CREATING A CASE FOR A WORKER

This job aid will serve as a guide to creating a case for a worker in PeopleSoft CRM 9.0.

L

& Before beginning the steps below, navigate to https://myohio.oaks.ohio.gov and log in
with OAKS User ID and password.

Step-by-Step Screen

OAKS Quick Access

1. Click Launch Application link in the (L] Business Intelligence
Customer Relations Management row »Bl Home
in the OAKS Quick Access section

Customer Relations Managemen

»CRU Home

]

The OAKS Customer Relationship Management (CRM) screen will display.

.. Customer

—
( OAKS - | Relationship
gb. S Management

Help
Menu = Main Menu =2
Search: i Gales Center Customer 360-Degree E Worker 360-Degree View
| @ Manage leads, opportunities, View Access the 360-degres view

forecasts, and other related Access the 360-degres view of worker (help desk).

'T'r OBM e ~1~ Rev. Date: 11/21/2011



https://myohio.oaks.ohio.gov/

CREATING A CASE FOR A WORKER

Step-by-Step for Creating A Case for a Worker.

Step-by-Step

Screen

2. Click on the Worker 360-Deqgree View

link.

Search:

|®

[+ My Favorites

[ Customers CREM

[= Orders and Quotes

[ Support

[ HelpDesk

[ Workforce

[+ Correspondence

[+ Solutions

[ Reporting Tools

[ PeapleTaools

= Sales Center

= Customer 360-Deagree View
Worker 360-Dearee View

H old

¥
= My Systemn Profile

1Y
1
X

3. Enter search criteria in the Employee
ID, First Name and/or Last Name
boxes.

4. Click Search.

Search For Worker
= Search

Employee I[‘

First Name

|
|
Last Nams¢g |
Departmentl

Search

Advanced Search
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CREATING A CASE FOR A WORKER

The 360 Degree View page is displayed.

360-Degree View 08/23/2010 8:17:34AM EDT
) Refresh | % New Search | [=] Notification | B Correspond | Personalize
360-Degree View Relationship Viewer Tasks Call Reparts

“Role Worker Actiuns Add IT Helpdesk Case vI Go .

7 Summary

First Name ROEERT Last Name CQoOPERMAN
Employee ID Location
Status Active Effective Date 10/11/200%
View Worker Details
= Activities [¥ IT Helpdesk Cases
Sk A
*Date Filter |5 - Last Month v | e ghow All Columns .
I I I I I Find | wisw All ] First 1-Zof2 Last
Caze Summary Aczczigned To Status
- ID
[__’:5' Overview of - ROBERT CODPERMAN Would like t o o1
= Indesk ~ Sogpgg ouldlike to GAIL NEFF pen - in
-IT Helpdesk Cases - (2) schedule a lab. Progress
Closed - (1) - - ROBERT Closed -
Open - (1) 07996 Modify Voucher COOPERMAN Resolved
€ view an
B Add IT Case [> Add Interaction Note
Q Search IT Cases [* Current Actions
El Interactions - (5)
= IT Helpdesk Cases
5. Review the existing cases to ensure Show All Columnns -
f Fing | Wisw All Fi -2 of2 L
there is not already a case open for the - e | sies s e e ==
. N ; A ase Summary Assigned To Status
issue. If there is click on the applicable D
i 1 1o Would like to Open - In
CE_se numbe(r5 in the Case ID field. If not | ||zoz0es WOUIE W T0 0 Gan nerr e e
SKIp to step 6. = . ROBERT Closed -
20799 Modity Voucher COOPERMAN Resolved
[> Add Interaction Note
[ Current Actions
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CREATING A CASE FOR A WORKER

A1l PG LFUT R

“ Add IT Helpdask Cade w I o .

Last Name CO0PERMAN
Location
Effective Date 10/11/200%

6. Click Go for Add IT Helpdesk Case in
the Actions field.

[* IT Helpdesk Cases
“‘. 1 Finsg || Wi &) | Firgt L 1ezafz LY Last
Lﬁoh The 360-Degree View page will w
. o Would Bke bo — -
show any previous IT HelpDesk RIS Llliea b, CALNEFE R
Cases for the worker. 207956 Modify Voucher  ROSERT - Closed

Current Actions

F Add Interaction Note

The Case page displays auto-filled with some of the employee and case information.

Case 12/12/2011 1:20:06PM EST
Save| 5 Print| @ Spell Check| 360 360-Degree View | [=] Motification | f\_;:l Clone Case | # Personalize
T Status Open - In Progress
I Emeloxee ID 10001037 I Employee Name ROBERT COOPERMAN
Summary Contact Method 001-614/644- 1825
m Solution (0) i Notes (0) ™. Case History B Related Cases (0)
Employee Information Case Information

Employee ROBERT COOPERMAN .:E‘ Dev/Tech ™.

Department Budget Devel & Implement Svcs

*Business Unit 0551 ag
Contact Method 001-514/644-1825 i X
/ Edit Quick Code v
Email Robert.Cooperman@obm.state.oh.us.Q: v *Case Type Mormal -
O\Search Aasin *Case Status Open - In Progress T

[T} Resolved by First Contact

Inquiry Information

: Escalation Date
*Inquiry Summary

@ Provider Groupi O\ﬂ

* i =

*Description Assigned To| Q

¥ :

*Agency/Application| O~.

*Service/Module i

*Inquiry Type/Process a

*Case Priority Medium -

*0n Behalf Of i

*Impact Minor z

*Channel Phone -
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CREATING A CASE FOR A WORKER

Case Information

Dev/Tech %
*Business Unit 0S51 T
I Quick Code s I
*Case Type Normal -
*Case Status ©Open - In Progress -

[l resolved by First Contact

7. If applicable use the drop-down arrow Etlationimes
to the right of the Quick Code field to *Provider Group | Q5
choose a department/problem that best *Assigned To| QR
identifies the case.

*Agency/Application| O\
*Service/Module -
*Inquiry Type/Process ke
*Case Priority Medium ¥
*0On Behalf Of ks
*Impact Minor -
*Channel Phone x
Case 12/12/2011 1:20:06PM EST
Sae || & Print | € Spell Check | %0 360-Degree View | [= | Notification | L Clone Case | » Personalize
Case 1D 519374 Status Oper
Employee ID 10001037 Employee Name FOSER

Summary Contact Method 001-61%

SETTER sohiion (0) . Notes (0) ™ Case History

Employee Information

Employee ROGERT COOPERMAN

Choosing a Quick Code auto-fills various

Contact Method  001-614/644- 1825

fields. B T

Q search again *Case Status Open - In Progress

*Business Unit 0551
Quick Code HCM - Payroll Gamishments

*case Type Normal

Resolved by First Contact
Inquiry Information
Escalation Date

8. Manually add information to the e « e o am
remaining required (*) fields. “meses ¢ -

Agency Name: - ¥ =
employee Name: *Agency/Application GAKS HCM Q
Employee ID:

Contact Info: *Service/Module Payroll

*Inquiry Type/Process Gamishments
*Case Priority
*0n Behalf O
*Impact Minor

#Channel Phene
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CREATING A CASE FOR A WORKER

9. Manually add information to the Inquiry
Summary and Description fields. Add
as much information as possible to give
a clear idea of the case. Any required
fields that were “missed” will be
highlighted. The required fields must
be filled in before the case can be
saved.

10. Click Save Case.

Inquiry Information

*nquiry Summary,
|HCM - Payroll Garnishments

*Description

Agency Name:
Employee Name:
Employee ID:
Contact Info:

Save Case Find Solutions

Escalate Case
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