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Escalate a Case Job Aid 
This job aid will serve as a guide on how to escalate a case in PeopleSoft CRM.  Cases should be escalated due to ageing of a case or a critical priority.
This Job Aid is intended for:

· State of Ohio CRM users
Escalate a Case:

Step 1:
From the 360-Degree view page, find the case that needs to be escalated and click on the Case ID link:
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Step 2:

Click on the Escalate Case button:

[image: image2.png]MR solution (0)

Notes (1)

Case History

Employee Information

Employee ANTHONY THOMAS
Department Dayton Correctional Inst

Contact Method  001-937/263-0060

Email

Q search Again

Inquiry Information

o

Case Information

Quick Code -
Case Type. -
*Case Status Escalated - TL/Coach -

[CIResolved by First Contact

Escalation Date 05/03/2009 5:27PM

~provider Group [TAE Transacion Processing TIOLT]

*Assigned To Rick Dowell a®E
“Inquiry Summary
[Case has been escalated for resolution. &
*Agency
“Description < oush o e -
Business Service
How to Resalve: ¢ Servee B
+ Encourage the caller to help him/herself enroll in a *Inquiry Type nrolimer A
Sourse using ELM331: Basics of ELM for Learners Job Aid +Case Priority Crical -
+ Course Schedules can be found at: *On Behalf Of Agency -
ot/ ohiosharedservices.ohio.gov/Training.aspx +channel Phone -

+ If needed, help the caller through the steps of enrolling
in a course. Quick steps on how to enroll in an activity
(steps will be accompanied by screenshots in the job aid):

- Log into ELM with user name and password

- Select Self Service

- Select Learning

- Select My Learning

- Find activity using Search Catalog or Browse Catalog

~ Erenil in the artivity by clickinn the Enrall’ hufron

SeveCase | [ FndSoutons | [ Esoaie Case





After clicking the Escalate Case button, click OK when the following message appears:
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Any changes you have made to the case will be saved by continuing.




Note that the Case Status has changed to ‘Escalated’ and there is an Escalation Date stamp:
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Step 3:
Click on the Notes Tab, add relevant information and click on Apply Note:
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Step 4:  Select the Note that was created, and click on the Email button.
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Step 5: The case will automatically fill.  Select the Case Assignee, and enter ESCALATION in the Subject Line.  Click Send, and then click Return to Case.
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Step 6:  Click on the Save Case button:
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Step 7:  Congratulations! You have successfully escalated a case:
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