CPPA MNCC eCRM

User Guide v 3.0

Effective Date: June 23, 2023

yNAVY -

B



Table of Contents

REFACTOR

LOGGING ON TO MNCC eCRM
NAVIGATING eCRM

ACCOUNT SETTINGS

CREATING A CASE

SUBMITTING A CASE TO TSC
TRACKING YOUR CASES

CREATE A CUSTOM CASE LIST
ADDING OTHER CPPAS TO A CASE
HOW TO CHANGE OWNERSHIP
CPPA ACTION REQUIRED

HOW TO ADD INTERNAL COMMENTS

DOCUMENTING CASE RESOLUTION
EMAIL AND eCRM

BUILD, VIEW, AND PRINT A REPORT
QUICK LINKS

O O W oo NULbh P wneN

N e = =
w O O O O



CPPA MINCC eCRM User Guide 3.0

REFACTOR

The MNCC Refactoring of Personnel and Pay (PERSPAY) and the Human Resource Service Center (HRSC) into a single
application (MNCC). The refactor has also resulted in:

e Consolidated 445 queues down to 33.
e The approval process was removed.
e New process to submit a case to the queue using RT/PC/Routed to fields.
e The new Case tracker provides the functionality to move the case through the process.
e Status-—
o Some statuses have been removed.
o The matrix for who can use what status has been updated.
e The case layout out has been updated with some fields being removed.
e Updating the Case Team to only include CPPAs.
e Removing Approval History from the case layout.

The “22 June 2023 Go Live” is the first of three refactor increments.
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LOGGING ON TO MNCC eCRM

Navigate to https://navynpc.my.salesforce.mil/

Preferred browsers are still Microsoft Edge and Google Chrome (Mozilla Firefox also works).

Log in to MyNavy HR

SB'QSfOfCE Select your ID/PIV certificate when

logging in

For assistance click on the "Need Help
Logging in?* link ang follow the
approprate steps.

Log In Using

Log In with CAC Login
Log In with CAC (Authentication Cert)

Log In wit nt Account

@ EEEEEEE S
DOD ID CA-59
Authentication - [Enter your PIN if requested...click “OK”.

12/6/2020

Ll Fa

Click the radio button

if you agree.

Click “Next”.

salesforce

e Sy vy LEOrC e COm PG00

WOCR BEphCaton wonkd you bhe 10 Bceis’

© Agrpeia st ( Do 0y

WAS

unless you have both
MNCC & PRIMS2.

REFACTOR Directly to the Home Tab
[—————4


https://navynpc.my.salesforce.mil/
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NAVIGATING eCRM

O Seand ¥ = ? p':l P x
MNCC woms "
Cases - g » o
E Recently Viewed Cases o ‘ e You will log onto the same tab
T sntreet. v Sprodl by Tact Wuwsiely' = Fliend by Begers . ) "
Viomad < Lipuitnd  fou sosmach gn | C where you logged off.
€. Tor Comtmr_ | Subjest | Stebes ~ | Pri.. v | DewiT.. ~ | Ce.. v .
- To move between functional
A ) . tabs use the drop down and
select the desired tab.
E Ihcenlly Viewed Contact Records
Updated & few pezandt e Q search.. ‘EE‘ 4?28 '.P 'a_f'
hamg T v | homount Mame | PR v | Bealll 230\ NCC G v
Cases Home Cl e Cwnel
Recently Viewed v # B New Change Gumer
2 items » Updated o few seconds ago 0 o= Search this list.. R RN
. E Contact Records .
CaseN... v  Subject v | Status “ | Date/Time O... v | Case Owner Al.. ~
Cazes by Origin and Open Status
N ) 1 02460751 PERSPAY C Accounts Submitted 4/25/2023 6:47 PM PP LEGAL
Apoord Lo
—1 2 02460794 PersPay ES m Reports Submitted 5/3/2023 9:53 AM PP ESO
E Dashboards
Favorites — 4. Add contact records or cases to your favorites list.

h . U . . U
Global Actions — - Quick access to start a New Contact, New Case, _ﬂ‘
New Note. E| A 70 A "al--"

AN
Guidance Center — =* - If you were assigned learning it would be
located here.

Salesforce Help & Training — ?. Another source for system help.
Setup — $ - (Reserved for Salesforce administrators)

Notifications — A Bell icon, for any cases you have submitted.

View Profile — w - Your specific customizations. Use to get to Account Settings.

ﬁCOUNT SETTINGS \ k|~ @720 @
Step 1: Click your “Avatar” in the upper right-hand corner
Step 2: Click the word “Settings”
Step 3: On the left-hand side of the screen, click “Advanced User
Details”. If prompted to “view in classic mode” click the link to do so

027 sandboemy.salesforcem

which will open up a new tab. e

Step 4: Review key items such as Queue Membership, Role, and Email V' Comiy

to ensure you have the correct information listed. Remember to Compact

switch back to the Lightening Experience when done. If something OATIONS

appears wrong, you can edit certain parts of your account, but other Switch to Salesforce Classic @
\pa\rts will require a new SAAR or an administrator to fix. / e
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CREATING A CASE

To create a case, add members, upload documents, and route to the appropriate processing center follow these steps.

On the “Cases” screen/tab, click the “New” button.

" A acATAL .

Description

Cage Indormation

e

Retated Lisers

LI T

Miw Cate: PeriPay Cate

= B
LS
B -
- TR
» F
« 0
®
o ek B P “

Q. search... |*|'| ﬂ 0 $ -.o I:w]
LLL)
ase MNCC Cases v
Cases
. Ch Ow
Recently Viewed v ¥ ange bwner
2 items » Updated 5 minutes ago Q search this list... fo R R ¢ 7
Case N... * | Subject ~ | Status v ‘ Date/Time O... v ‘ Case Owner Al... v
1 02460751 PERSPAY Case RM Submitted 4/25/2023 6:47 PM PP LEGAL

S aAnn AET AL AR oFem

" m Egan AR

Fill in case details
in the appropriate fields

within the “Description”.

[(Examples on next page) ]
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Internal Comments

NOTE: This field may contain PII.

Case Status Comment

*Subject
LAST FIRST
*Description

What the Sailor needs to have taken care of.
NO PIl in this field!!!

Case Information

Case Number *Request Type
MILPAY

View all dependencies

Date Submitted * Problem Code

Cancel

Save & New
| Subject Line format: LASTNAME FIRSTNAME |

Basic Allowance for Housing (BA...

Q, search.. E‘ f—\ ’) $ 'vo ':ia;f]
EEE MNCC Cazes ~  * @l New Case: PersPay Case X
New Case: PersPay Case -
* = Required Information
Description

v

ﬁse the drop down menuh

Rlissichivee to select required options. “Request Type

Transients v o - Transient
S Depending on the choice e ’
View all dependencies Wiew all dependencies
o o in the “Request Type” N

roblem Code *Problem Code

~nare-- v | options may be limited in [ .
el the “Problem Code” or the e
Routed To “Routed To”; some may oty o (A - 1047950

--None-- Activity Gains (ACC - 104/3XX)
Visw 3l dependznciss @tO'pOpUIate. j Activity Loss
*Status PRECOMSs

Initiated v

" Students

“CPPAUIC *CPPA UIC

Search Accounts.. Q Search Accounts... Q
“Contact Name @ =Contact Name @

Search Contact Records.. Q Search Contact Records... Q

ﬁet “Status” to “Initiated”
Enter your UIC in the “CPPA UIC” field.

Locate and fill in the “Contact Name” for the Service Mem

effect. (i.e. — Separation — date must reflect date member

&he “Submitted Date” is auto-populated.

(preferred), or Name (not preferred). Again, this is the Member’s info NOT the CPPAs.

“Effective Date” click the Calendar icon and enter the effective date of pay. Identifies when this transaction took/takes

~

ber requesting the case. You can search by SSN, DODID

starting PTDY/Terminal Leave)

/
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“Priority” default is “Medium”, follow appropriate guidance if considering a change.
Use the “Related Users” section to add additional CPPAs.

Once you have entered the required information click the “Save” button.

Submitted CPPA Action Reguired Assigned Supervisor Review Pending System Closed

ﬁe case is now initiated. Before you submit the case to the TSC, attach the required supporting documents by cIickinA
the “Upload Files” or dragging and dropping the files in the Files section.

Naming convention for docs: LastFirst_DODID_Request_Type (ex. LastFirst_ 1111111111 BAH)

When file has completed uploading click “Done”.

SUBMITTING A CASE TO TSC

Verify all information is correct, click “Submitted” in the case tracker, then click “Mark as Current Status”; the case is
Qbmitted to the queue. /

Q, search.. |*|" -ﬁ 0 $ -.‘ ':w:'
Cases v Notifications Mark all as read X
If the status changes or comments are made ™
you will receive a “bell” notification in eCRM | ases v # e L B e U aied _
X Case 02461275 has been updated to the status of Submitted
as well as an email. s
adayago e
act Name ~ | Subject VTSEWS Y [ FrIOT... Y [ DAt/ TIime Upe... v | Wase .. v
ctiveMzles33 PersPay Legal Restricted Submitted Medium 4/13/2023 12:49 PM PP LEGAL -
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TRACKING YOUR CASES
CPPAs are only able to see cases they have created or cases where they were added as a team member.

There are two preferred ways for CPPAs to find cases to which they are assigned:

Q, search...
EE MNCC Cases ~
Cases
Recently Viewed v
2 items {
Q, Search lists...
1 MNCC Training
2 MNHR_eCRM _Tier2_HELPDESK
MNP FATT
MNP OPS Search: All w CPPA
st MNCC H T1FS CPPA Public Dashb F
ese ome S ublic Dashboard + LI
MyApps_Technical Support = Dashboard a CPPA
T2ASME CPPA Public Dashboard + DD Oitems
MNavy Reserve Project Office (NRPO) ﬂ Cases ) a Dashboard
NETC N33 Detailers Recently Viewed Cases T1FS CPPA PUBLIC DASHBOARD ol
2 items » Sorted by Case Number « Filtered by Re Dashboard
NETC-MNT Copy of CPPA CASE TRACKER
Case... T\ | Contact Name¢ Report
CPPA action required
02460751 test test Report
2 02460794 testActiveMale
!‘ —  MNCC CPPA Tier 1
R ” . B . " Cases List
You can pmn the list to keep it available and E Contact Records .— PP MILPAY-TSC NRFK CPPA LEVEL |
Recently Viewed Contact ~  cCaseslist
then select the case you want to process: 3 e  Sorted by Name - itred by Recenty\
(If you know the Sailor’s name or case number, you can use the search field.)
/~ CREATE A CUSTOM CASE LIST N\
1. On the “CASES” tab, click the “Gear” icon for the LIST VIEW CONTROLS.
2. Select “New” or “Clone”.
3. Give your list a name and select who can see your list.
4. Click the “Gear” icon for the LIST VIEW CONTROLS again.
5. Click “Select Fields to Display”. Highlight the field to be added (from left field) or removed (from the right field)
use the middle triangles to make the move. Visible fields can be rearranged by highlighting then moving
\ up/down using the triangles on the right. Click “Save”. /

Select Fields to Display

/6. Filters can be added. Click “Add Filter”. In the pop-up \

Available Fields Visible Fields . . .
-1y . | under “Field” select the column that is to be filtered,
Date Submitted Case Mumber
followed by the operator and the Value (may be more than
Date/Time Closed Contact Name X . .
T “ _ ~ | onevalue). Click “Done”. May add multiple filters, once
i Effective Dat .
pete/Time Qpenes - complete select “Save”. You may remove any filters later by
Fistteme sueet \clicking the “x” to the right of the particular filter. )
Last Modified By Alias Status
Last Modified Date Case Origin

Cancel Save
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/ ADDING OTHER CPPAS TO A CASE \

To add a Case Team Member use the “CPPA” field in the “Related Users” section on the Details tab for that particular
case.

o Click on the pencil icon.
o Search for the CPPA in the box.
o Select the CPPA’s name to add.

To delete a current Case Team Member, click the CASE TEAM MEMBERS, click the next button at the end...find the
wmber of the CPPA you wish to remove, enter the number in the box at the bottom and click Next. /

HOW TO CHANGE OWNERSHIP

Q, search... |£E| S ?26A '-‘g@f'
EEE MNCC Cases v
If you are the Case Owner (currently PP
c - s L
Recently Viewed Cases v | # New wreevier | LEGAL), you select the case by clicking
1 tem selectes search tis it #- =- ¢ ¢ ¢ 7 |inside the case’s box on the left (places
- Case..t | ContactName  ~  Subject \ | Status | Prior... v | Date/Time Ope.. »  Case Owner Alias the check mark) then select Change
1 02460338 testActiveMale533 Submitted Medium 4/13/2023 1249 PM Owner
2 02460343 testActiveFemale633 Submitted Medium 4/14/2023 7:00 AM PPESO
k) 02460751 test tect PFRSPAY Case RM Subhmitted Madium 4/25/2023 A:47 PM PP | FGAI
& sexcn. R @a?2aa
Or, 23 MNCC Cases D testActiveFemale6i3.. v X
You can click the down arrow box at the G New | Change Oumer | rivable view
K . . Recently Viewed Cases v #
rlght Slde Of the case llne and Select “Change :g\t:ms-iurted by Case Number « Filtered by Recently Viewed » Updated 4 minutes [ a-|z-[e|lslely
Owner” (must still have been the current Cor. t | Comter. | Subiect | Swtus v | Prio.. v | Det/Time Ope.. v | CaseOwnar s
case owner) 1 02460338  testActive.. PersPaylegal R..  Submitted  Medium  4/13/20231249PM PP LEGAL v
2 02460343 testActive..  Restricted Pers.. Submitted  Medium  4/14/2023700AM PP ESO Edit
3 02460751 test test PERSPAV CESE o Submitted Medium 4/25/2023 6:47 PM PP LEGAL Delete
4 02460794 testActive... PersFay ESO Submitted Medium 5/3/2023 9:53 AM PPESO
/" CPPAACTION REQUIRED N\

Any case returned with a status of “CPPA Action Required” will generate a notification (bell icon). Click the bell icon and
select the case to open.

Review all the case comments to be sure what is being requested. Provide additional/updated documents or required
comments; review the Guidance for Success then add a comment in the “Case Status Comment” field. Clear comments
save time. Click “Save”.

Qck “Submitted” status, and then click “Mark as Current Status”. The case is now back in the queue. /
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HOW TO ADD INTERNAL COMMENTS

(o )

Open the case and select the

A ~ Gmam vy “Details” tab and click on the “  ”
o pencil icon in the “Internal

Key Feids ten. Guidance for Success Comments” field and enter your
e comments and save.

- )

Sailor Record . 02241553 Case Comments (3)
+
- 4
O w
¥

DOCUMENTING CASE RESOLUTION

As a CPPA, it may be rare for you to close a case it, but if you do, adding a Case Resolution is mandatory in MNCC. This
clearly states the end state of the ticket and can show why you made your decision. Even the most basic case may be

reviewed at some time in the future to answer a question. A clear resolution comment is the key. Additionally, after a
case is closed the Key Supporting Documents and comments are locked.

EMAIL AND eCRM

Always remember the email function within eCRM is NOT as secure as NMCl’s Outlook email (always encrypt emails
containing PII). You may NOT send any PIl through the eCRM email tool.

NOTE: Document any emails you send using Outlook within the case’s internal comments, (cut and paste).
NOTE: If using e@CRM email, MNCC will check that the email address is still valid before sending.

NOTE: If corresponding with someone who has MNCC eCRM access in another office about a case use the case
number to minimize the amount of Pll being sent

BUILD, VIEW, AND PRINT A REPORT

There are already over 120 reports and 40 report types.

Q, Search...
LL L)
e MNCC Home v
m Home
Cases New
Recently Viewed Case ) -
0 items = Sorted by Case Number « Filtered a ases i )
Viewed » Updated a minute ago search this
E Contact Records
Cas... T~ | Cont... ~ v | Priority
Accounts
m Reparts -
E Dashboards

10
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Q Search... ‘é’lj ‘Av ’) Q ‘.‘ w
is MNCC Reports v
Reports
Recent Q Search recent reports. New Report New Folder o~
1 item
REPORTS Report Name v | Description v | Folder v | Created By v | Created On v | Subscribed
I Recent Cases by Origin and Service Dashboards _ 11/13/2018, 10:32 AM P
Open Status Reports
Created by Me
[Click “New Report”. ]
Q search. N@a2 el
555 MNCC Reports ~ [ Report Builder v X

You can search through all
available reports or search by

Create Report

Category Select a Report Type report name.
Recently Used O cas Q
All

Y Filter (0)
Accounts & Contact
Records Report Type Name Category =

Contact Records with PFAs with BCAs Custom hd
Customer Support
Reports Cases Standard A

Case Lifecycle Standard A
Activities

Reports v | Report Builder v X

Create Report

Once you locate the needed

] “u 2 i x
report click the “Start Report . SelectaReport Type Details
button. Q cas o Cases
Standard Report Type
Y Filter (0)
- :
Report Type Name Category
Contact Records with PFAs with BCAs Custom v
(i) Details 1= Fields {
Cases Standard A
Case Lifecycle standard A Cronted Ru V, -
reatad Ru Vou
Q sesrch. Fa2?2ua @ o« . o
i With “Update Preview Automatically
i35 MNCC Reports v [ Report Builder v X A q .
selected, the list will update in real-
REPORT ¥
New Cases Report #  Cases Save B fun Save | ¥ || Close m time.
> = Qutline ¥ Fitters @ © Previewing a limited number of recards, Run the report to see everything. Update Preview Automatically
Case Owner [/ | Subject *| | Date/Time Opened [¥] | Age [¥] | Open [¥] | Closed [*] pu
Groups
B crour rows 1| SupportGroup  Selection Board Superviser 2/23/2023 1:31PM o0

<Par e Test DD You can group rows by case
information. Select the “CASE

INFORMATION” dropdown to set the

Support Group 2/24/2023 7:50 PM

ladd group... Q

F-1pport Gro

1

CASE INFORMATION ipporiGroup  Release 80,0 3/1/2023 11:03 AM

Case Owner

| \pport Group  Release 3.0.0 3/1/2023 209 PM [m}
Case Owner Alias A R
\pport Group  Selection Board Agent 03022023 3/2/2023 243 PM 10O criteria.
Case Owner Role
Crested & \pport Group  ePAR Email Test CH /3/2023 8:43 AM 0O
reated By
Created Alias \pport Group  test zc surveyt /3/2023 9:07 AM o O
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Q sewd @e?2ea W
.e =
2r MNCC Reports v & Report Builder v X
e SEIE =
Add Chart Save & Run Save hd lose
New Cases Report #  Cases
> = Outline Y Filters ° @ Froviewing a fmi nbe yrds. Ris to see cverything Update Preview Automatically
P
3 .
7] * Case Owner 7 ¥ Subject ¥ Date/TimeOpened ™ Age ~ Open Closed ¥
i Groups §
0 PP ACTIVITY GAINS EAS PP case 3/1/2023 445 PM 9 O
. Subtotal
Jdd group
PP ACTIVITY GAINS N PP Case submission 2/23/2023 1123 AM 168 (w)
Case Owner x
Subtotal
W M 1) GAINS WEST PP Case submission/Dual # 7 322023 931 AM (]
Add group Clerk in the retactor 2/22/2023 444 PM a
Subtotal
PP ESO Create Restricted PersPay Cases 3/2/2023 10:30 AM a
Columns ¥ NOT A TEST MAP PXG TEST, BUT NOT A TEST 3/2/2023 1022 AM 2 a
Add column Create Restricted PersPay Cases 37272023 10AS AM 1 o
Subject x PP Case submission/Dual # 9 3/2/2023 S44 AM 2 a
Date/Time Opened X Create Restricted PersPay Cases 3212023 £38 AM 3 o
= hge X Row Counts Detall Rows subtotats @D  Grana 1ot €D
O Omni-Channel (Offline) @ History 8@ Notes
i.e. — Cases grouped by Case Owner.
Q, Search...
Reports ~ [l Report Builder v X
REPORT v
New Cases Report #  Cases

Qlumn...” box.

(ou can add columns to your report by selecting ”A@ ?
Column” under Columns section.

Available items can be added to your report.

Items already within your report can be removed by
clicking the “x” after the item below the “Add

‘= Outline

Groups

B GROUP ROWS

Add group...

Columns

)

Add column...

Case Owner

Subject

12

Y rilters o

O\

€ Previewing a limited number of records, Run the report to see e

@

-

Case Owner | ¥ | Subject ¥ Dat
Support Group  Selection Board Supervisor

Support Group  ePar Email Test DD

Support Group Release 9.0.0 GIMME

Support Group Release 9.0.0

Support Group Release 9.0.0

Support Group  Selection Board Agent 03022023

Support Group  ePAR Email Test CH

Support Group  test z¢ surveyt
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. EEE MNCC Reports ~ | Report Builder v
-Filters:

REPORT =
30 Day Monthly Cases Jul 26 to Aug 26 #  Cases

Adding Filters sets the report to display only the requested

info ‘> = Outline Y Filters o @ Previewing a limited number of records. Run the repor
% Filt:
w iters v
Click “Filters”, Click “Add Filter...” select needed filters. o~
Show Me
All cases
Opened Date Edit Filter X
Jun 26, 2022 - Aug 26, 2022
. .. ( nits Units
(Note: The default Units is in hours.) ‘ o o .
Queue Name Minutes
starts with MyApps_Technical I
Support " Hours
Once parameters are set click the “Run” button in top right of e Do A
the area.
Q, Search... |£E‘ -"‘\— 0 $ -!- 'w'
Report Sh0U|d dISp|ay. \ EEE MNCC Reports ~ & Report Builder v X
REPORT »
To save the report, to be run later, click 30 Day Monthly Cases Jul 26 o Aug 26 ¢  Cases o ¢ B sernn [ [+] e | [EER)
the drop down arrow (tOp rlght) next to > = outline ¥ Fitters @ e e T T e et gptdate::m;f\-;
“Edit”. Then click “Save”. Update report | | 2 s =
&
name, also advisable to add a thorough ac fier..
. o . Tickets for JUN 26 2022 to AUG 26, 2022
description, and where you want to look e
for it next time; can create your own S
folder (button bottom left of select E— o
Units 0 results foun
area). Days
K / Queue Name
starts with MyApps_Technical
Support

[If you want to save a copy of the report click “Export” vice “Save”. ]

QUICK LINKS

MNCC Website
https://flankspeed.sharepoint-mil.us/sites/MyNavyHR MNCC/

CPPA Resources
https://www.mynavyhr.navy.mil/Support-Services/MyNavy-Career-Center/Pers-Pay-Support/CPPA-Resources/

CPPA Pro-to-Pro Cell can be reached Mon-Fri from 0700-1900 Central Time by calling 1-833-330-6622 and
pressing 2 when prompted.

eCRM Refactor Training for CPPAs:
https://rise.articulate.com/share/3XU1GWwraDgJtsXnNUCRrjPrelJ6pLAO#/

13
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