
 

CRM T R A I N I N G  

s i m p l e   b e t t e r   d i f f e r e n t  
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T R A I N I N G
CRM

GOALS 
     Improve customer service
     Visibility into customer requests (types and quantity)

ACCESSING CRM
     Internet browser (http://crm)
     Outlook client

GENERAL CRM CONCEPTS
     Accounts
     Contacts
     Cases
     Centers

CASE CREATION
     Incoming emails into cases
     Each CSS email address has separate queue
     Each department has a queue

REVIEW AND UPDATE CASE
     Original email
     View
     Reply
     Email tracking
     Account
     Emkay unassigned cases
     Accounts matched by
     email address

VIEWING CASES

QUESTIONS & ANSWERS

Update subject
Case assignment
Accept case
Assign to a department queue
Working the case
Updating notes
Resolving cases
Assigning cases

Vehicles
Queues
My Workplace
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T R A I N I N G
CRM

WORKPLACE
ACCOUNTS

CONTACTS

CASES

CENTERS

VEHICLES

QUEUES

MY WORKPLACE

MY WORKPLACE

MY WORKPLACE

QUEUES

MY WORK

CSS QUEUES

QUEUES



HEX f68820

HEX f8952f

HEX f99f3e

HEX fbaf33

HEX fcc365

HEX fbd497

HEX 4f286c

HEX 6d2e8e

HEX 814b9c

HEX 855fa8

HEX b295c5

HEX cbbdd9

HEX 3e6f91

HEX 7491a5

HEX 90b3ca

HEX a3bd0b

HEX c2d318

HEX cedb53

HEX 525252

HEX 6f6f70

HEX 949494

HEX a8a7a8

HEX c4c4c4

HEX cecece

EMKAY WEBSITE COLORS

HEX 3b1755 HEX 1e5071 HEX 303030

T R A I N I N G
CRM

CASES AUTOMATICALLY CREATED BY EMAILS

ORIGINAL EMAIL THAT GENERATED THE CASE

Cases automatically created by emails sent 
into the test CRM Cases queue.

The email that generated the case can be 
found in the History section of the case.
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T R A I N I N G
CRM

ORIGINAL EMAIL THAT GENERATED THE CASE

REPLY TO ORIGINAL EMAIL

Choose the queue as 
the from address.   

The regarding field ties 
the email to the case.
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T R A I N I N G
CRM

EMAIL REPLY FROM CRM

CUSTOMER RESPONSE IN THE QUEUE

CRM tracking in the subject line automatically 
routes emails into the history area of the case.

Customer response shows up in the queue but it does 
not automatically create a case due to the tracking. 
Remove from queue option in More Actions.
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T R A I N I N G
CRM

UPDATE CASE

CASE IS NOW IN THE DEPARTMENT QUEUE

Update case information fields. 

The case has been moved to the 
department queue.

Assign to another user or queue.



HEX f68820

HEX f8952f

HEX f99f3e

HEX fbaf33

HEX fcc365

HEX fbd497

HEX 4f286c

HEX 6d2e8e

HEX 814b9c

HEX 855fa8

HEX b295c5

HEX cbbdd9

HEX 3e6f91

HEX 7491a5

HEX 90b3ca

HEX a3bd0b

HEX c2d318

HEX cedb53

HEX 525252

HEX 6f6f70

HEX 949494

HEX a8a7a8

HEX c4c4c4

HEX cecece

EMKAY WEBSITE COLORS

HEX 3b1755 HEX 1e5071 HEX 303030

T R A I N I N G
CRM

CASE IS NOW IN THE DEPARTMENT QUEUE

UPDATE CASE NOTES

Add notes to the case.

Accept the case to move out of 
queue into My Work.

RESOLVE/CLOSE CASE

Choose Resolve Case.
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T R A I N I N G
CRM

RESOLVE/CLOSE CASE
Enter case resolution information.

VIEWING CASES

View open cases by team 
regardless of queue.
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T R A I N I N G
CRM

NOTES


