |Pau|.5t0|\@asu.edu Add/Modify Recipient List

Case ID 404512

[ Template Search
Customer Faul Stoll

Contact L el

v| Selected Templates

Summary Summary of case [ Freview | [ ApplyTempate | Mo Templates Selected

Status Open - New Case

Add Clozing | | Send || RestartR |

Priority Standard
Message Area

&

Subjectl

details for case

Click on the User Preferences button.
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Email Workspace User Preferences

Use this page to customize the email workspace default behavior
Message Action
*Response () Do notinclude the original message when replying
() Include the original message in the gresting when replying

%] Include the original message in the closing when replying

*Note Entry Warning |3r0rr|pt for note entry after outbound email has been sent or submitted

I Ok l Cancel Restore to System Defaultz

Uncheck the box for “Prompt for note entry after outbound email has been sent or submitted”.
Click OK.
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Saving a Search for Later Use: Support View
There is a powerful search engine attached to the support view. You can set up intricate search

criteria and save them for later use.

Open CRM at https://crm.oasis.asu.edu

Navigate: Support > Search Cases

Search:

| @

[ My Favarites

[ A5l Customizations

[ Telemarketing

[ Customer Contracts CRM
[+ Orders and Cluotes

[* Pricing Configuration

[» Service Management

[= Cnalitv Management

P e Report
[ Reports

P A T A T

[— Search Cases]

TRELILITT T

= Time

~

You can search by more fields by clicking on Advanced Search.

Support Case

=~ Search Results
Mo search results were found.

Add Case

=~ Search

Use Saved Search |

S

| Search || Clear | Advanced Search

B save Search Criteria fif Delete Saved Search @ Personalize Search

ASURite ID | begins with |

University Tech Organiz vl

*Business Unit | =
Case | =

LA B ES

Customer

Contact

I

Case Status

Provider Group

Case Priority

Assigned To

LA AR S

PlgPgr s o
)

Search | | Clear | I;-‘d-,-anced Search IE Save Search Criteria@ Delete Saved Search -Q; Perconalize Search
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While you don’t have to use the “Advanced Search”, it gives you access to more fields to search
on. See the notes on the next page for details.

Support Case

= Search Results
Mo search results were found.

Add Case

~ Search

Use Saved Search |

v

4)

I search ||

5)

Clear | Basic Search

3 ? Sawve Search Criteriaﬁl Delete Saved Search -@ Personalize Search

7

ASURite ID | begins with  + ||
= w

*Business Unit| =

University Tech Organiz v |

Case b

fe

Customer Ref. # | begins with '+

PIN|= v |

SIN| = |

Customer | = b |

Contact| = M |

il

Customer Phone | = b |

Customer Extension | = M |

Customer Email | = b |

\

ol |

Contact Phone | = 2 )
Contact Extension| =~ )|

Contact Email | = |

Case Status

(| POOPPPLPHD

Summary | contains

Case Type

Category

Specialty Type

Detail

Case Severity

Provider Group

Case Priority

Source

Product

Problem Type

2 Plrizl Plrlzziklz

L3l SN A AN A A ] 3 S S

Date Created

Date Closed | = b |

Assigned To | = vl |

Je

IP Address begins with ||

MAC | begins with  [» |

Building | begins with v ||

Room Number | begins with v ||

ASU Owner | = b |

Clear |

Search | | Basic Search

Q

B save Search Criteria [ Delete Soved Search <3 Personalize Search
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1. Put the data you want to search for in the fields in the right column. Use the magnifying
glasses and pull down lists to choose allowable values.

2. Inthe left column, you can change the “comparator” fields.

a.

b.
C.

d.
e.

= this is the default comparator. The case must match what you put in the right-
hand field exactly.

>, < Cases where the right hand value is greater than or less than will be matched.
In Changing the comparator to “in” allows you to select one or more values that
will match.

Is blank will match cases where the field is blank in the case.

Is not will match all cases that do NOT have the value you put in the right hand
field.

3. When you have your search criteria set, click on Save Search Criteria to save the search
for future use.

4. To use a saved search, pull down the Saved Search field and select a search that you
have saved before.

5. To use the search, click on Search.
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Transfer Case to Another Provider Group: Support View

You may need to transfer a case from your provider group to another. To do this, select another
provider group by clicking on the magnifying glass.

Case 05/29/2009 7:11:12BM MST | My Time Zone v |
save || [ Print Case | 360 360-Degree View | & Email | [=] Notify | @5 Time Entry | &% Set Reminder| » Personalize
Case ID 404512 Status Cpen - New Case
Customer Faul Stoll Contact
Summary Summary of caze Contact Method 480/415-4562
Open Cases 4 Customer Value
Case ™. Solution \m Notes ™. Case History . Related Cases . Related Actions ™. [#)
Problem Case Information
*Summary .:m More ™
Summary of case @

*Business Unit| University Tech Organizations v|
Description :
details for case Quick Code &}

*Status| Open - New Case v|

On Call Sch=d=|e é‘j

o

Provider Group UTC Blackboard G s

o

Assigned To |[Faul Stoll Qﬂ i
Case Owner Q

Remember that we got to this screen by searching using the dashboard, or using the “search
cases” link from the support” menu.

y = \
Provider Group ID:
Provider Group: | begins with + |
Look Up Clear Cancel |Basiclookup
Search Results
View All [ 1-100 of 184 [}] LastJ
Provider GroM|Provider Group |
ADVHELP Advantage Help Line issues
ASUOMLINE ASU Online
BTS Business Technology Services
CLASPHYSIC Department of Physics
COECS College of Education Computer Support
COMHI COMHI Tech Support
COPP COPP Technical Support
[CRHCCCTD PeopleSoft CRM Category Type DetaJ
TR TTEL IR TR _Cunnnrt Functinnal Taam

CRMCCTEC CRMCC - CRM Technical Team
CRMSLFUN CEMSL - Sales & Marketing Functional Team
CRNKTSJMC Cronkite School of Journalism & Mass Communication

You can search for the new provider group by putting in parts of the ID and clicking on Look
Up.

You can navigate through the list of provider groups using the right and left arrows.
When you find the provider group, click on it to transfer the case.

Once back in the case screen, click on the save button to save your changes.
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Transfer Case to Another Provider Group: Quick View

You can also use the quick case view to transfer an existing case from one provider case to
another.

To navigate to the quick case screen, go to https://crm.oasis.asu.edu

Navigate to ASU Customizations > ASU Support > Quick Case

Because you will be working with an existing case, click on Find an Existing Value.
Quick Case

[ Find an FxictinaValie I NGELE NG

Add

Find an Existing Value | Add a Mew Value

In this example, we searched for all open cases for a particular provider group. Once you have
displayed the list of cases, click on the one that you want to transfer.

Quick Case
Enter any information you have and click Search. Leave fields blank for a list of all values.

Find an Existing Value Add a Mew Value

Case ID: = v| |

Business Unit: begins with || Q
Provider Group ID:| hegins with |+ |UTOEILKEIRD &'}
Case Status: begins with | [OPEN Q
| Search || Clear |Elasic Search Save Search Criteria

Search Results

1-4of 4
Bucinace | Init Caca 1N Bravider 2rann 1IN Braklam Summan Case Status
IUTOUD 374584 UTOBLKBRD Detail description ¢jgrades gives numbers as answers not letters OPEM
| e — - . OPEN
UTooo 407270 UTOBLKBRD CEM administration list OPEN
UToao 407410 UTOBLKBRD Blackboar shell: 2009Summer8wi-W-TEL792-47080 OPEM

Find an Existing Value | Add a MNew Value

CRM Use for Agents Page 43 of 48


https://crm.oasis.asu.edu/

Fsi

This is a portion of the quick case screen. You can change the provider group by picking a new
provider group by clicking on the magnifying lens next to the provider group ID. You can then
pick the new provider group from the list.

| N

i CaselD 404512
*Casge Status | Open - New Case v
*Customer ASURite ID |pstoll &

Customer Name Paul Stoll

Contact Details [480/415-4562

*Provider Group ID |UTOBLKBRD <, UTO Blackboard

Assigned To L Paul Stoll
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Show “My Cases” on Home Page

You can customize your CRM homepage so that it automatically shows you the cases assigned
to you or your provider group.

To begin, launch CRM at https://crm.oasis.asu.edu

Click on the Content button.

"ARIZONA STATE ‘

UINIVERSITY

Personalize !Ccntent Lavaout

Search:

[ My Favorites

[ ASU Customizations

[ Employee Self Service
[+ Customers CRM

[ Partners CRM

[* Customer Accounts

[* Products CRM

[> Catalog Management CRM
[* Marketing

[ Sales

[> Telemarketing

[+ Customer Contracts CRM
[ Orders and Quotes

[> Pricing Configuration

[* Service Management
[ Quality Management

[ Support

[* HelpDresk

[+ FieldService

[ Workforce

[- Items CRM
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Personalize Content

] CRM Chart 1
[] CRMChart2
[] CRMChart3

Support

Cross-Customer Relationship

[ Agent- My Cases

I 1= T 1L

O RuMA

[] RecentSupport Cases

Welcome Message: |
Choose Pagelets: Simply check the itermms that you want to appear on your homepage.
Remgmborts Alicl "o-nm b o done.
Arrange Pagelets: Goi Personalize Layout
CRM People Soft Applications
[0 CONFIG360 GBL Menu
[0 RecentlInteractions [0 MyRepors
[0 cRMWorklist [0 Main Menu
[0 Eelationship Grid
[] Parner Management Center
Sales

] My Calendar

[0 MyTasks

[0 MyLeads

[0 Wy Opporunities
¥

My Forecast

FieldService

Senice Reguest
Agreements
Installed Products

Recent Service Orders

i i L

Wealth Management

NE NN W

My Calendar

My Clients at Risk
My Tasks

My Top Clients

My Referrals

Orders and Quotes

O

Catalog Search

B Save)

Return to Home

Click on Agent — My Cases to display your cases on your home page.
Click on Personalize Layout to control where the cases display on the screen.
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Click on Agents — My Cases
Click on the right arrow.

Click on Save.

Cases that are assigned to you will now appear on your CRM home page.

Personalize Layout

Basic Layout: & 2 columns 3 columns

Click arrows to move pagelets up and down or inta neighboring columns. Click "Delete Pagelet”
to remove the selected pagelet from your portal home page. Remember to click "Save™ when done.

Add Pagelets: Goto Personalize Content

#=Required - fixed position pagelet
*=Required - moveahle pagelet

Right Column:
” Menu —No Pagelets Selected—

| Delete Pagelet

I S Return to Home

Matify
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Appendix A: Case Status Explanation

Status

Explanation

Failed Resolution

The customer has attempted the solution and the solution did not solve the
customer’s problem.

In Consideration

This solution has not been suggested to the customer yet. The solution is in the list
so that it is available when you are ready to try it.

Successful Resolution

The solution solved the customer’s problem. Only one solution can have this status
on a case. If you want to change any solution information, you must reopen the
resolution area of the case. This will change the status of the successful solution
from Successful Resolution to Failed Resolution and enables all the solution fields
again.

Waiting on Customer

You have suggested this solution to the customer, but you don’t now whether the
solution worked.

Withdrawn

The solution should not have been associated with the case, and will be
disregarded in all solution- related metrics.
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