CREATING A CASE FOR AN ESTABLISHED VENDOR

This job aid will serve as a guide on how to create a new case for an establishedvendor 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 ~ || Business Intelligence
Customer Relations Management row »Bl Home
in the OAKS Quick Access section

Customer R
.-b »CREM Home

., Customer

FeeTT
< OAKS .- | Relationship
g&;, T Management

goy | Home | Addto Favarites | Sign out

Help
Menu H EI J Main Menu =
Search: \i}'sales Center Customer 360-Deqree Worker 360-Degree View
@ Manage leads, opportunities, View L Access the 360-degres view

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

Search:

| | &

= My Favorites

[> Customers CRM

[> Orders and CQuotes
[ Support

2. Click on the Customer 360-Deqree [ HelpDesk

. . [ Workforce
View link. [> Correspondence

[ Solutions

[ Reporting Tools
[ FPeapleTools

= Sales Center

|= Customer 360-Degree View
=Worker360-Deagree"View

= Change My Password
= My System Profile
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Search For Customer
=~ Search

3. Enter information regarding the
customer, such as the Organization
name.

Organization |w carl fell
First Name
Last Name
Customer ID

Phone
Optional
— Email

%

If you only know the first Address
letter/number of a search criteria, City
you can enter it in this Search for State
Customer section, or use Postal
Advanced Search. Country

=3
— Advanced Search

Search For Customer
~ Search

Organization /W carl fell
First Name
Last Name

Customer ID

. Phone
4. Click Search. Emai
mail
Address
City
State
Postal
Country
SEEL Ldvanced Search
\H\ E
3 = Create Company
Note Search Results will display if more
than one entry is found. Click on Search Results
the customerlink below the Craanization Address
Organizationfield that matches 405 W FIRST ST,
your search. W CAR|L FELL SPEMCERVILLE, OH,
45387-1160, USA
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The customer 360-Degree View page is displayed.

360-Degree View

12/15/2011 9:29:41AM EST
2 Refresh | §% Mew Search |

Personalize

360-Degree Yiew Relationship Yiewer Call Reports

’“Rule Carmpany Actions Add Case 'l G':'-.

= Summary

Customer w CARL FELL
Phone
Email

Address <405 W FIRST 5T, SPENCERVILLE,
OH, 45857-1160, US4

Extension

Status active

= Activities 7 Support Cases

*Date Filter 7 - View all - B Ne-SURPOTLCases b display.
| | | | | [ Add Interaction Note
[= overview of - W CARL FELL b Current Actions
Support Cases - {0)
Miew all
+ add case

QU Search Cases
Interactions - {2)

7% Refresh | &% New Search | Top of Page

5. Click Go beside Add Case in the
Actions field. 360-Degree View

(" 1) Refresh £5 hew Search|

& Clicking on the +Add Case link

under Support Cases performs the
same function (see above).

12/15/2011 9:29:41AM EST

Persnalize

360-Degree Yiew

Relationship Uiewer Call Reports

LTI Add Case 5

V Summary
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The Case page is displayed.

Case

-

History Select One...
12/15/2011 9:37:57AM EST

Case ID 519427
Customer W CARL FELL
Summary
Open Cases 0
Case History

Solution {0} Motes (0}

Save || Print | @ spell Check | 360 360-Deqree View | [=] natification | L3 Clane case | »

Persanalize

Status Cpen - In Progress
Contact
Contact Method
Customer ¥alue

Related Cases (0)

Customer Information
Company W CARL FELL

Contact Q

Site O\
Contact Method Edit
Email .

Address 405 W FIRST 5T, SPENCERVILLE, OF »

Q4 Search Again

Save Case Find Solutions Ezcalate Case

Case Information
. Cev/Tech N

*Business Unit HRD1
Quick Code

*Case Type Marmal

*Case Status “pen - In Progress

[ resolved by First Contact

Escalation Date

- . Provider Group QE
Inquiry Information
*Assigned To QE
*Inquiry Summary @
*AgencyfApplication Q
*Description
Li @ *ServicefModule >,

*Inquiry TypefProcess

*Case Priority Medium

*0n Behalf Of Adency
*Impact Minor

*Channel Phone

Some of the fields have been auto-filled under the Case page tool bar, Customer Information,

and Case Information sections.
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6. Click on the Quick Code drop down
arrow.

7. Choose a Quick Code from the list.

@ The most common problems
invarious departments are listed in
Quick Code. Thissaves time and
provides structure by auto-
fillingsome or most of the required
fields, depending on the chosen
Quick Code.

Case Information
B Main i% Dev/Tech ™.

*Bysipess Upjt HRD1

Quick Code

“Case Type |application Performance Issues

Benefits COBRA
*Case Status |Benefits Catalyst
Benefits Dependent
Benefits Disability
Escalation Date Eggz;:zz Egﬁ.{ghty con
Benefits General
Benefits Sequence Issues
*Assigned To |Benefits Student Status
Benefits Take Charge Liv
Customer Service
*Agency fApplication|Drug Test
ELM - BI Training Materials
*ServicefModule |ELM - DRC Training
*Inquiry TypefProcess E::m : IEFI\:I-D(I.L.;\;' glp'g)ammg

*Case Priority [ELM - Forms
ELM - OBMFIN (AR,GL, AP,TE)
*0n Behalf Of JELM - Technical
tTmpact EIﬁM-D.ﬂS Training
*Channel [2AKS Security
Policy
Records Request
Records Yerification
TL - 55 Mgr Exception
TL - =% Mgr Exception Remove
TL - 55 Viewer Exception

Provider Group

® “How to Resolve” tips may be given
under Description when Quick
Codes are used.

Inguiry Information

“Inquiry Summary
vendor Information Update Status Inquiry

“Description
What to ask for:

Has the customer submitted the vendor Information Form:

Vendor Name:

Vendor Tax ID#:

When did custemer submit the form:
Customer name and job title:

E-mail address:

How to Rezolve:

+ Ask the customer if he/she has completed and
submitted the Vendor Information Form

- If yes, continue

- If no, direct customer to submit form (See Update
vendor Information Call Script £ 3110.02)

1 fAele the onetarnoe for hiefhae VWandae Mama

Save Caze Find Solutions Ezcalate Case
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8. Check auto-filled fields and make
necessary corrections.

(&
-,

Note Enter data into the highlighted
required fields(*) if no Quick Code
was found or when the Quick Code

does not auto-fill all required fields.

Motes (0) tory ed Cases (0}
Customer Information Case Intormation
Company 4 CAILELL M sTesh
rantart X
st aq *Business unit R0
Quick Code Apphcaben Performance [isuss =
Fonlacl Helhod gt
*Lase Type Nerimnal v
Email M -
Address 405 W FIRST 5T, SPENCIRVILLE, 01 =
krsnlupd hy First Contart
9 suarh dg Escalation Date
i : Pruvider Grnap lezonds aE
Inguiry Infermation g
. *Assigned To el
* Inquiry Summary
Performance Issas in DUKS 100X '\"/.' =
*Agency/Application A% FRD o
oL L - & *SorvicaModule Reverls M
Here is a lisl of auestions, helum tal seel o be anovered o 5
far tickat. Inquiry Type/Process
soplication? . e
:h"aitri:lnl.:: n *Case priarity (Imvald Vakie) -
What page? *nin Behalf nf ndvideal -
‘what apecifically it dne? Page navigatinn, Saving of 4 . M =
transachon, Searching, st - mih spectc navigabons Tmpant, M0
o e specific lransaction f page =
o pear to be slow across any
type of brangachan partormed?
1 the msue experienced by e or imulliple users?

Savelae Hnd Soubons

Escasle (a5

9. Click Save.

Note ClickingSave Case towards the
bottom of the Case page performs
the same function.

Custorn e r Lnfore

I aw
[ -

Contact M

ok

T Search Sgain

Imvgquiry ImnForemnm g

F T raguE iy SN
Performancese Iss

FIDDescription
Here i=s a list of
for ticket.
wwhat applicatio
wowhat moduler
wwhat page7™
wwhat specificall
tramnsaction, == g
I= the slowness
im thhe app or do
twpe of transacti
I= the issuse exxd

Save Case I|
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