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July 23, 2024 -10:00-11:00 AM PT

Day 1

Lesson 1: Creating Cases

Lesson 2: Assigning Cases to Owners and 

Workgroups

July 24, 2024 -10:00-11:00 AM PT

Day 2

Lesson 3: Managing Cases

Lesson 4: Submitting Cases to Internal Teams

Timing and Agenda



Saddleback Leather
Acumatica Customer

Day 1
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Lesson 1: Creating Cases

Learning Objectives

In this lesson, you will learn how to do the following:

• Become familiar with the ways of creating cases in Acumatica ERP

• Develop a general understanding of case settings

• Create a case manually
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Cases: To Create a Case Manually

Story

Suppose that you are a customer service representative of the SweetLife Fruits & Jams company. You 

have received a phone call from your customer, Kevin Grey, who is a buyer at the Groceriex chain of 

supermarkets in New York.

Kevin ordered 25 jars each of apple, orange, and cherry jam, but only 15 jars of orange jam were 

delivered. (The other jams were delivered in full.) You need to arrange the delivery of 10 jars of orange 

jam to Groceriex within three working days.
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Figure: The case based on the customer's request
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Lesson 2: Assigning Cases to Owners and Workgroups

Learning Objectives

In this lesson, you will learn how to do the following:

• Assign a case manually to a particular owner

• Assign a selected group of cases to owners or workgroups by using a case assignment map
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Case Assignment to Owners and Workgroups: Process Activity

Story

Suppose that you are David Chubb, a new sales manager of the SweetLife Fruits & Jams company. 

You have received a phone call from your customer, Delicious Energy Restaurant, about the repair of 

a juicer. You have created a case and need to assign the case to your colleague, Jeffrey Vega, who is 

a technician in SweetLife.

Further suppose that later that day you have checked the cases in your system and noticed that a few 

of them were not assigned to owners and workgroups. You need to assign these unassigned cases to 

the appropriate owners and workgroups.
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Figure: The cases that have been assigned to owners and workgroups



Cherry Lake Tree Farm
Acumatica Customer

Day 1
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Lesson 2: Assigning Cases to Owners and Workgroups

Learning Objectives

In this lesson, you will learn how to do the following:

• Make optimal use of the case management capabilities of Acumatica ERP

• Develop a general understanding of billing settings for a case and case-related activities

• Process a case and notice its statuses

• Create an email and an activity associated with a case

• Reassign a case to another owner

• Escalate a case to another employee
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Lesson 2: Assigning Cases to Owners and Workgroups

Learning Objectives

In this lesson, you will learn how to do the following:

• Specify a case-related activity with a solution for a case

• Create a return order from a case

• Become familiar with ways of associating a case with other cases

• Prepare and review an accounts receivable invoice for a case
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Case Management: To Process a Non-Billable Case

Story

Suppose that you are Jeffrey Vega, a technician at the SweetLife Fruits & Jams company. David 

Chubb, a sales manager, has created a case in the system based on a phone call from Chuck Hester, 

who is a purchase manager at Fruitland, a store in Baltimore. Chuck Hester is thinking of purchasing a 

commercial juicer from SweetLife, and Fruitland has a number of accessories for a similar juicer. 

Chuck needs to know if these accessories (the feeder kit and the peel ejector kit) suit the juicer that he 

might buy.
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Figure: The closed non-billable case
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Case Management: To Process a Billable Case

Story

You have received by email a request for the repair of a juicer from your customer Tonya Lawrence, a 

buyer at Storehut, a chain of supermarkets in New York. You have created a case in the system based 

on the email from Tonya and assigned the case to yourself. You need to repair the juicer, record the 

results of the repair in the system, and release the case for billing, causing an invoice to be created for 

the fixing of the juicer.
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Figure: The case-based invoice
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Lesson 4: Submitting Cases to Internal Teams

Learning Objectives

In this lesson, you will learn how to do the following:

• Become familiar with the ways of creating internal cases in Acumatica ERP for submittal to employees of internal 

teams

• Create an internal case manually and assign the case to a member of an internal team
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Case Submittal to Internal Teams: Process Activity

Story

Suppose that you are David Chubb, a sales manager of the SweetLife Fruits & Jams company. You 

want to track information in opportunities about the customer's company size and its number of 

employees. You need to submit an internal case to system administrator Kimberly Gibbs. In the case, 

you will ask Kimberly to add two custom UI elements on the Opportunities (CR304000) form.



Thank you!

Chris Pelton
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