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1 | Your navigation menu allows you to toggle   
  between Home, List, and Dashboards.

2 | After selecting the List icon, use the chevron   
  arrow to expand/collapse your list menu.

3 | Case records/case tasks you view will stay 
  pinned as a tab at the top of your workspace 
  for quick toggling.

4 | Click + to generate a new case record.

5 | The Important items widgets can help you   
  prioritize your work by categorizing case and   
  case tasks that may require your attention.

6 | My active cases is a list of cases you’re working  
  on as the “Assigned to” fulfiller.

7 | My team’s cases is a list of cases assigned to   
  your Assignment Group(s).

8 | Access Knowledge articles that require 
  your approval.

If you scroll down below your team’s cases, you’ll see a section for Performance metrics. Managers will eventually use these metrics. However, this section is still being configured.
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BASIC NAVIGATION

1 | Use case record tabs to toggle   
  between the Details, Case Tasks,   
  Emails, and Child Cases associated  
  with the specific record.

2 | Expand or collapse case record   
  sections using the chevron arrows  
  to the right of the section header to  
  reduce clutter.

3 | Button options (e.g., Save, Propose  
  Solution) change based on the case’s  
  current progress.

4 | More Options Menu: Manage open  
  case record/case task tabs.

5 | More Actions Menu: Provides   
  options such as Compose Email,   
  Create Problem, Create Request, 
  and Copy URL.

CASE RECORD SECTIONS

6 | General Case: Provides details 
  about the case’s assignment. The   
  Additional Actions menu (three dots)  
  includes jump-to section navigation   
  and form options like reloading and   
  copying the record URL.

7 | Request Form: Contains read-only   
  data from the requester’s completed  
  intake form.

8 | Communication Lists: Where you   
  manage the Watch List and Work   
  Notes List to keep internal fulfiller 
  and other stakeholders informed   
  about case activity and updates.

9 | Closure Information: Automatically
  appears when proposing a solution;  
  requires a Resolution Code and   
  Resolution Notes. Check the “Add   
  resolution notes to comments” 
  box to make them visible to the   
  requester.

10 | Contextual Sidebar: Jump between  
  Record Information, Attachments,   
  Templates, and Recommended 
  Actions. Record Information   
  appears by default; it reports on   
  the case’s progress, including the   
  State, any active Action Statuses, 
  and SLA information.

COMMUNICATION & TRACKING

11 | Write Comments, Work Notes, and  
  Emails. Turn “Stacked view” on to see
  all 3 composers expanded at once.

12 | The Activity Log is a quick,   
  scannable, timestamped case history 
  that includes communications and 
  field, state, and assignment changes.

13 | Filter, search, and sort the Activity 
  Log information. Use the View 
  Switcher to change how you view 
  the Activity Log.
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