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Workday Help: Create Cases, Create Help Articles, Access Help
Cases Workspace

Purpose

To guide employees, managers, and case administrators through the use of the
Workday Help module for submitting support cases, managing help articles, and
accessing the Help Cases Workspace.

Overview
The Workday Help module is a centralized support system that enables users to:
e Submit and track help cases
e Access HR and Workday instructional articles
« Manage and resolve cases efficiently
e Create and publish help articles

This module streamlines issue resolution and ensures quick access to support
resources.

Step-by-Step Instructions
Part 1: Create a Help Case (for Self)
Step 1: Access Help Center
e Click Help from the left-side menu on the homepage.
o Alternatively, type Create Case in the Search bar.
Step 2: Fill in Case Details
o Enter:
o Case Type
o Case Title
o Detailed Description
o Optionally, add an attachment (e.g., screenshot).

e Click Create Case.
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Help Center > Case Created

Case Created

s
You have created case CASE00000071, Not able to login.

Part 2: Create a Help Case (for Employee)
Step 1: Access Help Center
e Click Help from the left-side menu or use the Search bar.
Step 2: Fill in Case Details
o Enter:
o Create For (select employee)
o Case Type
o Case Title
o Detailed Description

o Optionally, add an attachment.

+ Click Create Case.
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Help Center » Create Case Suggested Resources

Create Case

Create For*

‘ Amy Kempen

* |

This person will get all netifications about this case

Case Type™

‘ Select the most relevant case type |

This helps us route your case

Case Title™

@

Resources will load as you complete the form

Provide a short title for your case

Part 3: View Help Cases Workspace
Step 1: Navigate to Workspace

Click Help Case Workspace from the left-side menu.
Step 2: Filter and View Cases

View all open cases.

Use filters to sort by:

o Type

o Status

o Assigned to you
o Group
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=  Allcases . )
All cases ¢) Refresh  Last updated 18:10 All (15) Assigned to you (2) Unassigned (10) @
e HR Generalist
(Netherlands) (11) Q Filter by Case ID, Keyword, Labels, or People 15 Cases
Case Type v SortB v Recent Acti... v AssignedTo W Status  w
(o} My watched cases O P ¥ 9
CASE00000042
. . Created: Case Created
= Archived cases O . ::;l:zl;:::r;dy (Terminated) Absence 2 Weeks g0 2 Weeke ago & Notassigned [ NEW |
CASE00000041
A Created HR Reply :
O Ihe‘(; De K‘onmg Contract change 2 ioeks 33 oo g0 @ Adinda Kok (.. INPROGRESS
est demo-’
CASE00000040
Created: Case Created
OJ e Nannie ter Veld Absence & Notassigned  [EIQ
. crent . | Test Demo-1 2 Weeks ago 2 Weeks ago
reate case for employee
CASE00000039
. Created: Case Created
. O :ulco I?E;Lalh?fuder Absence 2 Weehs g0 2 Weeks 200 a2 Notassigned [EI
lequest Time-of
mCASE00000038 - ot

Part 4: Manage Help Cases
Step 1: Open a Case
e Click on a case to view details.
Step 2: Use Messaging and Notes
 Use Add Template or type a message.
« Add Internal Notes to tag colleagues.
Step 3: Update Case Info
e Assign to Team or Assignee
o Change Status, Type, Add Flag, or Label

e Scroll to view creator’s personal info (e.g., location)
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=  Allcases E] Add Follow-UpDate ¢ Link £ Share @© Watch @
& HR Partner (Netherlands) .
@) Koen Zijlstra
CASE00000037: Test
< My watched cases Show in Timeline: | Activity O Notes () Messages O S e Files -
Y
=  Archived cases CASE ACTIONS I
1 Jump to Oldest !
Assign
Message Add Internal Note # No assignee (HR Partner =
(Netherlands))
Test note 9 Assign to You
] Create case for employee
Change Status
o o D
< CED v

Part 5: Notification of Assigned Case
Step 1: Check Notifications
o Click the Notification Bell icon.

o Click View Case to open the assigned case.

On behalf of: Adinda Kok
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Notifications

Viewing: All . SortBy: Newest vl [w Case CASE00000037 is assigned to you. e

From Last 30 Days .

1 minute(s) ago
Case CASE00000037 is assigned to you.
Case CASE00D000037 is assigned to you.
1 minute(s) ago

Case CASE00000037 has been created and assigned

to the HR Partner (Netherlands) service team.
Case CASE0DO00037 has been created and assigned to ()
the HR Partner (Netherlands) service team.

Case CASE00000037 is assigned to you.

- b

4 minute(s) ago

Onboarding Setup for Hire: Rosey John - General
Manager 1 on 14/02/2025

Onboarding Setup - [not available]

24 minute(s) ago

Assign Organizations: Rosey John
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Part 6: Create Help Articles
Step 1: Access Help Articles Workspace
e Click Help Articles Workspace from the left-side menu.
Step 2: Create and Publish
o Click Create New Article
o Enter:
o Title
o Content (with formatting)
o Settings on the right panel

e Click Preview, then Publish

by,
= MENU %11 = landal Q Search 1:@ @ 2
¢ Go to Help Article Workspace
Untitled Article @
File Edit Format |Insert View
& /A Normal ~l20v| B I VU & = iz Av £y |=v|i=v = Bv&v+~v & B
a a
X
Settings
Start writing here.
Set Article Language *
| Choose an option v
Category *
Note:

e Find Answers section will include HR policies and Workday instructions at go-live.
e Articles and cases can be accessed via the Search bar.
o Case creators receive notifications when cases are assigned or updated.

« Internal notes are not visible to the case creator.
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