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Presenter Notes
Presentation Notes
Welcome to this lesson on basic PERSPAY eCRM









Objectives

» Properly access the PERSPAY eCRM.

e Utilize PERSPAY eCRM to
* (Create cases
e Submit documentation
« Update information to satisfy Sailors’ requests
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Presenter Notes
Presentation Notes
The objectives of this lesson are to understand the steps to properly access their account on PERSPAY eCRM.

And, then utilize PERSPAY eCRM to create cases, submit documents, and update information to satisfy Sailors’ requests.

Salesforce – is the company / COTS Customer Relationship Management developer, and you will see Salesforce when you login but for clarity we do not call it Salesforce
You will also see ‘salesforce’ in the link to access eCRM.
The MNCCHRSC has a version of eCRM known as “HRSC eCRM“
For clarity the system CPPAs are using is known as “PERSPAY eCRM“



Introduction

In this lesson we will cover:

* PERSPAY eCRM Logon

» Basic familiarization

* Creating a case

» Uploading & viewing documents, comments, and
history

 Personally Identifiable Information (PII)

* FAQs

B Bmynavy -

Approved for Public Release; Distribution is Unlimited


Presenter Notes
Presentation Notes
In this lesson we will cover:
 
PERSPAY eCRM Logon
Basic familiarization
Creating a case
Uploading & viewing documents, comments, and history
PII
FAQs





Access eCRM using: https://navynpc.my.salesforce.mil

salesforce
salesforce

IE ki ! Log in to MyNavy HR
[MyWAVER|

dewice attached to this 15],

jour ID/PIV certificate when legging in

e 4} LOG IN WITH CAC

Unlock your account (Requires CAC).

About MyNavy HR | Privacy Policy

rmeartt (LE), and counterintelligencs (C1)

ons.

asures (e.g.. authentication and

Remember me interests--not for your

or work proc
services by
assistants. 5 M L
private and confidential. See User agreement fior details

’ o
* User Agreemes

Click Radio Button OM
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Click CAC Login
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Presenter Notes
Presentation Notes
Yes, the logon starts with the “salesforce” emblem.
Must use the CAC Login. Username and password is not allowed.
Remember to use the Authentication Cert.



Navigating PERSPAY eCRM
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© Search
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O %) Avatar: User Settings: Personalize
customizations (©Display Density: How much info is shown
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Presenter Notes
Presentation Notes
Once you logon it may take a few seconds for the screen to populate.

Navigation Tab lets users quickly switch between features.
Search Window allows users to search all of eCRM. Use the “All” dropdown to the left to limit search parameters to selected types of information.
Salesforce help and Salesforce training 
Notification  - this is for viewing notifications for cases you have submitted.
Avatar – this is where users will customize their displays



Home Menu

EEE MNCC Home v B 00200762 Case
Cases e ’ N ‘ prinable view | Links To Training
Recently Viewed Cases lew Change Owner rintable View
= = coarch thic lict . y CPPA Resource
6+ items « Sorted by Status » Filtered by Recently Viewed » Updated an hour ago ‘ 5 ‘ & ‘ L‘ D
[ ] Case Number \/ | Contact Name v | Subject v | Status T v | Priority \ | Date/Time Opened \v | Case Owner Alias v
1 Medium 2/3/2025 4:45 PM E\
Contact Records - ‘ —— ‘
New rintable View
Recently Viewed Contact Records
‘QE%;::"‘::’. ‘ gl ¢
+ items » Sorted by Name « Filtered by Recently Viewed « Updated an hour ago el
Name * v | Account Name v | Phone v | Email v | Contact Owner Alias v

© Case Tabs: Your open cases appear as tabs
O Recently Viewed Cases

© Recently Viewed Contacts
O Link to CPPA Resources in MyNavyHR
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Presenter Notes
Presentation Notes
Every case you open will become its own tab and will remain until you close it




Sorting Information

< AMERICA'S

>
4

el

::E MNCC Home hd

e
ases

Recently Viewed Cases

4 minutes

6+ items « Sorted :q Number » Filtered by Recently Viewed - ,0
Case Num e v | Contact Name v | Subject

@ Sorting Arrow: Change sorting for the list
@ Drop-down: Change the view of content

© Refresh: Refreshes selected list
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15057 NOOO? 21 Naw Madi Q/22 /2020 M
UL 10002 NUUUZZ .. NEW vedaium /242020 ... IV

AN242EE0 A D e ANAaA 19290 7/79°09
DO31355¢ AN . Closed viedium 2/ 10/202
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Presenter Notes
Presentation Notes
Sorting Arrow allows users to sort highest to lowest OR lowest to highest
Drop down allows users to wrap text or clip text
Refresh regularly




Creating a case

i‘gfgll(lltl‘!
"ﬂm" ‘ Q Search
Emt
EEE MNCC Home v I | Case I
Caseb I N Change Owner Printable \ ‘
. New Change Owner rintable View
Recently Viewed Cases -
‘ Q ‘ G| ¢
6+ items » Sorted by Status » Filtered by Recently Viewed » Updated an hour ago -
[] CaseNumber v | ContactName v  Subject v | Status T\ | Priority \ | Date/Time Opened v | Case Owner Alias \%

(] os318212 Assigned  Medium  2/3/2025 4:45 PM pfigu

@ Sclect “Cases” from the Navigation Tab
© Sclect ’New”
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Presenter Notes
Presentation Notes
To open a new case locate “Cases” on the Navigation dropdown
Then select “New” near the right side of the screen
Then enter the required fields (covered on the next slide)




Creating a case (cont.

EEE MNCC Cases v B New Case

\_/ PersPay ESO Restricted

\_/ PersPay Legal Restricted

rsPay Medical Restricted

{ el
'] 1]

@ Sclect “Type of Case”
@ Select “Next”
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Presenter Notes
Presentation Notes
To open a new case locate “Cases” on the Navigation dropdown
Then select “New” near the right side of the screen




Creating a case (cont.

CPPA compiles, vertifies,
| and submits the package to
servicing TSC via PERSPAY

ise Information
eCRM.

--None--

o e 2 See eCRM Library in CPPA
= " * Resources for Routing Guidance

e 0 [ -| €= If you do not put it in
submitted it will not be
(i o) [ e . routed.

© Make entries for: Subject, NOTE: Don include
Description, Request Type, PII in the Subject or
Effective Date, and Status Description

Approved for Public Release; Distribution is Unlimited
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Presenter Notes
Presentation Notes
To open a new case locate “Cases” on the Navigation dropdown
Then select “New” near the right side of the screen
Then enter the required fields (covered on the next slide)




Creating a case (cont.

CPPA compiles, verifies,

| 4| and submits the package to
servicing TSC via PERSPAY
eCRM.

See eCRM Library in CPPA
Resources for Routing Guidance

| N = -| €= If you do not put it in
submitted it will not be
(e 1) e . routed.

© Make entries for: Subject, NOTE: Dont include
Description, Request Type,
Effective Date, and Status
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PII in the Subject or
Description
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Presenter Notes
Presentation Notes
To open a new case locate “Cases” on the Navigation dropdown
Then select “New” near the right side of the screen
Then enter the required fields (covered on the next slide)




Creating a case (cont.)

Troub

Trouble Ticket Date )

B |
(o e
o Make entries for: CPPA UIC, Contact Name (Sailor’s

name, not CPPA), and Sailor’s DODID/SSN

© Verity all information is correct. Click “Save”
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Presenter Notes
Presentation Notes
To open a new case locate “Cases” on the Navigation dropdown
Then select “New” near the right side of the screen




Uploading Documents

=
v a

Pers-Pay Service C... Home v 00200762 v X
Cases Nei
Recently Viewed v ¥ =
30 items * Sc ted by Case Number + Updated a few seconds ago Search this list B =Y G 9
Vv | Status Vv | Date/Time Opened Vv | Case Owner Alias v
Submitted 10/7/2020 12:53 PM cppa-16 v
val Process Closed-Complete (Closed) 10/7/2020 3:21 PM cppa-20 v

© Seclect the case to attach documents Case Comments (0) -

© Click arrow -- select Upload Files Fles 0)
© Upload Files or Drag and Drop (3]

Note: All Pay, Personnel, and Travel cases impacting pay NOT certified by
the CO, must include an approved DD Form 577 for the “certifying officer”. -
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Presenter Notes
Presentation Notes
Two most important steps:
	1. Make sure document is legible before uploading
	2. Make sure you have the correct case selected





Viewing Documents

& NAUY B

MNCC ‘ Home v @ 00200762 v X
Cases [ 1
’ Recently Viewed v ¥ | P2 case Comments (0) * |

30 items - Sorted by Case Number * Updated a few seconds ago

Case Number 1 m Subject 1 v | Status Files (1)
1 00200102 smoketest1 Submitte I & I
" ; e

00200110 AN test Approval Process Closed-C¢

@ Select the case to view

Case Team (1)

© On the right click on the File to be downloaded

© Click Download and select Save As or Open

Approved for Public Release; Distribution is Unlimited
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Presenter Notes
Presentation Notes
Be mindful about downloading any documents that contain PII.




Internal Comments

@ Find the Details tab
© Sclect the Internal Comments pencil

© Add

comments
Details Feed Activity :—:i”- then Click

mf 2 Save

TEST TEST
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Presenter Notes
Presentation Notes
Internal comments are NOT viewable by the customer.
Always be professional in your comments.
Be thorough as you will probably NOT be available to explain your comments if someone else is updating the case later on.



) 0 @ Sclect the “Feed” tab, this is

Details Feed Activity .

T : 9 where most of the “conversation”
— or “feedback” will be located in
regard to the case.

« © The email option will allow an
1 - . hustnow v email to be sent to the TSC, CPPA,
Please attach KSC or Member for notifications outside
MR of Salesforce. Most emails will
come 1n the for of a MNCC email.
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Presenter Notes
Presentation Notes
Be mindful about downloading any documents that contain PII.




View Case History

M:.I Cavps w &

@ Seclect the case to be viewed

@ Select the Activity tab

© The Case History box will appear

Approved for Public Release; Distribution is Unlimited

Why should the Case
History be reviewed
before starting to
work on a case?
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Presenter Notes
Presentation Notes
History and Internal Comments can save CPPAs a lot of time and work. Be sure of what the task is before you start working on what you think it may be.



CPPA PERSPAY eCRM Command Dashboard @&

The "CPPA Command" Dashboard is available in PERSPAY eCRM as of 1 Nov 22.

CPPAs are encouraged to familiarize themselves with dashboard functionality to
support command leadership in providing case information and additional case
reports, as needed.

The instruction guide identifies essential information to help CPPAs understand
access to the elements of the dashboard and system access requirements.

CPPA PERSPAY eCRM Command Dashboard guide can be found on the CPPA
resources page. https://www.mynavyhr.navy.mil/Support-Services/MyNavy-
Career-Center/Pers-Pay-Support/CPPA-Resources/ECRM-Dashboard/

Approved for Public Release; Distribution is Unlimited
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Standard Operating Procedure SOP

Start
Service member

requires a pay or
personnel case.

Step 1
DLEP R - ] - Step2 Step 3 Step 4
CPPA verifies, - Assiened .
. gne Assigned PS
gathers docs, Supervisor Clerk
and uploadsto ' assigns case ' h marks case
PERSPAY to Clerk. processes the complete.
eCRM. case.
End Step 6 Step 5
Customer CPPA informs CPPA re.ceives
. customer the an e-mail that
verifies case . ' .
. case is case is
is complete. complete. complete.

-]
Approved for Public Release; Distribution is Unlimited M & E MYNAW T


Presenter Notes
Presentation Notes
This is a graphic depiction of the PERSPAY eCRM Basic Standard Operating Procedures for running cases through that application.  


Transaction Service Center and

Regional Support Center Locations

Transaction Service Centers & Regional Support Centers (CONUS)

TSC Great Lakes (43102)
New Accessions

RSC Great Lakes

o

TSC Norfolk (62574)

IN “\s Separations & Retirements
wv VA . MD Reserve Services
KY oe RSC Norfolk
TSC San Diego (68556) = NC 1~ R:gtf" Nex L::ndo;c
Gains & LOSSes (W coast, Hi, 4K - oK \ 4 ashington
., - AR [ sSC
RSC San Diego
RSC Everett

TSC Pensacola (43081)

RSC Pearl Harbor ,_1\‘_4 Gains & Losses (E Coast)
S ———— e ——

2 LA (|
i RSC Pensacola

2 AK = - FL RSC Jacksonville
PL=) & . \{
B
HI D

TPC Memphis (43322)

® S — S )
Advances and PCS Claims \\\J
&
-~ .

RSC San Diego (4155B) RSC Pearl Harbor (0012N) RSC Norfolk (6699F) RSC Washington DC (6687F) RSC Jacksonville (0009B)

BSC_San Diego@us.navy.mil RSC_Pearl Harbor@us navy.mil BSC_Norfolk@us.navy.mil RSC_Washington DC@us.navy.mil RSC_Jacksonville @us.navy.mil
RSC Everett (0010B) RSC Great Lakes (4157B) RSC New London (49294) RSC Pensacola (4156B)

ESC_Everett@us.navy.mil RSC_Great_Lakes@us.navy.mil ESC_New_Londen@us.navy.mil RSC_Pensacola@us.navy.mil

Visit your RSC's SharePoint: https://flankspeed.sharepoint-mil.us/sites/MyNavyHR_MNCC/NPPSC/SitePages/Regional-Support-Centers-(RSC).aspx
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Transaction Service Center and Regional,
Support Center Locations OCONUS |

b i TSC Naples (43496) P S i
i v Reenlistments & Extensions | e S e A 7 LEm= -
e ] | S RSC Naples S e Y S T
\ B  S— ? RSC Bahrain i A { / j ':. 1 =
, ey 7 '
g W N ¢ TSC Yokosuka (43387)
i ; ' PN A @ Gains & Losses (OCONUS)
i A [ . ! g 7 RSC Yokosuka
L / S ’ RSC Guam
b w5
RSC Yokosuka (4158B) " 7 RSC Naples (4159B)
R3C_Yokosuka@us.navy.mil : E5C_Naples@us. navy.mil
RSC Guam (6689F) RSC Bahrain (0003N)
RSC_Guam@us.navy.mil RSC_Bahrain@us navy.mil

Visit your RSC's Shareli'_‘oin_i: https://flankspeed.sharepoint-mil.us/sites/MyNavwyHR_MNCC/NPPSC/SitePages/Regional-Support-Centers-{RSC).aspx
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PII on PERSPAY eCRM

e eCRM can store and transfer PII but its email tool is
NOT cleared to send PII material

 NEVER put PII into the case ‘Subject’, ‘Description’, or any field
automatically included in eCRM emails

e Use NMCI Outlook if sending emails containing PII to Sailors or DoD
*Ensure emails are encrypted

« Make an ‘Internal Comment’ in eCRM about any customer emails
sent using Outlook

B Bmynavy -
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Presenter Notes
Presentation Notes
PERSPAY eCRM enables designated CPPAs to send pay and personnel documents in a safe and secure manner to the supporting Transaction Support Center (TSC). 

But the eCRM email function is not accredited to send PII, to send any PII material to customers use MS Outlook (encrypted email) and make an Interior Comment in the case with the internals of that/those emails.




Resources

« CPPA Resources Web Page

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

« MNCC PERSPAY eCRM SharePoint site

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

* Functional mailbox for account issues: askmncc@us.navy.mil
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1. Can cases be edited or modified once submitted in PERSPAY
eCRM?

Yes, cases can be edited after creation. Any PERSPAY eCRM
user, assigned to the case, can edit the case.

Cases can not be deleted once created. If information is incorrect
or missing the TSC can return it to the CPPA to be corrected.
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Presenter Notes
Presentation Notes
Q. Can cases be edited or modified once submitted in PERSPAY eCRM?

A. Yes, cases can be edited after creation. Any PERSPAY eCRM user, assigned to the case, can edit the case.


2. Do emalil notifications reference the Sailor’s name and case ID
number?

Yes, if the case contains the Sailor’s and CPPA’s contact information. The
CPPA and Sailor will receive automated email notifications. These
notifications will reference the Sailor’s name, case ID, subject, and
description.

NOTE: Do NOT include PII in a case’s subject or description field since the
automatic email function employed by eCRM is not accredited to protect PII.
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Presenter Notes
Presentation Notes
Q. Do email notifications reference the Sailor’s name and case ID number?

A. Yes, if the case contains the Sailor’s and CPPA’s contact information. The CPPA and Sailor will receive automated email notifications. These notifications will reference the Sailor’s name, case ID, subject, and description. 



3. Can cases be created without internet connectivity?

No, internet connectivity is required to access PERSPAY eCRM.

Sailors in a disconnected environment will need to work through their
supporting shore activity.

Approved for Public Release; Distribution is Unlimited
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Presenter Notes
Presentation Notes
Q. Can cases be created without internet connectivity?

A. No, internet connectivity is required to access PERSPAY eCRM.  
Sailors in a disconnected environment will need to work through their supporting shore activity.



4. Where can I find more information on creating cases in
PERSPAY eCRM?

Quick Start Guides (QSGs) on how to create, update, resolve cases can be
found on the CPPA Resources page.

-
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Presenter Notes
Presentation Notes
Q. Where can I find more information on creating cases in PERSPAY eCRM? 
A. Quick Start Guides (QSGs) on how to create, update, resolve cases can be found on the CPPA Resources page.


5. What are some common issues with
PERSPAY eCRM accounts?

1. SAARs — attention to detail. Instructions are long but the process isn’t
fast and having a SAAR returned will only delay the process.

2. Loss of access:

1.

2.

When the account is created users have a very limited time to access
their account.

Users who don’t use their account for 30 days will lose their access.

Waiting for an account to be reestablished can cause unnecessary
delays.

-
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Presenter Notes
Presentation Notes
Q. What are some common issues with PERSPAY eCRM accounts?

SAAR not filled out using the block by block/SOP
Loss of access due to inactivity


6. Why check PERSPAY eCRM on a
daily basis?

If the TSC needs more information and the system isn’t checked the Sailor’s
case is being delayed.
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Presenter Notes
Presentation Notes
Q. Why check PERSPAY eCRM on a daily basis?

A. If the TSC needs more information and the system isn’t checked the Sailor’s case is being delayed. 



Summary and Revie

In this lesson we covered:

 PERSPAY eCRM Logon

» Basic familiarization

* Creating a case

» Uploading & viewing documents, comments, and history

 Personally Identifiable Information (PII)
* FAQs
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Presenter Notes
Presentation Notes
In this lesson we covered:

PERSPAY eCRM overview
Logon
Basic familiarization
Creating a case
Uploading & viewing documents, comments, and history
FAQs




Questions?
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Conclusion

Thanks for your participation in today’s
PERSPAY eCRM (BASIC) training!

For Qualtrics this is lesson #510
Scan QR code for attendance!

https://usnavy.govl.qualtrics.com/jfe/form/SV_0TglQYZgé67NX9pY

B Bmynavy -

Approved for Public Release; Distribution is Unlimited



	Personnel and Pay enterprise Customer Relationship Management �(PERSPAY eCRM)
	Objectives
	Introduction
	Log In
	Navigating PERSPAY eCRM
	Home Menu
	Sorting Information
	Creating a case
	Creating a case (cont.)
	Creating a case (cont.) 
	Creating a case (cont.)  
	 Creating a case (cont.)
	Uploading Documents
	Viewing Documents
	Internal Comments
	Feed
	View Case History
	CPPA PERSPAY eCRM Command Dashboard
	Standard Operating Procedure SOP
	Transaction Service Center and Regional Support Center Locations
	Transaction Service Center and Regional Support Center Locations OCONUS
	PII on PERSPAY eCRM 
	Resources
	FAQs
	FAQs 
	FAQs  
	FAQs   
	FAQs     
	FAQs      
	Summary and Review
	

Questions? 
	Conclusion

