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CRM Basic Guide

First, you must login to https://crm.oasis.asu.edu/. On the Menu at the left, find the Support

menu item.

Search Cases

Browsing Cases

Click on Support > Search Cases from the left hand menu.

Search:

)

[> My Favorites
[» ASU Customizations
[ Employee Self Service
[» Custormers CRM
[> Products CRM
[» Customer Contracts CRM
[> Orders and Quotes
[ Senvice Management
[+ Interactive Repornt
[- Repors
— Create Case

—'Search Cases

— EEtms
— Time
[ HelpDesk
[ FieldSenvice

Once there, enter the search criteria, change Business Unit, select Provider Group, etc.

Support Case

~ Search Results
No search results were found.

Add Case

~ Search

Use Saved Search

[v]

Search Clear Advanced Search E Save Search Crltenam Delete Saved Search Qw
ASURite ID | begins with  [w ||

*Busi Unit | = v |Academic Schools and[v]
Case| = ~|| Q

Customer | = b | Q, ﬂ

Contact| = ~|| a &
Case Status | = v | [v]
Provider Group | = Al Q
Case Priority | = hd | [v]
Assigned To | = Al Q

Search Clear

Advanced Search

8 Save Search Criteriam Delete Saved Search Q Personalize Search
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Saved Searches

If you are frequently performing Case Searches for the same criteria (same Provider Groups,
same Case Status, etc.), you can save the criteria of those searches under a specific name.
You can then automatically re-enter that same search criteria with only a mouse click.

Once you have all the criteria set, click the "'Save Search Criteria™ button, rather than clicking

the "Search™ button.

=~ Search

Use Saved Search [

=earch Clear Basic Sesrch E Save Search Criteriil@ Delete Saved Search <54 Personalize Search

You will then be prompted to enter Save Search As name for this search criteria. It is best to
choose a name which expresses the major criteria of the search, e.g., Open Cases in UTO

Netcom.
Configurable Search Save

Save Search As
mMarme the Search and then click Save.
Save Search Criteria

*Save Search As [Open Cases in MyGroup|

Save Cancel

Once this is done, click "Save™. Your saved search criteria will now appear in the drop-down
menu labeled "Use Saved Search".

Support Case

< Search Results
Mo search results were found.

Add Case
=~ Search
Use Saved Search el
Search Clear Advanced Search E Save Search Cfite-'ia]j Delete Saved Search “\O‘ Perzonalize Search

Deleting a saved search is as easy as clicking the "'Delete Saved Search™ button, selecting it

from your available searches, and then clicking "'Delete™ to confirm.
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Working / Managing Cases

Select a Case
After Searching Cases, select one by clicking on the Case Number.
Support Case

= Search Results
Mo search results were found.

N
Search Results Customize | Find | View All | ﬁ First 1-2 of 2 Last
Case |ASURite |Customer |Problem Summary |Case |Date Last Modified | Last Assigned |Provider Date
ID Name Status | Created Modified To Group Clozed
By
Ps
—_— F i 08/07/2008 Customer
301594 r \ r OPEM 08/07/2008 G:5EAM PRCCMCZC Care
Functional

Updating Case Status

If you are performing work / testing relating to a particular Case and are going to need some
time before obtaining a resolution, please be sure to update that particular Case's Status.
Open - WIP (work in progress), Open - Awaiting User, Open — Research

Case Information

.:m More R

*Business Unitl University Tech Crganizations [V]

Quick Code | Q
*Statusl Open - New Case [v]

Notes
It is always recommended that you enter a Note each time you work on a case.

Case Solution Summary \.:EB Case History

~ Notes Summary
Select|5ubject and Details

Fw: [General Inguiry] Unable to reqister for class-
missing from the second scree

O] chedk all f Clear All
L Email View I Add Note

Click Add Note. Briefly, describe the work / testing you are performing.
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Attachments
The customer may have supplied attached files or you can also Attach files to provide
documentation.
Add a Note
Added 0s8/10/2008 1:15PM
*Subject @
Details @
Note Information Contact Information
*Visibility | Internal ~| @ customer Q
Note Type v Contact Q
Origin
] Employee Q2
Apply Note @Add an -—'xttachn'uent)
Save Case Find Solutions E=calate Caze

Click Browse, locate the file on your PC. Then Click Upload.

Upload || Cancel

When you are all finished documenting this note, click Apply Note.

Notify

Using Notify vs Email
If you use the Notify feature to communicate with the user rather than the Email feature, it will
append a link in the e-mail that allows the customer to send an e-mail response which will be
recorded in the Case Interactions section.

Selecting Notify also adds the name of any Interested Party assigned to the case. Check the
box next to their name to include them in Ad Hoc notifications.

Send
Notification
Case ID 302334
Recipients
To | CC | BCC |Name Email Address D
O O [ .LarryPrice LARRY.PRICE@ASU.EDU 29075 i
[0 [0 [ PS custemer Care Functional 3'-'“’9-ps-care-f“”@mainexl-asu-Ed PSCAREFUN i
Enter Recipient Select Select Provider Group
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You can use email templates to pre-fill Subject and Message. You can Attach files. When
finished, click Send.

Send
Notification

Case ID 302334

Recipients

To | cc | BCC [Name Email Address D | |

O O [ LarryPrice LARRY.PRICE@ASU.EDU 29075 il

[0 [0 [0 Ps Customer Care Functional dl.wg. ps.care.fun@mainex1.asu.ed PSCAREFUN m
Enter Recipient | Select | | Select Provider Group

Delivery Information

Frnm|5uppor‘t@asu.edu [¥] Attach URL to Email Recipients
*Worklist Prinrity| Medium ILI Delivery Options
Worklist Action | [+]

Message Contents

Email Templatel ‘L“ Apply Template | Note: Templates will be pepulated with data
from the first external recipient.

Subject|

Message @

Attachments
No Attachment.

Add Attachment

Emails
Email is similar to notify but once you send an email, you cannot get back to the case unless
you select History and choose Case.

History | Select One... Y

Select One...
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Solutions

Solving a Case

Entering a Solution

Click on New solution.
Zase \m summary Motes Case History Related Cases Related Actions El

Attempted Solutions

There are no attempted solutions for this Caze

m FAQ Frequently Used Solutions Mew Sclution

“\-....,_________,....-"'

Search Text|TE5t Case - Please ignore

Advanced Search Search Tips Freferences Create New Solution

| Save Caze | | Ezcalate Caze |

If you are unable to directly resolve the issue (e.qg. if the customer themselves needs to perform
an action) or are unable to confirm that your action has resolved the issue, click the 'Attempt’

button when entering the solution.
Attempted Solutions

There are no attempted solutions far this Case

Search FAQ Frequently Used Solutions \m

Enter New Solution @

I:l Attempt Bll Solve |
S S ——

Select the proper Status for the Solution ("Waiting on Customer’), then select the check mark next to
the solution and click 'Email’. This will prompt you to send an e-mail to the customer containing the

selected solution(s).

Solutions Considered for this Case
Select | ID | Description

233373 Test attempt solution.

Test attempt solution.
e —y
L(|  Emai view | | Solve
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Working in Multiple Browser Tabs / Windows

It is possible to have multiple different CRM Web pages open and active at the same time (e.g.
viewing and modifying two different Cases at once).

Once you are viewing a content page, you need to click on New Window link near the top right
of the web page. A new Browser Tab/Window should open. From this new Tab/Window, you
can navigate to other CRM content pages while still being able to interact with each with the
content Tab/Window.

Customizing Home Page
You can customize the content CRM displays when you first log in; in particular, you can
configure your CRM Homepage to display all unresolved cases currently assigned to you, as
well as all unresolved cases in your Provider Group that are currently not assigned to a
specific worker. You can also configure your homepage to display recent cases that have
been submitted by a particular customer.

m-.&ﬂt?ﬂh'ﬂ STATE
LINIVERSITY
Perzona |i2;_:|..-|:| ut

You can check Agent-My Cases and Recent Support Cases and then click Save.
Personalize Content

Choose Pagelets: Simply check the items that you want to appear on your homepage.
Remember to click "Save” when done.

Arrange Pagelets: Goto Personalize Lavout

Welcome Message:

CRM PeopleSoft Applications Cross-Customer Relationship
Fl Partner Management Center Menu Fl CRM Chart 1
F Main Menu Ll CRM Chart 2
CRIM Chart 3
Support O I

Agent - My Cases
Recent Support Cases

B save) Return to Home
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To change Layout of the Pagelets to your CRM Homepage, follow the steps below:

"ARIZONA STATE
LINIVERSITY

Personalize Content |

You can select Agent-My Cases or Recent Support Cases and click the arrows to move
them around and then click Save.
Personalize Layout

Basic Layout: ® O

2 columns 3 columns
Click arrows to move pagelets up and down or into neighbaring columns. Click "Delete Pagelet”
to remaove the selected pagelet from your partal home page. Remember to click "Save” when done.

Add Pagelets: Goto  Personalize Content

# = Renquired - fixed position pagelet
*=Required - moveable pagelet

Left Column:

Menu

Right Column:

Eﬁgent - My Cases

Recent Support Cases

Delete Pagelst

Eeturn to Home

Case List Next/Add
If you are viewing a list of Cases (possibly from a Case Search) and select a particular Case
from the list, you can still move forward/backward through the different Cases in the list by
using the Next/Previous buttons.
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First, you need to be viewing a case. Then follow the steps below.

1. Click on the 'Personalize’ link in the top right.

Case 08/16/2007 11:09:534M FDT | My Time Zone w

Save || &80 360-Degree View | O Search | G Add | 3E] Next | 4E] Previous | Update | [=] Notify | £ Email | »I Personalize I

Case ID Status Open - New Case
Customer Contact

Summary Contact Method -
Open Cases Customer Yalue

Zase Solution \ Motes Case History Felated Cases Felated Actions

2. Use the arrows to move/remove options in Selected Controls, which are the buttons that will
appear on your toolbar whenever you are viewing a case. You should then click the Preview
button in order to see how your toolbar will look with these new settings. Please note that only
S0 many buttons can fit on the toolbar; make sure that the most frequent buttons you use

appear at the top of that list.
Personalize Toolbar
Use the menus below to select controls for display in the toolbar. Highlight items in the menu by clicking on them. Use the

arrow icons to rmowve thern in and out of the Selected Contraols menu. Once yvour selections have been made, you can
reorganize your selections using the up and down arrow icons.

Preview Your Selections

L Search | G Add | #] Mext | +E] Previous | [ Update | @ spell Check | [=] Notify | £ Email || 2

Presvieny

Select Controls

Available Controls Selected Controls Display Options
Upsell [ |  ©1con and Text Label
Set Reminder add
Tirne Entry Mext O 1con Only
Order Previous
Carrespondence [ Update & OText Only
CTI Dialout Spell Check

El Matify =

Ernail

Map Dashboard
360-Degree Yiew
Clone Case

Image:Crm_personalize2 PNG

3. To get even more space so that you can fit more options on the initial toolbar, you might want

to consider changing the Display Options on the right to Text Only (or Icon Only, whichever
Suits you).
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Keyboard Shortcuts

CRM accepts certain keyboard combinations which can perform certain tasks, and which you
might find to be quicker than navigating with your mouse. The following shortcuts should be
accepted by your web browser when you are on the CRM Web page . Note that a '+' symbol
indicates that the two keys must be pressed at the same time, i.e. '"ALT+6' means you need to hold
down the 'ALT' key and then press the '6' key on your keyboard.

ALT+1

ALT+2
ALT+3
ALT+4
ALT+5

ALT+6
ALT+7
ALT+8
ALT+0

ALT+.
ALT+,
ALT+/
ALT+'
ALT+\
CTRL+J
CTRL+K

CTRL+Y

CTRL+TAB
ENTER

ESC

Saves a page in a transaction.
Moves to the Search or Add button on a search or look up page.
Moves to the OK button on a secondary page.
Returns to the search page from the transaction page.
View the next row in the list when the button is active.
View the previous row the in list when the button is active.
Accesses the Look Up page.
Opens the calendar prompt.
Opens the pop-up window on a page.
Inserts a row in a grid or scroll area.
Deletes a row in a grid or scroll area.
When in Expert Entry mode, activates the Refresh button, which validates the data
entered on the page.
View the next set of rows in a grid or scroll area.
View a previous set of rows in a grid or scroll area.
Finds data in a grid or scroll area.
View all rows of data in a grid, scroll area, or search page results list.
Toggles between Add a New Value and Find an Existing Value on a search page.
Displays the system information page.
When on a search or transaction page, accesses a page with a list of keyboard
navigation shortcuts using hot keys and access keys.
Toggles the menu pagelet between collapse and expand.
Toggles the focus through the frame set.
Activates the OK button, where appropriate.
On a search page, activates the Search button.
On a look up page, activates the lookup button.
Activates the Cancel button, where appropriate.
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