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1 Introduction

1.1 Summary

This training document details the case management functionality within Business Express.

1.2 Key Project Variables

Status Summary: Training

Project Manager: PL
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1.4 Acronyms and Abbreviations

1.4.1 All n One

BE Business Express

BER Business Express Release

SER Service Enhancement Release
1.4.2 Training Document

ADDIE Analyse, Design, Develop, Implement and Evaluate
API Application Programming Interface
CCL Campaign Call

CDA Campaign DAta

CRM Customer Relationship Management
CTI Computer Telephony Integration
FCR First Call Resolution

HR Human Resources

IT Information Technology

NB Nota Bene

SLA Service Level Agreement

UAT User Acceptance Testing

Company Number: 400703 VAT Registered Number: IE 6420703G BUSINESS %9&55

Directors: Nick Wheeler, Chris Thomson, Philip Lacey




Phone: 0 Web E Address

+.353"1 4294000 & www. allnone.ie & 48/49 Western Parkway Business Park
- . = Lower Ballymount Road

CHN W]

\

% Dublin 12

= s = Lreland
1.5 Key Stakeholders
1.5.1 All n One
Initial Name Company Role Email Address
NW  Nick Wheeler All n One Ltd CEO nick.wheeler@allnone.ie
CT Chris Thomson All n One Ltd MD chris.thomson@allnone.ie
PL Philip Lacey All n One Ltd IT Director philip.lacey@allnone.ie
CD Carolann Diskin All n One Ltd Product Owner carolann.diskin@allnone.ie
DC Daniel Coughlan All n One Ltd Framework Developer daniel.coughlan@allnone.ie
PJ Patrick Jenkins All n One Ltd Content Developer patrick.jenkins@allnone.ie
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1.6 Version History

Version 1-1
Date 2014-07-13
Author Philip Lacey

Modifications

Updated acronyms. Fixed bookmarks undefined in PDF version.

Removed link for image where none was.

Version 1-0

Date 2014-02-10
Author Philip Lacey
Modifications Initial draft
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1.7 Learning Objectives

At the conclusion of this activity, participants should be able to:

Describe what Case Management is

Implement a case management solution

Generate and explain case management reporting

Develop extended form integration for complete solution building

NOTE: Business Express has developed its own lexicon and we use it throughout this document, and we
therefore include a section (2.3) to aid your understanding. There are also exercises and multiple choice

support tests where appropriate.
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2  Theory

2.1 Recommended prerequisite training

CC-1-1 Introduction to Business Express vX-x

CC-1-2 Introduction to Contact Centres vX-x

CC-1-3 Introduction to Blended Form Structure vX-x
CC-1-4 Introduction to Contact Centre Reporting vX-x
CC-1-5 Introduction to Form Outcomes vX-x

CC-2-1 Security and Custom Interface configuration vX-x
CC-2-2 Data import management vX-x

CC-2-3 Outbound contact management vX-x

CC-2-4 Data Profiling - Custom reporting (CC) vX-x
CC-2-5 Logic management vX-x

CC-3-1 System security management vX-x

CC-3-2 Form optimisations vX-x

CC-3-3 Learning and Knowledge Base Integration vX-x
CC-3-4 Mailbox and Social Media integration vX-x

CC-3-5 Project management and work list configurations vX-x
CC-4-1 Managing live contact records vX-x

CC-4-2 Linked form setup vX-x

CC-4-3 CTI Integration vX-x

Company Number: 400703 VAT Registered Number: IE 6420703G BUSINESS %R&&&

Directors: Nick Wheeler, Chris Thomson, Philip Lacey




Phone: Web E Address

43531 4294000 & www. allnone.ie & 48/49 Western Parkway Business Park
. = Lower Ballymount Road

= Dublin 12

= Ireland

/
(

EENEEEE S S O]

2.2 Standard training approach

This document is broken into four sections:

e Section 1 provides some document management

e Section 2 provides theory on the training area including a Lexicon

e Section 3 provides scenarios and worked examples to highlight what is to be accomplished

e Section 4 provides instructional procedures associated with the scenarios
This training is appropriate to the level stated at the start of the document and it forms part of the All n One
Learning Departments curriculum for BE. This curriculum is available in the document BE Learning Department

vX-x where X is the major version and x is the minor revision.

In this document a procedure is identified as [Procedure X] where X is the number of that procedure. The
procedures can be found in Section 4 of the document or in the indicated document.
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2.3 Lexicon

2.3.1 Previously explained terms

2.3.1.1 From CC-1-1 Introduction to Business Express

All n One is the name of the company that developed and delivers Business Express.

Business Express (BE) is the flagship product of All n One and is a pure SaaS solution.

BE Client. An organisation that has purchased an instance of BE.

User. An individual who uses BE.

Module. A set of related functionality grouped together for convenience. BE has a humber of modules
available to BE clients, some of which are mandatory. For example, System Access Management which contains

all the system security functions.

Section. A subsection within a module, where the grouping of functionality is further grouped, for

convenience.

Function. An individual function within a section or module

System Champion. A person within the BE Client organisation who has primary responsibility for the
management of BE and its content. Users within the BE client requiring will be directed to the System

Champion.

Reminders are simple post-it note type reminders which are visible only in the users account.
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2.3.1.2 From CC-1-2 Introduction to Contact Centres

Process. Any activity or set of activities that uses resources to transform inputs into outputs can be considered

a process.

Procedure. A procedure outlines how to perform a process

Work Instructions. A work instruction describes how to perform a task, which is a more detailed portion of

the procedure such as Completing a PO or Ordering supplies.

There are a number of services which a contact centre can offer. The primary definition of the services stems
from which party is doing the contact. If a customer is contacting the centre, it is called inbound activity. If

the agent is contacting the customer it is called outbound activity.

One paper based form constitutes interaction with one customer. In a computer system, that one form is called
a record. If a customer calls in for a second time, you might have one record, but there would be two entries
for the two contacts. Reporting on records and contacts is very important to a contact centre. Every record
will have a contact history, which will list all the contacts for that record.
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2.3.1.3 From CC-1-3 Introduction to Blended Form Structure

Data in BE is stored in a collection of database tables which can be referred to as a campaign or database but is
called a Form by All n One. Every form has its own unique id known as a Form Id.

Records and Contacts are known as CDAs and CCLs respectively

A form may have many fields, which must be field mapped

The form structure includes many auto generated and managed system fields.

There are three ways of creating the contents of a CDA record.

o Data Entry

e Importing data from a file

e Transfer of data from an external source, such as a website or another BE Form.

Outcomes are used at the end of a script to record contact which logs the CCL against the CDA.

Outcomes have a display category (complete or incomplete) and a number of other important fields
including Report Grouping 1 and Report Grouping 2.

BE has an outbound contact management system which allows for distribution of records.
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2.3.14 From CC-1-3 Introduction to Contact Centre Reporting

Data Profiling is the reporting module for all forms in BE. é Reports are Instant or Customised.

Instant reports are generic with fewer configuration options which allows reports to be generated quickly and

with little or no configuration.

The report types are Data, Statistics, Scores, Visualisations, Reminders and Case Management and

Export.

Dashboards are grouped collections of reports that address operational reporting needs and they reduce the

time taken to navigate to different reports.

A closed question means data is entered is from a preselected list such a drop down list or set of radio

buttons. These closed question types are easily counted and reports and graphics are readily applied to them.

Open questions allow the user to enter any data they like into the box on screen but they will need to be
individually graded by a tutor.
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2.4 Case Management

2.4.1 Defining Case Management

The first challenge is defining Case Management. Googling a definition of case management throws up a

number of predominantly legal and medical interpretations of case management.

http://en.wikipedia.org/wiki/Case management

It's only when you use a particular area do you get results relevant to the area, e.g. HR case management, IT
case management, etc. As BE is a business process modelling and management tool, we can apply a form to
any type of solution. So case for BE is all of the above. We need something a bit more specific to build
against.

To build case management there are a number of common features:
e Information is focused on a central noun (person, place or thing [including event] )
e Is based on core mature processes
e Timed responses
e Istied to a / numerous workflows
e Subject to priorities / SLAs
e Usually requires more than one interaction
e May Involve different parties

e May involve different mediums

So for BE, a case is “a CDA record in a form, with one or more CCLs, time based reporting and workflows
managed through outcomes accepting feeds from one or more sources. These CDA records may be, through
form linking, also be managed in child forms, with information always ultimately returned to the initial parent
CDA.”
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2.4.2 Primary Metrics

The most important configuration settings of Case Management are the primary metrics against which cases
are managed. This is usually time or money. What is primary reason for implementing Case Management.

Other useful but not critical metrics are referred to as secondary metrics.

2.4.3 Process reengineering

Unless the solution is replacing an existing case management tool which is deemed no longer fit for purpose,
then using BE to provide case management is an opportunity for process reengineering. This is the
approach of reviewing how things currently operate and finding ways of potentially optimising the processes.
As a case and all aspects of its interaction are known it is possible to apply lean six sigma principles to the
process and enable BE to improve the workflows through automation.

2.4.4 Open and Closed cases

An open case is one which still has more work to be done on it. A closed case is one which is considered

that no more work will be done on it.
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2.4.5 Supporting information

As the processes are mature for case management, there are often complex supporting documents, training
notes, knowledge base with potential decision making trees involved. A case management tool should make

this supporting information readily accessible.

Supporting information can be found in:
e Original tender specifications
e Training manuals
e Custom training notes
e Knowledge bases

e Case history / case study examples

® Previous system / process issue documentation
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2.4.6 Development approach

When designing a case management solution it is important to approach the solution systematically. The
eLearning approach of ADDIE is useful as it provides structured steps. ADDIE stands for Analyse, Design,
Develop, Implement and Evaluate. Implementation of a case management tool is usually best performed after
analysis and design has been done to ensure that the solution is going to be fit for purpose. As part of the

design phase a prototype can be built in BE to clarify how proposed processes will be implemented

Analysis
¢ Identify all contact points
e Identify all communications mediums
¢ Identify all data sources
¢ Identify all involved parties
o Identify all process experts for future contact
o Identify all process flows
e Identify all Service Level Agreements
e Identify all training and support material
¢ Identify all quality assurance mechanisms

e Document an operations manual for the entire process if none currently exists

Design
e Use BE to develop a working prototype
e Recursively ratify the process to ensure appropriateness

e Using process experts attain sign off of process

Develop
e Implement all operational workflows
e Implement support and training material

e Implement quality assurance measures
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Implement
e Project manage roll out

e Develop new all-encompassing process documentation

Evaluation
e Using formal review meetings on a daily, weekly, then monthly basis consult all users for feedback and
appropriateness
e On project completion schedule review for reimplementation of ADDIE to apply further Lean Six Sigma

learning.

At the end of the analysis phase, the key information of the primary and secondary metrics should be known.
Documentation and processes will be available.
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2.4.7 Generic Case Structure
Within BE, a case management solution will Post

have the following generic features. ) 7
|

2.4.7.1 Contact Points

| 4 T \ %

Live Web Chat

There are a number of ways of creating a

case. BE has methods for handling each

one. As soon as a CDA is created, a CCL is

also created with a time stamp of when the

case was started. Case

Management

Post, Phone and Live Web Chat, all require
some live operator intervention.

For Post: Whitepaper - BEPaperless
For Phone Call: CC-4-3 CTI Integration
For Live Web Chat:  CC-4-3 CTI Integration

The others can be automated

For Email: CC-3-4 Mailbox and Social Media Integration
For Website: CC-4-3 CTI Integration

For Social Media: CC-3-4 Mailbox and Social Media Integration

Faxes when received become either paper, which can be treated as post. Alternately newer technology can

manage it as an email attachment.
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2.4.7.2 Workflow

At this point, a CDA has been created which represents our case. The workflow then needs to be followed to
deliver this case. This is a process best done externally to the system where a process flow can be modelled.
This model is then implemented using outcomes.

Outcomes allow for validation of the data. Case

Occurs

Enable email communication externally to the
customer, an internal department or an external

Initial

company. [CC-1-5 Introduction to Form Outcomes] Management

It may be required that further case management
is provided within BE in other forms. E.g. Isﬁii;m | 9*?::'?;"* 6
Customer Care receive a support ticket, which

must be answered by Billing. The ticket is sent to

Initial
Management

Billing for processing and is returned to Customer

Care to communicate back to the customer. [CC-4-
2 Linked Form Setup]

Other
Case

Does case
need other - Transfer
help?

Logic provided by BE helps to drive decision

Management

making and option selection to ensure delivery of

Ongoing
management

agreed processes. [CC-2-5 Logic Management]

There are literally endless combinations of Wrap up case

processes which can be implemented as workflows
within BE.

N
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2.4.7.3 Operational Tools

In order to support case management there a number of operational tools this allows the workflow to be

delivered effectively.

The first and obvious tool is a work flow tool which allows data and contacts to be recorded. The system must
be able to enable work to happen in an automated fashion. The system must be auditable and also provide the

timing and timed report capabilities required to operationally deliver case management.

The first tool is a suite of reporting and operational listing tools which list off the cases that need attention in

an order according to the primary metrics of the workflow.

Time is the key differential between a CRM solution and a Case Management solution. For this reason time
based work lists are a key operational tool for management to ensure efficient delivery. Time in case

management is always a primary or secondary metric but is a primary operational tool.

For optimisation of any workflow analysis of data is key. As each suite of workflows is unique by business and
operation, it is impossible to build “standard” reports without locking down the solution to only deliver to a
specific type of use. E.g. a HR complaint ticket management solution would not work for a technical support
ticket management system due to reporting and presentation of fields despite most of them having a lot of
commonalities. In order to report or analyse the data, the data analysis could be performed within a system
with template or custom reporting, or for comfort it should be possible to easily export to a spreadsheet or

other external analysis tool.

When building a case management solution and throughout its operation the ability to facilitate collaborative
group communication is important. Building in numerous communication tools and lines of communication is
vital. Conference calls, group emails, central documentation repositories, live web based conferences or
traditional meetings all serve for the refinement of the project. There needs to be a central project document
which acts as the collective body of knowledge. Often this document is referred to in operation as a “bible”.
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Project management skills can help in delivering the project and it is useful to employ some of the analysis
and management tools, but it is important to balance excessive project management against operational
delivery, especially considering prototyping as a tool for development. Protoyping is only necessary when
performing processing reengineering; otherwise the process should be mature enough not to need a prototype.
The effectiveness of delivery of the project will depend on the project manager.

Quality assurance of the solution is the process of ensuring that the solution delivers what the original
specification requests and delivers it properly. If the Analysis part of the solution which generates the initial
project body of knowledge, is complete, this is what will be used for different types of testing. Testing should
be of a number of types, black box testing, User Acceptance Testing (UAT) and standards compliance
testing. Black box testing is generally done by the development team to ensure that the software does as was
requested. User Acceptance Testing is where the solution is given to a number of control group users to use
the solution to see does it work as required. The final testing is standards compliance to ensure that the
solution meets any industry standards relevant to the solution.

Quality assurance of the operation is an iterative process of reviewing the analysis of the data. If the design of
the system automates and validates wherever possible then the quality of the data should be as specified.
Where a level of human interpretation is required as part of the process analysis and process refinement should
be focused on this part. Closed questions and logic branching are the easiest to test against, so design should
focus on wherever possible delivering closed fields. Wherever open questions exist process refinement should

be focused.

2.4.7.4 Reporting

The reporting from case management is the same as standard reporting for CRM or for blended campaigns
except that the inclusion of timing data in data reports is available. The operational tools provide what
traditionally are referred to as case management reports.
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3 Scenarios

3.1 Overview

With all the scenarios listed below, the primary consideration is hands-on ability to use BE. All of the terms in

the Lexicon that are used in this training permeate subsequent training.

NOTE: Different browsers and versions will show different layouts and options so this learning document will

use a reference browser to demonstrate the How To scenarios

3.2 Technical Help Desk Solution

In order to make relevant how BE can deliver against a case management solution we need to construct a

worked example which can be used for a number of scenarios.

The first step of analysis is to get a full background analysis of the scenario. Please note this scenario is

extremely limited and is used for highlighting only primary functional capabilities.

Computer Company Limited offer a number of pcs and printers. There are a number of departments: Sales,
Customer Care, Billing, Shipping and Manufacturing. The solution is for the Customer Care department to be
able to manage customer requests. The contact is from customers who have purchased equipment and have
support issues. The business offers support contracts on the equipment for 1 year. If customers are outside of
contract they are referred to a third party support company. There are often calls whilst coming in on the care
line are not for care. All post is scanned and then the images transferred to care via a network drive. There is

an Avaya phone system in place but it is not CTI enabled.
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There is a care email address support@computercompanylimited.com The company would like to implement

customer effectiveness surveys for marketing and customer satisfaction purposes. The company also has a
Twitter, Facebook and Linked In company page. The public website has a customer care form. Live webchat
has been considered but the supporting technology is not currently available in the company.

There are support processes which are managed by process experts exist within the organisation. There is
some training and documentation but it is not exhaustive. Training is a common feature within the organisation

and is classroom based. The product portfolio and other soft skills are trained as required.

There is a variety of reporting required but the primary focus of the business is ensuring the customer is happy
and brings repeat business. Cutting down customer required contact and increasing cross sell / upsell
opportunity is paramount.

The staff operating the solution has been in place for a number of years. They accept that improvements can

be made, but the system must improve life not add further complexities to an already complex situation.

Investment has been made in previous solutions which haven't worked exactly as required. Changing
processes are normally perceived internally as a negative thing. Currently the solution uses an Access database
to log queries. Microsoft Excel is used extensively in support for reporting. Microsoft Outlook manages
communications between agents and customers. Some emails are templates but most are custom creations of
the agents. Supporting documents come in the form of a network drive with Microsoft Word Documents, Adobe

PDF documents, Microsoft PowerPoint presentations and images where appropriate.
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3.3 Analysis

3.3.1 Stage 1: Initial Fields

The first task is to compile all of the fields required. Using the existing Access solution, creating a form in BE
add in all the fields possible. [CC-1-3]

The form should then be optimised to group the fields and colour where needed. [CC-3-2]
The form should have logic added to mirror the current workflow [CC-2-5]
The outcomes and appropriate validation need to be added for data integrity [CC-1-5] [CC-3-2]

You now should have a form that mirrors the primary elements of the current workflow.
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3.3.2 Stage 2: Contact points

The contact points can now be examined, once the fields and initial outcomes are in place.

Identifying a team and granting them access to the form, will be the last step, but this is how calls will be
handled. [CC-2-1]

Next is to link into the email box to retrieve the emails for the work queue. [CC-3-4] It is also advisable to set
up the full reply linking to allow replies to continue a case rather than only every creating new cases. [CC-3-4]

details your options for this.

The website would be integrated next to allow public pages to push records into the form. [CC-4-3]
The social media would then be configured so that messages go to the mailbox. This too is described in [CC-3-
4]

Depending on the version of Live Chat available to you, integration will vary. [CC-4-3] goes through some of

the options available.

At this point it is also useful, where they exist, to link outcomes to other forms, to allow CDAs to transfer from
one form to another [CC-4-2]
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3.3.3 Stage 3: Operational control

From any number of sources, we now should have the ability to create a CDA. We now need to exert some

operational logic to the script and some operational control to ensure timely delivery.

You should consider, especially for reporting purposes the following fields:
Initial medium: Email, Phone, Web, Post, Social Media
Preferred medium: Email, Phone, Web, Post, Social Media

It is important for agents to understand the primary preferred medium of the campaign. Operationally cost

savings are made through email with post, or international calling being the most expensive alternatives.
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3.3.3.1 Case Management tool 1. Duration since first contact

When a CDA is created, the clock begins. The first report to support this is the commonly used :
Main Menu > Data Profiling > Instant — Data > Data — Data — Report by Period, by Outcome > Form + Time
Period of records interacted with >

In the options at the top of the next page, if you tick “Duration since first contact”, from the first date and time
of the record to the start of when the button at the bottom of the page is clicked, the duration will be
calculated. This ensures all CDAs reported on, are for the same time period, especially in reports that take

some time to generate.

Logged in as : Philip Lacey | Logout

!3 Home » Data Profiling » Multiple

Include Report Header

Include header

The header includes details such as the date and time of generation, the report generator, the period and data types included in the report.

Case Fields

Dlsplay duration of contact J This option adds a column containing the duration from when the record is displayed on screen until the outcome is saved with the record.
Contact Sequence Number ) Column displaying the sequence number of the contact, i.e. 1 for first contact, 2 for second contact, etc.

Duration since last contact ) Duration in seconds since previous contact.

Duration since first contact ) Duration in seconds since first contact.

Department of User J Department of the logging user.

Organogram Group of User ) Organogram group of the logging user.

Please select an Outcome. (Only Outcome used will be displayed)

The duration since first contact allows for analysis on jobs taking long times.

The outcome you choose is very significant. If you choose the final outcome of the flow (case closed), then the
time is from the starting CCL through till that outcome was used in a CCL. If you choose an open case
outcome, you will get the time up to that point in the case. This can be useful for interim process analysis. i.e.
How long till we get to that stage in the process on average?
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3.3.3.2

With less case detail, but more focus on time and split between complete and incomplete, is the cases timing

report.

Main Menu > Data Profiling > Instant - Reminders and Case Management > Case Management — Cases Timing

Report > Choose the time frame and Form

The puts the longest outstanding cases at the top for closer analysis with click through to the record for review.

Incomplete
(0351 » G
(24231 »
(24291 - IR
(25131~
1
[2649] » 3
[2667] » 4
2
3
2
:
2
:
:
:
2
1
2
Complete

=]

3
&
=)
2
¥
[=1]

"]

n Home » Data Profiling » Instant - Data

Case Id Contact Count

Start

2013-09-10 09:40:32
2013-12-10 15:09:52
2013-12-11 09:25:17
2014-01-10 10:02:23
2014-01-20 12:40:42
2014-02-03 13:44:23
2014-02-05 10:20:00
2014-02-06 15:24:52
2014-02-10 14:31:23
2014-02-10 14:45:32
2014-02-10 15:59:55
2014-02-10 16:51:38
2014-02-10 17:01:57
2014-02-11 13:23:20
2014-02-12 08:43:44
2014-02-12 12:48:10
2014-02-12 12:56:17
2014-02-12 15:12:05

2012-05-25 17:22:43
2013-01-18 14:18:48
2013-09-26 16:54:16

End / Last Interaction

2014-02-10 09:30:18
2014-02-10 09:29:39
2014-02-10 09:28:02
2014-02-12 16:30:17
2014-02-10 09:27:30
2014-02-11 09:22:56
2014-02-12 11:29:23
2014-02-10 16:43:37
2014-02-10 15:56:08
2014-02-10 14:46:49
2014-02-10 15:59:55
2014-02-10 16:57:27
2014-02-10 17:01:57
2014-02-11 13:24:23
2014-02-12 08:43:44
2014-02-12 12:48:54
2014-02-12 12:56:17
2014-02-12 16:49:48

2014-02-11 09:24:42
2014-02-11 09:24:10
2014-02-11 09:24:23

5+.353"1 4294000

Phone:

Case Management tool 2: Cases Timing Report

Status

04 - Ticket details updated
04 - Work Alocated

04 - Work Alocated

05 - C-Long Term

04 - Work Alocated

05 - B - Awaiting Sign Off
05 - B - Awaiting Sign Off
05 - A - Awaiting Clarification
04 - Ticket detais updated
04 - Work Alocated

04 - Ticket details updated
04 - Work Allocated

04 - Work Alocated

04 - Ticket detais updated
04 - Work Alocated

04 - Work Alocated

04 - Work Alocated

05 - B - Awaiting Sign Off

06 - Work Complete
02 - D - Cancellation
06 - Work Complete

Logged in as : Philp Lacey | Logout

Address

® www. allnone.ie & 48/49 Western Parkway Business Park
| n
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= Dublin 12
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Duration

155 Days 09:07:08
64 Days 03:37:48
63 Days 09:22:23
33 Days 08:45:17
23 Days 06:06:58

9 Days 05:03:17
7 Days 08:27:40
6 Days 03:22:48
2 Days 04:16:17
2 Days 04:02:08
2 Days 02:47:45
2 Days 01:56:02
2 Days 01:45:43
1 Days 05:24:20
0 Days 10:03:56
0 Days 05:59:30
0 Days 05:51:23
0 Days 03:35:35

626 Days 16:01:59
388 Days 19:05:22
137 Days 16:30:07
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3.3.3.3 Case Management tool 3: Open Cases

On a day to day basis, it is far more practical to examine those cases that are still not complete. An open and

closed case is driven by outcome. The outcome chosen should reflect “Complete” or “Incomplete”. Complete is
closed and Incomplete is an open case. [CC-1-3]

Logged in as : Philip Lacey | Logout

F"I Home » Data Profiling » Instant - Reminders and Case Management

Case Id Contact Count Start End / Last Interaction Status Duration
|
Incomplete
4 2012-11-28 12:57:52 2014-02-06 16:06:14 04 - Work Allocated 441 Days 05:05:49
(112221 > B 2013-04-18 16:22:25 2014-02-06 14:31:34 05 - C - Long Term 300 Days 01:41:16
[1272] » 3 2013-05-01 12:20:48 2014-02-06 16:06:34 04 - Ticket details updated 287 Days 05:42:53
6 2013-08-09 09:07:11 2014-02-06 14:29:00 05 - C - Long Term 187 Days 08:56:30
3 2013-08-21 15:37:30 2014-02-06 16:07:07 04 - Ticket details updated 175 Days 02:26:11
- CED s 2013-09-10 09:40:32 2014-02-10 09:30:18 04 - Ticket details updated 155 Days 08:23:09
21691 » 2 20132-N9-17 17°-N7*37 2014-N2-NA 1A 1N*43 NS -C -1onn Term 148 NDave NN*5A N4

Main Menu > Data Profiling > Instant - Reminders and Case Management > Case Management — Open Cases >

Choose the time frame and Form

The report that generates gives

Id: With click through to review the case. This does not alter the case in anyway
Contact Count: How many CCLs with this CDA, showing how many interactions so far

Start: The date and time of the first CCL

End / Last Interaction: The date and time of the last CCL, regardless of period chosen

Status: The current status of the CDA

Duration How long between the first interaction and when the report was generated
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Operationally this tool sorts by Id as the smaller the Id the longer the record has been on the system,
subsequently the one that should be dealt with first.

The time period of the report provides facility to exclude very long term records from operational reports to
allow more focused windows. For a record to appear in the report it must have had some contact in the time
window selected on the first page. If nothing has happened with that record in a long time it fades from the
operational reports. The All time frame button will list all incomplete cases.
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3.3.34 Case Management tool 4. Exception reporting

As time management is so critical for some key clients, reporting must focus on the exceptions rather than the
rule. BE has the ability to establish a base line for exceptions. These exceptions can then be highlighted for
process improvement. When setting up the case management, there are two exceptions settings: Time and
Contacts.

Time is in days. So if a case takes more than X days to reach a complete, or is indeed still incomplete, should it
show up in the exception report. So for our help desk, if the case is still open after 4 days, then there is

something seriously wrong.

If First Call Resolution (FCR), or reduced contact is a goal, then by setting contacts to 3, all cases that have 3 or
more touch points will appear in the exception report.

= | Case Management

Exception : Track Reopen

False v
Exception : Time 0 o am, o ot X dayz 7 i J—
Exception : Contacts 0 » o2 3 ot - p—
Service Level Agreement (000:00:00 \ The SLA time from

When set, the report will return two sections: Incomplete and Complete

Main Menu > Data Profiling > Instant - Reminders and Case Management > Case Management — Exception

Cases > Choose the time frame and Form

The time period again, will only include records interacted with during the time period. All is required to view
all exception cases. Please note that over time All will get long, so sectioned time windows like quarters or

choosing custom dates is a sensible set.
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Logged in as : Phiip Lacey | Logout

Case Id

[
=
0
(=]
3

=3
[1"]
T
m

Contact Count

(111 »] 9
1147 > B
16
D -
;
@D -
;
[1163] » ISP
D
[1471] » 9
B -
E&D -
Complete
(121 ] 10
GB -
11047 > B
R -
[135] » 8
MM o

Start

2012-05-24 11:59:02
2012-05-24 17:30:50
2012-05-24 17:40:44
2012-05-28 14:45:28
2012-11-22 13:44:10
2012-12-19 10:45:08
2013-03-13 16:21:55
2013-04-05 17:18:56
2013-04-18 16:22:25
2013-06-06 17:18:08
2013-10-10 17:48:07
2013-11-28 10:31:06

2012-05-24 15:00:43
2012-05-26 11:29:05
2012-06-13 12:30:00
2012-06-15 15:28:36
2012-06-22 09:30:44

01 7-NAR-27 1430027

The Incomplete’s are cases still open.

End / Last Interaction

2012-05-24 11:59:02
2013-12-19 15:51:03
2013-12-19 15:50:43
2013-12-19 15:50:23
2013-01-09 09:09:08
2013-01-02 08:52:40
2013-05-17 10:17:55
2014-01-09 12:32:36
2014-02-06 14:31:34
2014-01-13 16:42:30
2014-01-10 09:51:24
2014-02-06 14:29:43

2012-08-13 17:33:41
2012-10-10 10:48:32
2012-06-13 12:30:00
2012-08-15 17:34:25
2012-10-10 10:33:12

P17-NR-1317°3RIR

Status

All n One Records

05 - C - Long Term
05 - C-Long Term
05 - C - Long Term
All n One Records

All n One Records

05 - C - Long Term
05 - C-Long Term
05 - C-Long Term
05 - C - Long Term
05 - C-Long Term
05 - C - Long Term

08 - Complete and Paid
06 - Work Complete
06 - Work Complete
08 - Complete and Paid
06 - Work Complete

N& - Comnlete and Paid

Duration

629 Days 06:21:23
629 Days 00:49:35
629 Days 00:39:41
625 Days 03:34:57
447 Days 04:36:15
420 Days 07:35:17
336 Days 01:58:30
313 Days 01:01:29
300 Days 01:58:00
251 Days 01:02:17
125 Days 00:32:18

76 Days 07:49:19

81 Days 02:32:58
136 Days 23:19:27
0 Days 00:00:00
61 Days 02:05:49
110 Days 01:02:28

52 Mave N3-NA-N1

The Complete’s are cases now considered closed but which fell outside the exception parameters.

alloone
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3.3.3.5 Case Management tool 5: ReOpened Cases

In some instances, there may be agents attempting to circumvent the reporting of open cases and will make a
case as closed when it is not yet fully complete. The customer will then contact again about the same case,
although it is marked closed. The system will allow the handling of the case by the agent. Closed cases are

not locked out.
When an outcome is added to the system, following an outcome that is marked as Complete, then the cases is
considered to be reopened. ReOpened cases are not exceptions and should be thoroughly examined. There is

no reason for an agent to cause a reopening unless the closing agent closed the case incorrectly.

Tracking for this must be turned on initially. In the Form settings in the Case Management section, “Exception:
Track Reopen” must be enabled. This will then track going forward (only) what cases are reopened.

= | Case Management

Exception : Track Reopen False v I' = came i reopensd, =fioud it be mcosstionaly logg=d.

T In days, if & cas= iz 3% open after X days it i shown = an owsstion,
Exception : Time 0 v n dayz, i 2 o e day n & a0 mesgtion
N I = come i =1 op=n X contects i shown ax an soegbion.

Exception : Contacts 0 - acs oo X covtn S

. Ve The SLA time from frist logging in the format 000:00:00
Service Level Agreement ( 000:00:00 |

The report can be found
Main Menu > Data Profiling > Instant - Reminders and Case Management > Case Management — ReOpened

Cases > Choose the time frame and Form
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3.3.3.6 Team level reporting

If the organogram has been set up correctly for the organisation [CC-3-1], then the teams will be ready to go
and all the above reporting is available in a "My Team” context [CC-1-4]. So open, exception and reopened
cases Where a specific agent in their team has caused the case / last interacted with the case will be displayed
to allow team leads to focus on local management of cases to prevent exceptions and reopened and more

importantly manage them properly when they may occur.

3.3.3.7 Case Management tool 6: Cases Still Out

Where a CDA has been transferred from a form (for clarity, form 1, our customer care form) to another form
(for clarity, form 2, the billing department) for processing, there is a delay to form 1 on being able to get back
to the customer. In order to demonstrate delays in processing of form 2, or delays in the return of cases,
which cause subsequent delays for form 1, this report shows which forms are still out with another form and for

how long.
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3.3.3.8 Case Management tool 7: Daily Dashboard

It is often useful as a contact centre manager to get a view on where the floor currently is with all the cases in

operation.

The system dashboard provides access quickly to a number of reports. The first of these reports is the Overall

Summary report, which should appear similar to something below:

m ne- By Toam m SHill ut weith ether eampaign - 2 mie

Con: Contacts, how many CCLs in this [Last tonin ]

perlod Reporting on : Case Management
. Fr T
Rec: Records, how many CDAs created in 212 1001 00090 121101 0000100
the perIOd Case Management Progress Count - Stats
. . from 2002-10-01 00:00;00 to 2012-11-01 00:00:00
ReO: Reopened cases in the period Plescick the asbrs o b detsl
'_\.ﬁ |k\. ?uilL:'I:JIan_‘.a:h.I?e::dM:Cﬂ:eéRe;eged.ieO:Ru:‘:na: .
Pro: Cases processed from this time period /\ ,,/ AN A AN | e
K . ' N Date Con  Rec ReO Pro Com  Agn
and Others Stal‘ted in reViOUS eriOdS o0 - \ﬂl | 2012-10-01 1186 1022 4 1118 1060 58
p p |I J 2012-10-02 1505 1305 10 1384 1m7 65
. 00 |I 2012-10-03 1322 1141 10 1200 1166 52
Com: Cases flagged as complete in the 5 20121004 1224 1080 8 1143 1057 5
200 l} 20121005 1268 1082 & 1171 1097 58
period . i_._.- 20121008 1635 1320 10 1401 1389 €9
S 20121008 1543 1316 9 1430 1345 62
Agn: Unique agents working on the cases FFIFFEEYYRYY s
. th - d ::' : ﬁ ;: ,: ': ;: ,; : 8 ;: ::] 2012-10-12 1143 965 10 1051 1000 S8
N € perio - FRec = Rel = Clo Ag 2012-10-15 1290 1173 2 1215 1134 53
p | l 2012-10-15 1527 1128 7 1330 1227 61
2012-10-17 1163 ¥ 3 1057 1004 53
Logged Contact Report a012-10-18 117 a ) W 1 gq
. from Z012-10-01 00:00:00 te 2012-11-01 00:00:00 :":I‘_P-::I-‘_'-J ‘_:f—.:- ‘i-:r-,_ l -_-ll:-._‘ :I::::‘ ]
Ideally the received and closed are Sy v S
. . . . . SECH ~"\,‘_\_-¢M /"\ e 2002-10-23 1570 9 7 1331 1144 63
identical. A h|gher closed total indicates 1,020 59 = '\_:r\ 20121024 1209 S52 & 1109 1053 s2
—-— 20121025 1015 €70 3 938 880 5
closing from another period. ﬂ' e S N S A S5 5
V= s 5 5 &5 & & & ,i,. - 20021030 1596 1436 3 '_$|\: 1439 54
2; ; ; ; E.: z g ;: ; 3 ; = 20121031 1488 1242 4 1398 1260 57
Weekends are excluded from the report by 2233833388338 8:8 [, —
- Contects & Procesred Totds 20558 24558 145 27014 25203

default. Low spikes show bank holidays
and national holidays.
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This reporting has gone through a number of enhancements and iterations. The inclusion of an SLA pie chart

allows an overall time SLA be set and cases outside this SLA are graphically represented.

Reporting on : All n One Pipeline [41]

From To Incomplete @ Start Incomplete @ End
2012-09-23 00:00:00 2012-09-30 00:00:00 0 0
Case Management Progress Count - Stats
from 2012-09-23 00:00:00 to 2012-09-30 Flease cick the numbers far furkier
00:00:00
o Date Contacts Received ReOpened Close Agents
2012-09-24 1 0 27 20 27
3z 2012-09-25 25 21 29 5 25
2012-09-26 € 17 ] 26 15
24 2012-09-27 15 24 13 23 17
2012-09-28 20 2 26 24 0
16
g

24
12

2012-09- 2012-09- 2012-09- 2012-09- 2012-09-
24 23 26 27 28

& Recieved - Reopened s Closed

Agents

Logged Contact Report
from 2012-09-23 00:00:00 to 2012-09-30...

M

2012-0... 2012-0... 2012-0... 2012-0... 2012-0...

Incomplete - In and Out of SLA

Snapshot Of Incompletes

Plmase click the numbers for further debed

In SLA, 10— Incomplete - In 5LA @ 10

Incomplete - Qutside SLA @

T —Outside SLA, 2

2
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3.3.3.9 Case Management tool 8 In-depth Analysis

As previously mentioned it is very important that further analysis be able to be performed on the data.
Returning to the first tool, which is a data export:

Main Menu > Data Profiling > Instant — Data > Data — Data — Report by Period, by Outcome > Form + Time
Period of records interacted with >

There a significant number of other fields which can be exported with the data which will add to the analysis
possible.

Logged in as : Philip Lacey | Logout

ﬂ Home » Data Profiling » Multiple

Include Report Header

Include header 5

The header includes details such as the date and time of generation, the report generator, the period and data types included in the report.

Case Fields

Dlsplay duration of contact ) This option adds a column containing the duration from when the record is displayed on screen until the outcome is saved with the record.
Contac‘t Sequence Number Column displaying the sequence number of the contact, i.e. 1 for first contact, 2 for second contact, etc.

Duration since last contact U Duration in seconds since previous contact.

Duration since first contact B Duration in seconds since first contact.

Department of User o Department of the logging user.

Organogram Group of User Organogram group of the logging user.

Please select an Outcome. (Only Outcome used will be displayed)

Display duration of contact: When a CDA is shown to the agent, to the time when the agent selects and
outcome and clicks save on the record, is considered the duration.

N.B. Please note that these times can be affected by leaving records open over lunch or even overnight.

Contact Sequence Number: This displays the humber of the CCL in the sequence of that case.
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Duration since last contact: This allows for analysis of delays between CCLs.

Depart of User: this allows the department of the user to be a column of data which can be filtered on.

Organogram Group of User: If the organogram is set up correctly this column of data will include all the

teams that this user is involved in.

N
Company Number: 400703 VAT Registered Number: IE 6420703G BUSINESS %Q&S&

Directors: Nick Wheeler, Chris Thomson, Philip Lacey




Phone: Web Address

+353"1 4294000 & www. allnone.ie & 48/49 Western Parkway Business Park
. = Lower Ballymount Road

= Dublin 12

= Ireland

EEEEEEE S E NN NN]

3.34 Stage 4: Other party integration

At this point it becomes important to enhance the workflow with external contact point integration. So how are

all the other contact points in the system to be handled?
Examining each one, automation is applied.

Emails can be very useful for quick communication where appropriate, with data protection to the forefront and
not including excessive details. It is a more secure approach to provide a link to log in and review the data

within BE. This is not always possible but for security should be the preferred option. [CC-3-2]

SMS messages are exceptionally useful for mobile workers as an alert to get to terminal / internet connection
when possible. [CC-3-2]

Dialler / click to dial integration is also another consideration to allow the agents to call out. [CC-4-3]

It is possible to perform data transfer from one system to another, providing the receiving system has some
method for accepting data. This accepting is usually done through an API or data import process. This is a
technical setup and will require someone with some level of medium to advanced IT skills to properly

implement. [SI-2-2]

Company Number: 400703 VAT Registered Number: IE 6420703G BUSINESS &\ ‘pR&SS

Directors: Nick Wheeler, Chris Thomson, Philip Lacey




Phone: Web E Address

+.353"1 4294000 & www. allnone.ie & 48/49 Western Parkway Business Park
. = Lower Ballymount Road

= Dublin 12

= Ireland

S m——

EENEEEE S S O]

3.3.5 Stage 5: Knowledge Integration

At this point existing documentation, training systems and learning material should be integrated into the

solution. The scope of this process is discussed in greater detail in [CC-3-3].

3.3.6 Stage 6: Quality Mechanisms

[QA-1-2] [QA-3-4] and [QA-3-5] go into a lot more detail about how quality and quality approaches can be
applied.

3.3.7 Stage 7: Documentation

At this point it is possible to combine all the documentation gathered, the information drawn from building the
prototype and interaction to confirm the accuracy of the processes and procedures. Project management of the
scope of the work should now be much easier as an accurate picture of what is required and possible is now
available. This document should be produced at this stage to serve as a reference point (“bible”) for the
project and what is to be achieved.

Directors: Nick Wheeler, Chris Thomson, Philip Lacey
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3.4 Design

With a working prototype, where process reengineering is required, the design phase, examines each aspect of
contact, workflow and outcome. Is each one optimised or where can human effort and time consumption be

replaced with computer automation.

Cost and time availability are the primary concerns at this stage. The working prototype provides a base
platform to allow all parties quote, express and understand the process. The documentation serves as a
reference to allow reviews of the solution with seeing the system in action and to raise procedural queries.

At the end of this process, a call is made to all parties for final feedback and comments. This ends the scoping

of the provision of the solution.

3.5 Develop

To ensure all development avenues are completed correctly iterative testing is used in the development phase
to ensure the delivery is as per the analysis and design specification. This should not be an elongated process
but should be used to ratify all exceptions. Break the processes where possible with worst case exceptions and

known challenging areas.
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3.6 Implement

The key to case management being accepted and used properly is training and adoption of the system by
users. A training plan to show how the system is used as a process flow, how the operational tools deliver the
reports and for management how high level reporting delivers against requirement is required.

BE is designed modularly so examining smaller elements for phased implement is always better than big bang
approach of entire system replacement.

3.7 Evaluation

The first 24 hours of implement should provide a conference centre for free flowing feedback with ever user
invited to submit their comments and suggestions in live operation. This process should be done for two
operational weeks. A further review done after one week then two weeks of operation. At this point all primary
challenges can be addressed and verified. A plan must then be implemented for quarterly review and

suggestions for optimisation encouraged.
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At this level there are no associated relevant processes or procedures for the user to note.
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5  Appendices — Trainer Notes

5.1 Set up steps

5.1.1 User configuration

Users best set up using template file CC-1-4 Sample Content — User Setup File.xls

Replace Permissions and Settings from CC-1-4 Template User for each user
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5.2 User Profile

User profile will be as follows:

5.2.1 Functional Access:

Form Management
Form - Primary Management
Form - Outcome Manager

Data Profiling
Instant - Dashboards
Instant - Data
Instant - Statistics
Instant - Scores
Instant - Visualisations
Instant - Reminders and Case Management
Instant - Export

5.2.2 Content Access:

None
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