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Overview of system changes

The large number of engine developments for Campaign has led to greatly improved functionality within the Task Management module, these enhancements are documented in the following pages

The changes will not remove any functionality from Task Management, but rather enhance and improve on existing functions.

There is also a recap in this document, which clarifies the general operation of Task Management making the concepts in this document easier to understand.

This document outlines the most significant changes to the user interface.

Acronyms and Abbreviations

BE		Business Express
BER4		Business Express Release 4 new functionality
SAM		System Access Management module




 Task Management Overview

A user in BE is created using System Access Management (SAM) and is granted access to the appropriate functional groups.  

Task Creation  	: Designed to be given to clients
Task Response  	: Designed for agents and engineers
Data Field Management  	: Used to create and manage projects
Task Management  	: For team leaders and organisers to administer tasks
Operational Reporting  	: Task reporting
Distribution Management	: [BER4] For managing how tasks are distributed

Once the user has been given the right functionality they can access the Task management module.
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Task Management works on the following hierarchy:

Task Management can handle an unlimited amount of projects.  Each project is a group of associated work items, for example Helpdesk, Bug Management or Maintenance.  These projects are discreet so a given agent can be granted or denied access to specific projects.

Within each project there can be any number of tasks, also known as work items or jobs.  The scope of the task is determined by management.  Tasks can be small in scope like ‘make the tea’ or much larger in scope ‘develop this function’.  A task has, by default, two primary states:  open and closed.  The system can support many different intermediate states called Statuses.  This allows tasks to be placed on temporary hold, for instance, during long period projects.

A discreet item of work within a task is called an activity.  In the ‘make the tea’ task, an activity might be ‘put water in the kettle’, ‘plug the kettle in’, ‘click the on button’.  The scope of the activity is defined by the project manager and how they want to use the system, for instance, using the example above, each item could be a separate activity, or you could put all three in a single activity.

A task is created and assigned to one user until it is closed.  This is a specific design feature of BE and allows for clarity of reporting and clear lines of responsibility.  A date and time stamp is applied to every activity logged, as well as task opening and closing.

System Flow Changes

· Black is existing functionality
· Blue is proposed new functionality
· Red identifies where the new functionality will fit

· Square is a process
· Diamond is a decision
· Cylinder is a data source
· Circle identifies where the new functionality will fit
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1. Create Mailbox settings database structure, to store the details of the account [BEMail_Account]
2. Modify Project to have associated BEMail_Account
3. Create a distribution Team [Team]
4. Allow members be assigned to a Team [TeamMember]
5. Modify Project to use a distribution Team
6. Read and Delete engine to read mails and create tasks
7. Attachment pass through [Task Attachment]
8. Continuing mail recognition 
9. Email – Task generation report [TaskEmail]

Task Distribution

The new engine has improved the manner in which tasks are set up and distributed which means that there are now three distribution methods, with a fourth planned.

1. Manual Allocation
2. Preassigned Allocation
3. Sequential Allocation
4. Request Allocation [planned]

Manual Allocation
When creating a task, a drop down list of those with access to the project is presented to the user who can assign the task to any one on the list. A good example for choosing this method might be for use in a meeting. As tasks are discussed and agreed, they can be assigned directly to the appropriate user.

Preassigned Allocation
No option is presented to the user as the task is preassigned to one user, for instance an account manager.  

This allocation method means that scope-creep can be better managed.  Work request are filtered through account managers before becoming work items, which means that requests for additional work, for instance, can be charged and scoped properly.

It is also useful for those with a diverse workforce.  If there are sales teams in different parts of the country, a co-ordinator receives all the initial tasks and can then reassign them to the appropriate party.  This allows tasks to flow easily from clients and colleagues filtered and managed by the co-ordinator.

Sequential Allocation
Project teams are created using Distribution Management, to which staff can be added or removed.  When a new task is created, it is automatically allocated to the next person in the team list.  The team is pre-ordered by user ids. This kind of distribution ensures equitable distribution of work amongst the team.

Request Allocation
Agents will use this function to request the next task. This is ideal for organisations that often have to manage large workloads, perhaps with teams working on irregular shifts or at different speeds.  It is also a useful support tool for those operating productivity based bonus schemes.

Mailbox Management

A major new addition to Task Management is the ability to read a mailbox and then turn mail items into Tasks.  Naturally, the engine will work with any POP3 or IMAP4 compatible mailbox which opens up the system to a broad diversity of communications

Setup includes:

· Creating an email account with your email provider
· Storing the settings to log into this account in a mail profile.  (Main Menu => Task Management => Distribution Management => Add a mail profile)
· Choosing which mail profile the project will use
· Via Check mails (Main Menu => Task Management => Distribution Management => Check mails) causing the system to :
· Go to the mailbox 
· Log in 
· Retrieve the emails 
· Turn each one into a task 
· Assign the task, depending on the distribution method

In this way, a seamless mailbox help system can be developed.

By capitalising on this new mailbox functionality a number of intelligent communications methods can be adapted to allow Task Management handle them.

· Fax to Email – the fax is attached to an email. The email and it’s attachment is converted to a task.  The task is allocated

· SMS to Email – the sms is forwarded as an email to a mailbox and managed appropriately

· Voice Mail to Email – on modern phone systems a call can be recorded and forwarded as an attachment to the email. Used in conjunction with an inbound call handling team this provides a highly effective way of handling burst and large volume contacts

· Web Form to Email –many organisations ask users to submit feedback via their website. These responses can now be turned immediately into a task without any complicated system integration

This functionality allows for extensive communications reporting.

Whilst there is, as yet, no automated timed pulling of emails, any user with access to Distribution management can click request mails.  The system also allows multiple users to pull mails at the same time.  Emails are deleted from the server when they are turned into tasks which prevents task duplication.  Attachments are stored in BE and are accessible from the tasks.  A planned expansion will allow email replies to be appended to tasks as an added activity.


Project Functionality

Project details have been reordered and new distribution and mailbox management facilities options have been added.

The Preassigned drop down list has been changed from Enable / Disabled to list the type of distribution method.
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Task Functionality

The layout has been changed to improve readability and all the fields have been resized to make best use of the space available.

The description box has been upgraded to a rich text field which allows images, sounds and multimedia links to be embedded in the text.  It allows sub and super scripting to make more descriptive problem generation possible.  

Users can now attach any kind of document or object to a task. This is done after the task is created because the document will be attached to the unique task Id.
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Activity Functionality

Activity has also undergone significant change.  The description box is now a rich html box allowing more detailed information be stored for tasks.

The general description details are now behind the ‘Task Details’ button at the top of the screen and the title of the task is now far more prominent.

There is an attachment button to allow document be assigned to the task.

The layout of the Activity history has been altered to make it more readable and able to handle a wider variety information.

There attachments section now lists all attachments associated with the task making it easy for agents to access these attachments.  This way, if screen shots are embedded in a word document, they can be accessed directly from the task.
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