Add Configuration Set Properties

Last Modified on 04/11/2024 8:41 am EDT

V4.0 and later

As a Power user, you can define the properties for a Configuration Set on the Configuration Sets page.

On Flowtime, in the hamburger menu go to Admin>Configuration Sets.
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Details

On this tab, add details of the Configuration Set:

Field Name

Set Name

Case Creation Template

Client Properties View

Case Priority

Is Indexing Required?

Description

To display the unique name of the Configuration Set.
Default name displayed is the chosen configuration set, Category >
Type > Sub Type.

To display the list email ids defined in Email Templates section.
The chosen email Id will be the default for new case created email
notifications for the config set.

Create a workflow, and an activity that will hold the custom views.
For details on how to do that, see this article.

To define priority of a case.
The available out of the box priorities are High, Medium, Low, and
Standard.

To select if the case will go to indexing regardless the input
channel definition.


http://knowledgecenter.gcora.genpact.com/help/create-client-properties-view

Field Name Description

Message Response Time To define the time by which a reply needs to be sent for the email
message received for a config set.
To understand how Cora OpsManager configures the message
response time, see this article.

Message Response Time Unit To define the unit in which response time is considered.
o Hour (business hours)
o Day
o Week
e Month
o Business Day
e Hours from start of the working day

TAT To define the turnaround time for the case. This is the time
allowed to solve the cases of this config set.
To understand how Cora OpsManager calculates the target date,
see this article.

TAT Unit To choose the unit in which TAT is calculated.
e Hour (business hours)
o Day

Business Day

o Week

e Month

¢ Hours from start of the working day

Priority Specific TATs To define the case TAT based on the changed priority (If default
priority is changed).
Columns in the grid:

Priority

o TAT

o TAT Unit

« Ignore Cut Off (start calculating the TAT regardless of the

time the case is received)

SME SLA

For each priority, you can set an SLA for SME. When an operator sends the case to SME, he will be able to
select the priority in the Send to SME window (in case you added SME SLA to the config set). The SME will be
able to see his target date for the response in the query line on the conversation tab.

Reminders

A Reminder is sent for a case related email when no response is received after a set number of days. You can
set a maximum of three reminders for each configuration set, and decide time period in business days or hours
after which each reminder is sent.


http://knowledgecenter.gcora.genpact.com/help/configure-respond-by-for-cases
http://knowledgecenter.gcora.genpact.com/help/target-date-calculation

Details SME SLA Actions System Actions Reasons Email Templates Statuses for Target Date Extension QC Settings

Reminder 1
1.00 Business Day
Reminder 2
2.00 Business Day
Reminder 3
3.00 Business Day

Include Message in the reminder

While sending an email, a Reminder Required check box appears in the email window. Selection of this check

box decides the sending of email reminders.
For more details, see this article.

Select the Include message in the reminder check box to include the original message to the reminder mail.

Actions

The Actions for a Config Set are defined as per Case status.

When the Case reaches a status, the defined actions (for that status) become available for the Case under

Actions section on Case page.

Some actions require reasons, and so the Manage Reasons button appears for these actions. You must add at
least one reason for such actions. Each reason is a hierarchic tree fieldthat allows you to type the reason in

preferred languages.

Actions available out of the box:

Action Name Result

On Hold Puts the case on hold
Reason is required

Send Approval Email Generates PDF summary
of a case and allows user
to send email for
external approval.

Case status changes to

On Hold

Awaiting Approval

Comments

Add Make Available for On
Hold action

The Subject of the email
will have the keyword
[Approval].

On receiving the approval
response, the case status
changes to Response
Received.


http://knowledgecenter.gcora.genpact.com/help/create-automatic-email-reminders

Action Name

Make Available

Close

Reject

Pending Closure

Send to Team Leader

Back to Team Member

Send to SME

Result

Makes a case available
for processing

Closes a case

Closes a case

Checks if QA is needed
o If Yesand QA is

blocking, QA task

generated and

assigned to QA's in

Team. Status is
updated to With
QA.

e IfYesand QA is

Case status changes to

eady for Processing
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Closed
Rejected

Pending Closure/With
QA

non-blocking, QA
task generated and
assigned to QA's in
Team, Status is
updated to Pending
closure and
Pending closure
email is sent to
requestor.

If QA is not needed,
status is updated to
Pending closure
and Pending
closure email is
sent to requestor.

Sends the case to the
team leader

Sends the case back to

the assigned team
member

Assigns the case to the

selected SME

With Team Lead

Ready for Processing

With SME

Comments
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Use only when the status
is With Team Leader

To assign the case to an
SME, the SME must exist
in the team.



Action Name

Return to Processor

Return to Team

Complete Task

System Action Buttons

Result

Returns the case from
SME to the user who has
sent the case to SME

Returns the case from
SME to the team

Marks the task as
complete when approved

Case status changes to

SME Responded

SME Responded

Ready for Processing

Comments

Use only when the status
is With SME

Use only when the status
is With SME

On this tab of configuration page, you can configure the display of New Email, New Request, and New

Comment system action buttons on Case details page.

IMPORTANT
Starting from V3.4, this option is no longer available under Configuration Sets as the Cora OpsManager uses
Conversations component from the Cora SeQuence.

System Actions Reason

On this tab of configuration page, you can configure the following system actions that appear for a case in all
statuses (except of indexing phase). These actions are supported with reasons.

Send email

New request

New comment

QA Pass or Fail

Reject (in indexing task)
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« For each status, you need to create a record with a reason. If there are multiple reasons, you need to

create a record for each reason.
o For a specific reason, if you want to change the status of the case to Pending Closure (instead of
Awaiting Response), select the Set Pending Close check box.

New request reasons

« For each status, you need to create a record with a reason. If there are multiple reasons, you need to

create a record for each reason.
« If you want that a specific reason should change the status of the case to Pending Closure (instead of
Internal Request), you should select the Set Pending Close check box.

Reject (In indexing task) reasons

Add reason, and for each reason you can choose to send a rejection email to the requester (by selecting the
Send Reject Email check box).

NOTE

« If no reasons are configured for a Set, the reject button will not appear in the indexing task.
o When a case is created via email, it contains only category and type. Hence, to have the reject button,
you need to configure the reasons for set with category and type only.

QA failed reasons

Add reasons for Fail action.

NOTE
Reason is mandatory for QA Fail. If there are no reasons, the QA Auditor will not be able to proceed with Fail

action.

Email Templates

On this tab of configuration page, choose email templates for the Config Set. The chosen email templates are
presented to the operator in the new email window of the case, on clicking Choose Email Template.

Starting from V4.1, you can use Cora Orchestration email templates for email composer in your solution. With
these templates, you can add expressions to the email templates.

To use Cora Orchestration email templates, follow the steps below:

1. In the Admin site, go to Administration>Global Settings>Application Variables, and set the
UseCCMTemplates application variable value to False.

2. Select Case Manager solution, and from the Solution Component select Conversations View.

3. In the Conversation View window, select Email Settings>Email Templates.

4. Click Add New Record to add the required template.

NOTE
For each language, you need to add a different template.



Statuses for Target Date Extension

On this tab, add statuses for configuration sets, which may lead to target date extension. As the case enters
these statuses the target date font will change to italics, once the case goes out from the status the system
will extend the target date according to working hours that were “missed".

You can use "“Apply to all config set” option while you are on All > All > All set. Clicking on this button, will
apply the statuses for target date extension to all config sets.

QC Settings

On this tab, add the QC stage settings. Following are the settings made here:

e % Cases to Sample: Percentage of cases that will be sent to QC.
e Minimum passing score: Minimum accuracy percentage required to pass the QC stage.
e QC Questions to Display: Questions that will be part of the QC form.

NOTE
For QC tasks created before upgrade to V4.0.1, the QC score is calculated as earlier.

Configuration Sets  ~

Details SME SLA Reminders Actions System Actions Reasons Email Templates Statuses for Target Date Extension QC Settings

% Cases to Sample 100 |

Minimum passing score | 100 |

QC Questions to Display

| Add new recurdl | Savechengesl | Cancel changes |

Question Weight Is Critical

What is the loan amount? D

What is the loan duration? 4
Is there a co-applicant? 1

Is there any other loan going on for applicants? 5

Click Add new record to add a new question. Click Save changes to save any updates made to the existing
question. Click Cancel changes to discard the updates made to a question.

You can set weightage for QC questions and based on the weightage a question holds value above others.

You can set questions as critical by selecting the Is Critical option. If the QC selects No for any critical
question, then the QC task will not pass.

The accuracy score for a QC task is calculated based on the question weightage and the QC parameter set for
each question.

The questions added here are displayed in the QC form along with three options to answer, Yes, No, and NA.
The QC auditor may select one of the three as an answer and add comments in the end. Based on the number
of questions answered correctly and question weightage the accuracy score is calculated.



Conversations Audit Log Attachments Linked Cases QC Parameters
—

Travel Documents Submitted?

@ Yes No MA

Background Check Verified?

® ) Yos No MNA

Is claim approved?

@ Yes No MA

Peer approval documented?

® | Yes No NA

Checklist updated?

® ) Yes No MNA

Approved!! Accuracy %

Comment

V3.x

As a Power user, you can define the properties for a Configuration Set on the Configuration Sets page.

On Flowtime, go to Ops Manager > Ops Manager Admin > Configuration Sets.
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Details

On this tab, add details of the Configuration Set:

Field Name Description

Set Name To display the unique name of the Configuration Set.
Default name displayed is the chosen configuration set, Category >
Type > Sub Type.

Case Creation Template To display the list email ids defined in Email Templates section.
The chosen email Id will be the default for new case created email
notifications for the config set.

Client Properties View Create a workflow, and an activity that will hold the custom views.
For details on how to do that, see this article.


http://knowledgecenter.gcora.genpact.com/help/create-client-properties-view

Field Name Description

Case Priority To define priority of a case.
The available out of the box priorities are High, Medium, Low, and
Standard.

Is Indexing Required? To select if the case will go to indexing regardless the input

channel definition.

Message Response Time To define the time by which a reply needs to be sent for the email
message received for a config set.
To understand how Cora OpsManager configures the message
response time, see this article.

Message Response Time Unit To define the unit in which response time is considered.
o Hour (business hours)
o Day
o Week
« Month
o Business Day
o Hours from start of the working day

TAT To define the turnaround time for the case. This is the time
allowed to solve the cases of this config set.
To understand how Cora OpsManager calculates the target date,
see this article.

TAT Unit To choose the unit in which TAT is calculated.
e Hour (business hours)
o Day
o Business Day
o Week
¢ Month
o Hours from start of the working day

Priority Specific TATs To define the case TAT based on the changed priority (If default
priority is changed).
Columns in the grid:
e Priority
o TAT
o TAT Unit
« Ignore Cut Off (start calculating the TAT regardless of the
time the case is received)

SME SLA

For each priority, you can set an SLA for SME. When an operator sends the case to SME, he will be able to
select the priority in the Send to SME window (in case you added SME SLA to the config set). The SME will be
able to see his target date for the response in the query line on the conversation tab.


http://knowledgecenter.gcora.genpact.com/help/configure-respond-by-for-cases
http://knowledgecenter.gcora.genpact.com/help/target-date-calculation

Reminders

A Reminder is sent for a case related email when no response is received after a set number of days. You can
set a maximum of three reminders for each configuration set, and decide time period in business days or hours
after which each reminder is sent.

Datails SME SLA m Actions System Actions Buttons System Actions Reasons

Reminder 1

1.00 Business Day v
Reminder 2

2.00 Business Day v
Reminder 3

1.00 Business Day v

Include Message in the reminder

o

Save

While sending an email, a Reminder Required check box appears in the email window. Selection of this check
box decides the sending of email reminders.
For more details, see this article.

Select the Include message in the reminder check box to include the original message to the reminder mail.

Actions

The Actions for a Config Set are defined as per Case status.

When the Case reaches a status, the defined actions (for that status) become available for the Case under
Actions section on Case page.

Some actions require reasons, and so the Manage Reasons button appears for these actions. You must add at
least one reason for such actions. Each reason is a hierarchic tree fieldthat allows you to type the reason in
preferred languages.

Actions available out of the box:

Action Name Result Case status changes to Comments

On Hold Puts the case on hold On Hold Add Make Available for On
Reason is required Hold action


http://knowledgecenter.gcora.genpact.com/help/create-automatic-email-reminders

Action Name

Send Approval Email

Make Available

Close

Reject

Pending Closure

Send to Team Leader

Result

Generates PDF summary
of a case and allows user
to send email for
external approval.

Makes a case available
for processing

Closes a case

Closes a case

Checks if QA is needed
o If Yesand QA is

blocking, QA task
generated and
assigned to QA's in
Team. Status is
updated to With
QA.

e If Yesand QA s
non-blocking, QA
task generated and
assigned to QA's in
Team, Status is
updated to Pending
closure and
Pending closure
email is sent to
requestor.

« If QA is not needed,

status is updated to

Pending closure
and Pending
closure email is
sent to requestor.

Sends the case to the
team leader

Case status changes to

Awaiting Approval

%1 dy for Processing

i Eo*“”‘?x.rt,as

L

Closed

Rejected

Pending Closure/With

QA

With Team Lead

Comments

The Subject of the email
will have the keyword
[Approval].

On receiving the approval
response, the case status
changes to Response
Received.
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Action Name Result Case status changes to Comments

Back to Team Member  Sends the case back to Ready for Processing Use only when the status
the assigned team is With Team Leader
member

. To assign the case to an
Assigns the case to the d

Send to SME With SME SME, the SME must exist
selected SME )
in the team.
Returns the case from Use only when the status
Return to Processor SME to the user who has ~ SME Responded . y
is With SME
sent the case to SME
Return to Team Returns the case from SME Responded Use only when the status
SME to the team P is With SME

Marks the task as )
Complete Task Ready for Processing
complete when approved

System Action Buttons

On this tab of configuration page, you can configure the display of New Email, New Request, and New
Comment system action buttons on Case details page.

IMPORTANT
Starting from V3.4, this option is no longer available under Configuration Sets as the Cora OpsManager uses
Conversations component from the Cora SeQuence.

System Actions Reason

On this tab of configuration page, you can configure the following system actions that appear for a case in all
statuses (except of indexing phase). These actions are supported with reasons.

Send email

New request

New comment

QA Pass or Fail

Reject (in indexing task)

Action Name Result Case status changes to Comments
New Email Egpéjb%@ﬁgmlg%trjtside of Awaiting response ggnﬂlg ?g%orég%jnse
ecefved. P

New Request %eeg%adgglﬁ/lta%gag;her team  Internal Request pr&acé? ar g;oé)n X i 3



Action Name Result Case status changes to Comments
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t blocking, the
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New email reasons

o For each status, you need to create a record with a reason. If there are multiple reasons, you need to
create a record for each reason.

« For a specific reason, if you want to change the status of the case to Pending Closure (instead of
Awaiting Response), select the Set Pending Close check box.

New request reasons

o For each status, you need to create a record with a reason. If there are multiple reasons, you need to
create a record for each reason.

« If you want that a specific reason should change the status of the case to Pending Closure (instead of
Internal Request), you should select the Set Pending Close check box.

Reject (In indexing task) reasons
Add reason, and for each reason you can choose to send a rejection email to the requester (by selecting the
Send Reject Email check box).

NOTE

« If no reasons are configured for a Set, the reject button will not appear in the indexing task.
o When a case is created via email, it contains only category and type. Hence, to have the reject button,
you need to configure the reasons for set with category and type only.

QA failed reasons
Add reasons for Fail action.
NOTE

Reason is mandatory for QA Fail. If there are no reasons, the QA Auditor will not be able to proceed with Fail
action.

Email Templates

On this tab of configuration page, choose email templates for the Config Set. The chosen email templates are
presented to the operator in the new email window of the case, on clicking Choose Email Template.

Statuses for Target Date Extension



On this tab, add statuses for configuration sets, which may lead to target date extension. As the case enters
these statuses the target date font will change to italics, once the case goes out from the status the system

will extend the target date according to working hours that were "missed".

You can use "Apply to all config set" option while you are on ALl > ALl > All set. Clicking on this button, will
apply the statuses for target date extension to all config sets.

QC Settings

On this tab, add the QC stage settings. Following are the settings made here:

e % Cases to Sample: Percentage of cases that will be sent to QC.

e % Accuracy to Enable Pass: Minimum accuracy percentage required to pass the QC stage.

« QC Questions to Display: Questions that will be part of the QC form.
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Configuration Sets
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Email Templates
Manage User Groups
Conditional Formatting
Reports

Mailbox

Configuration Sets

Case Category
Al

Details SME SLA Reminders

Case Type

Al

Actions System Actions Reasons Email Templates

Case Sub Type

Al

Statuses for Target Date Extension - Settings

% Cases to Sample 65

% Accuracy to Enable Pass 35

QC Questions to Display
4+ Add new record

Question

Question:

Insert Cancel

No records to display.

() Refresh

Click Insert to save the question, or click Cancel to discard.

The questions added here are displayed in the QC form along with three options to answer, Yes, No, and NA.
The QC auditor may select one of the three as an answer and add comments in the end. Based on the number
of questions answered correctly and question weightage the accuracy score is calculated.



Conversations Audit Log Attachments Linked Cases QC Parameters
—

Travel Documents Submitted?

@ Yes No MA

Background Check Verified?

® ) Yos No MNA

Is claim approved?

@ Yes No MA

Peer approval documented?

® | Yes No NA

Checklist updated?

® ) Yes No MNA

Approved!! Accuracy %

Comment

V3.2

As a Power user, you can define the properties for a Configuration Set on the Configuration Sets page.

On Flowtime, go to Ops Manager > Ops Manager Admin > Configuration Sets.
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Details

On this tab, add details of the Config Set:

Field Name Description

Set Name To display the unique name of the Config Set.
Default name displayed is the chosen configuration set, Category >
Type > Sub Type.

Case Creation Template To display the list email ids defined in Email Templates section.
The chosen email Id will be the default for new case created email
notifications for the config set.

Client Properties View Create a workflow, and an activity that will hold the custom views.
For details on how to do that, see this article.


http://knowledgecenter.gcora.genpact.com/help/create-client-properties-view

Field Name Description

Case Priority To define priority of a case.
The available out of the box priorities are High, Medium, Low, and
Standard.

Is Indexing Required? To select if the case will go to indexing regardless the input

channel definition.

Message Response Time To define the time by which a reply needs to be sent for the email
message received for a config set.
To understand how Cora OpsManager configures the message
response time, see this article.

Message Response Time Unit To define the unit in which response time is considered.
e Hour (business hours)
o Day
o Week
« Month
o Business Day
o Hours from start of the working day

TAT To define the turnaround time for the case. This is the time
allowed to solve the cases of this config set.
To understand how Cora OpsManager calculates the target date,
see this article.

TAT Unit To choose the unit in which TAT is calculated.
e Hour (business hours)
o Day
o Business Day
o Week
¢ Month
o Hours from start of the working day

Priority Specific TATs To define the case TAT based on the changed priority (If default
priority is changed).
Columns in the grid:
o Priority
o TAT
o TAT Unit
« Ignore Cut Off (start calculating the TAT regardless of the
time the case is received)

SME SLA

For each priority, you can set an SLA for SME. When an operator sends the case to SME, he will be able to
select the priority in the Send to SME window (in case you added SME SLA to the config set). The SME will be
able to see his target date for the response in the query line on the conversation tab.


http://knowledgecenter.gcora.genpact.com/help/configure-respond-by-for-cases
http://knowledgecenter.gcora.genpact.com/help/target-date-calculation

Reminders

A Reminder is sent for an email id when no response is received after a set number of days. You can set a
maximum of three reminders for each config set, and decide after how many days each reminder will be sent.

Once the case is closed, the reminders will not be sent anymore.

Select the Include message in the reminder check box to include the original message to the reminder mail.

Actions

The Actions for a Config Set are defined as per Case status.

When the Case reaches a status, the defined actions (for that status) become available for the Case under
Actions section on Case page.

Some actions require reasons, and so the Manage Reasons button appears for these actions. You must add at
least one reason for such actions. Each reason is a hierarchic tree fieldthat allows you to type the reason in

preferred languages.

Actions available out of the box:

Action Name

On Hold

Send Approval Email

Make Available

Close

Reject

Result

Puts the case on hold
Reason is required

Generates PDF summary
of a case and allows user
to send email for
external approval.

Makes a case available
for processing

Closes a case

Closes a case

Case status changes to

On Hold

Awaiting Approval

ady for Processing
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Closed

Rejected

Comments

Add Make Available for On
Hold action

The Subject of the email
will have the keyword
[Approval].

On receiving the approval
response, the case status
changes to Response

Received.
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Rejects a case, without
further processing



Action Name

Pending Closure

Send to Team Leader

Back to Team Member

Send to SME

Return to Processor

Return to Team

Complete Task

System Action Buttons

Result

Checks if QA is needed
e If Yesand QA is

blocking, QA task
generated and
assigned to QA's in
Team. Status is
updated to With
QA.

e If Yesand QA is
non-blocking, QA
task generated and
assigned to QA's in
Team, Status is
updated to Pending
closure and
Pending closure
email is sent to
requestor.

« If QA is not needed,
status is updated to
Pending closure
and Pending
closure email is
sent to requestor.

Sends the case to the
team leader

Sends the case back to
the assigned team
member

Assigns the case to the
selected SME

Returns the case from
SME to the user who has
sent the case to SME

Returns the case from
SME to the team

Marks the task as
complete when approved

Case status changes to

Pending Closure/With
QA

With Team Lead

Ready for Processing

With SME

SME Responded

SME Responded

Ready for Processing

Comments
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Use only when the status
is With Team Leader

To assign the case to an
SME, the SME must exist
in the team.

Use only when the status
is With SME

Use only when the status
is With SME

On this tab of configuration page, you can configure the display of New Email, New Request, and New



Comment system action buttons on Case details page.

System Actions Reason

On this tab of configuration page, you can configure the following system actions that appear for a case in all
statuses (except of indexing phase). These actions are supported with reasons.

o Send email

New request

o New comment

QA Pass or Fail

Reject (in indexing task)

Action Name Result Case status changes to Comments

New Email Egngb%rsl,ﬁ@[% %ut5|de of Awaiting response %%

SRR,

New Request epds_a nother team  Internal Request f
Reedradpekimnager &%ca%? : ol
|v d.
QA Passed Updates QA result to pass If A t%qo%giﬂgha;c%us gt etsl?gwltse%o[lﬂlbwhen the
@Z“@gt Rpglinggthe
Pt ng osure
QA Failed Updates QA result to fail ioglqlrba\%dsttatus E{gfﬁsnF$Wﬂﬂl6W.hen the
! locrlﬂni%,sthe
?ﬁ% Etosure.
%Sxm(g kask) Closes the case Rejected

New email reasons

o For each status, you need to create a record with a reason. If there are multiple reasons, you need to
create a record for each reason.

« For a specific reason, if you want to change the status of the case to Pending Closure (instead of
Awaiting Response), select the Set Pending Close check box.

New request reasons

o For each status, you need to create a record with a reason. If there are multiple reasons, you need to
create a record for each reason.

« If you want that a specific reason should change the status of the case to Pending Closure (instead of
Internal Request), you should select the Set Pending Close check box.

Reject (In indexing task) reasons
Add reason, and for each reason you can choose to send a rejection email to the requester (by selecting the
Send Reject Email check box).

NOTE

« If no reasons are configured for a Set, the reject button will not appear in the indexing task.



o When a case is created via email, it contains only category and type. Hence, to have the reject button,
you need to configure the reasons for set with category and type only.

QA failed reasons

Add reasons for Fail action.

NOTE
Reason is mandatory for QA Fail. If there are no reasons, the QA Auditor will not be able to proceed with Fail
action.

Email Templates

On this tab of configuration page, choose email templates for the Config Set. The chosen email templates are
presented to the operator in the new email window of the case, on clicking Choose Email Template.

Statuses for Target Date Extension

On this tab, add statuses for configuration sets, which may lead to target date extension. As the case enters
these statuses the target date font will change to italics, once the case goes out from the status the system
will extend the target date according to working hours that were "missed".

You can use "Apply to all config set” option while you are on All > All > All set. Clicking on this button, will
apply the statuses for target date extension to all config sets.

QC Settings

On this tab, add the QC stage settings. Following are the settings made here:

e % Cases to Sample: Percentage of cases that will be sent to QC.
e % Accuracy to Enable Pass: Minimum accuracy percentage required to pass the QC stage.
« QC Questions to Display: Questions that will be part of the QC form.
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0-0 % Accuracy to Enable Pass 35
Manage User Groups
QC Questions to Display
Conditional Formatting
+ Add new record (’) Refresh
Reports o
Mailbox
Question:
Insert Cancel
No records to display.

Click Insert to save the question, or click Cancel to discard.

The questions added here are displayed in the QC form along with three options to answer, Yes, No, and NA.
The QC auditor may select one of the three radio buttons as an answer and add comments in the end. Based
on the number of questions answered correctly the accuracy level is calculated.

Conversations Audit Log Attachments Linked Cases QC Parameters

Travel Documents Submitted?

® ) Yos No MNA

Background Check Verified?

@ Yes No MA

Is claim approved?

® | Yes No NA

Peer approval documented?

® ) Yes No MNA

Checklist updated?

@ Yes No MA

Appmved!!‘ Accuracy %

Comment

V3.0

The properties for a Config Set are defined on various tabs on the Configuration Sets page.



Configuration Sets

Case Category
Al

Case Type Case Sub Type

v Al v

|m SME SLA Reminders Actions System Actions Reasons Email Templates Statuses for Target Date Extension QC Settings

Details

On this tab, add details of the Config Set:

Field Name

Set Name

Case Creation Template

Client Properties View

Case Priority

Is Indexing Required?

TAT

TAT Unit

Description

To display the unique name of the Config Set.
Default name displayed is the chosen configuration set, Category >
Type > Sub Type.

To display the list email ids defined in Email Templates section.
The chosen email Id will be the default for new case created email
notifications for the config set.

Create a workflow, and an activity that will hold the custom views.
For details on how to do that, see the related article, Create Client
Properties View.

To define priority of a case.
The available out of the box priorities are High, Medium, Low, and
Standard.

To select if the case will go to indexing regardless the input
channel definition.

To define the turnaround time for the case. This is the time
allowed to solve the cases of this config set.

To understand how Cora OpsManager calculates the target date,
see the related article, Target Date Calculation.

To choose the unit in which TAT is calculated.
e Hour (business hours)
o Day
o Business Day
o Week
e Month
e Hours from start of the working day


http://kb.pnmsoft.com/help/create-client-properties-view
http://kb.pnmsoft.com/help/target-date-calculation

Field Name Description

Priority Specific TATs To define the case TAT based on the changed priority (If default
priority is changed).
Columns in the grid:
e Priority
o TAT
o TAT Unit
« Ignore Cut Off (start calculating the TAT regardless of the
time the case is received)

SME SLA

For each priority, you can set an SLA for SME. When an operator sends the case to SME, he will be able to
select the priority in the Send to SME window (in case you added SME SLA to the config set). The SME will be
able to see his target date for the response in the query line on the conversation tab.

Reminders

A Reminder is sent for an email id when no response is received after a set number of days. You can set a
maximum of three reminders for each config set, and decide after how many days each reminder will be sent.

Once the case is closed, the reminders will not be sent anymore.

Select the Include message in the reminder check box to include the original message to the reminder mail.

Actions

The Actions for a Config Set are defined as per Case status.

When the Case reaches a status, the defined actions (for that status) become available for the Case under
Actions section on Case page.

Some actions require reasons, and so the Manage Reasons button appears for these actions. You must add at
least one reason for such actions. Each reason is a hierarchic tree fieldthat allows you to type the reason in
preferred languages.

Actions available out of the box:

Action Name Result Case status changes to Comments

On Hold Puts the case on hold On Hold Add Make Available for On
Reason is required Hold action



Action Name

Send Approval Email

Make Available

Close

Reject

Pending Closure

Send to Team Leader

Result

Generates PDF summary
of a case and allows user
to send email for
external approval.

Makes a case available
for processing

Closes a case

Closes a case

Checks if QA is needed
o If Yesand QA is

blocking, QA task
generated and
assigned to QA's in
Team. Status is
updated to With
QA.

e If Yesand QA is
non-blocking, QA
task generated and
assigned to QA's in
Team, Status is

updated to Pending

closure and
Pending closure
email is sent to
requestor.

« If QA is not needed,
status is updated to

Pending closure
and Pending
closure email is
sent to requestor.

Sends the case to the
team leader

Case status changes to

Awaiting Approval

%1 dy for Processing
Stﬁtu t |y|\lqYt
B il % Sy

L
Closed

Rejected

Pending Closure/With
QA

With Team Lead

Comments

The Subject of the email
will have the keyword
[Approval].

On receiving the approval
response, the case status
changes to Response
Received.

s Pending Closure and

gerc % eg add

usr@a RpSHsE d|n
ecaile P

Rejects a case, without
further processing

Reason g %E'rgg
g%‘vzeéé‘ o
e R



Action Name

Back to Team Member

Send to SME

SME Return to
Processor

SME Return to Team

System Actions Reason

Result

Sends the case back to
the assigned team
member

Assigns the case to the
selected SME

Returns the case to the
user who has sent the
case to SME

Returns the case to the
team

Case status changes to

Ready for Processing

With SME

SME Responded

SME Responded

Comments

Use only when the status
is With Team Leader

To assign the case to an
SME, the SME must exist
in the team.

Use only when the status
is With SME

Use only when the status
is With SME

On this tab of configuration page, system actions are configured. These actions are supported with reasons.

The following are the system actions that appear for a case in all statuses (except of indexing phase):

Send email
New request
New comment
QA Pass or Fail

Action Name Result

New Email E%?glb%lgﬁrannaei‘lg%lrjtside of
New Request ?neESF‘ aadggh%ongag'gher team
QA Passed Updates QA result to pass
QA Failed Updates QA result to fail
5%8%[ n%nt ask) Closes the case

New Email Reasons

Reject (in indexing task)

Case status changes to

Awaiting response

Internal Request

If %t%loo%iﬂghéicﬁéus
T
If t'%[loo%iﬂﬂuﬁatus
A oning e

Rejected

Comments
MERAITRRIRE,.

Qe RSIRORES s
o A

ve

BRI ey hen the

ErsesriedAptywhen the

« For each status, you need to create a record with a reason. If there are multiple reasons, you need to
create a record for each reason.
« For a specific reason, if you want to change the status of the case to Pending Closure (instead of
Awaiting Response), select the Set Pending Close check box.



New Request Reasons

o For each status, you need to create a record with a reason. If there are multiple reasons, you need to
create a record for each reason.

« If you want that a specific reason should change the status of the case to Pending Closure (instead of
Internal Request), you should select the Set Pending Close check box.

Reject (In indexing task) Reasons

Add reason, and for each reason you can choose to send a rejection email to the requester (by selecting the
Send Reject Email check box).

NOTE

« If no reasons are configured for a Set, the reject button will not appear in the indexing task.
o When a case is created via email, it contains only category and type. Hence, to have the reject button,
you need to configure the reasons for set with category and type only.

QA Failed Reasons

Add reasons for Fail action.

NOTE
Reason is mandatory for QA Fail. If there are no reasons, the QA Auditor will not be able to proceed with Fail
action.

Email Templates

On this tab of configuration page, choose email templates for the Config Set. The chosen email templates are
presented to the operator in the new email window of the case, on clicking Choose Email Template.

Statuses for Target Date Extension

On this tab, add statuses for configuration sets, which may lead to target date extension. As the case enters
these statuses the target date font will change to italics, once the case goes out from the status the system
will extend the target date according to working hours that were "missed".

You can use “Apply to all config set" option while you are on ALl > ALl > All set. Clicking on this button, will
apply the statuses for target date extension to all config sets.

QC Settings

On this tab, add the QC stage settings. Following are the settings made here:

e % Cases to Sample: Percentage of cases that will be sent to QC.
e % Accuracy to Enable Pass: Minimum accuracy percentage required to pass the QC stage.
« QC Questions to Display: Questions that will be part of the QC form.
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Click Insert to save the question, or click Cancel to discard.

The questions added here are displayed in the QC form along with three options to answer, Yes, No, and NA.
The QC auditor may select one of the three radio buttons as an answer and add comments in the end. Based
on the number of questions answered correctly the accuracy level is calculated.

Conversations Audit Log Attachments Linked Cases QC Parameters

Travel Documents Submitted?

® ) Yos No MNA

Background Check Verified?

@ Yes No MA

Is claim approved?

® | Yes No NA

Peer approval documented?

® ) Yes No MNA

Checklist updated?

@ Yes No MA

Appmved!!‘ Accuracy %

Comment

Previous to V3.0

The properties for a Config Set are defined on various tabs on the Configuration Sets page.



Configuration Sets

General Settings | Label Settings | Categories | Types | Sub Types | Configuration Sets | Email Templates | Manage User Groups |
Conditional Formatting | Reports | Mailbox

Case Category Case Type Case Sub Type

All v All v All v

Details SME SLA Reminders Actions System Actions Reasons Email Templates Statuses for Target Date Extension m_

Details

On this tab, add details of the Config Set:
Field name Description

Set Name Text box, to display the unique name of the Config Set.
lp%gult name displayed is the chosen configuration set, Category > Type > Sub

Case Creation Template = Drop-down list, to display the list email ids defined in Email Templates section.

mﬁtﬁ%ocs&ﬁlfﬁ:]-'}%i“d will be the default for new case created email notifications

Client Properties View Text box, to display the view chosen for the config set.
mf{ﬁ@%&% g&_view appear in the properties section of the Case created

The view name is available at:

W&”(flow > Customizations > Views > ICM Customizable view > Client properties
Inside client properties views, create two views:

o View: refers to the name of the view.
¢ ViewRO (no space!): refers to the name of the read only view.

IH)ISCF%?H. a new view, duplicate the Test view, which has the style guideline for

Case Priority Drop-down list, to define priority of a case.

The available out of the box priorities are High, Medium, Low, and Standard.

Is Indexing Required? Sgﬁﬁlﬁ%‘ﬁ(' to select if the case will go to indexing regardless the input channel



Field name Description

TAT Igf%b&)g&ooq%ﬁgecwﬂarg&pd time for the case. This is the time allowed to
éfpdlé[gjﬁrgagg 5% Eg(&@ﬁf,%qnager calculates the target date, see the related

TAT Unit Drop-down list, to choose the unit in which TAT is calculated.

e Hour (business hours)

o Day

Business Day

Week

Month

o Hours from start of working day

Priority Specific TATs g%&gﬁgﬁne the case TAT based on the changed priority (if default priority is
Columns in the grid:

e Priority

o TAT

o TAT Unit

o Ignore Cut Off (start calculating the TAT regardless of the time the case is
received).

SME SLA

For each priority, you can set an SLA for SME. When an operator sends the case to SME, he will be able to
select the priority in the Send to SME window (in case you added SME SLA to the config set). The SME will be
able to see his target date for the response in the query line on the conversation tab.

Reminders

A Reminder is sent for an email id when no response is received after a set number of days. You can set a
maximum of three reminders for each config set, and decide after how many days each reminder will be sent.

Once the case is closed, the reminders will not be sent anymore.

Select the Include message in the reminder check box to include the original message to the reminder mail.

Actions

The Actions for a Config Set are defined as per Case status.

When the Case reaches a status, the defined actions (for that status) become available for the Case under
Actions section on Case page.

Some actions require reasons, and therefore Manage Reasons button will appear for these actions. You must


http://kb.pnmsoft.com/help/target-date-calculation
http://kb.pnmsoft.com/help/target-date-calculation

add at least one reason for such actions. Each reason is a hierarchic tree fieldthat allows you to type the
reason in preferred languages.

Actions available out of the box:

Action Name

On Hold

EﬁgglApproval

Make Available

Close

Reject

Result

Puts the case on hold

Reason is required

GRS R

M%I&%%aﬁ:&se available for

Closes a Case

Closes a Case

E@se status changes

On Hold

Awaiting Approval

Ready for Processing

Closed

Rejected

Comments

Q‘&%Make Available for On Hold

Thss7ebisgt et el vill have
Rl eseldng spprarglistponse

<—.

glggéePending Closure and QA for

TR

Briggtamgase without further



Action Name

Pending Closure

pE0gdp Team

sk garTeam

Send to SME

pMdsym to

%Weturn to

Result

Checks if QA is needed

e If Yesand QA is
blocking, QA task
generated and
assigned to QA's in
Team. Status is
updated to With
QA.

e If Yesand QA is
non-blocking, QA
task generated and
assigned to QA's in
Team, Status is
updated to Pending
closure and Pending
closure email is sent
to requestor.

« If QA is not needed,
status is updated to
Pending closure and
Pending closure
email is sent to
requestor.

?&{H%ﬁ_case to the team

3601gn&a5Backst

Serlgns3reto the

RERERR £ Sehe user

Returns case to the team

(@se status changes

E’leAnding Closure/with

With Team Lead

Ready for Processing

With SME

SME Responded

SME Responded

System Actions Reason

Comments

Reason is required.

DTSRI s

Yss qnly,when the status is With

TR UAR ARG EgmME, an SME

gllgﬁ_:only when the status is With

yﬁﬁpnly when the status is With

On this tab of configuration page, system actions are configured. These actions are supported with reasons.

The following are the system actions that appear for a case in all statuses (except of indexing phase):



¢ Send email

New request

New comment

QA Pass or Fail

Reject (in indexing task)

Action Name Result Case status changes to Comments

New Email 8?'&%?568%%%@@“ Awaiting response &%ﬁﬂgwﬁ{gceived

New Request E%Iﬂﬂs%%sg to another Internal Request %S@ﬁ%@%&%@i@&%al

QA Passed blggates QA result to ngéﬁ%ﬁgiBgnamaus g{mﬁew%lbwlhen the
oAt blgrkingdhgcese

QA Failed Hmdates QA result to gB%@t{i%%iﬂgdﬁatus E{mﬁea/%lbwhen the
[ 9Ant Blgrkiagdhgcose

m%s&&%ntask) Closes the case Rejected

New Email Reasons

« For each status, you need to create a record with a reason. If there are multiple reasons, you need to
create a record for each reason.

o For a specific reason, if you want to change the status of the case to Pending Closure (instead of
Awaiting Response), select the Set Pending Close check box.

New Request Reasons

o For each status, you need to create a record with a reason. If there are multiple reasons, you need to
create a record for each reason.

« If you want that a specific reason should change the status of the case to Pending Closure (instead of
Internal Request), you should select the Set Pending Close check box.

Reject (In indexing task) Reasons
Add reason, and for each reason you can choose to send a rejection email to the requester (by selecting the

Send Reject Email check box).

NOTE



« If no reasons are configured for a Set, the reject button will not appear in the indexing task.
o When a case is created via email, it contains only category and type. Hence, to have the reject button,
you need to configure the reasons for set with category and type only.

QA Failed Reasons
Add reasons for Fail action.

NOTE:
Reason is mandatory for QA Fail. If there are no reasons, the QA Auditor will not be able to proceed with Fail
action.

Email Templates

On this tab of configuration page, choose email templates for the Config Set. The chosen email templates are
presented to the operator in the new email window of the case, on clicking Choose Email Template.

Statuses for Target Date Extension

On this tab, add statuses for configuration sets, which may lead to target date extension. As the case enters
these statuses the target date font will change to italics, once the case goes out from the status the system
will extend the target date according to working hours that were "missed".

You can use "Apply to all config set" option while you are on ALl > ALl > All set. Clicking on this button, will
apply the statuses for target date extension to all config sets.

QC Settings

On this tab, add the QC stage settings. Following are the settings made here:

e % Cases to Sample: Percentage of cases that will be sent to QC.
e % Accuracy to Enable Pass: Minimum accuracy percentage required to pass the QC stage.
¢ QC Questions to Display: Questions that will be part of the QC form.



cora
SeQuence

Sequence

Ops Manager Home

My Tasks @

Cases | Started

Reports

Ops Manager Admin

Configuration Sets

General Settings | Label Settings | Categories | Types | Sub Types | Configuration Sets | Email Templates | Manage User Groups |
Conditional Formatting | Reports | Mailbox

Case Category Case Type Case Sub Type
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Details SME SLA Reminders Actions System Actions Reasons Email Templates Statuses for Target Date Extension m_

% Cases to Sample 65

% Accuracy to Enable Pass 35

QC Questions to Display

4+ Add new record ¢ refresh
Question
Question:
Insert Cancel
Background check done? Delete Edit
Documents submitted? Delete  Edit

Click Insert to save the question, or click Cancel to discard.

The questions added here are displayed in the QC form along with three options to answer, Yes, No, and NA.
The QC auditor may select one of the three radio buttons as an answer and add comments in the end. Based
on the number of questions answered correctly the accuracy level is calculated.

Conversations Audit Log

Travel Documents Submitted?

@ | Yes No MNA

Background Check Verified?

® ) Yos No MNA

Is claim approved?

@ Yes No MA

Peer approval documented?

® ) Yos No MNA

Checklist updated?

@ Yes No MA

Appmved!!‘

Comment

Attachments

Linked Cases QC Parameters

Accuracy %



