INTAKE &
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EE/Leader/
3rd Party/HR

Are they calling
to discuss another
employee?

hat is this
case about?

Do | need help
answering this
question?

What other case
details should | be
capturing?

CODE Define relationship
CASE between caller and
employee/subject

Select provider group

Use
Quick Code
Method?

Select:

* Process Type Yes

» Case Category Select:

* Issue Type * Quick Code Type
UTILIZE

Access, review,
and attempt
relevant solutions

SOLUTIONS

Was the

solution
successful?

UPDATE Filter and review
NOTES prior case
notes/attachments
|
Add new
notes/attachments
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Save Case Fird Solutions

Is the case
resolved?

‘ Yes

*Once a case is closed @ End call and
it cannot be reopened! close case*

Should the No Now
case be escalated — what
or reassigned? 27?

Now what?
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