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Processing a Case in CRM: Overview

Once you have created a case (details available in separate guide: ‘Creating a Case’), you will notice the chevrons along the top of the screen. These chevrons effectively make up the Case Management Flow for the case you have created. This flow will take you through the life of the case from beginning to resolution. The Case Management Flow changes depending upon the Subject selected on Case creation. For all CFE cases, the subject selected will ensure that the correct process is used.
Stages of a CFE Case:
1. Initial Contact
2. Initial Response 
3. Training and Development/Support
4. Trading
5. Outcome
All CFE cases will have 5 stages and these will show as a flow along the top of the case. The current stage will be highlighted in green and have the word ‘Active’ displayed.
To work through each stage, the user will need to complete relevant information which is displayed below each stage. Any field with a red star is mandatory. 
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[bookmark: _Toc57626139]Checking the Contact Record
The CFE customers will be normally be students.
All current students (and staff) will already be set up as a Contact in CRM. Users need to set up external contacts manually, for example external agencies.

[bookmark: _Toc57626140]Checking the Information on a Contact
To navigate to the Contact:
· Select Student Services.
· Then select Contacts
· Search for the correct Contact.
· Ensure the form is Contact: SA
· Navigate to Student Details
Here you can check the contact information to ensure it is the right person in the case.
Or if you are already in an open case, click on the contacts name to bring up the record. 
[bookmark: _Toc57626141]Activities
To ensure all of our emails and activities relating to this case are stored correctly, it is best practice to add the relevant activity from within the case. To do this, find the middle panel that has the following headings: Posts, Activities and Notes.
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There are separate guides for:
· Adding Phone Calls
· Adding an Appointment
· Uploading Documents
· Sending Emails
· Adding Notes
You can complete any of the above at any point throughout the life of the case. 
[bookmark: _Toc57626142] Processing the Case: Initial Contact
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· Date Case Created –  This is a locked field and will default in the date/time the case was created
· Client Contact Method – Walk in, Phone, Email, Web, Facebook, Twitter, Appointment (this will display further down the case form in the Case Origin field)
· CFE or Careers Indicator – locked field, CFE will default here for you
On the Case Details section of the form you can also populate the following;
· CFE Type – Select the relevant one from the dropdown list
· Client Type – Select the relevant one from the dropdown list
· Follow Up/Target – The date entered here is the date by which the Case should be followed up. By entering a date here, this will ensure the case is displayed on the CFE Case Management Dashboard under the view Cases to Follow up CFE
[image: ]
When the information has been populated and you want to move on to the next stage click the green ‘Next Stage’ to move on.
 [image: ]
You will notice the flag[image: ] will now move to the next chevron (e.g. the Resolve stage). You can also move back a stage by following the same process. 
[bookmark: _Toc57626143] Processing the Case: Initial Response
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Fill out the relevant fields:
· Acknowledged – Yes or No
· Acknowledged date – enter date
· Triage Meeting Needed – Mandatory field, Yes/No/Completed
· Follow Up Date – Enter date
[bookmark: _Toc57626144]Processing the Case: Training/Development/Support
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Fill out the relevant fields:
· Date of Triage Meeting – Enter date
· Startup Visa – Yes or No
· Additional Needs – free text box
· Assign to Others – You can assign this to another member of the team here – this will send them an email to let them know they have a case assigned to them
· Follow up date – The date entered here is the date by which the Case should be followed up. By entering a date here, this will ensure the case is displayed on the CFE Case Management Dashboard under the view Cases to Follow up CFE
· Year of Graduation – enter the Academic year
· Start-up Visa Endorsement – yes or no
· Sector 1 (2 and 3) – You can enter the relevant sector here. 
Click the magnifying glass, and scroll to Look Up More Records to search for the correct sector. 
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The following box will open;
[image: ]
· Search for the sector (you can use the wildcard * to do this), select the record and click Add

[bookmark: _Toc57626145]Assigning a Case to Others

· Click the magnifying glass next to the Assign to Others field and select Look Up More Records
[image: ]

· On the box that opens ensure Look For is set to User and Look in set to User Look Up View. You can then search the staff name (using the wildcard*). Select the record, and Add.
· The team member will receive an email to let them know a case has been assigned to them.
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[bookmark: _Toc57626146]Processing the Case: Trading
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Enter the following details:
· Trading Started – Enter date
· Business – Click to enter the Business (it is likely you will need to create a new Business, further instructions below)
· Funding Received – Free text box
· Follow up date – this will default what was previously entered, but can be changed

[bookmark: _Toc57626147]Creating a Business Organisation

· To create the Business Organisation click to enter on the Business field, then click the magnifying glass and scroll to Look Up More Records
[image: ]
The following box will open;
[image: ]
· You can search to ensure the business does not already exist (make sure you are using the Organisation View as above), and if it doesn’t exist select New and the New Organisation form will open
[image: ]
Ensure you are on the Organisation: Business form (as highlighted above)
Populate the mandatory fields;
· Organisation Name – Enter the name of the Business
· Relationship Type – You must select Organisation
· Owner – this should default to the person who is setting up the business
Then enter as much information as possible in the optional fields including the CFE Information Section
· CFE Follow up date – Enter Date
· HEBCIS – Yes or No
· Funded – Yes or No
· Trading End – Enter date
Once you have entered all the information click Save & Close
You will then be taken back to this box where you need to highlight the record (so a tick appears next to it), then click add.
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The Business name will then display on the Business field of the case record
[image: ]
[bookmark: _Toc57626148]Add Contacts to a Business Organisation
When a Business is created and saved, you can add a contact record to it.
Open the Business record back up (click on the blue name within the case and it will open up the Business Organisation form again), click on the grid view under Contacts
[image: ]
Then click either;
[image: ]
Add New Contact – this will open up the new contact form enabling you to create a new contact, populate the relevant information and save the new contact.
Add Existing Contact – this will enable you to search for an existing contact. Click the magnifying glass, scroll to look up more records, and search for the contact, highlight the name so a tick appears next to the record, then click select and add
When you have added any contact/s required they will display on the Business Organisation record.

[bookmark: _Toc57626149]Processing the Case: Outcome
· Resolve Case: Click on the blue Mark Resolved and a new form will pop out
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· Resolution Type – select the relevant option from the drop down list (please note these options are the same for all teams using cases on CRM – they are not specific to CFE) It is recommended to select Information Provided
· Resolution – Free text box, type Resolved
· Total time – locked field, this will add up any time added to activities e.g. phone calls, appointments etc.
· Billable time – you can add this manually
· Remarks – remarks can be entered here
· Click Resolve
In the Activities pane on the case form it will now show as Resolved 
[image: ]
[bookmark: _Toc57626150]Reactivating a Resolved Case
A situation may arise where a case will need to be reopened. To do this, you will need to return to the case that you would like to reactivate. In the ribbon at the top of the page, there is a button called ‘Reactivate Case’. 
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This will allow you to edit the case and add more components.
[bookmark: _Toc57626151]Cases Created from Campaign Responses
You are able to automatically create Cases for contacts who register interest in a Programme Event (See Event documentation for details).
Once the case has been created, this will appear on your dashboard under the Cases Created From an Event view. These will be assigned to your team. When you pick up one of these cases, you will need to assign it to the correct owner (see instructions on how to assign a case above).
The subject will default to Training and Events. You may wish to amend this (click in the subject field and select the correct CFE subject type, as you would when creating a case). 
The Brief Description will default to CFE – Programme Attendee. You may wish to amend this description as this is the case name, but it is an internal decision.
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You should then continue to process the case as you would any other case.
[bookmark: _Toc57626152]Case Referrals
You can refer a case to another team in LJMU if necessary.
On the Case form, scroll to the Case Referrals section
[image: ]
· Case Referral – select the LJMU team from the drop down list
· Referral notes – Add your notes here. This is a mandatory field. Please be aware that as soon as you enter something here it will send the Referral. If you have no notes to add then you will still need to type something in this box.
****It’s important to note that because the Case form AutoSaves if you type something in the box and then move away from the box the Email to the team selected will be sent.****
[bookmark: _Toc57626153]Case Chevron Errors

If you ever notice that the Chevrons are not correct across the top of the screen for your cases, you can resolve this yourself.

When in a case, click the 3 dots at the top of the page
Select Process
Select Switch Process

[image: ]

The following screen will open
Select SA
Press Select

[image: ]


1

image1.jpeg
X | [VERPOOL

JOHN MOORES
UNIVERSITY





image2.png
V Trading Started 1972020 V Follow up date 19/11/2020

e SLStart up Business

Funging Receved click to enter




image3.png
POSTS |ACTIVITIES NOTES
Al ~ | Add Phone ... Add Task e





image4.png
v Initial Contact v Initial Res|

V' Date Case Created 8 05/11/2020 10:09
¥ Client Contact Method * Email
v/ CFE or Careers Indicator* @ CFE




image5.png
CASE DETAILS

Student™ IR Stephanie Linfield
Brief Description  SLCFETEST2

D 8 CAS-59924-WeM9Y7
Subject* Legal structures

e Type -

Cient Type -

hssigntoOther® & Stephanie Linfield
Course -

Follow Up/Target R




image6.png
SA (Active for 3 days, 3 hours) Next Stage @




image7.png




image8.png
V' Acknowledged Yes V Follow Up Date 11/11/2020
V' Acknowledgement Date 10/11/2020
v Triage Meeting Needed?™* No




image9.png
v Date of Tiage Mesting w2020 V AsignTo Otners® & Stephanie Linfield Startp Viss Endorsement s No Secor dlick to enter
Starus Visa No V Follow up date 19172020 Secter 1 dick to enter
v Addtons Nesds free text V Vear f Graduaton 2019/2020 Sector2 dick to enter




image10.png
V Stte Vs Encorseent
Sezort
Sezor2

[IVITIES NOTES

d Phone Call Add Task

i any activity records.

Yes

0

‘ Sector3

T Aciecs s

03/11/2020 1550

2 Auctonees Vaers
031772020 1550

3 Avor e
031172020 1550

3 Automobie
03112020 1550

& seaut/Cosmetics
0311/2020 1550

[ somedica
031172020 1550

Look Up More Records.

10 resuits

+ New





image11.png
Look Up Record x

Enter your search criteria.

lookfor | secter 1| O3 show oniy My Records

Lookin Sector Loowwp Vi, v

Searcn p= o
Nome Creseson s

|7 ecpmiee @am
Agriculture 03/11/2020 15:50 .
Al Procucisenices o311/0201530
Aoprsotware/Game Devcopmert o311/0201530
srcntecs sumesors o311/0201530
Actoneers Vauers o311/0201530
AT G -

I

50,0766 (1 selecteq) M 4 Pagel b

New Add Cancel Remove Value





image12.png
SIS || v
& Stephanie Linfield

S Alder@ljmuacukL..

Look Up More Recor




image13.png
Look Up Record x

Enter your search criteria.

Lok for User
Lookin User Lookup View
Search Stephanie*Linfied” o

Full Name 4 Main Phone pim &

1-101 (1 slecteq) W 4 Pageld

New Add Concel || Remove Value





image14.png
' Initial Contact v Initial Response

Tading Started - Y Folou i dse 72020
funess ickcto enter

click to enter

Funging Recei




image15.png
it Contact

Traging Started -  Fallow up d
Business o
¢ Funcing B 7104 Jonn Foster Buiding o

& 116 Recmonas Buiding

& 1619 abingdon

4Summary
16-19 Apingdon
4001
CASE DETAILS 201 Recmoncs Buiaing
Student™ = ste

& 3 Dimensions
Brief Description®  SLCFET 6207

o B CAS598 ook Up More Records
Cubiact* Legal st!





image16.png
Look Up Record

Enter your search criteria.

Organisation

Organisation Lookup View

Search Search fo records.

O show only My Records

Organisation Name

# New Comm Pri @ Wester Expansion Area
1,02 Bxchange station

1,06 Bxchange station

1108 John Foster Buiding

118 Redmonds Suiding

16-19 Abingdon
A ——

201 -

1-50 0f 5000+ (1 selected)

M 4 Pagel b

I

ncel | [ Remove Value





image17.png
ORGANISATION : BUSINESS ™

New Organisation -=

“Summary

ACCOUNT INFORMATION

Organisation Name*  SL New Business
Relationship Type*  Organisation
Phone -

Email -

Website -

Parent Organisation -~

Owner* & Stephanie Linfield

CFE Information

CrEFollowupdate -

HEBCIS No
Funded No
Trading End -
ADDRESS

Address 1St 1
Address 1Stz

iy -
Address 1 County
Address 1 StatefProvi
Address 1:ZP/Postal

Address 1: Ci

Country -




image18.png
Look Up Record

Enter your search criteria.
Lok for Organisation v
Lookin Organisation Lookup View v
Search SLNew Business x

O show only My Records

Organisation Name

Orgarisation Number... @

« ,
1o ) W apage
New Add Cancel Remove Value





image19.png
Trading Started —

Funding Received click to enter





image20.png
CONTACTS +
Full Name Primary Personal Em

No Contact records found.




image21.png
Contact Associated View v

= ADD NEW CONTACT L’.‘ ADD EXISTING CONTACT

Full Name

No Contact records found.




image22.png
Resolve Case

Resolution Type *
Resolution™
Total Time

Billable Time *

Remarks

Information Provided

0 minutes

0 minutes





image23.png
POSTS  ACTIVITIES  NOTES
Al | Add Phone Call Add Task





image24.png
=+ New  [& REACTIVATE CASE




image25.png
CASE DETAILS

Student® B Deborah Jane Smith
Brief Description * CFE - Programme Attendee
D B CAS-59947-G7N4K9

Subject * Training and events




image26.png
Case Referral

Case Referral

Referral Notes




image27.png
38 Acsign
5 00 et Decrement Entite.
Swich Proces
I C Share # Edit Process.

@ Email a Link

X Follow




image28.png
Switch Process

Select a different process.

O Phone to Case Process
09/10/2020 by Stephanie Linfield

O Initial Contact to Allocation Process
Not Started

O Initial Contact to Funding Application Process
Not Started

O Initial Contact to Learning Plan Process
Not Started

O standard Case Process

Select

Cancel





