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Getting Started in CRM

If you are new to CRM, there are a few starting steps.

First, you must request access to CRM.
Then you can modify the CRM home page and the CRM Support view page to make the software easier to use.

This section will show you how to get started.
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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 four basic actions that a CRM agent can do in CRM:
1. Search for cases
2. Create new cases
3. Update cases
4. Solve cases

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

Search for Create a Update a Solve a
a case case case case
Support Support Support Support
Quick Quick Email Email
360 View
Dashboard

Each of the basic actions listed in this table will be described in detail. You can decide which CRM View
(screen) works 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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Requesting access

In order to access CRM, you must first request access to a role in PeopleSoft.
Details about which role to select and step by step instructions are at http://help.asu.edu/node/611

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.
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Customize Your Case View

Once you have access to CRM, you can customize the CRM screen.

To customize your view, follow these steps:

1. Open a web browser.
2. Go to https://crm.oasis.asu.edu .

3. Find an open case or start a new one using the support view (click on the Support link, then on Create

Case.)

PeopleSoft.
Menu &

| fﬁ% Support

[ ASU Customizations -

A i
& Employee Self Service o s
> Customers CRM [I;?"}.' Interactive Report
i Products CRM < Call Center- Support Interactive
I Customer Contracts CRM ifgg:u'uﬁ B
I Orders and Quotes B Carin Lol e i
. Sendt:e Management Service Leve| Management
= Supporl === Returns

Identify returned material
authorization transactions.

[* Interactive Repaort
— Create Case

- Search Cases

— Retumns

— Time

E Create Case
Add a new support case.

= Time
Track time log details for a

4. Click on the Personalize link in the top right.

Case DE/16/2007 11:03:53AM POT | My Time Zone

Save || G50 360-Degres Wiew | CL Search| (G Add| 40 mect | o] Previous | 5 Update | [ =] Moty | o Emall

Case ID Status Doern - Maw Case
Customer Contact
Summary Contact Method
Open Cases Customer Yalue

Case Zalytion A ITE ) Hotes Case Mestory Felated Cases Amlated Actigrs

o

o Fersonglics
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5. Use the arrows to move/remove options in the Selected Controls.

Personalize Toolbar

Lise thp meanus balow to selact controls for deplay in the toplbar, Highlight ikems o the menu by clickmg on them, Use tha
&Frow icons by rmove therm in end out of the Salected Controls menu. Gnoe your selections have been made, you can
reorganize yaur selections using the up and down arrow icons.

Preview Your Selections

1 search| [3 Add | oG] maxt| ofF] Proviaus | 5] Update ¥ spell Chack | (2] Hotify | £ Email

Freview

Select Controls

Availabkle Contrals

Lipssll

S_N Remindar
Time Entry
drder
Carrespondancs
CT1 Dialowt

Clone Cass

Selected Controls

Add

Mext
Previows
Update
Spall Chick
oty
Email

350-Dirgree Wiew

mzplay Options
=) tcon and Text Label

". lcon Only

I Tewt only

Notes: The items in Selected Controls will appear (in order) on the toolbar. Only so many buttons can fit on
the toolbar; make sure that the most frequent buttons you use appear at the top of that list.

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 you prefer).
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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 ‘

LINIVERSITY

PersnnaIiZEICcntent Lavout

Search:

&
[> My Favorites
[ ASU Customizations
[ Employee Self Service
[* Customers CRM
[- Partners CRM
[* Customer Accounts
[* Products CRM
[* Catalog Management CEM
[ Marketing
[> Sales
[» Telemarketing
[ Customer Contracts CRM
[ Orders and Quotes
[* Pricing Configuration
[* Service Management
[* Quality Management
[ Support
[- HelpDesk
[+ FieldService
[ Workforce
[+ Item= CRM
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Wealth Management
My Calendar

My Clients at Risk
My Tasks

My Top Clients

My Referrals

NE NN W

Orders and Quotes
[] cCatalog Search

Personalize Content
Welcome Message: |
Choose Pagelets: Simply check the itermms that you want to appear on your homepage.
Remnr\nhnr+n Alimle O Aan ™ vaskhny dUI’]E!
Arrange Pagelets: Goi FPersonalize Layout
CRM PeopleSoft Applications
[0 CONFIG360 GBL Menu
[0 RecentlInteractions [0 MyRepors
[0 cRMWorklist [0 Main Menu
[0 Eelationship Grid
[] Parner Management Center
Sales
0 My Calendar
Cross-Customer Relationship O My Tasks
] CRM Chart 1 (] Myleads
[0 cRBMChart?2 [0 Wy Opporunities
[0 CRM Chart3 0 MyForecast
Support FieldService
[ Agent- My Cases [0 semnice Reguest
1 =101 VY e [0 Agreements
[0 EmMA [ Installed Products
[] RecentSupport Cases [0 RecentService Orders
B savel 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”

Add Pagelets: Goto Personalize Content

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

Right Column:
” Menu —No Pagelets Selected—

| Delete Pagelet

to remove the selected pagelet from your portal home page. Remember to click "Save™ when done.

& save) Return to Home

Matify
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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-Degree Customer 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

[» FieldSerice

[ 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

i

|

Main Content
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Search For Customer

= Search

Hame

First Name
Last Mame
ASURITE Id
Customer 1D
Phone
Ermail
Address
City

State
Postal
Country
EmplID
Campus ID

SEarch Cisar

Search Results

Lagt Namg

TEstlast TEsthirst
[Tg,,...” — J

test-ooay fast

Baging with
baging with
begins with
begins with

{|€ £ £

baging with W

bagins with

R

<

bagine with
begins with

£

Cangal

thestgr3

testd

Tast
Test

FigtNome  |ASURITELd  |Email

testaccountBmailbnalor. o

ttestgrI B msu.sdu

Address 1

0O NOT MAIL
THIS 15 A TEST

asdf

Sty

ANY CITY
odf

|
View ANl | G

Pugtal

85287
ASDF

Select the appropriate customer from the Search Results by clicking their corresponding Last or First Name

links.
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360-Degree View
% Reload | §% New Search | (=] Notify | U Send |

m Individual Consumer hi Go To v. = .

T Summary

Nane Testtedt Testgraduats =
Addregg DO NOT MAIL THIS 15 A TEST, Phone
ANY CITY, 852E7, ROU

Email ttestgri@asu.edy Customer Value

= Activities F Activities Detail

sDabe Filter | - Last Year = = Mo Activities Detail to desplay.
I | I I I I Log Interaction

E overview of - Testtest Testgraduate I Recent Transactions
E Leads - (0)
=

G Support Cases - (43) )

Clgged - Regohved - (33

|:| it - Mavy Cage - (2
D Closed - NogEmail - (&)
‘3.:- Ymwe &|
+ add Case
'-L:Er;-'d-!i:' J
i

Ewe Carey HD Tickets

T Agresments - [0)
cal Recommendations - (D)
'_-'_' t Installed Products - (3}

= Service Orders - (0)
b

c] Communications

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

i, Reload | &% New Search | (=] Natify | D5 Send |

m Indriidual Consumer

7 Sumimary

DO NOT MAILL THIS IS A TEST,
ANY CITY, 85287, ROU
Emvail testgrI@asu.edu

Address

= Activities

ey
5

*Date Filter 6 - Last Year %
I | I | I

& overview of - Testtest Testgraduate
= Support Cases - (3]

Open - Mew Case - (1)
iﬁ Wi Al
+ ado Case

9 Search Cases

E gmas - (0
W P Carey HD Tickets

EIT Agreements - (0)
B gecommendations - (0]
Bt 1nstalled Products - (1)
2 service Orders - (0)

] Vigw Al

+ add Service Qroer

CL Search Sernce Deder
cal Interactions - (14) View Al

£3] Communications

T Date filter does nat apply to this node

Hame Testtest Testgraduate 2l

Go To

2 KN |

Fhane

Custamer Yalue

= Case-Opan - New Casa
B S0 Sl
i Fl_-n-ﬂ I Wi AN I ;-T
Case [D | Sumrnary
221814  Test Case 1
221833  Test: Laplop issuss
211375 System Mot Responding

Firgt

| Dite Craztad

Ua-dofy M Laax
Q5/29/2007 8:04:159AM
053172007 10:52: 19AM
057312007 11:41:52AM

ST

¥ 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

Workist Sdd to Favorides

Administer Support.

[» Quality Management )
T ﬁlm ractive Report Ef]ﬂtjau_rt [== Create Case
Call Center- Support Obtain reports Add a new support
[ Interactee Repon
b Repors Interactive Report. containing information case,
i = Support Dashboard related to cases.
—_— = Service Lavel 1=l Agreement Statistics
- Search Cases Management =l Cages By Age
= E Cases By Agent
- Time Z More...
- W P Carey HD Tickets
bHepDesk =] Search cases [ Returns [ Lime
b EleldSend Search for an existing Identify returned Track time log details
' e support case, material authonzation for a casa.

transachions.

Click the Search Cases link.
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Support Case

= Search Results
No search results were found,

Add Cass
7 Search
Use Saved Search M 6'
Search Clear Advanced Seanc g B SRR te ."r- st ved Search 4=\ Personalize Search

ASURite ID  bagns with

*Business Unit =
Case =

Uninvarsty Tech Crgans s

2)

Customer =

contact| = 1)

Case Stalus

Prowvider Group

L)% |5 £] €|« x

Case Priority =
Assigned To | =

§)S¢a-cn Clear Advanced Search  [E) Save Si -ritwria ] Dalate Savad Sear £, Personalize Search
= 5)

4,
a,
1=

-
ey

e
4

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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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: L

| |®

[= My Favarites

[+ A5l Customizations

[» Telemarketing

[+ Customer Contracts CRM
[ Orders and Quotes

[ Pricing Configuration

[- Service Management

[= Cnalitv Management

; e Report
[ Reporns

— T s T s

[— Search GasesJ

TRGLILITTTS

= 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| |
Search | | Clear | Advanced Search Save Search Criteria [l Delete Saved Search <A Personalize Search

ASURite D | beains with ||

*Business Unit | = + || University Tech Organiziv |

Case|= s Q,
Customer | = A | &} ﬂ
Contact| = | | Q &=

Case Status | = b |

Provider Group | = il Q

Case Priority | = e Vl

Assigned To | = L Q

Search | | Clear | Ii-\d'.-anced Search Iﬁ Save Search Criteria [l Delete Saved Search Q Personalize 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 resultzs were found.

Add Caze

=~ Search

Use Saved Search| 4 ) V|
J

I search Clear Basic Search g ? Save Search Criteria [l] Delete Saved Search -ﬁl Personalize Search

ASURite ID | begins with |

*Business Unit University Tech Organiz |

o

Case

Customer Ref. # | begins with |
PIN| = |

SIN | = b |

Customer| = |
Contact| = »l |
Customer Phone | = |
Customer Extension | = »l |
Customer Email | = |
Contact Phune|=_ 2 ) b |
Contact Extension | = |
Contact Email |—||

Case Status

i

\

<

H
g PPOPLPPALHH

Summary contains

Case Type
Category
Specialty Type | =
Detail | =

Case Severity | =
Provider Group | =

Case Priority
Source
Product| =

2 Plrlk Plrizlzlxlx

Problem Type |
Date Created |

Date Closed w |
Assigned Tnl——H Q
IP Address | begins with %] |
MAC| begins with ||
Building | begins with |+ ]|
Room Number | begins with v ||
ASU Owner | = bl | Q,

Search | | Clear | Basic Search B save Search Criteria [l Delete Saved Search -@ Personalize Search

|
Lol MRS ] L L 1 ] L L

==
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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.

= 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.

o

®oo0CT

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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Search for a Case: Quick Case 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 LNT- 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 1-Ialue} Add a New Value

Add

Find an Existing Value | Add a Mew Value
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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 2 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.

ASU Home | ASD A-Z Index | My ASY | Colleges & Schooks | Diectory | Map
ml'hmzmSTﬂE :
LINIVERSITY | Searc e

& Financial Aid e What are ASU Dashboards? G to My Benorts horengae,

& Eneolment
Hanagrment (i A dashboard s 3 web interfacn for users that organzes and presents nformation in 3 way that Saw yrleg
[P v —— B easy o nedd and nberphet. Dl_;‘!hc-l'ﬂ ¥ Mt to provide vailbilty nto l:!f_pi.w‘-l:r'rr-:e BT B
Hanagement natons (KPE) - tholgh srmos veual greohics uch 38 Jaudes, chams and tadies within 3 . Dashboands
with browser = of nformaton most mpatant to the nsttuton. The Rformation & ntended [Appeox 230 mins)
& Financial {SuperRegort . - "
R e ) o b gTpR 00 monEor 3t 3 QRn0R 30, Wil J000orate, ToNabie, Ukrmately, divboards —
& Budgel Pesition Contred e created to provide 3 unigue and pownerful means o present nformation about any range
00V

of topacs. In manry respects, B reporting dashboard cn be Rened o 3 dashboard in i

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
Using Dashboards ASURITE I is reciined o view tham
& Sponasored Eflort ng Dashboards that you do nol have acoess 1o

unil you Bxpan walll e 3 5Pl
O your keft 5 2 st of ASU dashboands. Stact by chdlong on your sebecton [ you haven'™ nsm'l‘“d [ C'ﬂt\!lw-u are lgged

scthenticated to ASU SYSUems usng your ASURITE ID, you'l be promoted to log on for the i, o PTG S P 10 PRGRE L BECHSS 10
dashbodnds Thirt have ey 8 symbol), ARer Juthentcating, 3 Sommary cage wil J0040, 300 ghoge dashboards Sepending om your
wos il harve thae ability to lock at the nformaticn, “rodover” for valbes, and drll into detal, aldisbion

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

¥ MISCELLANEOUS fie, and find out more detals by didong on the nfa icon III Take notce of the fesdbadck il %3 by clcking on the
help buttons - thde e YOUr COPOMAnDES 10 request mone Nfomraton of To gve your nput | BESussl Aess hn gon e black bar M e
X COMMUNITY to the créatons of the dashbodds. 50 52t chdlang away ... by e 0aE3 UBlees

Badid on your Afikalon Wil M indstulon
:"lb- .
. = N
S N h i - N
~ g = =

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

» CDLLEGE [ SCHOOL

* DEPARTHINT

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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http://dashboard.asu.edu/

w i Iy Prowsdes Groups' Cases (18] [ by Canea (1)

=0

D prpaitonent LTS B 43

CHM Survey L B i FER ”J
1 ] -] 900
Canr Summary Cpan Cases by Departments
Hy Cavrs s
L * Casen
Croaled
BELATED LINKS e
- L=
L FAQ Tasmes 20 Closed
CRM
B Duashlbenard a — T T T T — T
Training 1 w Ll OO 0 S WSS WIT 1NE T A0 RARY 1R WD AR A LE 1T Wl

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 ASU
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 WPCWEBDS 2)  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 0% | HCMTECH | 108 Correction af ASUCADL]1 Report
333973 1/13/09% | HOMTECH | 106 Submitted Hours Adj to Payroll to Zero out vacation
337127 1/23/0% | HOMTECH | &8 Enh/ (See Notés) Entenng Employee 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 Tor WPC Web Database

€ Hede Colamns Lagrend (& Sheel only L } et o = Tt

Prios

Case1p Cfpated Buthsss Provider pssigned On Drz\::n our priority  [h% Category Statws  Assigned To  ASHaned
1575 BAOs WFLWEBLE 168

119410 w2408 WRLWEBDE 146

1IR3 10/25/08 WRLUWEBDE &4

345873 1414/08 APOWEBDE 43
e S e e e ey e
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Creating Cases
There are many ways that cases will be created:

e End users can use a web form linked off of My ASU,
The Help Desk will create cases,

your provider group can set up an email to automatically create cases via email
other agents can create cases and forward them to your provider group and,

YOU can create cases as an agent.

This section will show you how to create cases using the

360 Degree Customer View
Support View
Quick Case view

[ J
[ J
[ J
e Email
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Fsd

Create a Case: 360-Degree Customer View

PeopleSoft.

M=

Search:

I £
[ 481 Cusdomnizations

[+ Employes Sel Sardce

[ Customers CRM

[+ Praducis CRM

[» Cugtomer Conlracis CRE
[+ Drdars and Quobes

[+ Berice Management

[ Bupport

- FlekdSemoe

[+ WWorkloroe

[ Comespondence

[- et Lip CRM

[ Spludions

[ Torkltst

- Cugkamer SQED-DEQI'EE"-.'TEW
- Installed Product and Sanica

- My Tasks

P BeapleSah

Step Action

1 Click the Customer 360-Degree View link.

Note: There are two ways to create a new case.
1. Create a Case Using the Customer 360-Degree View.
2. Create a Case Through the Support link.
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Fsd

%Dp]E%ft = HufiChanns] Consolke Add to Favaorbes
(e @]
Searche
| Search For Customer
I+ &80 Customizations ¥ Search -
2 iy / oronization| \
[ Producie CEW First .II‘I‘IEI
[ Customer Coriracis CRMW Last Marma|
[» Qrders and Quoles I
[ Sendce Mznzgemen RERLIET
[+ Support Custamer I0|
[+ FleldSenioe Phone|
- ¥Worklarce
[+ Comespandence Email
[ et Lp CRM Address|
[ Solutions I
I+ Workist cry
[ Repaiting Tools State|
e Y
H.i.ﬂl:l.l'.l Country
=1 lagd P! n
— My Tamks , Gaarch B b P
| M taskn Agyanced Search
— My Mestings
— My Syatem Profile
Step Action
2 Enter as much information as possible into one more of the search fields (try to use a unique
identifier like the ASURITE Id) and click the Search button to find a given customer.

CRM Use for Agents

Page 29 of 80




Fsd

IDEH)[)]E%-H:* WufChanns

(e @ el

| Search For Custo

[+ 43U Customizations arch ror Customer

I Employse SeF Sarvice

I Custamers CRM SRl

[ Products CRN :

[ Customer Confracts CRM Mame | begins with ¥ |

[ Ordiers and Quoles First Mame | b=gins with  » |T:st

[D;g::::;““mauamam Last Mame | baging with |'I'n:|:

[ Fleld5enice ASURITE 1d | begins with % |

E'g':ﬂ’“ o Customer ID| bagine with |

[ SetUp CRM Phane| = |

[ Solutions Emaill - w |

[= W orkist - :

[ R:;nrﬂnn Toola Address| bzains with ¥ |

city| - |

- Review Eleciranic Card Ehtnl = ||

- lag P n Postal = [

— My Tasks tnunl:rl;l = =

-t erotp| s ¥ |

~ My Syatem Profie campus T0| begins with % ||

~ My Diconar Search | | Clear Cancs
Search Results Wiew Al | i+ Firat: [1] 1
LastMerne  |First Name ASURTTET] | Email Addrass | ity Pustal | czmg
Lot = ot TmctEicet testsccount@mailinatar.cam

I Tesigradiate  Tesitest }amrs Hestoridacy,edy ol e e U Bs2a7 9535
Toot T3 thost2 andf odf ASDF 95507
tast-gpay st
i *
Step Action
3 Select the appropriate Customer in the Search Results by clicking the Last or First Name link.
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Fsd

. [ ]E -I:t* KufiChannesl Console A0d b Favaorkes
Searche 360-Degree View 2
| s Relood | % Now Scarch| [=] Notfy | B8 Sond | PR
[+ &30 Customizalions
o R - =N
[+ Froducte CRM -
[+ Customer Confracts CRW Summary -
[» Orders and Quotes Hame Testbest Testaradusts =
[ Serdce Management Add DO NOT HALL THES [5 A TEST, Phose
[+ Support ANY CITY, 5297, ROU
[ FleldSenice Email testgri@asu.edu Customer Value
- ¥Worklarce
= Comrespandencs F Activities = Kctivities Detail
E g:‘::LIerE-rK;HM S rlhrm Bl'_l_ Mo &divities Detail to display
= Workist I I 1 [ Laf ] [ Livg Tnteraction
[ Repaiting Tools 5 £
— Customer 350-Degree View = Overview of - Testiest Testgraduate Y Recent Transactions
— Revimyw El=cironic Card -'F-'-_r__ Support Cases - (1]
- Installad Product and Sanice L ——
— My Tasks
e T idd Gz
— My Mestings _—
— My Syatem Prafils E gMa's - (0)
- My Dictlonary B w p carey HD Tickets
B ¢ Agresments - (1]
cal Recommendations - [0
B+ mnstalled Products - (o)
= Service Orders - (@)
i’g igw Al
+ Serics O
QA sperch Sarvics Or |
[ interactions - (8] View sl
£al Communications
T Data filter doas not apply o this node
w
Step Action
4 To open a new case, click the Add Case link.
Note:

1. All available biographical information will be displayed on the 360-Degree View screen.
2. All cases display in the Activities section.
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Dp]E%fts HusiChanns! Console | Add to Favortes
Saarche New Window | Help | Customize Page | B, &
[
[ 43U Customizations Higtory | Salect Qne... ¥
- Employea Sef Sarvice Casec 0543152007 10:;37:254M POT | My Time Zone b
[+ Customers CRM —— = . T i y !
| Chedk: | 360 380- Wie H St Remind Tirne= E o oadd | » Zer
[+ Producls CRM Save || & Spel | Degres View | [ Notify | 5 minder | (% Tirm= Erry | (5 :
[+ Cusbomer Conracis CRM Case 10 New Stabws Doen - New Cass
[+ Orders and Quolkes Customer Testtest Testoraduats Contact
Summary Contack Method ttestgr3@asu.edy
E_g:::::rtumauamam Open Cases L Customer Value
E E:IEI:.;EME mtl:ﬂ ™. Summagy . Motes Caze History Eelated Cas=s . Relatsd Actions
L roa
[+ Comespardence Customar Information Case Information
[ Set Up CRK - p -
[ Solutions Eﬂm"merl.ﬁ'.ﬂ:il__:ﬁ]ﬁrﬂﬂﬁ _ B Morg
[ Workist Contact 2 -
[ Reparting Tools _ Quick Cude
— Customer 350-Degres View Site Name [} Casa Type Techncal Tssue w
= R:ef.rie-.:r Eleciranic Card Departmant a, . e =
"J - I ; g 0 Cowtact Method testgrapazu.edu Edit salved by First Contace &
- My Tarsks r .
— My Region 1| ! Provider Group Tl
o = R
%%%ﬁmnle ASURite IO ttestgra Assigned To |
— My &
- . QL Search Anain Dascription
Problem Type »
Problem \q Serial Number i
*Swmmary ‘. Ascat Tag 1o
|5¥stem Mot Responding .4 e
Description - IF Address
Eystern nat responding to keyvbeard commiands
MAC address
Saleg Agramment or Warrmnby
J Category o
AcHnns Specialty Type b
Suggested Action Datail =
Description Prioriby LOW s
Related Actions W | Go \ Impact Moo =
Y Severity = w

Step Action

5 Enter a Summary of the case (Problem).

Then provide more details about the nature of the case in the Description text box.

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

Note: There are spell checkers next to each text field.
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PeopleSoft.

Seafche

| @

[+ &8U Customizalions

History | Salect One... W

[ Employes Sel Sarvice Case 054312007 10:37; 264M POT | My Tima Zone £¥
[ Customers CRM T ¥ : i =
e Save || @ Spell Chede| 360 360-Degree View | [=] Notify | ¥ Sat Reminder | (7 Time entry | [ add| = Personalize
[~ Cusbomer Condracts CRW Case ID Naw Status Open - Maw Cass
[+ Orders and Quobe=s Customar Tastest Testoraduats Contact
Summary Contact Method thestgriGasu.edu
[+ Sendce Management
I B_IJDIJDI‘I . Open Cases L Customer Value
[: FieldSenice m Solution Summary Hotes Cazs History Eelated Cares ’ Relat=d Actigns
- Workloroe
[ Gomes pardencs Customer Information Case Infermaticn
[ Set Up CRM
" Solutors Consumer Taizat Tssiaradisia T s
b Workist Contact | 2 AT -
[ Reparting Tools
— Customer 350-Degree View Site Hame Cage Typa Tochnical l==ue - -
- 1
Hiztory S Department o =syatug| Open - Naw Casa e
o Contact Method  testqragasu.edu Edir ’
— by Tasks ) =Lt
— My Calengar Regian 10| a Provider Group o, 1 o
i Hjﬂdﬂﬂﬂﬂ% ASURike ID ttestged Axsigned To IF ,I\':J
— by Svsbom Profils
— My Dictlonary @, search Ao Description .
Problem Type | »
Problam sarial Number o5
“Summary Axset Tag 7
|Systam Nat Responding TR
Description TP Address
Svstem not responding be kayboard commands.
MAC Address
W Category i
Actions Spociotty Typal —
Sugpested Action Detail | bt
Drescription Fr'lurl'hr: Lavi [ |
i -
Related Actions M G Impact Minet +
Severity | = B

Note: By default, Technical Issue is selected and displayed in the Case Type field. By default, Open — New
Case is selected and displayed in the *Status field.
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’ [ ]E ft * HufiChanns] Consolke Add to Favaorbes

searche tew window | Helo | Customize pace | B, B
| )

[+ ASU Customizalions History | Salect Ong... »
[ Employes Sef Sapdice Case 05/314/2007 10:37:2548M POT | My Tima Zone w
[ Customaers CRM a : :

b Brotluls CRM Save || @ Spell Chedic| 360 360-Degree View | [=] Notify | & Sat Reminder | (5 Time ertry | (G add| » Persanalize
[ Customer Condracls CRUW Case 10 Naw Status Dpen - New Cass

[+ Ordars and Quokes Euﬂomarmrjﬁﬂg c hdﬁm?:‘t s

[ Serdee Managemen R W ERY A on estgri@asu.edu

[r S_uppcurt } Open Cases 1 Customer ¥alue

i m Solytion . Summapgy . Hotes Cass= History . Related Casss . Related Actions

[ Workiorce

[+ Comespandence Customer Information Case Infermaticn

[ Sat Up CRK

[ Solutions Consumer Testtest Testoradunte | Main WL

[ Workist Contact| %] =
- Rmparting Tools Quick Cade

— Customer 350-Degree View Sita Nama =) Case Type Technical lssue -
- Benew Elecinanic Card Dep -

Hiz=inry mrfmmt = *Status | O0En - Naw Case o
— Installed Produc and Sanics Contact Method itestor3dasuedu Edit s TR - Y TR~
~ My Tesks ) I 3
— My Calendar Region 1D Q. Providar Growps ':‘\ -#l i3
o & B

[ﬂﬂdﬂﬁﬂﬂi ASURie 1D festgd Assigned To B m
— My Evshem Profila
— My Diclionary 01, Search Again i

Problem Type bt
Problam Sarial Humber )
“Summary Asset Tag L i |
[System Not Responding & PR e
ription IF Address
Eystam not responding te kaybeard commands.
HMAC Adidress
s Category o
AcHons Specialty Type L.
Suggested Action Datail b
Description Prioriby LOW s
Kelated Actions Fo Impact Moo v.
Sewerity | o -

Note: When opening new cases, you may notice that the Provider Group and Assigned To fields default to the
provider group and user that is opening the case. You will learn how to change provider groups shortly.
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. p]ek\- ft = HufiChanns] Consolke Add to Favaorbes

Saarche New Window | Help | Customize page | B, &
| )

[+ 45U Customizalions History Salect One... »
[ Employes Sef Sapdice Case 05/31/2007 10:37:25a8M POT | My Tima Fone £
EE;‘E::‘;:E“ Save || @ Spell Check | 360 360-Degre= View | [=] Notify | & St A=minder | 5 Time Ertry | G add | # Personalize
[ Cusbomer Condracls CRW Case 10 Naw Status Open - Neaw Cass
[+ Ordars and Quokes Euﬂomarm@ﬂg c hd?dw:j s
W mary o estgr. A5l u
E g:DMD:::lEnMEI"lEﬂBmBI'ﬂ Open Cases L Customear Value
EE‘I‘::::'“G m Saolytion ™. Summagy . Hotes Cas= History - Felated Carss .. Related Actipns
orkdorce
- Comespandence Customer Information Case Information
[ Zat Up CRM
- Solutions Consumer [eitest Teataraduate ST o=
T Warkiat contact| =l
- Rmparting Tools 5 Qusick Gole =
— Customer 350-Degree View Sita Nama =) Cane Type | Technical Tssue -
- Reniew Elgcinanic Card o .

Hi=dory mrfmmt < *Status | O0En - Naw Case o
 lustalld Proshactand Bavie Contact Method ttestgrIgasuedu it CIResolved by First Contact /-
~ My Tesks . ¢ i .
— My Calendar o0 “ Providar Group ey Ih
i [j-l-[dﬂnaﬂi ASURite 1D iresigrd Assigned To [ al i
— My Evshem Profila
— My Diclionary @, search Agair Description

- [T [ SR, w
Problam Sarial Number o
il Asset Tag aQ:
|Syetem Mot Responding L —
Description IF Address
Eystam not responding te kaybeard commands.
MALC Address
4 Category W
AcHons Specialty Type b
Suggested Action Detail b
Description Prioriby | LOW b
Related Actions Go Impact Moo =
Severity b -
Step Action
7 Click the magnifying glass next to the Asset Tag field to search for the appropriate asset tag.

Note: Always try to use a unique identifier like the Asset Tag (property control) or Serial Number to locate
inventory to which the case is related.
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PeopleSofi.
Sanrch: ' New Window | Hein | B, &
[ |® i
T Look Up Installed Product
[ Emplapes el Service "
I+ Customers CRM Setit: Beging with |+ o
[ Pradudls CRE Customer Hama: 1
 Custamer Confracts CRI Bedidiad 5
[ Ordars and Quotes Product Name: | beging with |+
[+ Barice Management Sl IN: [ T i)
[+ Buppart .
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= Worklorce R
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[+ SetlUp CRM AEL O 0O
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Hislory
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ASLIO0 Ariona Slale Unisersdy  (blank]) Acomid=ia COE161040U2E 2341143002053 {blank) BAJODB
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LR NN Arfana Sdote Hinkersidy Thlanke BArdanicres AFPSTT34NT I CSORTRATHT fhilankl BATIGLA .
£ | i ¥
Step Action
8 Enter the Asset Tag information you received from the customer.
9 Click the Look Up button.
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Step Action
10 Once the asset has been located, click the Asset Tag link.
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Step Action

11 Click the Category drop down list and select the appropriate item.
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12 Click the Specialty Type drop down list and select an appropriate item.
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[+ &3U Customizalions L Tesitest Testgradunte i Main SRR
I- Employee Sl Sarice Contact| = - pr-
[ CLISEMErs CRI ) Quick Code
[ Producis CRN Site Name ] Case Type | Techmical lssue -
[+ Cusbomer Conracis CRM a 1
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Step Action

13

Click the Detail drop down list and choose the appropriate item.

Note: The next few steps will take you through assigning the case to another provider group.

CRM Use for Agents

Page 40 of 80



Fsd

PeopleSoft.
IETT s e e .
Searche
I— Customer Information Case Tnformation
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Step Action

14

Click the Provider Group magnifying glass.
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Step Action
15 Click the Provider Group ID text box, type all or part of the group ID you are searching and
click the Look Up button.
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Step Action
16 Once the results have been narrowed, select the appropriate Provider Group to which to assign
the case.

Note:

1. If you are a member of the selected provider group, a case can be assigned to the other members of that
provider group.

2. If you are not a member of the selected provider group, the case can only be assigned at the group level.
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Step Action
17 Click the Notes tab to enter notes about the case.

Note: From the Notes screen you can enter additional information so that other technicians can view the history

of interactions in the case. Generally, notes are used to record each interaction (i.e., emails, phone calls) with
the customer.
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Step Action
18 Enter relevant information in the Subject and Details text boxes.
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— My Syatem Profile -
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Step Action
19 Click the Apply Note button.

Note: It is possible that through your interactions, you may have solved a problem before a case is ever opened
for it. Use Notes to record each one of your interactions before saving the case.
Notes cannot be edited once the case is saved.

Click the Apply Note button to record the content of each interaction with the customer before saving the case.
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Note: The note that was just created is displayed under the Notes Summary section. To record another
interaction before saving the case, click the Add Note button.
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At this point, the case is ready to save. If not already resolved on the first contact with the customer, saving the
case will start the case resolution process.

Step Action

20 Click the Save Case button to save the case.

Note: It will automatically be assigned a new case number/ID.
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Step Action
21 Click the Summary tab to see a full summary of the case you have just saved.
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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. If the case has been assigned to another provider group, send an Auto-Notification to the assigned

Provider Group.
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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
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b Pricing Configuration 4

[ Semnice Management . "

Home | Worklist [ _Add to Favorites | _Sign ou

Administer Support.

oy Sl ............. Interactive Report = Create Case
[ Reports E _ ____ i _________ iReport Li Obtain repl:lr‘ts Add a new
— Create Case Call Center- containing support case.
— Search Cases Support information
— Returns Interactive related to
— Time Report. CASES.
— W_P_CareyHD Tickets | ESupport =l Agreement
I HeloDesk Dash_bu:uaru:l Statistics
€ip ) El Service IElCases By
[+ FieldService Tl Age
[+ Workforce Management ElCases By
[ tems CRM Agent
[ Configuration Modeler CRM £ More...
[ Banking
= Search = Returns = Time
[[i ﬁ::;ﬂ;gea&ir:;m Cases Identify Track time log
Search for an returned details for a
EEnrrehspﬂleence , | existing materi_al _ caze.

CRM Use for Agents

Page 51 of 80


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

Fsi

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.

Mew Window | Help | Customize Page |
Case 05022009 1:35:00PM MST | My Time Zone bt
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
First Name | Secured Case
Last Name [ Anonymous Caller
1 SIN 3 )g.“_i,.,,&“ Unit | University Tach Organizations  |»
i advanced Search 4 )3““:“ Code Q,
5 ase Type [5sus b
Prablem
— 6 Status | Qpen - New Case i
| \f [ resolved by First Contact On Call Schedule
) —_
Description 2 e Provider Group UTO Blackboard Q5 HE
s — B
~ Assigned To [Faul Stall aFE
JCa se Owner 9
Description
Problem Type o
Actions -
Serial Number ':-"\r"
Suggested Action -
Asset Tag L
Description 8 )
Installed Mo
Related Actions ¥ Go
1P Address
MAC Address
Select Agreament or Warranty
Category b
g)SpﬂbaW Type W
Detail -
Priority | Standard W
Impact by
Severity L
11 ’ Source | Direct Call b
SaveTAsE Firsd Sokrtsons Escalate Casa

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. lIssues 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 P
= Business LM - 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.

=]
*Case Status | Open - New Case vl 1 )
*Customer ASURite ID Q
Customer Name 2)
Contact Details
*Provider Group 1D 3 ] Q Business Unit
Assigned To Q
4 )CaseType v Case Priority ¥ | *Source |DirectCall b
5 ) Category ¥ | Specialty Type *| Detail b

*Problem Summary

&)

Problem Description

E save Z) Er 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.
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)
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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) Inorder 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 |480/415-4562
*Provider Group ID UTOBLKERD QU UTO Blackboard Business Unit  UTO0D
Assigned To
Case Type | |55ue v Case Priority | Standard v| *source |Direct Call 3

Category | Training ~ Specialty Type | BlackBoard | Detail hd

*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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Create a Case: Email (ERMS)

Benefits

All inbound email sent to the email address used by an ERMS (Email Response Management System) mailbox
will automatically generate a case in CRM. This simplifies the case creation process for your customers. When
it is configured;
 Customers will receive an email notification that provides the case number.

* They can include 1MB attachment in the email which is then added to the notes section on case.

* Your provider group is notified that a new case has been created and assigned to them.

Details of the Process
The sender's email address is identified in CRM to create the case using the sender as the customer. The email
subject line will become the case summary and the body the case description. Customers are provided the case
number, contact information for your support area or how they can check their case status using self-service. As
an agent, you can create a case on behalf of your customer:

L;#| Drafts

U= Cutbox

Add Mew
Add MNew

1 Help Center Alerts
1 Miscellaneous
1 Personal

L‘:ﬁ Calendar

@ Deleted Items

L@ Junk E-mail

=7 Sent Items

Group
Shortcut

File Edit Wiew Go Tools Acions Help

I_ﬁﬂew T @ _: X & Reply & Feply to Al Forward v ‘-’Fj -_11 Send/Receive -
& snagit &' | window 7

Shortcuts « ||[3 Inbox

Shortcuts & | 5 v|
L_I{ inbex |Click_ here to enable Instant Search

Arranged By: Date

Mewest on top

There are no items to show in this view,

Step

Action

1

Open your email client and begin a new message.
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T ) ¥ =
/ ' \ [
—/’l Message Insert Options Format Tex]
B . |A" A
Paste ﬁ RIS : R N i -7 =
- ¥ ro dl Falnte
Clipboard P Basic Text
Tou YourERMSEmailHere @asu. edu
=1
Send
Subject:
[
Step Action
2 In the To field, type your provider group’s ERMS email address. (If you don’t know this, ask
your provider group for the address.)
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o
|

&

lﬂ i) .

\.
F]
-
Message Insert Options Format Text

41

=| |A A
=8 Copy
Faste R D : R4 u |[3? g |
Clipboard ] Basic Text

This message has not been sent.

To... YourERMSEmailHere @asu.edu

Send
Subject: Case summary Here
Step Action
3 In the Subject field, type what you want to appear as the case summary

Page 60 of 80

CRM Use for Agents




Fsi

This message has not been sent.
[]

To.. YourERMSEmailHere @asu. edu
- CCu
s

Subject: Case Summary Here

En | H q k. - -
i
Message Insert Options Format Text
J S CalibrifBo ~ 111 ~ |A A" ||:Z - = ~|
Paste o B A S=E =
- - Format Painter /B L Uj - ||| = =
Clipboard ] Basic Text

Type your case description in the body of the email.

Step Action

4

In the Body, type what you want to appear as the case description.
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0o\ 19 = Case g
>4
- Message Insert Options Format Text
= : Calibri(Bo ~ 111 = | A A7|[iZ = =~
Paste . A== =
- # Format Painter B0 ma |[Z = =

Clipboard ] Basic Text

This message has not been sent.

To YourERMSEmailHere @asu. edu

C

T

Subject: Case Summary Here

Type your case description in the body of the email.

Step Action

5 Send the email.

You will receive an email with the case number, contact information for the support area (provider group), and
instructions on how to check the case status.

Some Nuances
There are several nuances to this feature:
e The email address must be dedicated for ERMS use only.
e All emails sent to the address will create a new case (including SPAM)
e All cases will be created as Issues, with a standard priority as the default.
e All cases will be assigned to your provider group, but not to any one individual.
If attachment is larger than 1MB, a case is created but the customer is notified to compress the
attachment and use CRMAddNote@asu.edu to update their case.
e Unknown email addresses in CRM will default a case to General Customer however the sender's email
address is included in the case description for customer identification.
e The case is created by the ERMS process id.
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Update a Case

Once a case is created, there are several things you can do to update the case. You can:
e Add notes to a case (about significant progress or activity)
e Email the customer
e Transfer the case to another agent or provider group

This section will show you how to do the above actions.
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Update a Case: 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 3:24PM Paul Stoll
*Subject 1 @
Details ~ @
Mote Information Contact Information
*Visibility | Internal 2 ) v (%) Customer 3 Q,
Mote Type L Contact J Q
Origin
() Employee QL
’ 5 )F\IJIJTS‘ MNote & Add an Attachment 4 )
6 Save Case Find Solutions E=calate Caze
=~ Audit History
Created 05/20/2009 3:22PM 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.

You will see the note that was just created in the Notes Summary area.
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NOTE: Once the case is saved, notes can no longer be edited.

Update a Case: Quick Case/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.

ER 364363# - Message

! Ele Edit View Insert Format Tools Table FlashPaper Reguirements  Window  Help

{ A4 Normal + (Com v Arial -2 - B 1 U|E]===[=lpr] == ==
Piigend | ) v |G B |- 7 8 | ¥ || ] options.. -|HM -

L To... [CRMAddNnte @asu.edu J

(L ce...

Subject: ’m

———
E---|---1---|---1---|---3---|---4---|---5---|---5---|

[Note sent to case from email J

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

N
~ Notes Summary Customize | Find | View all | i First 1-3 of 2 Last
Select| Subject and Details Attachment(s) |Added By Date Added
Mote added by email from A= Sched and
Only) Run oM cc || 05/20/08
FPaul.Stoll@asu.edu: Note sent to case from email Paul Stoll University ez 4:26PM MST
Technology Office Arizona State University Phone 480-415-4562
Internal
demo note 2 ( 05/20/09
O o Aok | el g 3:41PM MST
description of note
summary of note 05/20/09
- - 1 Paul Stoll
O] detailz 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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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 7:11:12PM MST | My Time Zone v |
save || [i2 Print Case | 360 360-Degree View | ¢ Email | Notify | € Time Entry | & set Reminder| » Personalize
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 \m MNotes ™. Case History . Related Cazes ™. Related Actions ™. [
Problem Case Information
Summary TR v
Summary of case ¢ *Business Unit| University Tech Organizations v
Description i
details for case @ DuickiCous Q
*Status-| Open - New Case v|

On Call Schedule éﬁ

Provider Group UTC Elackboard o= #
el
Assigned To |Paul Stoll | QE I‘I%

Case Owner

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

oo TEgTS W v
F

rovider Group: | pegins with

. = - Olmimie | sl

Search Results

View All 1-100 of 184 Tl 1 - -s
Provider Group ID|Provider Group | J
ADVHELP Advantage Help Line iS50

ASUDMLIMNE ASU Online

BTS Business Technology Semvices

CLASPHYSIC Department of Physics

COECS College of Education Computer Support

CONHI CONHITech Support

COFP COPP Technical Support

CRMCCCTD PeopleSoft CRM Category Type Detail

r T——rr "  CATACARTER=1mA=I) \= mmm2=1anen
[Z;;GCTEC CRMCC - CRM Technical Team
CRMSLFUN CRMSL - 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

Eind an Existing Value b Add a New Value

)

Find an Existing Value | Add a Mew Value

Add

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
Busingss L.Init|Case 8] |Prmﬂ'der Group 10 Problern Sumrmary Case Status
UTO00 374584 UTOBLKBRD Detail description of grades gives numbers as answers not letters OFEN
UTO00 404512 UTOBLKBRD Summary of case OPEN
[M 407270 UTOBLKBRD CEM administratin]@ OPEN
1 ITinn AN7A4AN_1LITHRI KRR Hlarckhoar chall 3080950 mmer8wk-W-TELT792-47080 QOPEM

Find an Existing Value | Add a MNew Value
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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.

] CaselD 404512
*Case Status | Open - MNew Case w
*Customer ASURite 1D pstoll aQ,

Customer Name Paul Stoll

Contact Details |480/415-4562

*Provider Group ID UTOBLKBRD & UTO Blackboard

Assigned To L Paul Stoll
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Email the Customer: Support View

Case 05/26/2009 4:31:42PM MST | My Time Zone i
Save | [ Print Case | 30 360-Degree Vieaﬂ&. Email | [ ’, Notify | CF Time Entry | {5 Set Reminder| » Personalize
Case ID 404512 ——— Status Open - New Case

Customer Paul Stoll Contact
Summary Summary of case Contact Method 450/415-4562
Dpen Cases 5 Customer Value
Case Solution m Notes Case History Related Cases Related Actions E}
Problem Case Information
*Summary M
Summary of case % *Business Unit University Tech Organizations (¥
Description r
L ) = C
details for case (‘% Quick Code A
*Status Open - New Case b
On Call Schedule &l
Provider Group \UTO Blackboard Q5
2
Assigned To Paul Sioll Q= ﬁ('ﬁ
Case Dwner O\
IP Address
MAC Address
Category Training -
Specialty Type ElackBoard -
Detail . |
Priority Standard ~
Severity b
Notes Summary Cugtomize | Find | Wiew All | 2 First 1-30f3 Last
Select | Description Attachment(s) | Tvps Date Added |Formatied
Name
Mote added by email from (Internal Only) Sched and
0 Paul.Stoll@asu.edu: Note sent to case from email Comment D2/20/2008 o0 S -
Paul Stoll University Technology Office Arizona 4:26PM MST Processes

State University Phone 480-415-4562

demo note 2 (Internal Only) Customer 05/20/2009
1 Paul Stoll
| O l description of note call 3:41PM MsT F2Y

summary of note 05/20/2009
o details of note 1 Comment 5 2Sou wet Paul Stoll

L Email View 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

o

Refresh || O Search | 360 360-Degree View

Recipient Faul Stoll
Representing

b, Notwe
Transaction Summary

Created On 05/20/2005 3:22PM MST

Case ID 404512
Customer Paul Stol

Contact Template

Summary Summary of case
Status Open - New Case
Add Closing
Priority Standard
Message Area

Subject
details for case

= worklist | £} User Preferences

[ Template Search

History | Select One. ..

Customer Value

Compose 1
From [support@asu,edu ) Delivery Options

To |[Faul.Stoll@asu.edu

3 v | Selected Templates

Preview Apply Template No Templates Selected

Send 7 'RﬁmnRssaoru
4)

5)¢

Attachments

Mo Attachment.

Add Attachment

)

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.
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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 Results

Primary | To | CC |BCC |Recipient Email Address ID

To

L [0 [0 [0 matthew Robinzon mrobinsonl27@yahoo.com 1077665
i [0 [0 [0 matthew Robinson tggtles@email.arizoena.edu 1448639
Ll g) [0 [0 [ matthew Robinson Matt.Rebinson@asu.edu 3 1171628
F] [0 [0 [0 mMatthew Rebinson ridicco_laca@cox.net ‘)1531242

Add to Recipient List 4 ’

Recipient List

Primary To Faul.Stoll@asu.edu Paul Stall

To |Paul.Stoll@asu.edu

CC

BCC §)

6
oK J Cancel and Return to Qutbound E-mail

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/Closing Cases

In CRM Solving and Closing a case are the same action. The entire reason to use CRM is to track how and
when you have solved a customer’s problem.

This section will show you how to solve (close) cases using:
e The support view
e Email
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Solve/Close 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 || [2 Print Case | 360 360-Degree View | £ Email | [=] Notify | £ 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 2 }umma['_f MNotes Case History Related Cases Related Actions E:l
~

Attempted Solutions

There are no attempted solutions for this Case

Enter New Solution

new solution y @

Attempt J Solve

5

Save Case Ezcalate Case

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

Modified 05/20/2009 4:26FPM 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 |
| 2 print Case| 360 360-Degree View | & Email | =] Nutify| (Sj Time Entry| %f) Set Reminder| ol 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,
O  4s1145 DSWSCOLLOD 1:08:06PM  Paul in Considerstine | [F]
new solution MET Roberl
L[ Email |[ wiew | | Sole
Enter New Solution
| i | Solve
I—l
| 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/Close a Case: Quick View/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.

iidgend | ) - | B |4 ! B | ¥ | [ ] Options... - |HTML

-

i To... CRMClose ;

Iﬂ cc... [_
Subject:  ooion o l

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

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.
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Tips and Tricks
This section has miscellaneous topics relevant to using CRM as an agent.
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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 ~
Save | [ Print Case | 360 350-Degree View [&. Email | ’—_ Notify | € Time Entry | &% Set Reminder| » Personalize
Case ID 404512 ——— Status Open - New Case
Customer Faul Stoll Contact
Summary Summary of case Contact Method 450/415-4562
DOpen Cases 5 Customer Value
Case Solution m Notes Case History Related Cases Related Actions E)
Problem Case Information
*Summary i Main LTI
Summary of case % *Business Unit University Tech Organizations [
Description r
L } . C
details for cass (% Quick Code A
*Status Open - New Case b
On Call Schedule ;-‘|
Provider Group UTC Blackboard Sl=i
Assigned To Paul Stoll a A ?ﬁ{ﬁ
Case Dwner O\
IP Address
derno note 2 (Internal Only) 1 Customer 05/20/2009 Paul I
it I 3:41PM msT Paul St
description of note Ca
summary of note 05/20/2009

Eaul ]
details of nots 1 Comment 3.37p mgt Paul Sto

L 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|
| Q, search | 360 360-Degree View | [ worklis IE\.EJ User Preferences | Personalize
Recipient Paul Stoll —————)
Representing Customer Value
Outbound Email Note
Transaction Summary Compose
From |supp0r‘t@asu.edu Delivery Options

Created On 05/20/2009 3:22PM MST To|Paul.Stollgasu.edu Add/Modify Recipient List

Case ID 404512
[* Template Search
Customer Paul Stoll

1 Selected Templates
Contact Template| =] L
Summary Summary of case [ Preview | [ Apply Template | Mo Templates Selected
Status Open - New Case -
Add Closing | | Send || RestartR |

Priority Standard
Message Area

&

Suhjel:tl

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 criginal message in the greeting when replying

%! Include the original message in the closing when replying

*Note Entry Warning 'Jrornpt for note entry after outbound email has been sent or submitted

I OK l Cancel Reztore 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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Viewing On-Call Information

PeopleSoft.
AI
Seqchh Hew Wind: =
[
[+ My Favoriles Hr:tnqr{Select One ;I
[+ 450U Customizations Case 08/15/2007 1:18:16FM POT |My Tima Zone =]
(> Employea Self Sanice 2
e |save| @ Spall Chadk | 3i0 260-Dagrea Wiew | =] Motify | & Sat Raminder | C. Email | £ Tima Entey | % parsanalize
[+ Products CRMW Case ID 2IZELE Status Open - Maw Cass
[+ Gustomer Coriads CRM Customer Testies Tesoraduats Contact
I+ Orders and Quotes Eummary Test: Lapiop [ssuss Contact Method
- Serce Management Open Cases L Customer Value
[ Support ] Ml Summary W tes Case History |atad Cazes Aelated Actigns
[+ FleldSerdce = - 2 = & 2
Egﬂmﬂrﬁ - Problem Case Information
omrespandencs W
[+ St Lip CRM TSuUmmary | Main WY
[ SnlAans [Test: Laptop 1ssues -1 'ﬂntuslnp‘:“ - New Cees
[ Warkist Drescription
C Reparting Tosla : &
tshut d i
— Customer 350-Degras View R eI : J Frovider Gmup|'ﬂ'F‘C T.A.C.
~ Resdew Electionic Card
R A d To|
sxlqne o
=l llgd P ;| IP Address
— My Task
n i qas 5 MAC Address|
— My Mestings P'HI!III""ILM" ;’
£ My Personalizations p—— =]
— My Dictinnary »
Notas Summary Sesmpmize | mod | wesal | B me D gr [ e
Selert | Daseriprion %:hm:ﬂ: Tune |mm_e.dd::l Added By
el Bty {Internal
- Only ) 06/07/2007 Pratt,
Custormer called for danfication on using Contrel + 2:32PK PDT lonathan B
Al + Di=leke to solwe laptop problem.
L | Enai Wiew | | | AddMoie
Solutions Considered for this Case Customize | Find | Wimw &l | (5] Firwt (4] 1 o1 [ L
Select |10 Dr=scription Date Modified | Added B [ *Ststus
Try ta press Cirl + Al + Delet= and Restart ... nedaTII00T 7 I
r 303702 Try to press Cirl + Al + Delata and Restart the Z:EIS:IZIZE‘HJF‘I}T ;I.Ils; e, [ir Considaration =] &
COMmpLEEr
] e = | |
Step | Action
1 Click on the On Call Schedule icon to view the On Call information of a provider group assigned to
a case.
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PeopleSoft.

Search:

| ®

[+ My Favoriles

[+ A5U Customizalions
[ Employsa Self Sanice
[+ Cugtamers CRM

[ Froducts CRW

[+ Cugtomer Comrads CRM
[» Orders and Quoles

[+ Serdce Management
[+ Support

[ FleldSerice

- Wvarkfance

GIOW People On Call
Provider Growp [0 WPCTAC

Primary Contact Tnfo Backup Contact Tnfo

FMine FMaine

Primary Phone Primary Phone
Secondary Secondary
Phane Phone

Email Address Email Address

[+ Comespandencs

[» Sel Up CRK

[ Soludans

[ Warkisi

[+ Reporting Todls

- Resdeiw Electionle Card
Higtars

— Instaled Progue and Servica

- My Tasks

— My Mestings
- My Personalizations

[y Srstem Profile
— Wy Diclipnary

\

-

Hanager Contact Tnio

Name

Primary Phone
Secondary Phone
Email Addrass

. CETE |

Step | Action

2 The Provider Group contact information (hame, phone, email) displays.
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