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Purpose 

This job aid will serve as a guide to escalating a worker’s case in PeopleSoft CRM 9.0.   

 Cases are to be escalated when considered a critical priority.  Your business unit will 
determine those parameters. 

 

Logging into CRM 

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

 

Step-by-Step Screen 

1. Click Launch Application link in the 
Customer Relationship Mgmt. row in 
the OAKS Quick Access section 

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

 
 

 

 

 

  

https://myohio.oaks.ohio.gov/
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Step-by-Step for Escalating a Worker’s Case 

Step-by-Step Screen 

2. Click on Worker 360-Degree View. 

 

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

 
4. Click Search. 
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The worker 360-Degree View page is displayed. 
 

 
 
 
 
 
5. Click on the open case number that 

needs to be escalated under Case ID.  
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The Case page is displayed. 
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Step-by-Step Screen 

6. Modify any field(s) on the case page 
with updated information including the 
*Assigned To field.  Click the Search 
icon to search for a new assignee for 
the *Assigned To box. 

 This is a required step. 

 

7. Click on one of the links such as 
Person ID, or Last Name to determine 
the assignee.    

The *Assigned To box has been filled with 
the new assignee.   
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8. Click on Escalate Case. 

 

A question that essentially asks if you really 
want to escalate the case is displayed.  
 
9. Click OK. 

 

10. Click on Save Case. 
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The following will occur: 
 
The Case Status will show “Open – Escalated”.  There is also an Escalation Date stamp.  
 
The Inquiry Summary field changes to “Case has been escalated for reosolution.” 
 
The Case Priority will show “Critical” 
 

 
 

11. Click on the Notes tab enter information 
into the Subject field.   

 

 

12. In the Details field, type an explanation 
of why the case needed escalating.     
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13. Add an Attachment if necessary and 
then click Apply Note. 

 

 

 
The notes you wrote in Details now shows 
under Subject and Details. 
 
 
 
 

 

14. Click Save Case.  An automatic 
notification is sent to the Assigned To 
person indicating there is a escalated 
case that needs their attention 
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