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What Should Be Completed in Bright

» Part 1 Module - Navigation

Escalation Ticket Components

Escalation Tab Review

Salesforce Navigation

Citizen’s Details Page

Case Details Page

. Review & download all resources included in this

section!
 REMINDER: All trainings must be completed by

10/30/25 to get access to Salesforce!
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Escalation Ticket Components

 In the Escalation Ticket Components module, you reviewed the
different components and fields of an Escalation Ticket in each of
the following sections:

0 Ticket Header 0 Description

[0 Special Indicators 0 Tier 1 (HCPF Specialists,

0 Ticket Status Flow Counties, & CMAs)

0 Citizen Details 0 Across HCPF Tracking

0 Activity and Correspondence 0 Tier 2 (HCPF SME Specialists)
0 Related List Quick Links 0 Root Cause Analysis

0 Case Information & Ticket Details [0 System Information

0 Webform Submission Details 0 Ticket Details

* We will briefly cover these sections together, as well as review some
best practices in Salesforce!
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Escalation Ticket Components

« Ticket Header section
0 Top section of Escalation Ticket that which contains a quick
summary of ticket data, as well as some internal functionalities.
« Flags/Notice on Case and Citizens (Special Indicators)
0 Banner that alerts ticket owners of any contacts or cases that
require specific attention or actions.

Q sear @e2ea Q search. D Eee2ea
235 HCPF Tickets v B v B v 804007974 Ticket v X @ PCA|Ticket Ass igner... v x 232 HCPF Tickets v M v B v 04007974 | Ticket v X
Ticket (

| 04007974 + Follow H Create MCC Dental Ticket ’ Edit ‘ Change Owner View Ticket Hierarch

eeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeee te/Tim
11111111111 /15/. 111111 ierl /15/20.
***** FLAG ON CASE NUMBER ***** READ NOTICE ON CASE Number ***** mb:
>
B citizen Detail \ [ cnew B citizen Detail ] G v e, AN, Timed | Tinpre
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Escalation Ticket Components

» Ticket Status Flow/Progression of an Escalation Ticket

TA: New

TA: Pending Ticket Assignment

TA: Internal Queue Reassignment

TA: Not Successfully Assigned - Non-Medical Assistance Related
T1: Pending Initial Review =
T1: In Progress with Ticket Owner |z
T1: County/CMA Review

T1: Successfully Resolved

T1: Not Successfully Resolved

T2: Pending Initial Review

T2: In Progress with Ticket Owner
T2: Successfully Resolved

T2: Not Successfully Resolved
Closed

OO OO O0OOOCOO0OO0O OO0 0 08
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Escalation Ticket Components

e (Citizen Details section

Provides additional information for the individual listed as the
Contact in Case Information & Ticket Details.

« Activity and Correspondence section

Tracks all incoming/outgoing external communication, all
internal communication, and all ticket activity.

2t HCPF Tickets v M v | B v | 04007974  Ticket v X | MoreV
Ticket Follo
04007974 4 oy
Case Number State ID_From Status chet Ty Date/Time Opened
1BTrain U111 TA: New Tierl 9/15/2025 1:39 PM
*%%%% FLAG ON CASE NUMBER ***** READ NOTICE ON CASE Number ***%x
B citizen Details > Tapendi.  TAIem.. TANotS. Tupendi. ThinPro. ThCount. Thsuce. ThNets. |« |[»
Name mail
NaR G ’ e .2 Status: TA: New ' Mark Status as Complete
Case Number ne
BT ’ )123.1234 ’ NewTask | Post  Ticket Comment  Close Ticket
Coverage Status Social Secu ‘
State ID Birth
U111 'd 1/1/1991 '4
Related List Quick Links @
© Emails © O Ticket History @) Ticket Statys Histories (3)

} Ticket Details ]

s s
Related Details Chatter Activity
Subject
TEST TICKET S Tent 4
cket Sub-Type County Action  Case Information & Ticket Details
s s
Description @ nber & 0

04007974

Jation Ticket OQuers
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1BTrain [VERRRER

B citizen Details

Nai

Jon Snow k4

rd
State D
u111111 s
[ Ticket Details
.
Subject
TEST TICKET 4

Ticket Sub-Type.

State ID_From Citizs

COLORADO -~
LO 2iiise. Q search. X @ma2aa f}
E 2t :
HCPF Tickets v | M v B v | ©couyRelations|Ti. v x | @03954237(Tiket v x | [ County Relations Qu.. v X
Ticket G |
03954237 + Follow|

Status
Closed

Ticket Type ime Ope
INTERNAL USE ONLY - Invalid Request 7/14/2025 7:19 PM

##x%% FLAG ON CASE NUMBER ***** READ NOTICE ON CASE Number ***x%

**%%% FLAG ON CITIZEN ***** READ NOTICE ON CITIZEN*****

Status: Closed

Email | NewTask  Post  TicketComment  Close Ticket

I Related I Details IChaner II Ac(m:,‘l

v Case Information & Ticket Details

Ticket Number

s
s

30006789

Date of Birth

1/25/1990 s
62

Status @

Closed o

Ticket Type

INTERNALUSE ONLY - ¢
Invalid Request

County Action

03954237




Escalation Ticket Components

 Related List Quick Links section
0 Offers Ticket Owners a quick way to navigate to other tables and
sections.
« (Case Information and Ticket Details section
[] Contams all mformatmn regardmg the member m quest1on the tler of

[ @ searn @e?2ea
232 HCPF v B v E v 804007974 | Ticket v X More v
Coverage Status Social Security Number
Masked ‘ Create a task m
|
State ID Date of Birth Felation to Member P 311‘1 ‘1:11
Ui 111991 il Related List Quick Links © Autnorzed Representatie? © Web Form State D (leter + 6Dig)_©
7
© Emails Q) O Ticket History. @) Ticket Status Histories (3)
G Ticket Details
Contact Name @ Status @ Related Detail ch Activi ent
3 elate etails atter ctivit:
Jon.Snow ¢ TANew Y =
Subject Ticket Type INTERNAL USE ONLY - Duplicate Ticket ’ Large
TEST TICKET < Tierl o w Case Information & Ticket Details Tier! SMEArea @ - am o
Ticket Sub-Type County Action £
K . Ticket Number Ticket Owner (i) Subject
X X Member Complaint TEST
Description @ 04007974 Escalation Ticket Queue L
TEST TICKET /s Contact Name @ Status @
Jon Snow L4 TA: New
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Escalation Ticket Components

« Webform Submission Details section
0 Lists the submitter’s contact information and preferred method
of contact for updates.
« Description section
0 Brief summary of the escalation/grievance.
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Escalation Ticket Components

« Tier 1 (HCPF Specialists, Counties, & CMAs) section
0 Houses all resolution, transfer, research, and priority information
for internal Tier 1 specialists and County/CMA users.
» Across HCPF Tracking section
0 Tracks tickets related to various internal HCPF projects.

v Tier 1 (HCPF Specialists, Counties, & CMAs)

v Across HCPF Tracking

v Tier 2 (HCPF SME Specialists)

Tier2 Resolution Description €@ Tier2 Priority @
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Escalation Ticket Components

« Tier 2 (HCPF SME Specialists) section
0 Houses all resolution and priority information for
internal/external Tier 2 specialists.
* Root Cause Analysis section
0 Tracks primary root causes of the ticket of each entity involved.

v Tier 2 (HCPF SME Specialists)

v Root Cause Analysis

Primary Root Cause - HCPF @

v Root Cause Analysis
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Escalation Ticket Components

« System Information section

0 Houses all SLA data, ticket origin information, ticket connections,

and dates of resolution.
* Ticket Details section

0 Summary of information populated from the Case Information &

Ticket Details section.

v System Information

Ia Eiler. 10/8/2025 11:34 AM
Date/Time Opened By
10/8/2025 11:34 AM Eiler. 10/8/2025 3:21 PM

HCPF Tier1 Date Resolved @

10/8/2025 11:35 AM

Rollup-TASLAInBH @
0.0036
Ticket Record Type

Escalation Ticket

COLORADO

Department of Health Care
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Case Number

1BTrain

s

New Member from Web Form

(]

Q search - @2 2?24 A
835 HCPF Tickets v B v B v 804007974 | Ticket v X | More\V
ut1111 1/1/1991 I Related List Quick Links @
B © Emails (0) O Google Docs & © Ticket History (3) Ticket Status Histories (3)
Attachments (0)
Ticket Details 4 ‘
Contact Name @ Status [ ] o
SRiE TA: New s Related Details Chatter Activity
Subject Ticket Typ
TELTICET Tiert v Case Information & Ticket Details
Ticket Sub-Type County Action
Ticket Number Ticket Owner @
Descrii ption [ ] 04007974 Escalation Ticket Queue
TEST TICKET ‘s Contact Name @ staws @
Jon Snow TA: New




Escalation Ticket
Components: Best
Practices!




Permissions

* County/CMA users have the ability to update the following fields on the
ticket:

[ Case Information & Ticket Details
= Contact Name
= Case Number
= Ticket Owner
= Ticket Status
= State ID/Web Form State ID
= Aid Code Category
= Aid Code/Program
= County of Incident
= CMA
= Eligibility Site

Ticket Type
INTERNAL USE ONLY - Duplicate Ticket
SMEArea @

Member Complaint TEST
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Permissions

« County/CMA users have the ability to update the following fields on the ticket:
0 Tier 1 (HCPF Specialists, Counties, & CMAs)
= Tier 1 Resolution Description
= County/CMA Subject Area
= County/CMA Priority
= County/CMA Resolution Due Date

v Tier 1 (HCPF Specialists, Counties, & CMAs)

Tier1 Priority @
Medium 'd

Tier1 Priority Level @

Tier2 SME Area @ Tier1 Resolution Due Date @

< 10/28/2025 k4
Reassigned to County/ CMA? @ County of Incident

Fd Jefferson k4

CMA ©
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Permissions

* County/CMA users have the ability to update the following fields on
the ticket:
0 Root Cause Analysis
= Primary Root Cause - County
= Primary Root Cause - Eligibility Site
= Primary Root Cause - CMA
0 System Information
= Parent Ticket 0 Aot o525 1134

Date/Time Opened Last Modified By
10/8/2025 11:34 AM ﬂ Angela Eiler, 10/8/2025 3:21 PM
HCPF Tier1 Date Resolved @ TA Date Assigned @
: 10/8/2025 11:35 AM
v Root Cause Analysis erl Date Resolved @ Rollup - TASLAInBH @
" 0.0036
Primary Root Cause - Eligibility Site 0 Tier2 Date Resolved @ Ticket Record Type

Escalation Ticket

ollUp -T1SLAInBD @
rimary Root Cause - CMA @ 0.0000
Enroliment K4 4 RollUp - County/ CMASLAinBD @
0.0000
RollUp BD O
0.0000
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Anonymous Anonymous - CR

« A contact you may see on incoming tickets is “Anonymous Anonymous - CR”. This is a
dummy contact created by the Salesforce Team to be utilized for the following scenarios:

0 If a member has a closed case in CBMS, and is not a contact option in the HCPF
Salesforce instance.In this case, the Ticket Assigner/Tier 1 user will list the member’s
State ID in the corresponding fields, or in another area of the ticket.

0 If the ticket is about multiple Medicaid members. In this case, the Ticket
Assigner/Tier 1 user will document all the member information in another area of the
ticket.

0 If the member in question is truly anonymous. For example, an anonymous complaint
regarding customer service.

Related Details Chatter Activity

v Case Information & Ticket Details

Ticket Number Ticket Owner @
04046157 B Billy Thompson
Status @

T1: Pending Initial Review
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Updating the Status

« The status on Escalation Tickets can be updated two ways:
0 A) RECOMMENDED: Updating the status in the Case Information & Ticket
Details section.
0 B) Selecting the status on the Ticket Status Flow and selecting “Mark as
Current Status”.

Related Details Chatter Activity l 04007974 | Ticket v X
)

) v Case Information & Ticket Details )
‘ + Follow | Create MCC Dental Ticket nge Owner v Ticket Hierarchy |
Ticket Number Ticket Owner @
04007974 Escalation Ticket Queue ¥y
Date/Time Opened
Contact Name (] ‘ 9/15/2025 1:39 PM
Jon Snow 4
Case Number
F s ra
18Train *%x%% FLAG ON CASE NUMBER ***** READ NOTICE ON CASE Number **#xx
Relation to Member State ID
S unnn k4
Authorized Representative? @ Web Form State ID (Letter + 6 Digits) @ i y .
4, 4, TA: Ney TA: Pendi... A: Intern... TA: Not S... T1: Pendi... T1:In Pro... T1: Count... T1: Succe... T1:NotS... T2: Pendi... T2:In Pro...
3rd Party Form Effective Date Aid Code Category @
K4 Status: TA: Pending Ticket Assignment
3rd Party Form Expiration Date Aid Code/ Program @
K4
Program Name County of Incident New Task Post Ticket Comment Close Ticket
Jefferson K4
Ticket Type County Size @
Tierl k4 Large Create a task ‘ m
Tier1 SMEArea @ cMA @ |
Escalations - Billing/Coverage rd 4
Subject Eligibility Site Related List Quick Links @
TEST TICKET 4 P
Tribe B Emails (0) O Google Docs & ) Ticket History (3) Ticket Status Histories (3)
v Attachments (0)
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Don’t Touch the Citizen Details Box!

e

The Citizen Details box on the left hand side of the ticket page layout provides additional
information for the individual listed as the Contact in Case Information & Ticket Details.
Once a Contact is entered, their information in Salesforce will automatically populate in
the Citizen Details box.

THIS BOX IS FOR YOUR REFERENCE, AND NOT FOR YOU TO UPDATE TICKET
INFORMATION! If you need to update the Contact, State ID, etc. please do so in the
Details section of the ticket.

If any information is updated in this box, the information will carry over to their Citizen
Detail Page and impact every other HCPF ticket that the contact is listed on!

This requires technical assistance from the HCPF Salesforce Team to fix.

- T1:In Pro... T1: Count... T1: Succe... T1:Not S... T2: Pendi... T2: In Pro... 4 »
Status: T1: Pending Initial Review +/ Mark Status as Complete

New Task Post Ticket Comment Close Ticket

Related List Quick Links @

Case Number

Email

Coverage Status

Encryption Exception

Ut
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Escalation Tab Review




Escalations Tab Review

 In the Escalations Tab Review module, you reviewed the following

tabs in Salesforce:
0 Related Tab
0 Chatter Tab
0 Activity Tab
0 Additional Items

* We will briefly cover these tabs together, as well as review some best

practices in Salesforce!
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Escalations Tab Review

« Related Tab
0 Lists all email correspondence, attachments, and ticket history that is
associated with the ticket the user is currently viewing
« Chatter Tab
0 Allows users to review all ticket updates/changes, incoming/outgoing
email correspondence, posts, and ticket comments.

wwwwwww

Subject Ticket Type

TESTTEST ’ SIS R — Subject

Status
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Escalations Tab Review

« Activity Tab
0 Allows users to view the system changes and history of the ticket
« Additional Items
0 Functionalities built into an Escalation Ticket that Tier 1 and Tier 2 users
should not utilize.
= New Task
= (Close Ticket
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Escalation Tab Review: Best
Practices!




Viewing Full Emails

« To bring up a full preview of an incoming/outgoing email, click on
the blue hyperlink in the Subject column with viewing the Email
table.

i 03235069 | Ticket % RE:Mem... v x

RE: Member Complaint TEST [ thread::xsSQ4HmdfSmRHEtbby5iaj0:: ]

|
e Message Details Related
Emails (7) ‘ ‘ o) ‘
7 items « Sorted by Message Date « Updated a few seconds ago o @  From: HCPF_CountyMemberComplaints . S04 PMIOcts, 2023
- 1o an tate.co.u ! v
Subject v | From Address v | To Address v | Mes; TEST
1 Encrypt HCPF County Relations Ticket 03235069: Mem., hepf_county_membercomplaints@state.co...  angela.eiler@state.co.us 9/25) OtH
: —-eeneceeen- Original Message ------m------
oo, i Do = _ N From: Eiler - HCPF, Angela [angela eiler@state.co.us]
2 RE: ENCRYPT RE: Member Complaint TEST [ threa hepf_county_membercomplaint angela.eiler@state.co.us 9/20, Sent: 8/25/2023 1:16 PM
) To: hepf_membercomplaints @state.co.us
3 RE: ENCRYPT RE: Member Complaint TEST [ thread::xs... hcpf_county_memb: angela.eiler@state.co.us 9/20, Subject: Member Complaint TEST
4 ENCRYPT RE: Member Complaint TEST [ thread:xsSQ4... angela.eiler@state.co.us 10/9) TEST
5 ember Complaint TEST [ th sSQ4HmMAfSmF hcpf_membercomplai angela.eiler@state.co.us 10/4) N o
P = 4 P 9 Angela Eiler
P = Program Assistant Il
6 hcpf_membercomplain ).US angela.eiler@state.co.us 10/4) Policy, Communication, Administration Office
7 Member Complaint TEST angela.eilel .us hcpf_membercomplaints@state.co.us 8/25, E Se:,fm?:eﬁf_‘:c_,,
Polcy & Finaneing
< >
P 303.866.5132 | F 303.866.4517 | State Relay: 711
View All
5 1570 Grant Street, Denver, CO 80203
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Chatter Icons
» Briefcase icon

0 Indicates a ticket update. Lists the fields on the ticket that were updated,
showing the old and new values. Also shows which Salesforce user created the
change.

» Speech bubble
0 Indicates Post or Ticket Comment created by Salesforce user.
» Envelope icon

0 Indicates incoming and/or outgoing email correspondence. Also shows which

user/individual sent the email.

ela Eiler| £ Angela Ei
& ela Eiler To: lnternal ; ) To: angela.eiler, Bec: angela.eiler @
» icket reopened as T1: Successfully Resolved Hello,

EST We are reaching out to inform you that your escalation ticket for Jon Snow|
! u A A \_ l L.
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Salesforce Navigation




Salesforce Navigation

 In the Salesforce Navigation module, you reviewed how to navigate
within Salesforce and how to utilize the following functions:

0 General Search Bar
0 Global Actions: CBMS Search
« We will briefly cover these functions together, as well as review

some best practices in Salesforce!

COLORADO
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Salesforce Navigation

* General Search Bar
0 Scans the entire HCPF Salesforce instance for any reference of
the search entered. Any available information can be entered
into the General Search Bar: name, date of birth, email address,
phone number, etc.

o ?:":L??:::OD Search: A nonymou @S ? 0 A &

s HCPF

Do more with Search!
ymous-CR Account MASTER
Get the right answers by searching...
B Anonymous Anonymous- MCC Accoun t MASTER . 9 . y 9
Coit Nt 9 [account name] leads

A 5 "
OAL -- 4 [account name] contacts

Case Number Get insights
+.+ . I .
a Anonymous Anonymous-CR Account MASTER /7 leads last week
Case Number "opportunities created last month"

U 03792813 . =
Ticket i earn More o
Cket= monymous Anammous CvAR I eeds your attention right now. Check back later.

Show more results for “Anonymous”
Add the
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Salesforce Navigation

* Global Actions: CBMS Search
0 Allows users to do a quick CBMS search from the HCPF Salesforce
instance. PLEASE NOTE: If you have CBMS access, it is strongly

recommended to use that system to research for member eligibility
information, CBMS case numbers, State IDs, etc.

COLORADO A o
GO: o \ LF-::6
v iome ; D SEISVStaELel

s:s HCPF

Quarterly Performance
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Salesforce Navigation: Best
Practices!




General Search Results

* When utilizing the General Search bar, you often have to wade through results
for tickets outside of escalations. HCPF has a lot of teams that utilize the
platform!

* A good tip when reviewing ticket results, look at the ticket record type.

0 Reminder: The ticket record type for escalations is “Escalation Ticket”.

e M )] A A L A US A A L N L [ A S i A

Tickets
View More

5+ Results » Sorted by Relevance w
Ticket Nu... v | Date/Time Opened v | Subject v | Status v | Ticket Record Type v | Ticket... v
03979410 8/6/2025 11:33 AM Tier2 Closed ndani (]
03792813 2/20/2025 12:32 PM Anonymous Anonymous CMAP Closed Open - CMAP jisas |Z|
04013286 9/8/2025 9:19 AM Fraud Referral Closed Open - County Relations adele ]Z|
04026944 9/22/2025 8:14 AM _ Pending Response from Submitter Trust Unit Ticket llock |Z|
04042950 10/7/2025 3:37 PM Anonymous Closed Open - PEAK Help Desk kpavl ]Z]
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Department of Health Care

Policy & Financing




CBMS Global Action Search Results

* You can “pull” or access the Case Details Page for a member’s case
from the CBMS Search Global Action Button. Just click on the blue
hyperlink on the Case # column!

Search Type: State ID V

b

Assistance

Medica:

Assistance

COLORADO
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Citizen’s Details Page




Citizen’s Details Page

 In the Citizen’s Details module, you reviewed the sections related to
escalations from the Citizen’s Details Page:

Citizen Header

Med Spans

Notice on Citizens (Special Indicators)

Demographics

Tickets

Third Party & Personal Representative Info

Address Information

Eligibility Information

« We will briefly cover these sections together, as well as review some
best practices in Salesforce!

(N I ) D
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Citizen’s Details Page

« (Citizen Header
0 Top section of the Citizen’s Details Page that which contains a quick
summary of contact, as well as some internal functionalities.
* Notice on Citizens (Special Indicators)
0 Banner that alerts Salesforce users of any contacts that require
specific attention or actions.

h COLORADO
‘,@ @ Department of Health Care

Policy & Financing



Citizen’s Details Page

* Med Spans
0 Displays the period of medical eligibility for members, listing the
program they are participating in, their certification period begin
date, their certification period end date, etc.

i Med Spans Total # of records : 32
Program Name ‘v | Secondary Aid Code Description “ | Begin Date 4 v | End Date v | Archived Span v | Program v | Transaction Date
HCBS QMB 7/01/25 Medical Assistance 8/19/25

HCBS QMB 5/01/25 6/30/25 Medical Assistance 7/18/25

HCBS QMB 4/28/25 4/30/25 Medical Assistance 5/22/25

NF/Hospital 300% Ins... QMB 3/01/25 4/27/25 Medical Assistance 5/22/25

NF/Hospital 300% Ins... QMB 1/01/25 2/28/25 Medical Assistance 2/08/25

4 >
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Citizen’s Details Page

« Demographics

0 Lists the most recent demographics for a member that was pulled
from CBMS and some HCPF Salesforce instance specific fields.

 Tickets

[0 Lists all related tickets for the contact.

*=** FLAG ON CITIZEN ***** READ NOTICE ON CITIZEN ****

D Tickets (6+)

Connect for Healt
9/19/2025 405 PM
T1: Pending Initial R..

Anonymous Anonymous-CR Account MASTER

Name

Anonymous Anonymous-CR ke 0. 2
You have r

9/19/2025
Status:  T1: In Progress with .

Date
1/1/1901

s
Notice on Ciizen B2 open Activities (0)
DO NOT ALTER NAME OR DELETE RECORD - #'
Anonymous Anonymous-CR Citizen Master

Your one-time p:
9/19/2025 1:14 PM
Status:  Closed

04025536

Date/.

Status:

9/19/2025 12:56 PM
T1: Pending Initial R...

FLAG UN CITIZEN

HOH
,"
State ID
Y &
Phone
Mobile
Emal
1/1/1901 4

Gender

DO NOT ALTER NAME OR DELETE RECORD -- #'
Anonymous Anonymous-CR Citizen Master

READ NUTICE UN CITIZEN

G Tickets (6+)

Connect for Heal

h.
9/19/2025 4:05 PM

T1: Pending Initial R... Status:
ed a...
9/19/2025 11:38 AM
Status:  T1: In Progress with .

Open Activities (0)

9/19/2025 1:14 PM

Closed

e
9/18/2025 3:40

T1: Successfully Res...

Date/..
Status

9/19/2025 12:56 PM
T1: Pending Initial R.

Your one-time =
9/18/2025 2:18 PM
Closed

COLORADO
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Citizen’s Details Page

« Third Party & Personal Representative Info
0 Lists any Third Party & Personal Representatives that have been
approved by the HCPF Privacy Team.

Activity History (6+)

v Demographic Info

Subject Related To Task Due Date

2/7/2025

2/7/2025

W]

2/7/2025

10/25/2024

10/23/2024

10/21/2024

v Third Party & Personal Representative Info

v Address Information
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Citizen’s Details Page

Address Information

0 Lists the most recent physical and mailing address for the

member listed in CBMS.

Eligibility Information

0 Lists the most recent eligibility summary for the member listed in

CBMS.

\\\\\\\\\\\\\\\\\\\\\\\

ddddddddddddddddddd

COLORADO

Department of Health Care

e

Policy & Financing



Citizen’s Details Page: Best
Practices!




Accessing the Citizen’s Details
Page

 When using the General Search Bar or reviewing a ticket, Salesforce
users have the option to navigate to a Citizen’s Details Page to by
clicking on the contact’s blue hyperlink.

Citizens
z Name Program Phone
Result Anonymous Anonymous-CR Anonymous-CR Account MASTER
Name v | Case Number v | First Na... v | Last Name v| M ™M HvV | Date... v ) Med spans Total # of records : 0
- ProgramName | Secondary Aid Code Description v | BeginDate ¢ | End Date v | ArchivedSpan v | Program v | Transaction Date v/
Anonymous Anonymous-CR Account MASTER ~ Anonymous  Anonymous-CR 1/1/1901 v|
. >
P **** FLAG ON CITIZEN ***** READ NOTICE ON CITIZEN *****
State ID Birth Related Details Chatter Activity
4 1/1/1901 ’
2 x ’ ™) Tickets (6+) Ne
v Case Information & Ticket Details o ‘ ‘
State ID
— P
‘ v ‘ Ticket Number e
o 04025316 Escalation Ticket Queue
Stat... Closed
N . Status @
s s » Name obile ® ®
¢ Closed Anonymous Anonymous-CR s er1 Co
O — 9/18/2025 3:40
< Ticket Tvpe o R S Stat.. T1:In Progress.. Stat... T1:Successfully.. Stat... Closed
Subject icket Type 2
: y N us-CR Account MASTER L
Your one-time ’ INTERNAL USE s £ = Oste ofgitn
2 : 5 ew Al
passcode to view ONLY - Invalid 1o
the message Request ’ cenaer 5
! 3 Open Activities (0)
Ticket Sub-Type County Action ] o Notice on Citizen . B
rd s 4
3rd Party
Here is your one-time passcode 4
67985778 3rd Party Form Expiration Date Aid Code/ Program @

COLORADO
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Case Details Page
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Case Details Page

* |n the Case Details Page module, you reviewed the important
sections for escalations from the Case Details Page:

Case Header

Notice on Case (Special Indicators)

Demographics

Citizens

Tickets

Third Party & Personal Representative Info

Address Information

Eligibility Information

Additional Info & Comments

* We will briefly cover these sections together, as well as review some
best practices in Salesforce!
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Case Details Page

« Case Header
0 Top section of the Case Details Page that which contains a quick
summary of case, as well as some internal functionalities.
« Notice on Case (Special Indicators)
0 Banner that alerts Salesforce users of any cases that require
specific attention or actions.

OOOOOOOO = a COLORADO T
- AN 20 i Searct k(v E ) O ¢
[ | D @e20a @ B0 .. = S @e2os @
332 HCPF Ticket = & @ X | More Vv 832 HCPF | Tickets v M v | B v | 8 AnonymousAnonym.. v X | More V
£ Anonymous Ano... Anonym.. £8 Anonymous = Anonym...
Case Number ] " Case Number | z - - % = 5
m aaaaaaa [&)[ + Fotow ][ crange Owner | Change Record Tpe ], ‘ m [&][ + Fotow || changeOwner | change Recoratype | v | |
Case Number Home Address Phone Address Confidentiality Program Case Number Home Address Phone Adress Confidentiality Program

Anonymous Anonymous-CR Account MASTER

Gender
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Case Details Page

« Demographics
0 Lists the most recent demographics for a member that was pulled
from CBMS and some HCPF Salesforce instance specific fields.
« (Citizens
0 Lists any household members on the case, active or inactive.

! B Case Number ‘TH + Follo

Case Number
18Train d, Denver CO, 80205
ase Numbes Home Adaress Phone Adaress Confidentiality Prog
1BTrain 123 High Road, Denver CO, 80205
ATTENTION
This member has ADA Accommodations.
Please Read the Notice on Case Number
ATTENTION
This member has ADA Accommodations
“““ FLAG ON CASE NUMBER *~*** READ NOTICE ON CASE ***= .
Please Read the Notice on Case Number
Stz D Bhione) B citizens 3)
** FLAG ON CASE NUMBER
Case Number Email ID . —
18Train ’ B Jon Snow =) E Jane Snow = E % al
Citi... Jon Snow Citi... Jane Snow Sansa Stark
First Name Gender HO. HO. HO. p
s So.. 1006789 So.. woe0c6789 so. !

’
TS [ Tickets (6+)
5/5/1950 4 ’
® ® 8]
Enter directions or instruction on how to 4 ow v
handle this Case or members showing on Subje... Billing - In State Subje. KET
this Case Number Date 9/8/2025 8:20 AM Date... 9/4/2025 5:43 PM Date 8/29/2025 12:18 PM ~ be! e
: ® ® =
— [ Tickets (6+)
EST TI Subj O B (] Parent Case Numbe:
8/29/2025 9:57 AM Date 8/14/2025 6:18 PM af 1950 !
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Case Details Page

* Tickets
0 Lists all related tickets for the case.
« Case Programs
0 Offers a quick summary of the HLPGs that the household is or
previously enrolled in.

State ID Phone E Citizens (3)
Case Number Email ID — — -
. &) Jane Snow 2] sa Stark &

doiion £ : E Citi. Jane Snow Sansa Stark
First Name Gender HO. HO..
Jon s So.. 0036789 So..  00-Xc-6789 So...
Last Name Case Programs
snow View Al 9 Total # of records : 5
S0l securtty Numoer ¥ Case Program 1 v | Program v | Program Status v | County Name v | Office Name v | Status Date
5/5/1920“” ° 5, orGsbmben SNAP SNAP Approved LAS ANIMAS Las Animas - Main 11/01/24
Notice on Case 0 Medical Assistance Medical Assistance Approved LAS ANIMAS Las Animas - Main 11/01/24
Enter directions or instruction on how to 'd IO t on Snow
handle this Case or members showing on s e bje.. TEST TICKET Employment First Employment First Approved LAS ANIMAS Las Animas - Main 7/15/11
hi Cact NiAbar 5 8; 9/4/2025 5:43 PM 8/29/2025 1218 PM
A EXSNAP EXSNAP Discontinued LAS ANIMAS Las Animas - Main 7/31/M

P

: Adult Financial Adult Financial Approved LAS ANIMAS Las Animas - Main 10/23/24

7/24/2025 2225 PM

v Address Information X} P
Home Street Mal
123 High Road 123 High Road
Home City Mailing City e
Denver Denver &g Case Programs Total # of records : 0
Home Coumty Matling Gotinty Case Program v | Program v | Program Status v | County
Denver Denver
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Case Details Page

« Client Correspondence
0 Lists all correspondence generated/sent out from CBMS for the
case.
« Address Information
0 Lists the most recent physical and mallmg address for the case
listed in CBMS. o

Notice on Case

Enter directions or instructionon ¢ Co... Jon Snow

how to handle this Case or
members showing on this Case
Number

Su.. Billing - In State
Da.. 9/8/ 7075 8:20..

ADA Accommedations

Client Correspondence ’ Su..

CKET

Total # of records : 24 Ds.. 8/29/202595.. Dav. 8/14/2025 ... Do, 7/24/202522..

v Address Information

Prgm v | Client Correspondence Type v | Reason Description v | Print Date

Home Street

Medical Assistance Forms INITIAL FORM 1095B_EN 1/29/25 123 High Road 123 H-igh Road

Home City Mailing City k4] Case Programs Total # of records : 0
Denver Denver

Medical Assistance Speed Letter INITIAL COVER_LTR 1095B 1/29/25

Case Program 1 v | Program v | Program

Home County Mailing County

Medical Assistance Notice Of Action Failed to provide verification 2/01/25
Denver Denver

{.
rJ
wn

Home State/Province Mailing State/Province

co co

Medical Assistance Notice Of Action Approved For Medical Assistance 2/14/

r
wd
e
[
w

Medical Assistance Notice Of Action Individual is rolling from lower benefit category to highe...

Home Zip/Postal Code

<

v Eligibility

Coverage Begin Date @
Client Correspondence
Coverage End Date @ Date of Death Total # Of records 2 O
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Case Details Page

« Eligibility Information
0 List the most recent eligibility summary for the case listed in
CBMS.

1 Home Zip/Postal Code Mailing Zip/Postal Code m l‘
80205 80205
v Eligibility e 5
Coverage Begin Date @
Client Correspondence
Total # of records : 0
Prgm v | Client Correspondence Type v | Reason Description
4 £
Open Activities (2) | New Task l New Event ’
Subject Name Related To Task
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Case Details Page

« Additional Info
0 Section for any additional notes or descriptions.
« Comments
0 Comment log that is pulled from the Case Comments in CBMS.

N q Waiver Type M Client Correspondence !
=) { Total # of records : 24|

SSI Eligibility Eligibility Type Prgm v Client Correspondence Type v Reason Description
Y
Medical Assistance Forms INITIAL FORM 1095B_EN
SSI Elig Date { Name
OAP Med-A Medical Assistance Speed Letter INITIAL COVER_LTR 10958
Grant Code Medical Assistance Notice Of Action Failed to provide verification
Medical Assistance Notice Of Action Approved For Medical Assistance
Medical Assistance Notice Of Action Individual is rolling from lower benefit cate

4 >

Open Activities (0)

Vv Additional Information

Notes

’ Activity History (6) \
v Comments Subject Name Related To Task
e Call 09/0 53]
03/05/2025 Emait: Encrypt HCPF Z =
RRR =
Interview letter generated for 09/12/2025 10 AM. LT PH 09/05/2025 -

+)
09/05/2025 [ =]
General E‘
AF
View Al
09/05/2025
neral_ D Chat Tra"scripts (o)
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Case Details Page: Best
Practices!




Accessing the Case Details Page

* When using the General Search Bar or reviewing a ticket, Salesforce users
have the option to navigate to a Case Details Page to by clicking on the
case’s blue hyperlink.

Case Numbers

Results « Sorted by Relevance w

ous Anonymous-CR Account MASTER

Phone Address Confidentiality Program

Case Number v | C.wv|P.v | C.v | Case.. v | Created Date v | Last Modified Date sxxx | AG ON CASE NUMBER = READ NOTICE ON CASE ==

jalbe 5/23/2023 9:39 AM 10/28/2024 9:03 AM |z\

jalbe 11/14/2022 9:28 AM 11/14/2022 9:30 AM &) ;o B citizens =

OR

Gender

Coverage Status

State ID Date of Birth Related Details Chatter Activity
d 1/1/1901 . Anonymous Anonymous-CR Account #' s — =
MASTER Yo Sub... Yo
\ Case Information & Ticket Details Date of Birth @ Medium Prio... Medium
1/1/1900 4 s )

Cj Ticket Details v Ticket Number

04026448 0 Notee oncas ) Con
Status @ DO NOT ALTER NAME OR DELETE ~ # . Sub.
/4 Closed ’ con ¢ 0 status @ RECORD -~ Anonymous Anonymous- Prio... Medium Prio.. Medium Prio.. Medium
: o ! : g ’ CR Case Number MASTER
o View All
et ; e Lype : ;  Address Information
Your one-time 4 INTERNAL USE 4
passcode to view ONLY - Invalid ne Stret Mailing Street L
the message Request s s ’ 7’ Open Activities (0)
Ticket Sub-Type County Action ? 0 Home City g City
’ ’ ’ ’
Here is your one-time passcode 4 4
05442501 Aid Code/ Program @
.'.
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Playlist to
Complete Before Part 2




Before Next Meeting, Complete

* Part 2 Module - Reporting/Dashboard/Data
[0 Escalations: Dashboard Navigation

Escalations: Dashboard Widget Review

Escalations: Exporting Reports

Escalations: Tier 1 Review

Escalations: County/CMA Ticket Resolution

1 Escalations: Ticket Reassighment

 Review & download all resources included in
this section!
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Wednesday, Oct. 22,
Next fay,

Meeting 10:30am-12:00pm




Questions?
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Need Help?

HCPF PCA_Strategy@state.co.us

Submit a County Relations Webform, click here!
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https://hcpfccc.my.site.com/Webforms/s/countyrelationswebform?language=en_US

