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Introduction to the 
Covered California CRM 
The Customer Relationship Management (CRM) system provides: 

 Service Centers the ability to track/log/transfer/escalate customer inquiries, 

 Searchable Knowledgebase for Service Center Representatives to accurately address customer issues, 

 Capture and store customer information for support, marketing, and/or outreach purposes 

Current Version: May 2017 SP3 
Documentation Overview: https://cx.rightnow.com/app/answers/detail/a id/9486  

User Guide URL:  

https://documentation.custhelp.com/euf/assets/docs/may2017/olh/index frames.html 

Video Tutorials: 

https://docs.oracle.com/cloud/may2017/servicecs gs/servicecs videos.htm  

1.0 Overview of CRM Runbook 
The CRM Runbook is written for the I.T. System Administrator(s) responsible for maintaining Covered California’s 

Oracle Service Cloud solution. It is meant to be a “road map” to establish a basic understanding of the custom 

configuration/settings/development and to guide those System Administrator(s) in maintenance and 

troubleshooting activities.  

2.0 Assumptions and Constraints 
Assumptions 
The following are key assumptions relating to CRM: 

 Oracle is responsible for hosting Oracle Service Cloud sites and data, and providing fixes and clones per 

the request of the System Administrator. 

 Covered California staff creates, imports and manages all data stored in the Oracle Service Cloud solution. 

Constraints 
The CRM solution is a cloud based platform, internet access is required.  Secured by approved IPv4 and IPv6 

addresses. 
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   

 

  

  

   

 

 

Oracle Service Cloud Technical Support 
Oracle Service Cloud maintains a technical support portal for managing Oracle Service Cloud CX site. The support 

portal contains an extensive product Knowledgebase, an interface for interacting with Oracle Customer Care, and 

other useful tools. 

Support Portal Location: https://cx.rightnow.com  

Gaining Access: 
A user must have an account created on https://cx.rightnow.com by an Organization Administrator for the 

“coveredca” site. The administrator will create a “Contact” record and grant the appropriate permissions to a 

CRM Administrator’s account. 

Additional Detail:  

 Details on using the Contact Management page to add or update designated contacts: 

https://cx.rightnow.com/app/answers/detail/a id/1560  

 Contacts can be created with one of 3 different permission types: 

o Community Access – A contact with this access can search the knowledge base articles and access 

Community forums. 

o Support Contact – A contact with this access has all of the Community Access as well as the ability 

to submit service requests to Oracle. 

o Manage Contacts – A contact with this access has the abilities of Community and Support 

contacts as well as the ability to create and modify contacts for their organization.  

 

Service Cloud (Support) Contact Management 
 
Contact Management allows an organization to manage its contacts, including the ability to add new 
contacts, change privileges of existing contacts, and disable contacts. Through these privileges, the 
organization can control who may access the Oracle Service Cloud Customer Community pages, access 
and submit service requests to the Oracle Service Cloud technical support site, and manage other 
contacts. 

To access Contact Management: (https://cx.rightnow.com/app/answers/detail/a id/1560)  

1. Log into the support page at  http://cx.rightnow.com. 

2. Click on the My Account link on the top right side of the page.   

3. Click the link for Contact Management under the Profile heading (NOTE: This link is only displayed for 

users with access to Manage Contact privileges. If you do not see this link, please contact the Oracle 

Service Cloud administrator.) 

4. Click Add a New Contact 
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Once the new contact has been added, they will receive an email welcoming them to the Oracle Service 
Cloud Customer Community. Within the email, they will be given their User ID as well as instructions on 
how to reset their password. 

IMPORTANT: To change the Primary Support Contact, refer to Answer ID 6309 
https://cx.rightnow.com/app/answers/detail/a id/6309/related/1  

 

Virtual CIO 
[Deprecated – now use Configuration Assistant] 

Virtual CIO (VCIO) is an online dashboard for monitoring the performance and health of the Oracle Service Cloud 

service. Dashboard Location: https://csp.rightnow.com/vcio 

 

Configuration Assistant 
 

 
 

The Configuration Assistant home page for Oracle Service Cloud displays the following. 

 Number of Service, Oracle Policy Automation (OPA) and Test sites, interfaces, and mailboxes 
purchased by your organization. 

 List of sites and shows information about each site, such as: 
 Upgrade type 
 Site type 
 Product version the site uses 
 Number of interfaces 
 Creation date 
 Site subscription ID 
 Number of mailboxes 
 Number of test sites 

 

Configuration Assistant Help Guide Table of Contents 

Live links to online guide. 

 Creating a Site 
 Managing Test Sites for Oracle Service 

 A test site is a clone of your production site, and can take several hours to several days to 
create. 

 Managing Test Sites for Oracle Policy Automation 
 Resetting the System Administrator Password 

 Oracle Service Cloud site has a system-defined administrator account, known as the System 
Administrator. By default, the System Administrator is granted the highest level of permissions 
available that includes all possible permissions. The System Administrator is the 
“administrator” login. An email containing the new password will be sent to your email address. 

 Managing Interfaces 
 Managing Mailboxes 
 Enabling Oracle Cloud Integrations and Oracle Service Cloud Product Add-Ons 
 Managing SSL Certificates 



6 

 Monitoring Data and Usage Statistics 

Contextual Help Menu 
The Agent Console has a contextual help feature for nearly every aspect of the product. This help documentation 

can be accessed by clicking the   icon in the top right corner of the console. Documentation for the current 

Workspace will open in a web browser. 

Submitting Incidents to Oracle Service Cloud Customer Care 
(aka Service Requests) 
The CoveredCA Oracle Service Cloud site contract comes with a customer support package from Oracle. When you 

contact Oracle Service Cloud Customer Care, an Incident is created in the Technical Support site and an Incident 

Reference Number is provided. Any further communication with Oracle Service Cloud Customer Care involving 

your issue or request, regardless of channel, should include the reference number. This will help Oracle track the 

request and provide faster resolution. 

Oracle Customer Care may be contacted for appropriate inquiries and requests through: 

   

 

  

All Oracle Service Cloud Customer Care Incidents for CoveredCA are visible from the Technical Support portal 

(cx.rightnow.com). Through the web portal you can review Incident history, reopen Incidents, close Incidents or 

provide additional information through a web form. 

Client Success Specialist 
 

  

  

The Client Success Manager (CSM) is an Oracle representative, employed in the Oracle Sales organization, who is a 

consistent point of contact at Oracle for certain types of issues. 

Certain issues may be brought up to the Client Success Manager when no other path for resolution is available. 

The CSM will establish and maintain a relationship with someone on the project at an executive level. Any 

communication to the CSM should come through that executive. In general, only strategic type problems should 

go to the CSM, and day to day operational issues should only be shared with the CSM if the problem becomes 

chronic or is not resolved in a timely manner. The Oracle Support Contract between Covered California and Oracle 

may be referenced for details on the agreement. 

Technical Account Manager (TAM) 
 

 

  

The Technical Account Manager is to maximize client retention and success. TAM will be a trusted technical 

advisor to rely on to provide best practice and knowledge on Oracle Cloud Services. 
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Sparse Clone vs Full Clone 

There are two types of clones. A “Sparse Clone” is the standard type of clone and is much quicker to complete. 

This type of clone brings over a subset of information from the production database limited to the last 10,000 

(estimate) incidents and their associated contacts. 

The other type of clone is a “Full Clone” and it represents a full copy of the production database. This type of 

clone can be time consuming to complete and uses far more resources. Unless the full database is needed, you 

should choose the ‘Sparse Clone’ option. 

Make Safe Process (auto completed by Oracle) 

Every clone goes through a process referred to by Oracle as “Make Safe”. The primary action of this process is to 

append “.invalid” to the end of every email address of a Contact Record (primary, alt1, alt2). This action prevents 

emails from being unintentionally delivered to actual contacts from the clone system. 

Post Clone Actions (completed by CRM Admins) 

The following configuration changes: 

 Update Welcome/Login message to display clone type and date 

Configuration > Site Configuration > Configuration Settings  

Search Key:  %msg% 
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[Figure 4] 

 

Rebuild Local Data Cache 

Clearing RightNow cache is a simple way to fix many of the minor errors you may encounter while working in the 

agent/administration console. 

Local cache files store all option list data (any data accessed from a drop‐down menu or menu list) plus additional 

data such as report and workspace definitions, questions, documents, and standard text. If you aren’t sure 

whether your local copy of common data matches the data on the server, rebuild your local cache to retrieve the 

most up‐to‐date version. 

Steps to rebuild local cache: 

1. Main Menu > File > Options > Personal Settings 

2. Select the “Rebuild Local Data Cache” check box under Local Data near the bottom of the window. (see 

figure B below) 

3. Click the OK button to save all changes made to your personal settings. A prompt asks you to confirm your 

request to rebuild your local cache. 

4. Click the Yes button to begin the data retrieval process. A progress bar will displays on the content pane. 
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5. Once all data is received from the server and rewritten to the cache, the progress bar closes as does the 

Oracle RightNow CX Cloud Service Options window. 

Safe Mode login ‐ Disabling Extensions 

Another commonly encountered error occurs when the Agent Console does not exit properly. The next time a 

Service Center Representative (SCR) logs into the system, they may be prompted to start the application in “Safe 

Mode.” This could occur if the Console had previously crashed, or if the SCR’s computer was restarted without 

closing the Agent Console. 

Figure 5 – Safe Mode Pop‐up 

 

In all cases, the SCR should be instructed to select “No”. If the SCR were to select “Yes,” critical custom 

components (AddIns) would be disabled. Since nearly all system functionality depends on these AddIns, the 

system will not behave as expected. 

The console is open in “Safe Mode” if the words “CC: Connected” do not appear in the status bar (see figure 6). 

This label is generated by the “CC_Common.zip” AddIn which is activated for all Profiles. If AddIns are disabled 

(due to Safe Mode), the label will not appear. 

Figure 6 – CC: Connected 

 

Server Communication Errors 

 

Message: The server and client clocks are no longer synchronized 

Solution: (per Zaid) 

1. Disabled both the NTP GPOs which set time in the PDC Emulator and the other Domain 
Controllers 
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2. Shutdown Accenture Legacy 2008 Domain Controllers. 
a. We found the legacy servers to be unable to keep a stable clock and continually reverting 

back to “local cmos” controlled clocks which ultimately were always 2 minutes behind. 
b. Only one (1) of two (2) vmware hosts supporting these two windows 2008 domain 

controllers showed the ability to set the time properly. 
3. DHCP scopes were verified to make sure neither of the two legacy domain controllers was 

specified as DNS Servers 
 
(per Ian) The server communication issue was caused when the network team was trying to sync the 
NWN and CCSCR networks.  It caused an unintended change on the time setting for the PC’s and this 
resulted in the stoppage of communications with the server.  

 

 

Message: The request failed with HTTP status 504: Gateway Timeout 

Solution: Had to contact Oracle Support, was an issue with the POD that they had to resolve on their end. 

 

Login Error Message ‐ Experiencing Technical Difficulties 

 

Solution: Had to contact Oracle Support, was an issue with the POD that they had to resolve on their end. 
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Troubleshooting Tools 

Error Logs 

Standard Logs 
Standard Product Error and Information logs are available to Administrative users through the “Logs” Workspace. 

This Workspace can be found in the “Configuration” Navigation Section under the “Site Configuration” folder. 

Figure 3 – Error Log 

 

Custom Business Objects Error Log 
Many of the customizations will log errors and warnings to a Custom Business Object (CBO) named “Log.Entry”. 

There is no shared report for this table; administrators should create their own Private Reports against this CBO if 

the need arises. 

 

Add In Logging 
Steps to turn on Add‐In Logging for diagnostic purposes: 

1. Go to File Tab 

2. Add‐In Logging 

3. View Current Log File 

4. Select All for all the logger drop downs 

5. Move this window to the side 

6. Return to the CRM console and run the functionality that is in question (Quicksort, CTI…) 

7. When Error or behavior you are investigating is experienced you can go back to the Log Messages 

Window and hit the Save Messages button. 

8. The Save Messages will save a text file of the system add‐in logs and this can be used for diagnosing 

problem or sending to Oracle or contractor for further diagnosis.  
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7.0 Incident Management 
Service Center Representatives record customer interactions with Oracle Service Cloud Incident Records. 

Customers can contact the Service Center by one of the channels listed below. 

Phone 

Incidents are automatically created when a customer successfully reaches the Service Center via the IVR phone 

system. Please refer to Section 1.7.9 – CTI Integration Simulation to view the fields that are automatically 

populated in the Incident Record. 

Email 
Incidents are automatically created when a customer replies to an email sent from the CRM, the response is 

linked to the corresponding Contact Record. Section 1.8.5 – Email Integration previews Oracle Service Cloud 

mailbox settings outlined in the Configuration Workbook. 

Mail/Fax 
Incoming mail and faxes are processed through Novitex and posted to SharePoint. Attachments can then be 

uploaded by Service Center users to corresponding Contact or Incident records. 

Chat 
A user accesses chat through a link on the CalHEERS portal. This link opens a CRM hosted page that initializes the 

chat session in the browser and connects to an SCR if available. If no SCR is available, the user will be placed in a 

wait queue until an SCR becomes available. 

English: https://coveredca.custhelp.com/app/chat/chat launch  

Spanish: https://coveredca‐esp.custhelp.com/app/chat/chat launch  

Upon completing a Chat session, an Incident record is automatically created for the SCR to update Incident and 

Contact details. Oracle Service Cloud Chat configuration is based on standard Chat settings with minor 

configuration changes to accommodate the SCR Chat business requirements. 

8.0 Scripting 
When a customer contacts the Service Center, the SCR uses Oracle Service Cloud’s Script feature to facilitate the 

flow of the call and gather pertinent information. The Visio below outlines the questions, responses, and flow of a 

call: 

•  Appendix 16.3.66 – Incoming Call and Incident Scripting 

Details on configuring Scripting can be found in the Oracle Service Cloud CX User Guide: 

https://documentation.custhelp.com/euf/assets/docs/february2015/olh/wwhelp/wwhimpl/js/html/wwhelp.htm

?tab=2  

9.0 Standard Text 
Standard Text allows SCRs to automatically populate a reply in the Incident thread. Details on configuring 

Standard Text can be found in the Oracle Service Cloud CX User Guide: 



32 

10.0 Add‐in Manager 
The Add‐In Manager lets you quickly upload files and assign profile permissions to use the add‐ins. You can also 

specify custom values for .NET attributes from the Add‐In Manager. You can specify different values for each 

profile and interface and the specified values are stored in the Oracle database. This eliminates the need to store 

custom values for attributes in client‐side XML configuration files. The Add‐In Manager is also used to remove 

add‐ins that you no longer use. 

The add‐ins were created by Accenture prior to Covered CA IT taking on the CRM Project.  CCIT now maintains 

these add‐ins. 

 

 

 

10.1 Closed Incident Lock 
/Site Configuration/Add‐in Manager > CC_ClosedIncidentLock.zip > Profile Access 

This add‐in is enabled for all active user profiles 
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10.2.1 SSL Certificates 

 

 

 

 

 

  

  

 

 

10.2.2 Visual Studio Project 

Once recompiled (Rebuilt), navigate to the bin folder and compress the primary files to be uploaded for the addin 

package. 

Sample bin folder location:  
 

Important: The file name for the compressed file   

Required/primary files to include in the zip package that is uploaded into the CRM: 
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10.3 CTI Simulator 
/Site Configuration/Add‐in Manager > CC_CTISimulator.zip > Profile Access 

This add‐in is enabled only for profiles using the IVR/CTI workflow script 

 

There are no Server Configuration Properties for this add‐in 

10.3.1 CTI Simulator Sample: 

1. Navigate to File > CTI Tools > Call Simulator 

 
 

2. Click “Add New” 
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10.4 CTI Status 
/Site Configuration/Add‐in Manager > CC_CTIStatus.zip > Profile Access 

This add‐in is enabled only for profiles using the IVR/CTI workflow script 
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14.3 Promote to Production 

 





50 

 

 

Spanish interface – Staging 
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1 INTRODUCTION 

1.1 Purpose of Functional Solution Definition 

The purpose of the Functional Solution Definition document is to define and illustrate the functional requirements that Covered CA – SCR Oracle 

Service Cloud or “CRM” should support.  The document also serves as a reference and communication guide for the scope and direction of the 

implementation that   is completing for Covered CA – SCR CRM.  The goal is for both Covered CA and   to 

review and gain agreement on how Administrators, Managers, SCRs, and contacts are going to use the Service Cloud application and to make sure 

the use cases and requirements are defined up‐front so the application can be configured and tested properly.   

1.2 Project Overview and Scope 

Covered CA has purchased licenses and an Oracle Service Cloud site and interface with the service modules enabled.  Covered CA has contracted 

 to complete a solution definition and solution development for implementation of Incident Management for their Oracle 

Service Cloud solution or “CRM.” The following modules are in scope for implementation: 

 Incident Management 

 Chat Management 

 Contact Management 

 Service Analytics 

2 REQUIREMENTS 

2.1 Incident	Management	
 

2.1.1.1 Incident	Management	Process	
An Incident is any question or request for help submitted by a contact on any available channel. Covered CA – SCR will be tracking all incoming 

and outgoing customer phone communication, and incoming emails via incidents in Oracle Service Cloud (CRM). Covered CA – SCR will primarily 

create new incidents from incoming phone calls and handle “returned” incidents via the SCR queue from other internal groups.  SCRs will be able 

to escalate incidents to the SCR Supervisor queue for further assistance and the SCR Supervisors will have the ability to transfer incidents to 

other internal teams via department‐specific queues. Each incident will be associated to a unique reference number. Incident management 
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functions are dependent on how SCRs handle key incident details. Therefore, all incidents, when opened for editing or created, will start with a 

focus on the private note in the messages tab. The private note will be pre‐populated with a standard template that will be provided and 

maintained by Covered CA. SCR will conduct research according to defined business processes and enter a private note in the messages tab. 

When the SCR is satisfied with his response he will close the incident and communicate the resolution back to the primary contact using the 

desired communication method. When an incident is transferred or “returned” to the SCR Queue then a SCR Supervisor may resolve the issue or 

manually assign it to a SCR for work. The assigned user will then see the new incident appear in their “My Inbox” view. For other cases, if the 

Supervisor determines that the incident should not have been transferred to SCR then the Supervisor will reassign the incident back to the 

supervisor of the source queue. SCRs will be unable to change the incident status if it is not assigned to the SCR Queue or the SCR user. Incidents 

will also be created to track incoming chat session transcripts but will automatically be set to a status of Closed. 
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2.1.1.2 Use	Case	1	–	SCR	(Incoming	Phone	Call)	
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SCR Incident Management Process – Incoming Phone Call
SC
R

SC
R
 S
up
er
vi
so
r

SCR Analyst

Start

Answers incoming 
call from Customer

Searches for Contact 
record in CRM

Creates new 
incident in CRM

Fills out SCR 
template in Incident 

Private Notes

Pulls up Customer 
record in CALHEERS

Contact record 
found?

Yes
Associates existing 
Contact record to 

the Incident

No

Creates a new 
Contact record and 
associates it to the 

Incident

Requires 
Escalation?

No
Resolves  Customer 
issue/question

Fills out Incident 
required fields

EndSaves Incident

Changes Incident 
Status to 

“Escalated”

Assigns Incident to 
direct Supervisor or 

SCR Lead

Fills out Incident 
required fields

Saves Incident

Reviews My Inbox 
for new Inc dents or 
CRM notifies of new 
Incident assignment

Reviews assigned 
Incident

Can SCR 
Resolve?

Yes
Adds private note 
and communicates 
resolution to SCR

Assigns incident 
back to source SCR

No

Changes Incident 
status to 

“Transferred”

Adds private note to 
Incident

Fills out Incident 
required fields

Assigns Incident to 
appropriate Queue 
outside of SCR

End

Informs Customer 
that someone will 
call back for further 

assistance
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2. Or the File Menu 
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Type  SCR Call Type   Menu 
o Access to Care 
 Non Urgent 
 Urgent 

 Life Threatening Condition 

 Life Sustaining Prescription 

 Urgent Medical Treatment 
o New Enrollment 
 Completed Open Enrollment 
 Completed Special enrollment 
 APTC/Carrier Inquiry 
 Inquiry/Assistance 
 Incomplete Enrollment 

 Pending Consumer Info 

 System Issue 
o Medi‐Cal 
 Quicksort/New Medi‐Cal Eligibility 
 Provided county contact/number 

info 
 Medi‐Cal/Enrollment Inquiries 

o Current Customer 
 Application/Case Status 

 Inquiry Assistance 
 Report A Change 

 Name/DOB/SSN change or 
correction 

 Adding baby or adoption 

 Address change 

 Income Change 

 Adjusting APTC 

 Change to MEC 

 Household size 

Incident.CatID  Most bottom level is always 
required 
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 Unable to complete due to 
System Issue 

 1095‐a 

 Inquiry/Assistance 

 Dispute Received 
 Consumers Online Account 

 Requesting password 
reset/unlock 

 Requesting access code 

 Blocked account 

 Unable to complete due to 
system issue 

 Payment Inquiry 

 Inquiry/Assistance 
 Renewal 

 Complete enrollment 

 Inquiry/assistance 

 Pending Customer Info 

 Unable to complete due to 
system issue 

 Disenrollment/Termination 

 Requesting to be terminated 

 Inquiry/Assistance 

 Unable to complete due to 
system issue 

o Appeals/Complaints/Fraud 
 Appeals 

 Request an appeal 

 Status of appeal 

 Inquiry/Assistance 
 Complaints 

 Inquiry Assistance 
 Consumer Protection/Fraud 
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Role  Contact’s Role  o Individual 
Marketplace 
 Individual 
 Health Plan 
 Agent 
 Authorized Rep 
 User Account 
 Primary Contact 

o SHOP Marketplace 
 Employee 
 Employer 
 Agent 
 General Agent 
 Dependents 
 COBRA 

o CEC Program 
 Grantee 
 Entity/Enrollment 

Entity 
 Enrollment 

Counselor 
o Other 
 Other 

Required 

Email  Contact’s Email Address  Text  Optional 

First Name  Contact’s First Name  Text  Required 

Last Name  Contact’s Last Name  Text  Required 

Middle Name  Contact’s Middle Name  Text  Optional 

Address  Contact’s Address  Text  Optional 

County  Contact’s County  Menu 
 

o Alameda 
o Alpine 
o Amador 

Optional 
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o Butte 
o Calaveras 
o Colusa 
o Contra Costa 
o Del Norte 
o El Dorado 
o Fresno 
o Glenn 
o Humboldt 
o Imperial 
o Inyo 
o Kern 
o Kings 
o Lake 
o Lassen 
o Los Angeles 
o Madera 
o Marin 
o Mariposa 
o Mendocino 
o Merced 
o Modoc 
o Mono 
o Monterey 
o Napa 
o Nevada 
o Orange 
o Placer 
o Plumas 
o Riverside 
o Sacramento 
o San Benito 
o San Bernardino 
o San Diego 
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o San Francisco 
o San Joaquin 
o San Luis Obispo 
o San Mateo 
o Santa Barbara 
o Santa Clara 
o Santa Cruz 
o Shasta 
o Sierra 
o Siskiyou 
o Solano 
o Sonoma 
o Stanislaus 
o Sutter 
o Tehama 
o Trinity 
o Tulare 
o Tuolumne 
o Ventura 
o Yolo 
o Yuba 
o No County Provided 

DoB  Contact’s Date of Birth  Text  Optional 

Case ID  Contact’s Case ID  Text  Read‐Only 

Application ID  Contact’s Application ID  Text  Read‐Only 

SSN Last 4  Contact’s Last 4 of Social Security Number  Text  Optional 

Outreach Opt‐
In 

For Marketing Purposes  Yes/No  ‐ Read Only 
‐ Defaults to YES 

Global Opt‐In  Global Outreach Opt‐In Preference  Yes/No  ‐ Optional 
‐ Default to YES Value 

Language   Contact’s preferred language  Menu 
 

o English 

‐ Required 
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o Spanish 
o Arabic 
o Armenian 
o Cambodian 
o Cantonese 
o Mandarin 
o Farsi 
o Hmong 
o Korean 
o Lao 
o Russian 
o Tagalog 
o Vietnamese 
o Traditional Chinese 

character 
o Other 

2.2.1.2 Contact	Workspace	Incidents	Tab	
Provides a detailed list of the contact’s incident history by listing all incidents associated with the contact.  This tab will be modified so that it 

displays incidents for contacts who are associated to an incident but are not the primary contact of the incident. 
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Open related incident for editing at the 

beginning of a chat (if one exists)? 

Select from the following radio buttons. 

• Yes 

• No 

• Prompt the agent to decide at runtime 

Note: This option is set to No by default. 

Create/associate related incident at the end 

of a chat (if one does not exist)? 

Select from the following radio buttons. 

• Yes 

• No 

• Prompt the agent to decide at runtime 

Note: This option is set to No by default. 

Open related incident for editing at the end 

of a chat (if one exists)? 

Select from the following radio buttons. 

• Yes 

• No 

• Prompt the agent to decide at runtime 

Note: This option is set to No by default. 

Discard previous related incident if it is 

uncommitted when another incident is 

associated to the chat? 

Select from the following radio buttons. 

• Yes 
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• No 

• Prompt the agent to decide at runtime 

Note: This option is set to No by default. 

 

2.3.9 Preliminary	Screen	Pop	
Customize the look of the toast notification. Only the following fields can be configured. Modification of toast notification will include changing 

the order and the fields that appear. The agent acceptance time for the chat is 30 seconds but this can be changed. After 30 seconds the chat 

will automatically be routed to the next available agent. 

‐ Question 

‐ First Name 

‐ Last Name 

‐ Email 

‐ Call Type 

‐ Custom Fields 
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2.7 Reports	&	Dashboards	

2.7.1 SCR‐Manager	Navigation	Set	
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Service Request Statistics by 
Category Dashboard 

A dashboard comprised of the following reports where 

Category = SCR Call Type 

 

‐ Incident Activity by Category 

 

Displays statistics about incidents associated 

with a specified date range. Statistics include the 

number of unassigned, assigned, and resolved 

incidents, and the number of responses, the RPI 

per incident, and the number of incidents that 

were re‐assigned. Incidents are included in this 

report if they were created during the date 

range specified in the report's parameters and 

were assigned to a group or staff member. 

 

‐ Incident Effectiveness by Category 

 

Displays statistics about incidents associated 

with a certain range of contacts or 

organizations, grouped by product or category. 

Statistics include the number of incidents, the 

RPA, FCRR, number of responses per product or 

category, and number of solves per product or 

category. Incidents are included in this report if 

they were created during the date range 

specified in the report's parameters and were 

assigned to a group or staff member. 

 

‐ Incidents Created by Category 
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Displays all incidents created in a specific time 

period and groups them by category. You can 

then drill down to the sub‐category level or 

products within categories. This report is useful 

for determining the categories most often used 

when end‐users submit an incident. This report 

also displays all the incidents created within the 

specified time period sorted by product. This 

report is useful for determining what products 

are generating the most questions and what 

those questions are. 
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Service Request Statistics 
Dashboard 

A dashboard comprised of the following reports: 

 

‐ Incident Activity 

 

Displays statistics about incidents associated 

with a specified date range. Statistics include the 

number of unassigned, assigned, and resolved 

incidents, and the number of responses, the RPI 

per incident, and the number of incidents that 

were re‐assigned. Incidents are included in this 

report if they were created during the date 

range specified in the report's parameters and 

were assigned to a group or staff member. 

 

‐ Incident Effectiveness 

 

Displays statistics about incidents associated 

with a certain range of contacts or 

organizations, grouped by product or category. 

Statistics include the number of incidents, the 

RPA, FCRR, number of responses per product or 

category, and number of solves per product or 

category. Incidents are included in this report if 

they were created during the date range 

specified in the report's parameters and were 

assigned to a group or staff member. 

 

‐ Incident Creation Rate 
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Displays statistics of new incidents created per 

hour of day, day of week, day of month, or 

month of year. The Incident Creation Rate 

report is useful for calculating an incident‐per‐

hour/day/month ratio and comparing it against 

other time periods. 

Agent Performance  Displays statistics about the number of incidents worked 

on during the specified time period by a staff member or 

group, and the average time spent working on the 

incidents. Use this report to determine the work 

efficiency of staff members and identify the average 

response time or solution time for each staff member. 

Agent Performance – Incidents 
not touched 

Same as Agent Performance only this shows incidents 

that have not been edited by the assigned user. 

SCR Queue Activity  Reports on how many incidents are in each queue 

during a specified date range. You can view how many 

were assigned, resolved, and the number of responses 

for each incident, all grouped by queue. 

SCR Queue Transitions  The report provides information about the number of 

times incidents transitioned between queues. 
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SCR Agent Activity  Displays statistics about how agents have handled 

incidents during a specified time period. Included are 

statistics on how many incidents agents had assigned to 

them, how many were resolved, how many responses 

agents made, and their responses per assignment (RPA). 

Incidents are included in this report if they were initially 

assigned, responded to or reassigned during the date 

range specified in the report's parameters and were 

assigned to a staff member. Only incidents that were 

responded to by the agent are included in the report. 

Incidents that were assigned to the agent, but the agent 

did not send a response will not be counted. 

Group Activity  Displays by group the statistics about how agents have 

handled incidents during a specified time period. 

Included are statistics on how many incidents agents 

had assigned to them, how many were resolved, how 

many responses agents made, and their responses per 

assignment (RPA). Incidents are included in this report if 

they were initially assigned, responded to or reassigned 

during the date range specified in the report's 

parameters and were assigned to a staff member. Only 

incidents that were responded to by the agent are 

included in the report. Incidents that were assigned to 

the agent, but the agent did not send a response will not 

be counted. 

SCR Incidents by Status  Displays all incidents assigned to SCR by their Status. 

SCR Incidents by Type  Displays all incidents assigned to the SCR Queue by their 

SCR Type. 

SCR by Type  Displays all incidents assigned by SCR and by Type. 
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SCR by Call Resolution  Displays all incidents assigned by SCR and by  

Call Resolution. 

CalHEERS Ticket Data  Displays all incidents that contain CalHEERS Ticket data. 

Reports Explorer  Access to all reports (800+) 

Contacts  All Contacts  The All Contacts report lists all the contacts in your 

database. You can filter the contacts or search for 

specific contact records. Each contact's email address, 

last name, first name, Phone number, Case ID. 

Quick Search  Incident Quick Search  Quickly find an incident by reference number, CalHEERS 

Ticket Number, First Name, Last Name, Case ID, Email, 

Phone, Last 4 of SSN. 

Contact Quick Search  Quickly find a contact record First name, Last name, 

Email address, Phone, Case ID, Phone, Last 4 of SSN. 

Answer Quick Search  Quickly find an Answer by phrase or ID. 
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2.7.2 SCR‐Supervisor	Navigation	Set	
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Service Request Statistics by 
Category Dashboard 

A dashboard comprised of the following reports where 

Category = SCR Call Type 

 

‐ Incident Activity by Category 

 

Displays statistics about incidents associated 

with a specified date range. Statistics include the 

number of unassigned, assigned, and resolved 

incidents, and the number of responses, the RPI 

per incident, and the number of incidents that 

were re‐assigned. Incidents are included in this 

report if they were created during the date 

range specified in the report's parameters and 

were assigned to a group or staff member. 

 

‐ Incident Effectiveness by Category 

 

Displays statistics about incidents associated 

with a certain range of contacts or 

organizations, grouped by product or category. 

Statistics include the number of incidents, the 

RPA, FCRR, number of responses per product or 

category, and number of solves per product or 

category. Incidents are included in this report if 

they were created during the date range 

specified in the report's parameters and were 

assigned to a group or staff member. 

 

‐ Incidents Created by Category 
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Displays all incidents created in a specific time 

period and groups them by category. You can 

then drill down to the sub‐category level or 

products within categories. This report is useful 

for determining the categories most often used 

when end‐users submit an incident. This report 

also displays all the incidents created within the 

specified time period sorted by product. This 

report is useful for determining what products 

are generating the most questions and what 

those questions are. 
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Service Request Statistics 
Dashboard 

A dashboard comprised of the following reports: 

 

‐ Incident Activity 

 

Displays statistics about incidents associated 

with a specified date range. Statistics include the 

number of unassigned, assigned, and resolved 

incidents, and the number of responses, the RPI 

per incident, and the number of incidents that 

were re‐assigned. Incidents are included in this 

report if they were created during the date 

range specified in the report's parameters and 

were assigned to a group or staff member. 

 

‐ Incident Effectiveness 

 

Displays statistics about incidents associated 

with a certain range of contacts or 

organizations, grouped by product or category. 

Statistics include the number of incidents, the 

RPA, FCRR, number of responses per product or 

category, and number of solves per product or 

category. Incidents are included in this report if 

they were created during the date range 

specified in the report's parameters and were 

assigned to a group or staff member. 

 

‐ Incident Creation Rate 
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Displays statistics of new incidents created per 

hour of day, day of week, day of month, or 

month of year. The Incident Creation Rate 

report is useful for calculating an incident‐per‐

hour/day/month ratio and comparing it against 

other time periods. 

Agent Performance  Displays statistics about the number of incidents worked 

on during the specified time period by a staff member or 

group, and the average time spent working on the 

incidents. Use this report to determine the work 

efficiency of staff members and identify the average 

response time or solution time for each staff member. 

Agent Performance – Incidents 
not touched 

Same as Agent Performance only this shows incidents 

that have not been edited by the assigned user. 

SCR Queue Activity  Reports on how many incidents are in each queue 

during a specified date range. You can view how many 

were assigned, resolved, and the number of responses 

for each incident, all grouped by queue. 

SCR Queue Transitions  The report provides information about the number of 

times incidents transitioned between queues. 
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SCR Agent Activity  Displays statistics about how agents have handled 

incidents during a specified time period. Included are 

statistics on how many incidents agents had assigned to 

them, how many were resolved, how many responses 

agents made, and their responses per assignment (RPA). 

Incidents are included in this report if they were initially 

assigned, responded to or reassigned during the date 

range specified in the report's parameters and were 

assigned to a staff member. Only incidents that were 

responded to by the agent are included in the report. 

Incidents that were assigned to the agent, but the agent 

did not send a response will not be counted. 

Group Activity  Displays by group the statistics about how agents have 

handled incidents during a specified time period. 

Included are statistics on how many incidents agents 

had assigned to them, how many were resolved, how 

many responses agents made, and their responses per 

assignment (RPA). Incidents are included in this report if 

they were initially assigned, responded to or reassigned 

during the date range specified in the report's 

parameters and were assigned to a staff member. Only 

incidents that were responded to by the agent are 

included in the report. Incidents that were assigned to 

the agent, but the agent did not send a response will not 

be counted. 

SCR Incidents by Status  Displays all incidents assigned to SCR by their Status. 

SCR Incidents by Type  Displays all incidents assigned to the SCR Queue by their 

SCR Type. 

SCR by Type  Displays all incidents assigned by SCR and by Type. 
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SCR by Call Resolution  Displays all incidents assigned by SCR and by  

Call Resolution. 

CalHEERS Ticket Data  Displays all incidents that contain CalHEERS Ticket data. 

Reports Explorer  The All Contacts report lists all the contacts in your 

database. You can filter the contacts or search for 

specific contact records. Each contact's email address, 

last name, first name, and opt‐in status are displayed. 

Communication Center  Chat Supervisor Real‐Time 
Dashboard 

Dashboard displaying three separate real‐time chat 

statistic reports for Supervisors. 

Contacts  All Contacts  The All Contacts report lists all the contacts in your 

database. You can filter the contacts or search for 

specific contact records. Each contact's email address, 

last name, first name, and opt‐in status are displayed. 

Quick Search  Incident Search  Quickly find an incident by reference number, CalHEERS 

Ticket Number, First Name, Last Name, Case ID, Email, 

Phone, Last 4 of SSN. 

Contact Quick Search  Quickly find a contact record First name, Last name, 

Email address, Phone, Case ID, Phone, Last 4 of SSN. 

Answer Quick Search  Quickly find an Answer by phrase or ID. 

 

 

2.7.3 SCR		&	SCR	Lead	Navigation	Set	
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1 OVERVIEW  

1.1 Purpose/ Project Charter 
The completed project will allow the Spanish speaking community an additional channel to 
communicate with Covered California Service Center Representative (SCR) via chat during normal 
business hours.  

1.2 Intended Audience 
CRM Development  
Project Sponsors 

1.3 Sign Off Approval 
 

____________________________   
____________________________ 
____________________________ 
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2 FUNCTIONAL WORKFLOW 
 

Oracle RightNow provides the ability for Service Center Representative (SCR) to chat directly with 
Covered California site users via a browser-based interactive chat session. Chats are initiated by site 
users when they click the “Live Chat” link in the Covered California or CALHEERS web portal. 
Currently, CRM is configured to allow all site users to chat in English via the English interface and does 
not have the ability to allow site users to chat in Spanish. 
 
A new Spanish interface has been purchased and will be configured by the CRM Development to allow 
Spanish speaking to chat with Covered California (SCR) in Spanish. 
 
Note: Out of the box fields are automatically translated, however, custom fields and custom object 
name are not translated. Also, workspaces are interface depended.  
   

Spanish Chat  
2.1 Primary Use Cases 
  

Covered California site users initiate a chat session by clicking the “Live Chat” link from the Covered 
California or CALHEERS web portal. When the link is accessed, the user is directed to the appropriate 
Chat Launch Page. 

 
Action Path 
“Live Chat” link from the 
English Web Portal is 
clicked 

https://coveredca.custhelp.com/app/chat/chat_launch 

“Live Chat” link from the 
Spanish Web Portal is 
clicked 

https://coveredca-esp.custhelp.com/app/chat/chat_launch 
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3 INTERFACE SPECIFIC CONFIGURATION FOR CHAT 

3.1 Customer Portal  
Custom Spanish chat message bases had been created for the Spanish chat launch page. Refer to the 
Associated Document section for details. The customer portal landing pages had been updated to use 
custom and system variables. 

 

3.2 Chat Launch Page 
The Chat Launch page is comprised of a web form that your customers fill out when creating chat 
requests. There will be a single chat launch page in English with a web form. The customer requesting 
a chat will be required to fill in a few fields prior to submitting the chat request.  

The following information will be requested from the chat user: 

 English Interface 

   
 
Spanish Interface 
 

  

The user can selects one of these roles (Please note that this is the products/categories in CRM) 
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No Role Selected 
Individual Marketplace 

- Individual 
- Health Plan 
- Agent 
- Authorized Rep 

 

3.3 Chat Landing Page 

Example screen from the consumer who initiated the chat: 

 

 

Example screen from the chat agent: 
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3.4 Chat Hours 

You can set chat hours for Service Cloud Chat availability to control when end-users can submit chat 
requests. Outside of those chat hours, end-users cannot request assistance. Additionally, your chat 
hours are displayed on the Chat Launch page. Chat hours will be defined as the earliest and the latest 
hours that agents will be available.  If the customer requests a chat outside of the hours listed on the 
Chat Form, and an agent is not available, they will not be able to start a chat.  All times below are in 
PST. 

English Interface - coveredca 

  

 

Spanish Interface – coveredca_esp 
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3.5 Spanish Chat – Standard Text 

The following Spanish Chat - Standard Text had been added to aid SCRs when answering Spanish 
Chat. Please refer to the Associated Documents section for the full list of Spanish Chat – Standard 
Text. 
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4 SITE-WIDE CONFIGURATION FOR CHAT 

4.1 Products  
Add the Spanish name for these roles under Products/categories. 

No Role Selected 
Individual Marketplace 
- Individual 
- Health Plan 
- Agent 
- Authorized Rep 
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English – Chat Launch page 

 

 

Spanish – Chat Launch page 

 

4.2 Chat Business Rules 
Incoming chats are routed based on the interface that the chat was being initiated. The following chat 
business rules had been added to route incoming chats to the appropriate chat agents.  
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Note: This option is set to No by default. 

Discard previous related incident 
if it is uncommitted when 
another incident is associated to 
the chat? 

Select from the following radio buttons. 

• Yes 

• No 

• Prompt the agent to decide at runtime 

Note: This option is set to No by default. 

 

4.10 Preliminary Screen POP 
Customize the look of the toast notification. Only the following fields can be configured. Modification of 
toast notification will include changing the order and the fields that appear. The agent acceptance time for the 
chat is 30 seconds but this can be changed. After 30 seconds the chat will automatically be routed to the next 
available agent. 

‐ Question 
‐ First Name 
‐ Last Name 
‐ Email 
‐ Call Type 
‐ Custom Fields 
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1 INTRODUCTION 

1.1 Purpose of Functional Solution Definition 

The purpose of the Functional Solution Definition document is to define and illustrate the functional requirements that Covered CA – CRT Oracle 

Service  Cloud  should  support.    The  document  also  serves  as  a  reference  and  communication  guide  for  the  scope  and  direction  of  the 

implementation that   is completing for Covered CA – CRT.  The goal is for both Covered CA – CRT and   to review and gain 

agreement on how Administrators, Managers, Analysts, and contacts are going to use the Service Cloud application and to make sure the use cases 

and requirements are defined up‐front so the application can be configured and tested properly.   

1.2 Project Overview and Scope 

Covered CA has purchased licenses and an Oracle Service Cloud site and interface with the service modules enabled.  Covered CA has contracted 

 to complete a solution definition and solution development for implementation of Incident Management for their Oracle Service 

Cloud solution, CRT team.  The following modules are in scope for implementation: 

 Incident/Email Management 

 Service Analytics 

2 REQUIREMENTS 

2.1 Incident	Management	
 

2.1.1 Incident	Management	Process	
An Incident is any question or request for help submitted by a contact on any available channel. Covered CA – CRT will be tracking all incoming 

and outgoing customer phone communication via incidents in Oracle Service Cloud (CRM). Covered CA – CRT will receive incidents via the CRT 

queue from other internal groups, mainly SCRs, as well as have the ability to create new incidents themselves. In other cases, CRT will receive an 

incoming call from an SCR with a request for assistance with existing incidents. In this case, incidents will remain assigned to the SCR and the CRT 

Representative will update CRT‐specific fields. Each incident will be associated to a unique reference number. Incident management functions 

are dependent on how analysts handle key incident details. Therefore, all incidents, when opened for editing or created, will start with a focus 

on the private note in the messages tab. The private note will be pre‐populated with a standard template that will be provided and maintained 
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by Covered CA. CRT will conduct research according to defined business processes and enter a private note in the messages tab. When the 

analyst is satisfied with his response he will close the incident and communicate the resolution back to the primary contact using the desired 

communication method. When an incident is transferred to the CRT Queue then a CRT Supervisor will manually assign it to a CRT Representative 

for work. The assigned user will then see the new incident appear in their “My Inbox” view. For other cases, if the Supervisor determines that 

the incident should not have been transferred to CRT then the Supervisor will reassign the incident back to the supervisor of the source queue.   
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2.1.1.1 Use	Case	1	–	CRT	(SCR	Phone	Call)	

CRT Incident Management Process – Common SCR Call

C
R
T

SC
R

CRT Analyst

Start

Answers 
incoming  call 
from Customer

Answer SCR call

Identifies  need 
for CRT 

assistance

Finds and opens 
Incident

Creates new 
incident

Calls into CRT 
phone queue

Provides CRT 
with Incident 
Reference 
Number

Searches for 
Incident by 
Reference 
Number

Answers SCR’s 
question

Fills  in required 
fields on 
Incident 

workspace

Saves Incident

Completes SCR 
process

End

 

 



Covered CA – CRT Service Cloud Service Implementation                                                      Solution Definition 

 

Page 6 of 47 
 

2.1.1.2 Use	Case	2	–	CRT	(Assigned	to	CRT	Queue)	
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CRT Incident Management Process – Assigned to CRT Queue
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CRT – Call 
Reason 

Custom CRT 
Incident Call 
Reason 

 Menu 
o 1095 Not Received 
o 1095 Discrepancy 
o 1095 General 
o ACA Question 
o Appeal/Complaint 
o Application Assistance 
o APTC 
o Authentication Issue 
o Back Office Escalation 
o Billing Questions/ Issues 
o Change Effective Date 
o Choose a Plan 
o CIA/CEC 
o Citizenship/Immigration 
o Eligibility Results 
o Enrollment Status 
o Escalated/Request for 

Supervisor 
o Income 

Requirements/Reporting
o Manual Verification 
o Medi‐Cal 
o Password Reset 
o Plan Question 
o Premium 

Questions/Issue 
o Report a Change 
o Retro‐Termination 
o RIDP 
o SCR Not Prepared 
o Special Enrollment 
o System Errors 
o User Account Assistance 

Incident.c$crt_call_reason  Required 
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CRT – Call 
Resolution 

Custom CRT 
Incident 
Resolution Type 

 Menu 
o 1095 Dispute Form  
o 1095 RAC  Added  
o 1095 Guidance Added 

Feb 3 
o Advise SCR to Create  

Help Desk Ticket  
o APTC Added  
o Data Entry Correction   
o EC Referral 
o Effective Date Change 
o Eligibility Results 
o Escalated Call to 

Supervisor 
o Health Plan Hotline 

Referral 
o Hold Time Exceeded 
o Manual Verification 

Completed 
o Not Eligible for Effective 

Date Change 
o Not Resolved‐Call 

Dropped 
o Re‐determined Eligibility 
o Redirected to CEC/CIA 
o Redirected to Medi‐Cal 
o Redirected to QHP 
o Referred back to 

Supervisor 
o Referred to Task 

Guide/Kbase 
o Reinstated 
o Retro‐Term Approved 
o Retro‐Term Denied 

Incident.c$crt_call_resolution  Required 
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The following standard text will be inserted as a private note every time a CRT member opens an incident: 

1. Reason for Call: 

2. Actions Taken: 

2.1.9.3 Incident	Workspace	Contacts	Tab	
Below is a sample illustration of the incident workspace contacts tab. This tab is where staff members can view detailed information about the 

primary contact, as well as any other contacts associated with the incident. 
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2.5 Reports	&	Dashboards	

2.5.1 CRT‐Manager	Navigation	Set	
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Service Request Statistics by 
Category Dashboard 

A dashboard comprised of the following reports where 

Category = CRT Call Type 

 

‐ Incident Activity by Category 

 

Displays statistics about incidents associated 

with a specified date range. Statistics include the 

number of unassigned, assigned, and resolved 

incidents, and the number of responses, the RPI 

per incident, and the number of incidents that 

were re‐assigned. Incidents are included in this 

report if they were created during the date 

range specified in the report's parameters and 

were assigned to a group or staff member. 

 

‐ Incident Effectiveness by Category 

 

Displays statistics about incidents associated 

with a certain range of contacts or 

organizations, grouped by product or category. 

Statistics include the number of incidents, the 

RPA, FCRR, number of responses per product or 

category, and number of solves per product or 

category. Incidents are included in this report if 

they were created during the date range 

specified in the report's parameters and were 

assigned to a group or staff member. 

 

‐ Incidents Created by Category 
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Displays all incidents created in a specific time 

period and groups them by category. You can 

then drill down to the sub‐category level or 

products within categories. This report is useful 

for determining the categories most often used 

when end‐users submit an incident. This report 

also displays all the incidents created within the 

specified time period sorted by product. This 

report is useful for determining what products 

are generating the most questions and what 

those questions are. 
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Service Request Statistics 
Dashboard 

A dashboard comprised of the following reports: 

 

‐ Incident Activity 

 

Displays statistics about incidents associated 

with a specified date range. Statistics include the 

number of unassigned, assigned, and resolved 

incidents, and the number of responses, the RPI 

per incident, and the number of incidents that 

were re‐assigned. Incidents are included in this 

report if they were created during the date 

range specified in the report's parameters and 

were assigned to a group or staff member. 

 

‐ Incident Effectiveness 

 

Displays statistics about incidents associated 

with a certain range of contacts or 

organizations, grouped by product or category. 

Statistics include the number of incidents, the 

RPA, FCRR, number of responses per product or 

category, and number of solves per product or 

category. Incidents are included in this report if 

they were created during the date range 

specified in the report's parameters and were 

assigned to a group or staff member. 

 

‐ Incident Creation Rate 
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Displays statistics of new incidents created per 

hour of day, day of week, day of month, or 

month of year. The Incident Creation Rate 

report is useful for calculating an incident‐per‐

hour/day/month ratio and comparing it against 

other time periods. 

Agent Performance  Displays statistics about the number of incidents worked 

on during the specified time period by a staff member or 

group, and the average time spent working on the 

incidents. Use this report to determine the work 

efficiency of staff members and identify the average 

response time or solution time for each staff member. 

Agent Performance – Incidents 
not touched 

Same as Agent Performance only this shows incidents 

that have not been edited by the assigned user. 

CRT Queue Activity  Reports on how many incidents are in each queue 

during a specified date range. You can view how many 

were assigned, resolved, and the number of responses 

for each incident, all grouped by queue. 

CRT Queue Transitions  The report provides information about the number of 

times incidents transitioned between queues. 
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CRT Agent Activity  Displays statistics about how agents have handled 

incidents during a specified time period. Included are 

statistics on how many incidents agents had assigned to 

them, how many were resolved, how many responses 

agents made, and their responses per assignment (RPA). 

Incidents are included in this report if they were initially 

assigned, responded to or reassigned during the date 

range specified in the report's parameters and were 

assigned to a staff member. Only incidents that were 

responded to by the agent are included in the report. 

Incidents that were assigned to the agent, but the agent 

did not send a response will not be counted. 

Group Activity  Displays by group the statistics about how agents have 

handled incidents during a specified time period. 

Included are statistics on how many incidents agents 

had assigned to them, how many were resolved, how 

many responses agents made, and their responses per 

assignment (RPA). Incidents are included in this report if 

they were initially assigned, responded to or reassigned 

during the date range specified in the report's 

parameters and were assigned to a staff member. Only 

incidents that were responded to by the agent are 

included in the report. Incidents that were assigned to 

the agent, but the agent did not send a response will not 

be counted. 

CRT Incidents by Status  Displays all incidents assigned to CRT by their Status. 

CRT Incidents by Type  Displays all incidents assigned to the CRT Queue by their 

CRT Type. 
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CRT Incidents by Call Reason  Displays all incidents assigned to the CRT Queue by the 

CRT Reason. 

CRT Incidents by Call 
Resolution 

Displays all incidents assigned to CRT Queue by the Call 

Resolution. 

CRT Representative by Type  Displays all incidents assigned by Rep and by Type. 

CRT Representative by Call 
Reason 

Displays all incidents assigned by Rep and by  

Call Reason. 

CRT Incidents by Call Reason by 
Call Resolution 

Displays all incidents assigned to CRT by Call Reason and 

by Call Resolution. 

CalHEERS Ticket Data  Displays all incidents that contain CalHEERS Ticket data. 

Reports Explorer  Access to all reports (800+) 

Contacts  All Contacts  The All Contacts report lists all the contacts in your 

database. You can filter the contacts or search for 

specific contact records. Each contact's email address, 

last name, first name, Phone number, Case ID. 

Quick Search  Incident Quick Search  Quickly find an incident by reference number, CalHEERS 

Ticket Number, First Name, Last Name, Case ID, Email, 

Phone, Last 4 of SSN. 

Contact Quick Search  Quickly find a contact record First name, Last name, 

Email address, Phone, Case ID, Phone, Last 4 of SSN. 

Answer Quick Search  Quickly find an Answer by phrase or ID. 
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2.5.2 CRT‐Supervisor	Navigation	Set	
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Service Request Statistics by 
Category Dashboard 

A dashboard comprised of the following reports where 

Category = CRT Call Type 

 

‐ Incident Activity by Category 

 

Displays statistics about incidents associated 

with a specified date range. Statistics include the 

number of unassigned, assigned, and resolved 

incidents, and the number of responses, the RPI 

per incident, and the number of incidents that 

were re‐assigned. Incidents are included in this 

report if they were created during the date 

range specified in the report's parameters and 

were assigned to a group or staff member. 

 

‐ Incident Effectiveness by Category 

 

Displays statistics about incidents associated 

with a certain range of contacts or 

organizations, grouped by product or category. 

Statistics include the number of incidents, the 

RPA, FCRR, number of responses per product or 

category, and number of solves per product or 

category. Incidents are included in this report if 

they were created during the date range 

specified in the report's parameters and were 

assigned to a group or staff member. 

 

‐ Incidents Created by Category 
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Displays all incidents created in a specific time 

period and groups them by category. You can 

then drill down to the sub‐category level or 

products within categories. This report is useful 

for determining the categories most often used 

when end‐users submit an incident. This report 

also displays all the incidents created within the 

specified time period sorted by product. This 

report is useful for determining what products 

are generating the most questions and what 

those questions are. 
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Service Request Statistics 
Dashboard 

A dashboard comprised of the following reports: 

 

‐ Incident Activity 

 

Displays statistics about incidents associated 

with a specified date range. Statistics include the 

number of unassigned, assigned, and resolved 

incidents, and the number of responses, the RPI 

per incident, and the number of incidents that 

were re‐assigned. Incidents are included in this 

report if they were created during the date 

range specified in the report's parameters and 

were assigned to a group or staff member. 

 

‐ Incident Effectiveness 

 

Displays statistics about incidents associated 

with a certain range of contacts or 

organizations, grouped by product or category. 

Statistics include the number of incidents, the 

RPA, FCRR, number of responses per product or 

category, and number of solves per product or 

category. Incidents are included in this report if 

they were created during the date range 

specified in the report's parameters and were 

assigned to a group or staff member. 

 

‐ Incident Creation Rate 
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Displays statistics of new incidents created per 

hour of day, day of week, day of month, or 

month of year. The Incident Creation Rate 

report is useful for calculating an incident‐per‐

hour/day/month ratio and comparing it against 

other time periods. 

Agent Performance  Displays statistics about the number of incidents worked 

on during the specified time period by a staff member or 

group, and the average time spent working on the 

incidents. Use this report to determine the work 

efficiency of staff members and identify the average 

response time or solution time for each staff member. 

Agent Performance – Incidents 
not touched 

Same as Agent Performance only this shows incidents 

that have not been edited by the assigned user. 

CRT Queue Activity  Reports on how many incidents are in each queue 

during a specified date range. You can view how many 

were assigned, resolved, and the number of responses 

for each incident, all grouped by queue. 

CRT Queue Transitions  The report provides information about the number of 

times incidents transitioned between queues. 
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CRT Agent Activity  Displays statistics about how agents have handled 

incidents during a specified time period. Included are 

statistics on how many incidents agents had assigned to 

them, how many were resolved, how many responses 

agents made, and their responses per assignment (RPA). 

Incidents are included in this report if they were initially 

assigned, responded to or reassigned during the date 

range specified in the report's parameters and were 

assigned to a staff member. Only incidents that were 

responded to by the agent are included in the report. 

Incidents that were assigned to the agent, but the agent 

did not send a response will not be counted. 

Group Activity  Displays by group the statistics about how agents have 

handled incidents during a specified time period. 

Included are statistics on how many incidents agents 

had assigned to them, how many were resolved, how 

many responses agents made, and their responses per 

assignment (RPA). Incidents are included in this report if 

they were initially assigned, responded to or reassigned 

during the date range specified in the report's 

parameters and were assigned to a staff member. Only 

incidents that were responded to by the agent are 

included in the report. Incidents that were assigned to 

the agent, but the agent did not send a response will not 

be counted. 

CRT Incidents by Status  Displays all incidents assigned to CRT by their Status. 

CRT Incidents by Type  Displays all incidents assigned to the CRT Queue by their 

CRT Type. 
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CRT Incidents by Call Reason  Displays all incidents assigned to the CRT Queue by the 

CRT Reason. 

CRT Incidents by Call 
Resolution 

Displays all incidents assigned to CRT Queue by the Call 

Resolution. 

CRT Representative by Type  Displays all incidents assigned by Rep and by Type. 

CRT Representative by Call 
Reason 

Displays all incidents assigned by Rep and by  

Call Reason. 

CRT Incidents by Call Reason by 
Call Resolution 

Displays all incidents assigned to CRT by Call Reason and 

by Call Resolution. 

CalHEERS Ticket Data  Displays all incidents that contain CalHEERS Ticket data. 

Reports Explorer  The All Contacts report lists all the contacts in your 

database. You can filter the contacts or search for 

specific contact records. Each contact's email address, 

last name, first name, and opt‐in status are displayed. 

Contacts  All Contacts  The All Contacts report lists all the contacts in your 

database. You can filter the contacts or search for 

specific contact records. Each contact's email address, 

last name, first name, and opt‐in status are displayed. 

Quick Search  Incident Search  Quickly find an incident by reference number, CalHEERS 

Ticket Number, First Name, Last Name, Case ID, Email, 

Phone, Last 4 of SSN. 

Contact Quick Search  Quickly find a contact record First name, Last name, 

Email address, Phone, Case ID, Phone, Last 4 of SSN. 

Answer Quick Search  Quickly find an Answer by phrase or ID. 

 

 

2.5.3 CRT‐Representative	Navigation	Set	
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1 OVERVIEW  

1.1 Purpose 
The purpose of the Functional Solution Definition document is to define and illustrate the functional 

requirements that Covered CA – SCR Oracle Service Cloud or “CRM” should support.  The document also 
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serves as a reference and communication guide for the scope and direction of the implementation that 

Covered CA HQ I.T. (CCIT) is completing for SHOP CRM.  The goal is for both SHOP business users and 

CCIT to review and gain agreement on how Administrators, Managers, SCRs, and contacts are going to 

use the Service Cloud application and to make sure the use cases and requirements are defined up‐front 

so the application can be configured and tested properly.    

 

1.2 Intended Audience 
Small Business Marketplace business users (SCRs, Tier 2 Support and Managers) 

2 FOUNDATIONAL WORKFLOW 
An analyst will create an incident. Depending on the issue, the analyst will either resolve the issue or 

escalate for additional support within Covered California. The workflow for most business units is as 

follows: 

1. The analyst opens a new incident 

2. Workflow forces the analyst to select a contact from the Oracle Service Cloud application (CRM) 

3. Once a contact is selected a new incident opens with the contact prepopulated 

4. The analyst captures notes, sets a Type and either processes the incident or  re‐assigns the 

incident to another business unit. 

3 SHOP 

3.1 Use Cases 
 

Agent calling about client 

 Agent calls 800# 

 SCR searches for Agent’s Contact record and creates Incident on the most appropriate contact 
record 

o If no contact exists, then SCR creates a new contact record 

 Agent asks questions about clients application, enrollment, eligibility 

 SCR answers questions 

 Call ends 

 SCR wraps up incident notes 

 Incident closed 
 

Transfer to Individual Support Line 

 Consumer calls 800# 

 SCR identifies caller as a consumer not an agent 
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 SCR transfer call to individual support line 

 SCR creates, completes notes 

 Save & Close 
 

Transfer to specific agent 

 SCR transfer call to specific SHOP SCR or Mgr 

 SCR creates, completes notes, selects Transferred status, selects Assigned To  

 Save & Close 
 

Escalated to Manager 

 SCR creates, completes notes, selects Escalated status, selects Assigned To  

 Save & Close 
 

Email 

 Agent emails agents@covered.ca.gov 

 Email is assigned to Email Team SCR 

 SCR searches for Agent’s Contact record and creates Incident on the most appropriate contact 
record 

o If no contact exists, then SCR creates a new contact record 

 SCR responds to agents email via CRM 

 SCR wraps up incident notes 

 Save & Close 
 
*Note: RightNow CRM will create a new incident when email is received 

 

Transfer to another support queue 

 Agent calls 800# 

 SCR searches for Agent’s Contact record and creates Incident on the most appropriate contact 
record 

o If no contact exists, then SCR creates a new contact record 

 Agent asks questions about LMS  

 SCR transfers incident to LMS support queue 

 Call ends 

 From LMS Queue, the LMS support team member addresses issue in the incident 

 LMS support team follows up with the Agent as needed 

 Save & Close 
 

Ticket Request 
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 Agent calls 800# 

 SCR searches for Agent’s Contact record and creates Incident on the most appropriate contact 
record 

o If no contact exists, then SCR creates a new contact record 

 Agent asks about error messages  

 SCR creates inciden, opens a help desk ticket with CalHEERs, and selects call type “Help Desk 
Ticket Submitted” 

 Call ends 

 SCR wraps up incident private notes 

 Incident remains open and assigned to SCR 

 SCR follows up with the Agent once there is a help desk resolution 
o The resolution is typically emailed from CRM message Send on Save 

 Save & Close 
 

3.2 Profiles 
SHOP requested 7 profiles.  For phase 1 these have been merged into 3 profiles. The management 

profile has additional reporting requirements and utilizes a different navigation set. The profiles are as 

follows: 

SHOP Proposed Profiles Phase I Profiles 
SHOP – COBRA Rep 
SHOP – E&E Rep 
SHOP – Financial Mgmt. Rep 
 
SHOP – E&E Mgr 
SHOP – Financial Mgmt. Mgr 
SHOP – Director 
 
SHOP – Knowledgebase Admin 
 

SHOP / Agent Tier 1 
 
SHOP / Agent Tier 2 
 
SHOP – Manager 
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3.7 SHOP Reports 
 

 

4 SITE-WIDE CONFIGURATION 

4.1 Products, Categories and Dispositions 

4.1.1 SHOP Specific Products (GUI label: Role) 

 

4.1.2 SHOP Program Types 
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4.1.3 Status 

 Transferred 

o allows for SHOP Queue Selection 

 Escalated 

o send to Tier 2 for resolution 

 Updated 

 Open 

 Closed 

o Require disposition/resolution 

 

4.1.4 Categories (GUI label: Call Types) 

 Agent 

o Agent Delegation 

o Book of Business 

o Certification Inquiry 

o Commission Inquiry 

o DocuSign Assistance 

o Password Reset / Account Unlock 

o Profile Update / Correction 

 Eligibility 

o Application Assistance 

o Enrollment 

o Mixed Household 

o Other 

o Premium Assistance 

 General Information 

o Current Issue 

o Other (Uncategorized) 

o Plan Information 

o Program Information 

o Renewal Inquiry 

 LMS 

o Active Agent‐ log in issues 

o Agent Showing in R1‐ add to LMS 

o Inactive Agents‐ Reinstate 

o Other 

o Profile Corrections 

o Payment Portal Questions 

o Registration Process / Status 

 Misrouted Call / Transferred to 

o Agent Support 
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o Individual Support 

o SHOP Support 

o CEC Support (revised requirements, item added) 

 SHOP Phone 

o Agent Commission Inquiry 

o Application Assistance 

o COBRA 

o Eligibility‐ General Questions 

o Employee Inquiries 

o Employer Inquiries 

 System Issues 

o System Error Message  

o Other 

o Premium Assistance (revised requirements, remove this item) 

 CEC Assist 

o 1095 

o Access Code / Delegation 

o Application Assist 

 New 

 RAC 

 Eligibility 

o Certification 

 Background 

o Dashboard 

o Immigration 

o Medi‐Cal 

o Password Reset / Account Unlock 

o Payment 

o Program Info 

o Roster 

 Application Assistance 

o Employer 

 Eligibility 

 Documentation 

 Appeal 

 Enrollment 

 Employer 

o Term 

o Change 

o General Inquiry (revised requirements, item added) 

 Employee 

o Add 

o Term 

o Change 

o General Inquiry (revised requirements, item added) 

 Return Mail 



Covered California: SHOP CRM  Solution Design v1.0 

                              17 
 

 Carrier 

 Eligibility 

 Correspondence 

 Access to Care 

 Renewal 

 General Inquiry 

 Documentation 

 Plan Change 

o Employee 

o Employer 

o Agent 

 Agent Certification 

 Documents 

 LMS 

 Payment Portal 

 Delegation 

 Termination 

 Financial Management 

o Agent Commissions 

o Billing Inquiry 

o Delinquency 

o Invoice Error 

o Payment Status 

 COBRA 

o Enrollment 

 Add 

 Term 

 Change 

 

 

4.1.5 Dispositions (GUI label: Resolution) 

 Response Provided 

 Request Complete 

 Fulfillment Complete 

 Redirect/External Transfer 

 Incident Resolved 
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1 OVERVIEW 

As a part of the Patient Protection and Affordable Care Act (Affordable Care Act) implementation, 
the State of California established the California Healthcare Eligibility, Enrollment, and Retention 
System (CalHEERS) Service Center.  The Service Center addresses customer inquiries regarding 
healthcare policy changes, insurance eligibility, as well as the application, processing and appeals 
of customer healthcare options. Service Center Representatives (SCR) will leverage content in the 
Oracle RightNow Knowledge Base to guide the interaction with the Customer, and provide 
resolution to customer inquiries.  Customers are defined as those using the consumer-facing 
system, into which individuals, families, and enrollment assisters input application information for 
individuals applying for public insurance programs. This consumer-facing system allows consumers 
to shop for health plans and make side-by-side comparisons of the different plans available in 
Covered California. 

1.1 PURPOSE 

The purpose of the Knowledge Base (KB) is to create and foster dynamic answers, stored in one 
place, that meet the needs of the internal staff when answering questions from the external public 
whether that’s consumer or agent related questions. 

The purpose of this KB Solution Design Document (SDD) is to: 

 Provide a foundation for the KB Configuration Team to configure KB and address the 
following1: 

 Keyword search for articles leveraging Knowledge search engine 
 Article templates 
 Knowledge Categories 
 Article security and access profiles 
 General access from.com 

 Article management (reviewing answers) 

 Article authoring (creating new answers) 

 Flag/submit article comments 

 Request/draft new articles 

 Article review and approval workflow 

 Search public KB from “Customer Portal” or “Web Self Service” website 

 Standard KB reports and Dashboards 

                                            
 

 Exhibit A, Section D Knowledge Base Alignment to Business Practices 
 Exhibit A, Section E.2 Knowledge Base Management Taxonomy, Templates and Script/article framework and best practices, Section E.6 Knowledge Base 

improvements plan, schedule and artifacts, Section E.7 Basic ‘Out-of-the-box’ Report and Dashboard configuration for RightNow Knowledge Base, Section 
E.8 RightNow Knowledge Base configuration, Section E.9 Data migration for Knowledge Articles, and Section E.10 RightNow Customer Portal and 
Knowledge Base Content 

 Exhibit E, Section 1, Subsection B KB Improvement Plan, Subsection D Plan and Conduct Data Migration, Subsection E Verify and Refine the RightNow 
“Out-of-the-Box” Configuration 

 Exhibit E, Section 2, Subsection A Taxonomy, Templates and Framework, Subsection C RightNow Interaction Connections 
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As a reference tool for configuration, this document serves as the basis for communication between 
the Covered California IT, Covered California University, and the  Team and its content will 
be comprehensive but easily understandable.  Below is the overall Knowledge Base (KB) Solution 
Design resulting from discovery and requirements gathering sessions with the Covered California 
University (CCU) team.  The following table outlines the discovery and requirements interactions. 

Table 1:  Discovery and Requirements Gathering Interactions 

TOPIC SUBJECT MATTER EXPERTS ATTENDEES  DATE 
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TOPIC SUBJECT MATTER EXPERTS ATTENDEES  DATE 

1.2 KB BEST PRACTICES 

Please see Appendix B – KB Best Practices, for rules and framework that have been provided to 
Covered CA Staff.  This set of Best Practices is built to govern all KB component areas, as well as 
provide overarching ruleset to apply to all activities and components of this document.  

1.3 INTENDED AUDIENCE 

All answers in the Knowledge Base will exist to service the following teams in resolving issues with 
the following customers: SCR’s, SHOP Agents, CEC, and CIA. 

1.4 ANTICIPATED ADDITIONS AND REVISIONS 

This SDD is the initial version to memorialize the basic flows and enable configuration to initiate.  
Owing to the recommended approach to use Agile principles, the SDD will continue to be updated 
as future iterations are confirmed.  The table below outlines the “full” anticipated structure. 
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Table 2:  Component Iteration Status 

COMPONENT STATUS 

Propose an Answer Base configuration in this SDD 

Create a New Answer Base configuration in this SDD 

Review Answers Base configuration in this SDD 

Transition Plan from 
Existing to New Answers 

Base configuration in this SDD, except 
section 5.3 which component anticipated 
at a future date determined by  
and Covered California 

SharePoint Iterated at a future date, except section 
6.2 and 6.3 which component anticipated 
at a future date determined by  
and Covered California 

KB Admin Base configuration in this SDD, except  

Customer Portal Component anticipated at a future date 
determined by  and Covered 
California 

Appendix A:  Taxonomy Initial definitions for functions referenced 
in other components 

Appendix B:  Best 
Practices 

KB Best Practices 

Appendix C:  Larger 
Process Figures 

Larger Process figures for figures: SCR 
Propose Answer Workflow, Content 
Management Team Create New Answer, 
Review Answer Process Flow, and 
Published Answer Review 
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2 COMPONENT:  PROPOSE AN ANSWER 

If new KB content is required to address a Customer inquiry, SCRs will be trained to be able to 
propose a new Question and Answer pair be added to KB. An SCR can propose an answer to the 
Knowledge Base via an incident. This button is found on the ribbon in the incident editor. The 
thoroughness and accuracy of the proposed answer will be determined by the amount of training 
and incentive provided to the SCR proposing the answer. The Research Analyst (RA) will be the 
first responder to the proposed answer and act as the advocate, actively engaging the required 
team members needed to get the answer public and consumable by the appropriate audience. 

Figure 1:  Propose an Answer 

 

2.1 PROCESS DISCOVERY 

The process for handling a proposed answer in CRM will be as follows: 
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Figure 2:  SCR Propose Answer Workflow 

 

Please see Figure 11:  SCR Propose Answer Workflow in Appendix C to view larger version of 
process flow. 

2.2 USER STORY STEPS 

1. Research Analyst (RA) will access proposed answers via a report called “Proposed 
Answers” from the KB Admin navigation set. 
 

2. RA will review proposed answer, determine if answer is for internal staff only, determine if a 
Subject Matter Expert (SME) is required, review for answer standardization, and if the 
proposed answer already exists in the KB. All of the above review will require internal 
business process training that falls outside of configuring the KB.  
 

3. Based upon above consideration, RA will update the answer status from Proposed to one of 
the following answer statuses. 
 

a. Draft SME:  E&E  
b. Draft SME:  Marketing 
c. Draft SME:  Policy 
d. Draft SME:  Legal 
e. Draft Review  
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All of the Draft SME statuses will indicate that the answer is with a SME in a certain 
business unit, being modified. Upon SME completion the RA will review the answer and set 
the status to Draft Review. 

4. The Research Program Specialist (RPS) will access a report and filter answers with a status 
of Draft Review. The RPS will set review by dates, review for grammar and standardization. 
The RPS will update the status to Draft Review Coaching and provide comments in the 
notes tab of the workspace if work is still needed on the answer. Based upon RPS 
consideration, the RPS will update the answer status to anyone of the following statuses: 
 

a. Draft Review Coaching 
b. Draft Review Complete 
c. Pending Public Review 
d. Published 
e. Published Temporary 

 

5. The RA will access a report filtered by logged in user, showing only answers in a Draft 
Review Coaching status and make changes requested by the RPS. The Draft Review 
Coaching status was added to help provide a more efficient learning curve between the RA 
and the RPS on what it takes to make an answer consumable by the end user.  
 

6. Once the answer is ready for public consumption the RPS will either set the status to 
Published (if the answer is only consumable by internal staff), or set the answer to Pending 
Public Review. 

 

7. Public Review is a business process that has not yet been determined. Once the process 
has been determined and approved, the process will outline the final review an answer 
needs to go through to be ready for consumption by people outside of Covered California 
(agents and consumers). 
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3 COMPONENT:  CREATING NEW ANSWERS 

KB Content Management Team has the ability to generate, manage, and publish answers to 
frequently asked questions and solutions for use by Service Center Representatives (SCRs), and 
other users.  
 
When a Customer reaches out to the Exchange Service Center, the Service Center Representative 
leverages articles in KB to answer customer inquiries. The Knowledge Base is the central repository 
of information available to SCRs to process a customer inquiry. Articles are uploaded to KB in 
formats including Scripting, Question and Answer Pairs, Procedure Documents and Standard Text. 
 
Users are able to search KB by Keywords, Subject, Incident Type, and Contact Type. 
 
New answers will be created in SharePoint and pushed via API into the CRM. For more information 
on this process, Covered CA IT Department will liaison with Kiefer (contractor) staff that developed 
the SharePoint to KB API.   

3.1 PROCESS DISCOVERY 

 
Figure 3:  Content Management Team, Create New Answer 

 

Please see Figure 12:  Content Management Team, Create New Answer in Appendix C to view 
larger version of process flow. 
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3.2 USER STORY STEPS 

1. RA will access new answers via a report called “New Answers” from the KB Admin 
navigation set. 
 

2. RA will review new answer and review for answer standardization. The standardization 
review will require internal business process training that falls outside of configuring the KB.  
 
 

3. Based upon above consideration, RA will update the answer status from New Answer to one 
of the following answer statuses. 

a. Draft Review  
 

4. The Research Program Specialist (RPS) will access a report and filter answers with a status 
of Draft Review. The RPS will set review by dates, review for grammar and standardization. 
The RPS will update the status to Draft Review Coaching and provide comments in the 
notes tab of the workspace if work is still needed on the answer. Based upon RPS 
consideration, the RPS will update the answer status to anyone of the following statuses: 
 

a. Draft Review Coaching 
b. Draft Review Complete 
c. Pending Public Review 
d. Published 
e. Published Temporary 

 
5. The RA will access a report filtered by logged in user, showing only answers in a Draft 

Review Coaching status and make changes requested by the RPS. The Draft Review 
Coaching status was added to help provide a more efficient learning curve between the RA 
and the RPS on what it takes to make an answer consumable by the end user.  
 

6. Once the answer is ready for public consumption the RPS will either set the status to 
Published (if the answer is only consumable by internal staff), or set the answer to Pending 
Public Review. 

 
7. Public Review is a business process that has not yet been determined. Once the process 

has been determined and approved, the process will outline the final review an answer 
needs to go through to be ready for consumption by people outside of Covered California 
(agents and consumers). 
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4 COMPONENT:  REVIEW ANSWERS 

The Review Answers component is the process that the KB team will go through when an answer 
has an upcoming review date. The review process is meant to manage the following: 

 Review public answers and keep them public while still in review  

 Determine which answers need to be archived and set to a status type of private 

 Review the most pressing answers first 

4.1 PROCESS DISCOVERY 

Figure 4:  Review Answer Process Flow 

 

Please see Figure 13:  Review Answer Process Flow in Appendix C to view larger version of 
process flow. 

4.2 USER STORY STEPS 

1. The KB Manager will view a report called the Answer Review report that shows all answers 
about to go into a review status within a the month. The report will show the upcoming 
months and the number of answers to review within that month. The report will drill down 
into the details of the answer in review. It will show certain fields to help the KB Manager 
assign the answers to the KB Admin team before the answer expires. 
 

2. RPS accesses Answer Review Report in Navigation Set. 
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3. RPS assigns the answers out to the KB Admin team and sets the status to Pending Public 
Review. 

 
4. RA team member logs in to access report of answers assigned to the logged in user and 

have a status of Pending Public Review. 
 

5. If a published answer needs review, the status gets updated to anyone of the following 
based upon the consideration of the RA: 
 

a. Published SME:  E&E  
b. Published SME:  Marketing  
c. Published SME:  Policy 
d. Published SME:  Legal  

 
All of the Published SME statuses will indicate that the answer is with a SME in a certain 
business unit, being modified. Upon SME completion the RA will review the answer for 
grammar and standardization and set the status to ‘Published in Review’. 

Figure 5:  Published Answer Review 

 

Please see Figure 14:  Published Answer Review in Appendix C to view larger version of process 
flow. 
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6. The Research Program Specialist (RPS) will access a report and filter answers with a status 
of ‘Published In Review’. The RPS will set review by dates, review for grammar and 
standardization. The RPS will update the status to ‘Published In Review’ Coaching and 
provide comments in the notes tab of the workspace if work is still needed on the answer. 
Based upon RPS consideration, the RPS will update the answer status to anyone of the 
following statuses: 
 

a. Published Review Complete 
b. Published Temporary 

5 COMPONENT: TRANSITION PLAN FROM EXISTING TO NEW ANSWERS 

The transition plan from existing answers to new answers is meant to address the following:  
 

 Document a process for transitioning from the old answers to the new answers with as 
minimal interruption as possible for the internal staff. 

 Learn best practices when creating answers and apply them to updates 

 Bring new KB live and create excitement and buy-in for a revitalized KB.  

 Determine the teams involved in the clean-up process and identify timelines for completion. 

5.1 CRM TRANSITION PROCESS 

Internal Staff using CRM currently use the Search Knowledge Base on an incident to find answers. 

Figure 6:  Search Knowledge Base 

 

When the team member clicks on Search Knowledge Base a report helps the staff member find 
answers related to the incident. 
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Figure 7:  Search Knowledge Base 

 

This report will include a modified filter that forces the staff member to only see specific statuses 
that will not include the new answer. The example below is a sample of what it could look like and 
does not accurately represent the actual answer statuses. Since the test site is also a training site, I 
could not capture this level of detail. To see the actual answer statuses being proposed, see section 
7.5 Answer Statuses. 
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Figure 8:  Knowledge Base Filters 

 

5.2 DETERMINE TEAM INVOLVED IN CLEAN UP 

KB Admin team and a Rapid Response team will both be involved in the clean-up process: 
 

1. KB Team will put all answers into specific buckets. The buckets are defined as follows: 
a. Internal HR Process – Shift Change, Evacuation Process 
b. CIT/CalHEERS System Updates 
c. Task Guides/Job Aids 
d. Training (includes PPTs) 
e. Consumer Notices 
f. Press Releases 
g. Market Collateral 
h. Not Needed 

 
2. KB Manager and PM team to identify a Rapid Response team member to represent each of 

the buckets. 
 

3. Rapid Response Team to use Answers Most Utilized report and feedback from the KB 
Admin team to determine the most used and most important answers to transition and 
rewrite into new KB. 

 
4. KB Admin team to break out existing long answers and separate into a number of smaller 

answers. 
 

5. Remaining business processes needs further review as well, and to monitor the functionality 
of this team once KB is live with real world content. 

5.3 ARTICLE DATA MIGRATION PROCESS 
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5.4 BRING KB LIVE – CHANGE MANAGEMENT PROCESS 

1. Identify answers used most by the internal staff and fix those first 
2. Review and refine answers by testing search with supportive change agents 
3. Define Go-live plan 
4. Provide train the trainer session 
5. Train teams on new KB and easy to use answers 
6. Go-live 
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6 COMPONENT:  SHAREPOINT 

SharePoint currently stores all internal documentation. The interactive connection between 
SharePoint and KB is still in Requirements and Discovery phase. 

6.1 SHAREPOINT PROPOSE ANSWER 

Internal Staff proposes an answer from an incident using Propose button on ribbon  
 

 KB Admin searches Knowledge Base for existing answer. 

 If no answer exists, KB Admin, creates new answer in Share Point. 

 Once written, reviewed, proofed, new answer gets pushed from SharePoint in to KB. 

6.2 SHAREPOINT REVIEW ANSWER 

Component anticipated at a future date determined by  and Covered California 

6.3 SHARE POINT NEW ANSWER 

Component anticipated at a future date determined by  and Covered California 
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7 COMPONENT:  KB ADMINISTRATION 

This section represents the administrative portion of the KB Administration team. It defines how the 
navigation sets will look, the answer workspaces along with any workspace rules and custom fields. 
It details answer statuses and the definition for each. 

7.1 KB NAVIGATION SETS 

Table 3:  R.25 Knowledge Admin Navigation Set 

HOME INCIDENTS CONTACTS ANSWERS QUICK SEARCH 

My Answers 2.0 Incidents Search Contacts Search 
Answer Search - 
KB Worker 

Answer 
QuickSearch 

Proposed 
Answers     Hot Answers 

Incident 
QuickSearch 

Draft Review     
…Keyword 
Search   

Published 
Review     

Search Priority 
Words   

Notifications     
Answer 
Stopwords   

New Answers     
Answers Utilized 
by Agents   

 

Table 4:  R.25 Knowledge Manager Navigation Set 

HOME INCIDENTS CONTACTS ANSWERS QUICK SEARCH 

My Answers 2.0 Incidents Search Contacts Search 
Answer Search - 
KB Worker 

Answer 
QuickSearch 

Proposed 
Answers     Hot Answers 

Incident 
QuickSearch 

Draft Review     
…Keyword 
Search   

Published 
Review     

Search Priority 
Words   

Notifications     
Answer 
Stopwords   

New Answers     
Answers Utilized 
by Agents   

Answer Review         
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7.2 KB ANSWER WORKSPACE 

Figure 9:  KB Answer Workspace 
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7.3 SCR PROPOSE WORKSPACE 

Figure 10:  SCR Propose Workspace 

 

7.4 ANSWER WORKSPACE RULES 

Table 5:  Answer Workspace Rules 

NAME WHEN IF THEN 

Statuses Available The editor loads   Set Status to exclude 
Proposed menu items 

Set Default Status The editor loads  A new record is 
being created  

Set Status to In Review 
AND Set Access Level to 
Unspecified 

Status = Public The editor loads 
OR Status changes 

 Status equals 
Public  

Set Access Level to End 
User AND Make Access 
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NAME WHEN IF THEN 

Level read only AND Make 
Access Level optional 

Status = In Review The editor loads 
OR Status changes 

 Status equals In 
Review  

Make Access Level 
optional AND Make 
Access Level editable 

Status = Private The editor loads 
OR Status changes 

 Status equals 
Private  

Make Access Level 
editable AND Make 
Access Level required 

Status = Private AND 
Access = End User 

The editor loads 
OR Status changes 

 Status equals 
Private  AND  
Access Level equals 
End User  

Set Access Level to 
Unspecified 

Multiple Access 
Levels 

The editor loads 
OR Status changes 
OR Access Level 
changes 

 Status equals 
Private  AND  (  
Access Level equals 
Private - Not Tier 1, 
Private - All  OR  
Access Level equals 
Private - All, End 
User  OR  Access 
Level equals Private 
- Not Tier 1, End 
User  )  

Set Access Level to 
Unspecified AND Display a 
message box 

7.5 ANSWER STATUSES 

Table 6:  Answer Statuses 

STATUS ID STATUS 

TYPE 
DEFINITION 

New Answer Private 
A new answer is created in SharePoint. When it's pushed to 
CRM, the status will be automatically set to New Answer 

Proposed Private 
Status of an answer that gets Automatically set by the system 
from an agent during the propose answer process 

Draft SME:  E&E Private 
RA sets this status when an answer needs a SME review by an 
E&E team member 

Draft SME:  
Marketing Private 

RA sets this status when an answer needs a SME review by a 
Marketing team member 

Draft SME:  Policy Private 
RA sets this status when an answer needs a SME review by a 
Policy team member 

Draft SME:  Legal Private 
RA sets this status when an answer needs a SME review by a 
Legal team member 
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STATUS ID STATUS 

TYPE 
DEFINITION 

Draft Review Private 
RA sets this status when an answer needs review by the RPS for 
standardization and to set a review date 

Draft Review 
Coaching Private 

Set by the RPS when an answer has been reviewed and is still in 
need of editing by the RA 

Published Public 
Set by the RPS when the Draft Review stage is complete and 
then answer is ready for consumption by the end user 

Published 
Temporary Public 

Set by the RPS when an answer has been reviewed and is ready 
for consumption by the end user but has a specific date that the 
answer must be updated by 

Pending Public 
Review Private 

Set by the RPS when the Draft Review stage is complete and 
the answer needs a final review for public consumption. (Note: 
this team and business process is still yet to be identified) 

Published SME:  
E&E Public 

Set by the RA when an answer comes up for review and needs a 
SME review by an E&E team member 

Published SME:  
Marketing Public 

Set by the RA when an answer comes up for review and needs a 
SME review by a Marketing team member 

Published SME:  
Policy Public 

Set by the RA when an answer comes up for review and needs a 
SME review by Policy team member 

Published SME:  
Legal Public 

Set by the RA when an answer comes up for review and needs a 
SME review by a Legal team member 

Published In 
Review Public 

Set by the RPS when assigning out answers to the KB team that 
are in need of review 

Published In 
Review Coaching Public 

 Set by the RPS when an answer has been reviewed and is still 
in need of editing by the RA 

Published Review 
Complete Public 

Set by the RPS when an answer has been reviewed and is ready 
for consumption by the end user 

New Answer Private 
A new answer is created in SharePoint. When it's pushed to 
CRM, the status will be automatically set to New Answer 

Proposed Private 
Status of an answer that gets Automatically set by the system 
from an agent during the propose answer process 

Draft SME:  E&E Private 
RA sets this status when an answer needs a SME review by an 
E&E team member 

Draft SME:  
Marketing Private 

RA sets this status when an answer needs a SME review by a 
Marketing team member 

7.6 PRODUCT, CATEGORIES, AND DISPOSITIONS 

Being reviewed by Thursday 2/5/15 by Nancy Kvale and team. 
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8 COMPONENT:  CUSTOMER PORTAL 

Component anticipated at a future date determined by  and Covered California 
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APPENDIX A – TAXONOMY 

 This Answer - Any knowledge base information that provides solutions to common customer 
support questions. 

 Answer Access Level - A method of controlling what information is visible to customers. The 
default answer access levels are Help and Everyone, and custom access levels can be 
added. 

 Answer Relationship - The relationship between two or more related answers. Answer 
relationship types include sibling, manually related, and learned link. Sibling and manually 
related answer relationships are defined by staff members. Learned link answers are 
automatically defined through customer activity. 

 See Learned link, Manually related answer, and Sibling answer. 

 Answer Status - A method of controlling the visibility of an answer. The default answer 
statuses are Public, Private, Proposed, and Review, and custom answer statuses can be 
added. 

 Answer Status Type - The status of an answer that determines whether it can be viewed by 
customers. The default answer status types are Public and Private. 

 Answers Page - A page on the customer portal where customers can view answers and 
search the knowledge base. Customers can view individual answers or search the 
knowledge base using selection criteria to narrow their search. If additional elements are 
enabled, customers can also search documents, websites, and communities. 

 See also Web Indexer and Oracle RightNow Social Experience communities. 

 API - An interface that enables programmers to communicate with the Oracle database. The 
API includes functionality to create, update, delete, and retrieve answers, contacts, 
hierarchical menus, incidents, opportunities, organizations, quotes, SLA instances, staff 
accounts, and tasks. 

 Conditional Section - A section of text in a document that appears only to those contacts 
meeting certain criteria. Conditional sections can also be placed in answers and tagged with 
specific answer access levels. In message templates, conditional sections can be used to 
filter content by contact, profile, runtime variable, or record type. 

 See Access level conditional section and Document. 

 Everyone Access Level - An access level designed to allow answers to be visible to all 
customers depending on the answer status. 

 File Attachment Answer - A type of answer that appears as a file attachment. 

 HTML Editor - A WYSIWYG (what you see is what you get) editor for formatting and editing 
answers, mailings, campaigns, documents, questionnaires, and invitation messages in 
HTML without previous HTML experience. 

 Knowledge Base - All information (such as answers, incidents, contacts, organizations, 
opportunities, products, staff accounts, tasks, mailings, and campaigns) maintained and 
presented by Oracle RightNow CX in a meaningful way. Knowledge base also refers to the 
interrelationships among the pieces of information. 

 Learned Link - Related answers that have a learned relationship as a result of customer 
activity. 

 Privileged Access Answers - Answers that are assigned a custom access level for viewing 
by certain contacts and organizations assigned to the appropriate service level agreement. 
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 See SLA. 

 Product Linking - An option for linking products to categories and products to dispositions so 
that category and disposition choices are narrowed to only those associated with the 
selected product for staff members working with incidents and customers searching on the 
customer portal. 

 Propose Answer - A function for proposing that an incident’s solution be added to the 
answers available to customers. The proposed answer is reviewed by the knowledge 
engineer, who determines if it should be made public and, if so, its access level, status, 
language, and visibility. 

 Proposed - One of the default answer statuses. This answer status indicates that the answer 
has been proposed by a staff member from an incident. Answers with a Proposed status are 
not visible to customers. 

 See Answer status. 

 Public - One of the default answer statuses and status types. Answers marked Public may 
be visible to customers depending on their access level and language. 

 See Answer status and Answer status type. 

 Question - The main element in a survey. Text, choice, and matrix question types can be 
created. Questions can be used in multiple surveys, mixing and matching as necessary.  

 See Choice question, Matrix question, and Text question. 

 Related Answers - A feature that assists customers in finding answers to questions related 
to the current web visit. Related answers appear on the answer details page and are sorted 
by relatedness—those answers that appear at the top of the list are most related to the 
answer being viewed. 

 Search Priority Word - A word that is associated with an answer or document. The 
associated answer or document will always be displayed to customers when the search 
priority word is included in their search text. 

 Search Index - A matrix that includes a list of important words within a document and their 
document of origin, allowing efficient searching. In some cases, the matrix is a database 
table. In other instances, the matrix is a file stored on a hard drive. For a word or phrase to 
be searchable within an incident, answer, file attachment, or external document, it must first 
be indexed. 

 Self Learning Knowledge Base - The automatic generation of self-service content based on 
customer interactions so that the most pertinent information is presented. 

 See also iKnow and Knowledge base. 

 Sibling Answer - Related answers that share the same product or category. Sibling answers 
may also contain the same file attachments. 

 SLA Instance - A customer’s individual copy of an SLA. An SLA is a generic contract that 
has not been applied to a specific customer. An SLA instance is a copy of the generic SLA 
applied to a specific customer. 

 Standardization - Standardization – This is a business process, determined by Covered 
California University team or the KB team and will represent the repeatable process that 
each answer will go through when being created or reviewed. 

 Suggested Answers - The list of answers from the knowledge base that is returned when 
SmartAssistant is invoked, either by staff members working on incidents or engaged in chat 
sessions or through business rules that append answers to email questions and Ask a 
Question queries from customers. 
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 See also SmartAssistant. 

 Word Stemming - A feature used in keyword indexing and text searching that finds the root 
of each word and stores the stemmed root instead of the whole word, thereby saving large 
amounts of space while making a search broader and more appropriate. 
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APPENDIX B – KB BEST PRACTICES 
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APPENDIX C – LARGER KB BUSINESS WORKFLOWS 

Figure 11:  SCR Propose Answer Workflow 
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Figure 12:  Content Management Team, Create New Answer 
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Figure 13:  Review Answer Process Flow 
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Figure 14:  Published Answer Review 
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1 OVERVIEW 

As a part of the Patient Protection and Affordable Care Act (Affordable Care Act) implementation, 
the State of California established the California Healthcare Eligibility, Enrollment, and Retention 
System (CalHEERS) Service Center.  The Service Center addresses customer inquiries regarding 
healthcare policy changes, insurance eligibility, as well as the application, processing and appeals 
of customer healthcare options. Service Center Representatives (SCR) will leverage content in the 
Oracle RightNow Knowledge Base to guide the interaction with the Customer, and provide 
resolution to customer inquiries. Covered California partners (CECs, CIAs, and SHOP Agents) and 
customers will also access content through the public website. Customers are defined as those 
using the consumer-facing system, into which individuals, families, and enrollment assisters input 
application information for individuals applying for public insurance programs. This consumer-facing 
system allows consumers to shop for health plans and make side-by-side comparisons of the 
different plans available in Covered California. 

1.1 PURPOSE 

The purpose of the Knowledge Base (KB) is to create and foster dynamic answers, stored in one 
place, that meet the needs of the internal staff when answering questions from the external public 
whether that’s consumer or agent related questions. 

The purpose of this KB Solution Design Document (SDD) is to: 

 Provide a foundation for the KB Configuration Team to configure KB and address the 
following1: 

 Keyword search for articles leveraging Knowledge search engine 
 Article templates 
 Knowledge Categories 
 Article security and access profiles 
 General access from.com 

 Article management (reviewing answers) 

 Article authoring (creating new answers) 

 Flag/submit article comments 

 Request/draft new articles 

 Article review and approval workflow 

 Search public KB from “Customer Portal” or “Web Self Service” website 

 Standard KB reports and Dashboards 

                                            
1  

 Exhibit A, Section D Knowledge Base Alignment to Business Practices 
 Exhibit A, Section E.2 Knowledge Base Management Taxonomy, Templates and Script/article framework and best practices, Section E.6 Knowledge Base 

improvements plan, schedule and artifacts, Section E.7 Basic ‘Out-of-the-box’ Report and Dashboard configuration for RightNow Knowledge Base, Section 
E.8 RightNow Knowledge Base configuration, Section E.9 Data migration for Knowledge Articles, and Section E.10 RightNow Customer Portal and 
Knowledge Base Content 

 Exhibit E, Section 1, Subsection B KB Improvement Plan, Subsection D Plan and Conduct Data Migration, Subsection E Verify and Refine the RightNow 
“Out-of-the-Box” Configuration 

 Exhibit E, Section 2, Subsection A Taxonomy, Templates and Framework, Subsection C RightNow Interaction Connections 
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As a reference tool for configuration, this document serves as the basis for communication between 
the Covered California IT, Covered California University, and the  Team and its content will 
be comprehensive but easily understandable.  Below is the overall Knowledge Base (KB) Solution 
Design resulting from discovery and requirements gathering sessions with the Covered California 
University (CCU) team.  The following table outlines the discovery and requirements interactions. 

Table 1:  Discovery and Requirements Gathering Interactions 

TOPIC SUBJECT MATTER EXPERTS ATTENDEES  DATE 

KB Pre-
Requirements 
Meeting 

 

 
 

20 Jan, 
2015 

KB 
Requirements 
Meeting 

Sondel Fermer (Covered CA), Helen Hejek (Covered CA), 
Gloria Simas (Covered CA), Rene Cooper (Covered CA), 
Kathleen Newman (Covered CA), Brenda O'Brien (Covered 
CA), Tracey Ruport (CoveredCA), Brett Bruderer (  
Team), Katie Hamaker (  Team), Nancy Kvale, Cade 
Gorman (Oracle) 

21 Jan, 
2015 

KB 
Requirements 
Meeting 

Sondel Fermer (Covered CA), Helen Hejek (Covered CA), 
Gloria Simas (Covered CA), Rene Cooper (Covered CA), 
Kathleen Newman (Covered CA), Brenda O'Brien (Covered 
CA), Tracey Ruport (CoveredCA), Brett Bruderer (  
Team), Katie Hamaker (  Team), Nancy Kvale, Cade 
Gorman (Oracle), Zaid Ridha (Covered CA), Donna 
Whittington (Endeavor Consulting Group) 

23 Jan, 
2015 

KB 
Requirements 
Meeting 

Sondel Fermer (Covered CA), Helen Hejek (Covered CA), 
Gloria Simas (Covered CA), Rene Cooper (Covered CA), 
Kathleen Newman (Covered CA), Brenda O'Brien (Covered 
CA), Tracey Ruport (CoveredCA), Brett Bruderer (  
Team), Katie Hamaker (  Team), Nancy Kvale, Cade 
Gorman (Oracle), Donna Whittington (Endeavor Consulting 
Group) 

27 Jan, 
2015 

KB 
Requirements 
Meeting 

Sondel Fermer (Covered CA), Helen Hejek (Covered CA), 
Gloria Simas (Covered CA), Rene Cooper (Covered CA), 
Kathleen Newman (Covered CA), Brenda O'Brien (Covered 
CA), Tracey Ruport (CoveredCA), Brett Bruderer (  
Team), Katie Hamaker (  Team), Nancy Kvale, Cade 
Gorman (Oracle), Donna Whittington (Endeavor Consulting 
Group), Armando Hernandez (Covered CA), CCU Research 
Analyst Team 

28 Jan, 
2015 
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1.2 KB BEST PRACTICES 

Please see Appendix B – KB Best Practices, for rules and framework that have been provided to 
Covered CA Staff.  This set of Best Practices is built to govern all KB component areas, as well as 
provide overarching ruleset to apply to all activities and components of this document.  

1.3 INTENDED AUDIENCE 

All answers in the Knowledge Base will exist to assist Covered California staff, Covered California 
Partners, and consumers resolve issues or answer questions about their healthcare coverage.  .  

1.4 ANTICIPATED ADDITIONS AND REVISIONS 

This SDD is the initial version to memorialize the basic flows and enable configuration to initiate.  
Owing to the recommended approach to use Agile principles, the SDD will continue to be updated 
as future iterations are confirmed.  The table below outlines the “full” anticipated structure. 
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Table 2:  Component Iteration Status 

COMPONENT STATUS 

Propose an Answer Base configuration in this SDD 

Create a New Answer Base configuration in this SDD 

Review Answers Base configuration in this SDD 

Transition Plan from 
Existing to New Answers 

Base configuration in this SDD, except 
section 5.3 which component anticipated 
at a future date determined by  
and Covered California 

SharePoint Iterated at a future date, except section 
6.2 and 6.3 which component anticipated 
at a future date determined by  
and Covered California 

KB Admin Base configuration in this SDD, except  

Customer Portal Base configuration in this SDD, Static 
FAQs from Customer Portal 

Appendix A:  Taxonomy Initial definitions for functions referenced 
in other components 

Appendix B:  Best 
Practices 

KB Best Practices 

Appendix C:  Larger 
Process Figures 

Larger Process figures for figures: SCR 
Propose Answer Workflow, Content 
Management Team Create New Answer, 
Review Answer Process Flow, and 
Published Answer Review 
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2 COMPONENT:  PROPOSE AN ANSWER 

If new KB content is required to address a Customer inquiry, Covered California staff will be trained 
to propose a new article (Question and Answer pair, Subject and Content pair) which would be 
added to the KB. Staff can propose an answer to the Knowledge Base via an incident. This button 
is found on the ribbon in the incident editor. The Research Analyst (RA) will be the first responder to 
the proposed answer and act as the advocate, actively engaging the required team members 
needed to get the answer public and consumable by the appropriate audience. 

Figure 1:  Propose an Answer 

 

2.1 PROCESS DISCOVERY 

The process for handling a proposed answer in CRM will be as follows: 

Figure 2:  SCR Propose Answer Workflow 
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Please see Figure 11:  SCR Propose Answer Workflow in Appendix C to view larger version of 
process flow. 

2.2 USER STORY STEPS 

1. Research Analyst (RA) will access proposed answers via a report called “Proposed 
Answers” from the KB Admin navigation set. 
 

2. RA will review proposed answer, determine if answer is for internal staff only, determine if a 
Subject Matter Expert (SME) is required, determine answer Priority (Outdated, Urgent, No 
Value), review for answer standardization, and if the proposed answer already exists in the 
KB. All of the above review will require internal business process training or checklist that 
falls outside of configuring the KB.  
 

3. Based upon above consideration, RA will update the answer status from Proposed to one of 
the following answer statuses. 
 

a. Draft SME: Content Development  
b. Draft Review  

 

The Content Development team will track and manage answers referred to SMEs in other 
business units as they conduct the research necessary to finalize contents. Upon Content 
Development SME completion, the RA will update the answer and set the status to Draft 
Review. 

4. The Research Program Specialist (RPS) will access a report and filter answers with a status 
of Draft Review. The RPS will set review by dates, validate answer priority, review for 
grammar and standardization. The RPS will update the status to Draft Review Coaching and 
provide comments in the notes tab of the workspace if work is still needed on the answer. 
Based upon RPS consideration, the RPS will update the answer status to one of the 
following statuses: 
 

a. Draft Review Coaching 
b. Draft Review Complete 

 

5. The RA will access a report filtered by logged in user, showing only answers in a Draft 
Review Coaching status and make changes requested by the RPS. The Draft Review 
Coaching status was added to help provide a more efficient learning curve between the RA 
and the RPS on what it takes to make an answer consumable by the end user.  
 

6. Once the RA has addressed all RPS comments, the RPS will change the status to Draft 
Review Complete.  
 

7. The SSM will access a report filtered by logged in user, showing only answers in a Draft 
Review Complete status.  The SSM reviews the article and updates the answer status to 
any one of the following statuses: 
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a. Pending Public Review 
b. Published 
c. Published Temporary 

 
8. Once the answer is ready for public consumption the SSM will either set the status to 

Published (if the answer is only consumable by internal staff), Published Temporary, or set 
the answer to Pending Public Review.   

 

9. Public Review is a business process that has not yet been determined. Once the process 
has been determined and approved, the process will outline the final review an answer 
needs to go through to be ready for consumption by people outside of Covered California 
(agents and consumers). 

3 COMPONENT:  CREATING NEW ANSWERS 

KB Team has the ability to generate, manage, and publish answers to frequently asked questions 
and solutions for use by Service Center Representatives (SCRs) and other users.  
 
When a Customer reaches out to Covered California’s Service Center, the Service Center 
Representative leverages articles in KB to answer customer inquiries. The Knowledge Base is the 
central repository of information available to SCRs to process a customer inquiry. Articles are 
uploaded to KB in formats including Scripting, Question and Answer Pairs, Procedure Documents 
and Standard Text. 
 
Users are able to search KB by Keywords, Subject, Incident Type, and Contact Type. 
 
New answers will be created using content from master documents stored in SharePoint; relevant 
content will be manually entered into the Knowledge Base. All CCU Training and KB content will be 
developed from these “master documents” (“single source of truth”).   

3.1 PROCESS DISCOVERY 
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Figure 3:  Knowledge Base Team, Create New Answer 

 

Please see Figure 12:  Content Management Team, Create New Answer in Appendix C to view 
larger version of process flow. 

3.2 USER STORY STEPS 

1. RA will access new answers via a report called “New Answers” from the KB Admin 
navigation set.  
 

2. RA will review new answer and review for answer standardization.  The RA will also 
determine answer Priority (Outdated, Urgent, No Value).  The standardization review will 
require internal business process training that falls outside of configuring the KB.  
 

3. Based upon above consideration, RA will update the answer status from New Answer to 
Draft Review. 

 
4. The Research Program Specialist (RPS) will access a report and filter answers with a status 

of Draft Review. The RPS will set review by dates, validate answer Priority, review for 
grammar and standardization. The RPS will update the status to Draft Review Coaching and 
provide comments in the notes tab of the workspace if work is still needed on the answer.  If 
no additional work is required, the RPS will update the status to Draft Review Complete.  
The RPS will update the answer status to one of the following statuses: 
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a. Draft Review Coaching 
b. Draft Review Complete 

 
5. The RA will access a report filtered by logged in user, showing only answers in a Draft 

Review Coaching status and make changes requested by the RPS. The Draft Review 
Coaching status was added to help provide a more efficient learning curve between the RA 
and the RPS on what it takes to make an answer consumable by the end user.  
 

6. Once the RA has addressed all RPS comments, the RPS will change the status to Draft 
Review Complete.  
 

7. The SSM will access a report filtered by logged in user, showing only answers in a Draft 
Review Complete status.  The SSM reviews the article and updates the answer status to 
any one of the following statuses: 

a. Pending Public Review 
b. Published 
c. Published Temporary 

 
8. Once the answer is ready for public consumption the SSM will either set the status to 

Published (if the answer is only consumable by internal staff), or set the answer to Pending 
Public Review.  

 
9. Public Review is a business process that has not yet been determined. Once the process 

has been determined and approved, the process will outline the final review an answer 
needs to go through to be ready for consumption by people outside of Covered California 
(agents and consumers). 

4 COMPONENT:  REVIEW ANSWERS 

The Review Answers component is the process that the KB team will go through when an answer 
has an upcoming review date. The review process is meant to manage the following: 

 Review public answers and keep them public while still in review  

 Determine which answers need to be archived and set to a status type of private 

 Review the most pressing answers first 
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4.1 PROCESS DISCOVERY 

Figure 4:  Review Answer Process Flow 

 

Please see Figure 13:  Review Answer Process Flow in Appendix C to view larger version of 
process flow. 

4.2 USER STORY STEPS 

 The KB Manager will view a report called the Answer Review report that shows all answers 
about to go into a review status within the month. The report will show the upcoming months 
and the number of answers to be reviewed within each month. The report will drill down into 
the details of the answer to be reviewed. It will show Priority and other key fields to help the 
KB Manager assign the answers to the KB Admin team before the answer expires. 
 

 SSM accesses Answer Review Report in Navigation Set. 
 

 SSM assigns the answers out to the KB Admin team and sets the status to Published – In 
Review. 

 
 RA team member logs in to access report of answers assigned to the logged in user and 

have a status of Published – In Review. 
 

 If a published answer needs review, the status gets updated to Published SME:  Content 
Development . 
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The CCU Content Development Team is responsible for contacting SMEs and developing 
“source content” that all KB content will be derived from.  The Content Development Team 
will manage this work outside the KB system.  Upon completion of Content Development – 
SME review, the RA will use the information provided to update the answer, conduct a final 
review for grammar and standardization, and set the status to ‘Published in Review’. 

Figure 5:  Published Answer Review 

 

Please see Figure 14:  Published Answer Review in Appendix C to view larger version of process 
flow. 

 
 The Research Program Specialist (RPS) will access a report and filter answers with a status 

of ‘Published In Review’. The RPS will set review by dates, verify answer Priority, review for 
grammar and standardization. The RPS will update the status to ‘Published In Review -  
Coaching and provide comments in the notes tab of the workspace if work is still needed on 
the answer. If no additional work is needed, the RPS will change the status to ‘Published – 
Review Complete.’  The RPS will update the answer status to anyone of the following 
statuses: 
 

a. Published Review Complete 
b. Published Temporary 
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5 COMPONENT: TRANSITION PLAN FROM EXISTING TO NEW ANSWERS 

The transition plan from existing answers to new answers is meant to address the following:  
 

 Document a process for transitioning from the old answers to the new answers with as 
minimal interruption as possible for the internal staff. 

 Learn best practices when creating answers and apply them to updates 

 Bring new KB live and create excitement and buy-in for a revitalized KB.  

 Determine the teams involved in the clean-up process and identify timelines for completion. 

5.1 CRM TRANSITION PROCESS 

Internal Staff using CRM currently use the Search Knowledge Base on an incident to find answers. 

Figure 6:  Search Knowledge Base 

 

When the team member clicks on Search Knowledge Base a report helps the staff member find 
answers related to the incident. 
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Figure 7:  Search Knowledge Base 

 

This report will include a modified filter that forces the staff member to only see specific statuses 
that will not include the new answer. The example below is a sample of what it could look like and 
does not accurately represent the actual answer statuses. Since the test site is also a training site, I 
could not capture this level of detail. To see the actual answer statuses being proposed, see section 
7.5 Answer Statuses. 
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Figure 8:  Knowledge Base Filters 

 

5.2 DETERMINE TEAM INVOLVED IN CLEAN UP 

KB Admin team and a Service Center SME team will both be involved in the clean-up process: 
 

1. KB Team will put all answers into specific buckets. The buckets are defined as follows: 
a. Internal HR Process – Shift Change, Evacuation Process 
b. CIT/CalHEERS System Updates 
c. Task Guides/Job Aids 
d. Training (includes PPTs) 
e. Consumer Notices 
f. Press Releases 
g. Market Collateral 
h. Not Needed 

 
2. KB Manager and PM team to identify a Service Center SME team member to represent 

each of the buckets. 
 

3. KB Team to use Service Center SME team input and  Answers Most Utilized report to 
determine the most used and most important answers to transition and rewrite into new KB. 

 
4. KB Admin team to break out existing long answers and separate into a number of smaller 

answers using KB best practices as guidelines. 
 

5. Remaining business processes needs further review as well, and to monitor the functionality 
of this team once KB is live with real world content. 

5.3 ARTICLE DATA MIGRATION PROCESS 

Component anticipated at a future date determined by  and Covered California 
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5.4 BRING KB LIVE – CHANGE MANAGEMENT PROCESS 

1. Identify all answers used by the internal staff and fix those prior to implementation 
2. Review and refine answers by testing search with supportive change agents 
3. Define Go-live plan 
4. Provide train the trainer session 
5. Train teams on new KB, search best practices, and easy to use answers 
6. Go-live 
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6 COMPONENT:  SHAREPOINT 

SharePoint currently stores all internal documentation. The interactive connection between 
SharePoint and KB is still in Requirements and Discovery phase. 

6.1 SHAREPOINT PROPOSE ANSWER 

Internal Staff proposes an answer from an incident using Propose button on ribbon  
 

 KB Team searches Knowledge Base for existing answer. 

 If no answer exists, KB Team works with Content Development team to create new content 
(master document) which will be stored in Share Point. 

 Once written, reviewed, proofed, new answers are manually created in the KB from source 
documents in SharePoint.  KB content will tie back to master document for content tracking 
and maintenance purposes.   

6.2 SHAREPOINT REVIEW ANSWER 

Component anticipated at a future date determined by  and Covered California 

6.3 SHARE POINT NEW ANSWER 

Component anticipated at a future date determined by  and Covered California 
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7 COMPONENT:  KB ADMINISTRATION 

This section represents the administrative portion of the KB Administration team. It defines how the 
navigation sets will look, the answer workspaces along with any workspace rules and custom fields. 
It details answer statuses and the definition for each. 

7.1 KB NAVIGATION SETS 

Table 3:  R.25 Knowledge Admin Navigation Set 

HOME INCIDENTS CONTACTS ANSWERS QUICK SEARCH 

My Answers 2.0 Incidents Search Contacts Search 
Answer Search - 
KB Worker 

Answer 
QuickSearch 

Proposed 
Answers     Hot Answers 

Incident 
QuickSearch 

Draft Review     
…Keyword 
Search   

Published 
Review     

Search Priority 
Words   

Notifications     
Answer 
Stopwords   

New Answers     
Answers Utilized 
by Agents   

 

Table 4:  R.25 Knowledge Manager Navigation Set 

HOME INCIDENTS CONTACTS ANSWERS QUICK SEARCH 

My Answers 2.0 Incidents Search Contacts Search 
Answer Search - 
KB Worker 

Answer 
QuickSearch 

Proposed 
Answers     Hot Answers 

Incident 
QuickSearch 

Draft Review     
…Keyword 
Search   

Published 
Review     

Search Priority 
Words   

Notifications     
Answer 
Stopwords   

New Answers     
Answers Utilized 
by Agents   

Answer Review         
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7.2 KB ANSWER WORKSPACE 

Figure 9:  KB Answer Workspace 
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7.3 SCR PROPOSE WORKSPACE 

Figure 10:  SCR Propose Workspace 

 

7.4 ANSWER WORKSPACE RULES 

Table 5:  Answer Workspace Rules 

NAME WHEN IF THEN 

Statuses Available The editor loads   Set Status to exclude 
Proposed menu items 

Set Default Status The editor loads  A new record is 
being created  

Set Status to In Review 
AND Set Access Level to 
Unspecified 

Status = Public The editor loads 
OR Status changes 

 Status equals 
Public  

Set Access Level to End 
User AND Make Access 
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NAME WHEN IF THEN 

Level read only AND Make 
Access Level optional 

Status = In Review The editor loads 
OR Status changes 

 Status equals In 
Review  

Make Access Level 
optional AND Make 
Access Level editable 

Status = Private The editor loads 
OR Status changes 

 Status equals 
Private  

Make Access Level 
editable AND Make 
Access Level required 

Status = Private AND 
Access = End User 

The editor loads 
OR Status changes 

 Status equals 
Private  AND  
Access Level equals 
End User  

Set Access Level to 
Unspecified 

Multiple Access 
Levels 

The editor loads 
OR Status changes 
OR Access Level 
changes 

 Status equals 
Private  AND  (  
Access Level equals 
Private - Not Tier 1, 
Private - All  OR  
Access Level equals 
Private - All, End 
User  OR  Access 
Level equals Private 
- Not Tier 1, End 
User  )  

Set Access Level to 
Unspecified AND Display a 
message box 

7.5 ANSWER STATUSES 

Table 6:  Answer Statuses 

STATUS ID STATUS 

TYPE 
DEFINITION 

New Answer Private 
Status of an answer that gets automatically set by the CRM 
when a New Answer is created. 

Proposed Private 
Status of an answer that gets Automatically set by the system 
from an agent during the propose answer process 

Draft SME:  
Content 
Development Private 

RA sets this status when an answer needs SME review by 
another team in Covered California.  The CCU Content 
Development Team is responsible for creating or updating 
content and partnering with SMEs to support this process.   

Draft Review Private 
RA sets this status when an answer needs review by the RPS for 
standardization and to set a review date 

Draft Review 
Coaching Private 

Set by the RPS when an answer has been reviewed and is still in 
need of editing by the RA 
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STATUS ID STATUS 

TYPE 
DEFINITION 

Draft Review 
Complete Private 

Set by the RPS when an answer has been reviewed and 
updated, and is ready for publication. 

Published Public 

Set by the SSM when the Draft Review or Published Review 
stage is complete and then answer is ready for consumption by 
the end user 

Published 
Temporary Public 

Set by the SSM when an answer has been reviewed and is 
ready for consumption by the end user but is placed in a 
temporary status until all existing articles have been transitioned 
to the new structure OR has a specific date that the answer must 
be updated by. (Articles placed in Published Temporary Status 
will not be visible to SCRs until go-live.) 

Pending Public 
Review Private 

Set by the SSM when the Draft Review stage is complete and 
the answer needs a final review for public consumption. (Note: 
this team and business process is still yet to be identified) 

Published SME: 
Content 
Development Public 

Set by the RA when an answer comes up for review and the 
article needs input or review by another team in Covered 
California.  The CCU Content Development Team is responsible 
for creating or updating content and partnering with SMEs to 
support this process. 

Published In 
Review Public 

Set by the SSM when assigning out answers to the KB team that 
are in need of review 

Published In 
Review Coaching Public 

Set by the RPS when an answer has been reviewed and is still in 
need of editing by the RA 

Published Review 
Complete Public 

Set by the RPS when an answer has been reviewed and is ready 
for consumption by the end user 

8 COMPONENT:  CUSTOMER PORTAL 

8.1 GENERAL REQUIREMENTS 

8.1.1 LOGIN REQUIREMENTS 

Should Login be required on any Customer Portal pages? If so, which ones? 
Interface Login Details Notes
https://coveredca.custhelp.com/ Not Required / 

Not Available
All KB content should be available to visitors of the 
Customer Portal without login restrictions.

 

8.1.2 CUSTOMER PORTAL “BRANDING” 

AmberLeaf will apply Covered CA style sheet (CSS) for the “look and feel” of the Standard 
out of the box Customer Portal. Covered CA will supply the visual assets (colors, images, 
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logos, etc.) to be implemented. As discussed during the requirements call phase, the 
Customer Portal template should be identical to the template used on the official Covered 
CA website (http://www.coveredca.com/). 

8.1.3 CONTACT US WEB FORM / ASK PAGE 

The Contact Us or “ASK” page of the Customer Portal is not required for a Knowledge 
Base implementation. It is currently outside of the KB implementation scope. By branding 
the Customer Portal template all pages using the template will also be branded 
(template.php). If Contact Us/Ask web form is required then another requirements call will 
be needed to define what fields and business process should be applied to this page. 

8.1.4 LIVE CHAT PAGE 

The Chat page of the Customer Portal is not required for a Knowledge Base 
implementation. It is currently outside of the KB implementation scope. By branding the 
Customer Portal template all pages using the template will also be branded, however, the 
chat page is currently using a different template then the one that is being used for the rest 
of the site (cc.php). In this case we would need to decide if we want the chat page to use 
the same template as the site or a unique chat-only branded page. Again, this is currently 
out of scope for the KB implementation. 

8.1.5 HOME PAGE 

The customer portal home page will offer consumers with the ability to search for answers 
in the knowledge base by keywords, browse for answers by topic (category/call type), view 
a dynamic list of most popular answers. 

8.1.6 SEARCH WIDGET 

Consumers will be able to search for answers by utilizing the Search widget located at the 
top of the home page. This widget displays an input textbox that allows the user to search a 
report for a given keyword or phrase. 

 
Label Custom Label
Find the answer to your question To be defined by Covered CA marketing

 

8.1.6.1 ADVANCED SEARCH 

Consumers will have the ability to leverage advanced search to further filter their search 
results by topic/category.  
The image below is a sample of the advanced search window. Product filtering will be 
removed. 
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Label Custom Label
Limit by category To be defined by Covered CA marketing

 

8.1.7 FEATURED SUPPORT TOPICS (CATEGORIES/CALL TYPES) WIDGET 

This widget displays hierarchical tree data for products and categories as an indented list of 
links. Consumers will be able to browse answers by their associated topics (categories/call 
types). Only topics that have end-user visibility enabled will appear in this list. Covered CA 
will determine and configure the Topic (Categories/Call Types) that should be visible to the 
public.  
The image below is a sample of the of the Featured Support Topics widget and does not 
represent real data from Covered CA. 
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Label Custom Label
Featured Support Categories To be defined by Covered CA marketing

 

8.1.8 MOST POPULAR ANSWERS WIDGET 

Consumers will be able to view a list of most popular answers. This is a dynamic list that is 
automatically updated and driven by consumer activity within the Knowledge Base. This list 
will only display the top 10 most viewed answers but this number can be increased or 
decreased at any time by a user with access to the Customer Portal development pages. 
The image below is a sample of the of the Most Popular Answers widget and does not 
represent real data from Covered CA. 

 
Label Custom Label
Most Popular Answers To be defined by Covered CA marketing
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8.1.9 HOME PAGE LAYOUT 

The home page of the customer portal contains all the widgets discussed above (Search 
Widget, Featured Support Categories Widget, and Most Popular Answer Widget). The 
widgets can be positioned in a way that best suits the needs of Covered CA.  
Covered CA will need to choose from one of the following layout options: 
 
 
 
 
 
 
 
 
 
 
 
 

8.1.9.1 OPTION1 
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8.1.9.2 OPTION 2 

 

8.1.9.3 OPTION 3 

 

8.2 ANSWER LIST PAGE 

The answer list page displays the results of a consumer taking action on the home page. 
For example, if a consumer enters a keyword in the search widget and clicks “Search” then 
he will be taken to the Answer List page which will only display the answers that contain the 
search terms entered. Another example, if a consumer clicks on a featured support topic 
then he will be taken to the Answer List page with will only display the answers associated 
to the topic selected. The list will display the “Question” that is associated to the knowledge 
article as well as the first 200 characters of the “Answer.” Consumers will be able to click on 
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the “Question” to view the answer detail. No other article content will be displayed on this 
page (such as, updated or published date). 
The image below is a sample of the Answer List page and does not represent real data 
from Covered CA. 
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8.2.1 SEARCH WIDGET 

Consumers will be able to search for answers by utilizing the Search widget located at the 
top of the home page. This widget displays an input textbox that allows the user to search a 
report for a given keyword or phrase. 

 
Label Custom Label
Find the answer to your question To be defined by Covered CA marketing

 

8.2.1.1 ADVANCED SEARCH 

Consumers will have the ability to leverage advanced search to further filter their search 
results by topic/category.  
The image below is a sample of the advanced search window. Product filtering will be 
removed. 

 
Label Custom Label
Limit by category To be defined by Covered CA marketing
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8.3 ANSWER DETAIL PAGE 

The Answer Detail page displays the full details of the knowledge article including the 
Question, Answer, Date Published, Date Updated, and any additional content such as 
Attachments, Images, Rich Media, etc. associated to the knowledge article. It contains 
widgets that allow the consumer to provide feedback on the answer (rating system), view 
lists of automatically and manually related answers, and perform actions such as printing or 
sharing the article on various social media sites. 
The image below is a sample of the Answer Detail page and does not represent real data 
from Covered CA. 

 

8.3.1 FEEDBACK WIDGET 

This widget displays the answer feedback control on the page. The consumer can choose a 
rating for the answer which impacts the overall score of the answer. The score helps 
determine the placement of the answer in the overall answer list as well as the Most 
Popular Answers Widget on the home page. Consumers will have the ability to rate each 
answer using a 5-star system. The default functionality of this widget is to create an 
incident when the consumer provides low-scoring feedback. This functionality will be 
disabled for phase 1. 
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8.3.2 ANSWERS OTHERS FOUND HELPFUL WIDGET 

This widget displays a list of related answers for the answer ID indicated. Answers may be 
related manually while editing an answer from the Administration Console, or automatically 
related based on consumer interactions with the site. This widget will display a maximum of 
5 related answers. This number can be increased or decreased at any time. 
The image below is a sample of the Answers others found helpful Widget and does not 
represent real data from Covered CA. 

 

8.3.3 PREVIOUSLY VIEWED ANSWERS WIDGET 

This widget displays a list of answers that a customer has viewed in the current visit to 
Customer Portal. This widget will display a maximum of 5 previously viewed answers. This 
number can be increased or decreased at any time. 
The image below is a sample of the Previously Viewed Answers Widget and does not 
represent real data from Covered CA. 

 
 

9 CUSTOM FIELDS 

The following is a list of custom fields that were defined during the design phase:   

 Internal Only 

 Values:  Yes or No 
 This field defines whether or not the document is for internal Service Center staff only, or 

if it will also be displayed via the Public Website 

 Priority 

 Values:  Outdated, Urgent, No Value 
 Default Value:  No Value 
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 This field defines the Priority of the article (typically as the team initiates the annual 
review process, but can also be used for new content proposed). An article will be 
assigned the “Outdated” value when it has content that will expire or change within a 
specified timeframe. (For example, the penalty for not having health care coverage 
changes from one year to the next.)  An article will be assigned the “Urgent” value when 
it has content that is related to a hot topic or an urgently needed article.    

10 REPORTS 

The following provides a list of reports that will be available: 
 Scheduled Article Review (SAR) Report – Detailed requirements were discussed in one of 

the design sessions?  

 Abandoned Search / Empty Search / Search Terms with No Results – What report can we 
use to identify search terms used by SCRs or the public that return no results?  (Can the 
data be provided separately by Console vs. Public site?)   

 Most / Least Frequently Accessed Content (Answers Utilized by Agents or other report) – 
What report can we use to identify articles viewed most frequently and least frequently 
during a specified period?   

 Is there a report that allows us to analyze search(es) conducted on high-cost interactions 
(high call length or escalated calls)?  

 Notification process when content is updated – Discussed creation of a Report that would be 
visible on every SCRs Nav Set “Updated Answers for the Last X Days”.  (SCRs would have 
to open and review the report.  Need to validate with Service Center that this is something 
they are interested in.)   

 Updated Articles / New Articles Report – Report that identifies the number (and list) of 
articles updated and/or created in the KB during a specified period (week, month) by user.   

 

11 OTHER CUSTOMIZATIONS 

The following is a list of ‘customizations’ that we discussed over the course of the design sessions.  
If this isn’t the right place to capture them, I’m open to suggestions.  

 Remove the “Questions” item from the article display (CSR view from the Console) since we 
are only using Summary and Resolution in our articles.   

 Add “Date Last Updated – XX/XX/20XX” to the Details section of the article display.  This 
item should be in addition to the article “Create Date.”   

 Remove the “View” option on the Search KB page.  Articles linked to this “View” option do 
not display “related articles” or “sibling articles” or “manually related articles.”  Articles 
accessed by selecting the article name incorporate these links. 

 

Open Design Questions: 

 What are our options for tracking changes when an article/answer is updated?  We need to 
maintain an audit trail for the Service Center.   
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 We need to better understand how to differentiate content that is “Public” vs. “Internal” so we 
don’t’ have to create duplicates of every article (conditional answers?)  

 Need to talk more about Learned Links vs. Manually Related vs. Sibling Answers so the KB 
team understands how to set up articles for best search outcomes and ease of finding 
answers.  

 Is there a process for archiving content?  (The Service Center needs to know what specific 
answers were used during a specified period of time. Would we simply mark an article as 
Private? Is there a way to add ‘active’ date ranges for content?)   

 
Questions for IT: 

 Back-up and recovery process – can we get information on the schedule, back-up and 
recovery processes?  

 Will SharePoint be available to all Service Center staff for accessing “master documents” 
(detailed Task Guides, Job Aids) that should not be stored in the KB?  Based on KB best 
practices, the KB team is planning on providing answers/articles that are less than one page 
and would like to link to the associated Task Guides or Job Aids of the SCRs need to 
access them.      
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APPENDIX A – TAXONOMY 

 This Answer - Any knowledge base information that provides solutions to common customer 
support questions. 

 Answer Access Level - A method of controlling what information is visible to customers. The 
default answer access levels are Help and Everyone, and custom access levels can be 
added. 

 Answer Relationship - The relationship between two or more related answers. Answer 
relationship types include sibling, manually related, and learned link. Sibling and manually 
related answer relationships are defined by staff members. Learned link answers are 
automatically defined through customer activity. 

 See Learned link, Manually related answer, and Sibling answer. 

 Answer Status - A method of controlling the visibility of an answer. The default answer 
statuses are Public, Private, Proposed, and Review, and custom answer statuses can be 
added. 

 Answer Status Type - The status of an answer that determines whether it can be viewed by 
customers. The default answer status types are Public and Private. 

 Answers Page - A page on the customer portal where customers can view answers and 
search the knowledge base. Customers can view individual answers or search the 
knowledge base using selection criteria to narrow their search. If additional elements are 
enabled, customers can also search documents, websites, and communities. 

 See also Web Indexer and Oracle RightNow Social Experience communities. 

 API - An interface that enables programmers to communicate with the Oracle database. The 
API includes functionality to create, update, delete, and retrieve answers, contacts, 
hierarchical menus, incidents, opportunities, organizations, quotes, SLA instances, staff 
accounts, and tasks. 

 Conditional Section - A section of text in a document that appears only to those contacts 
meeting certain criteria. Conditional sections can also be placed in answers and tagged with 
specific answer access levels. In message templates, conditional sections can be used to 
filter content by contact, profile, runtime variable, or record type. 

 See Access level conditional section and Document. 

 Everyone Access Level - An access level designed to allow answers to be visible to all 
customers depending on the answer status. 

 File Attachment Answer - A type of answer that appears as a file attachment. 

 HTML Editor - A WYSIWYG (what you see is what you get) editor for formatting and editing 
answers, mailings, campaigns, documents, questionnaires, and invitation messages in 
HTML without previous HTML experience. 

 Knowledge Base - All information (such as answers, incidents, contacts, organizations, 
opportunities, products, staff accounts, tasks, mailings, and campaigns) maintained and 
presented by Oracle RightNow CX in a meaningful way. Knowledge base also refers to the 
interrelationships among the pieces of information. 

 Learned Link - Related answers that have a learned relationship as a result of customer 
activity. 

 Privileged Access Answers - Answers that are assigned a custom access level for viewing 
by certain contacts and organizations assigned to the appropriate service level agreement. 
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 See SLA. 

 Product Linking - An option for linking products to categories and products to dispositions so 
that category and disposition choices are narrowed to only those associated with the 
selected product for staff members working with incidents and customers searching on the 
customer portal. 

 Propose Answer - A function for proposing that an incident’s solution be added to the 
answers available to customers. The proposed answer is reviewed by the knowledge 
engineer, who determines if it should be made public and, if so, its access level, status, 
language, and visibility. 

 Proposed - One of the default answer statuses. This answer status indicates that the answer 
has been proposed by a staff member from an incident. Answers with a Proposed status are 
not visible to customers. 

 See Answer status. 

 Public - One of the default answer statuses and status types. Answers marked Public may 
be visible to customers depending on their access level and language. 

 See Answer status and Answer status type. 

 Question - The main element in a survey. Text, choice, and matrix question types can be 
created. Questions can be used in multiple surveys, mixing and matching as necessary.  

 See Choice question, Matrix question, and Text question. 

 Related Answers - A feature that assists customers in finding answers to questions related 
to the current web visit. Related answers appear on the answer details page and are sorted 
by relatedness—those answers that appear at the top of the list are most related to the 
answer being viewed. 

 Search Priority Word - A word that is associated with an answer or document. The 
associated answer or document will always be displayed to customers when the search 
priority word is included in their search text. 

 Search Index - A matrix that includes a list of important words within a document and their 
document of origin, allowing efficient searching. In some cases, the matrix is a database 
table. In other instances, the matrix is a file stored on a hard drive. For a word or phrase to 
be searchable within an incident, answer, file attachment, or external document, it must first 
be indexed. 

 Self Learning Knowledge Base - The automatic generation of self-service content based on 
customer interactions so that the most pertinent information is presented. 

 See also iKnow and Knowledge base. 

 Sibling Answer - Related answers that share the same product or category. Sibling answers 
may also contain the same file attachments. 

 SLA Instance - A customer’s individual copy of an SLA. An SLA is a generic contract that 
has not been applied to a specific customer. An SLA instance is a copy of the generic SLA 
applied to a specific customer. 

 Standardization - Standardization – This is a business process, determined by Covered 
California University team or the KB team and will represent the repeatable process that 
each answer will go through when being created or reviewed. 

 Suggested Answers - The list of answers from the knowledge base that is returned when 
SmartAssistant is invoked, either by staff members working on incidents or engaged in chat 
sessions or through business rules that append answers to email questions and Ask a 
Question queries from customers. 



  
 

 Knowledge Base Solution Design v0.1 – 2/5/15        Page 40 of 60 

 See also SmartAssistant. 

 Word Stemming - A feature used in keyword indexing and text searching that finds the root 
of each word and stores the stemmed root instead of the whole word, thereby saving large 
amounts of space while making a search broader and more appropriate. 
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APPENDIX B – KB BEST PRACTICES 
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APPENDIX C – LARGER KB BUSINESS WORKFLOWS 

Figure 11:  SCR Propose Answer Workflow 
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Figure 12:  Content Management Team, Create New Answer 
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Figure 13:  Review Answer Process Flow 
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Figure 14:  Published Answer Review 
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1 OVERVIEW  

1.1 Purpose 
 

1.2 Intended Audience 
 

External Affairs Team and IT CRM Admin Team 

1.3 Sign Off Approval 
 

Drew Kyler _______________________________ 
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2 FOUNDATIONAL WORKFLOW 
 

Consumer escalated Covered CA health insurance plan issues/complaints to their elected official, executive 
director or a high ranking official (refer to as Requestor). Upon receipt of the issues/complaints, the elected 
official, executive director or high ranking officer contacts/emails the External Affairs team (EA team) for 
resolution. Approximately 80% of these issues, will be forwarded to the External Coordination team for 
further investigation; 5% to Pinnacle (SHOP, a 3rd party Service Center team), and the remaining 15% will be 
referred to the qualified health plan provider (i.e. Kaiser or Blue Shield), Department of Health Care Services 
(DHCS), or Department of Manage Health Care (DMHC). 

External Affairs 

2.1 Primary Use Cases  
 

 Upon receipt of the issues, External Affairs Analyst manually created an incident in CRM 

 External Affairs analyst login to CRM console 

 Click new incident from red Oracle button 

 Complete all required incident fields 

 Add constituent information to the incident (constituent tab) 

 Add requestor information to the incident (requestor tab) 
 For requestor contact information, set 
 Global opt-in -> NO 
 Outreach Opt-in -> NO 

 Save new incident 
 

Note: Requestor and constituent contact records are separate entries in CRM. The 
“ExternalAffairsCont" custom object allows the EA analysts to create many-to-many relationship 
between requestors and incidents (i.e. one requestor can have many incidents). The 
CO$ExternalAffairs table links the requestor to an incident opened for a specific constituent. 
 

 External Affairs analyst researches issue and forwards incident to appropriate area for further 
investigation/resolution, if needed. 
 External Coordination 
 Department of Health Care Service (DHCS) 
 Department of Managed Health Care (DMHC) 
 Qualified Health Plan (QHP) 

 

 External Coordination team researches and resolved the issues and sends the resolution back to 
External Affairs analyst. 
 

 External Affairs analyst forwards the resolution to the requestors and closed the incidents. 
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Groups Actions 

External Coordination 

Has CRM access 

 EA analyst determines that incident needs to be forwarded to 
External Coordination for resolution 

 EA analyst sets Issue Referred to –> External Coordination and 
save incident 
CRM workspace rules set: 

 Queue -> EC-EA 

 Date Escalated to -> now 

 EC analyst sees and opens incident sent to EC-EA queue by 
External Affairs 
CRM workspace rules set: 

 EA Status of Issue -> In progress 
(Status change provides EA analysts visibility that EC is 
working on the issue) 

 EC analyst resolves incident and transfer incident back to EA by 
setting: 

 Status -> solved by EC for EA 
CRM workspace rules set: 

 Date Resolved by EC -> now 

 EA analyst receives incident back from EC, determines resolution 
and email elected official with resolution and set EA status of issue -
> completed 
CRM workspace rule set:  

 Status -> closed 

Department of Health Care 
Service (DHCS) 

No CRM access 

 

 EA analyst emails or calls the QHP for resolution. Updates private 
notes in incident while determining resolution 
 

 EA determines resolution and updates incident and emails Contact 
with resolution and closes incident 
CRM workspace rules set: 

 Issue Referred Date -> now 

 EA Status of issue -> completed 

 Status -> closed 
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Groups Actions 

Department of Managed 
Health Care (DMHC)  

No CRM access 

 

 EA analyst emails or calls the QHP for resolution. Updates private 
notes in incident while determining resolution 
 

 EA determines resolution and updates incident and emails Contact 
with resolution and closes incident 

 
CRM workspace rules set: 

 Issue Referred Date -> now 

 EA Status of issue -> completed 

 Status -> closed 
 

Qualified Health Plan (QHP)  

No CRM access 

 

 

 EA analyst emails or calls the QHP for resolution. Updates private 
notes in incident while determining resolution 
 

 EA determines resolution and updates incident and emails Contact 
with resolution and closes incident 

 
CRM workspace rules set: 

 Issue Referred Date -> now 

 EA Status of issue -> completed 

 Status -> closed 
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2.2 Profiles 
 

External Affairs team has one profile named External Affairs Analyst. 

 

 
 

 

 

  

Editor Workspaces/Workflow 

Answer Non-KB WS R2.5 

Appeal Appeal WF 

CTI CTI Detail Initial WF R2.5 

Chat  Chat – Left Transcript SCR R2.5 

Contact  EA contact WS 

Contact Multi-Edit General Contact Multi-Edit WS R2.5 

Enrollment Period Enrollment Period WS R2.5 

Incident External Affars Incident 

ExtenralAffairsCont ExternalAffairsCont 

Incident Multi-Edit General SCR Incident Multi Edit WS R2.5 

LanguageRelationship Language Relationship 

Opportunity General Opportunity WS R2.5 360 

Opportunity Multi-Edit Opportunity Multi-Edit R2.5 Admin 

Organization Organization 2.5 

Zip Code CC_Zip codes 
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2.5 Workspaces 

2.5.1 External Affairs Incident Workspace layouts 
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External Affairs Solution Design Document 
 

13 
 

2.5.2 EA incident workspace rules 
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2.5.3 External Affairs Contact Workspace layouts 

 

 

If the contact is a requestor – incidents associated with that requestor will be listed in the incidents/requestor 
sub-tab 

If the contact is a constituent – incidents associated with that constituent will be listed in the 
incidents/constituent sub-tab. 
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Additional constituent information can be found in External Affairs/constituent sub-tab. 

 

 

 

2.5.4 External Affairs Contact Rules 
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2.5.5 ExternalAffairsCont Workspace layouts 
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3 SITE-WIDE CONFIGURATION 

3.1 Configuration Settings 

3.1.1 Queues  

External Affairs (Queue for the External Affairs team) 

EC-EA (Queue used to transfer incidents between External Coordination and External Affairs) 

 

 

3.1.2 Post CRM upgrade Issues and Fixes 

An issue with the existing requestor and incident relationship was found after CRM was upgrade from Feb 
2013 to Feb 2015.  IT helpdesk ticket 13223- Unable to save incident CRM (CO$incident issue) 

- Staff trying to create a new contact after creating an incident will encounter these errors.  
- Workaround was created for this issue - SCRs search for the contact prior to creating an incident, if a 

customer needs to be created they should be created, saved and a new incident should be created.  

Background 

- The CO$incident attribute was created April 2015 to prevent the requestor being cc on any email 
communications between External Coordination and the consumer. Further research completed after 
the upgrade, confirmed the original incident attribute was not set up correctly. The attribute only can 
have one-to-one relationship instead of many to many relationship. A contact can only have one 
incident attached to it. When a new incident was add to the contact, the system removes the 
relationship from the prior incident and added it the new incident. A new custom object has to be 
created that allow many-to-many relationships. 
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The CO$incident attribute was removed and the CO$ExternalAffaisCont custom object was added on 
10/23/2015 

1) Remove incident attribute from custom object/contact. 
a. Click database/object designer/CO/contact 
b. Click relationship from ribbon 
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2) Click delete 
a. Save and deploy  

 

3) Create new custom object called External Affairs Cont 
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4) Set object lookup on incident 
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5) Create contact and incident association 

 

Note: This custom object allows External Affairs Analysts to add many-to-many relationship between 
requestors and incidents. 

When External Affairs Analysts click add “new” from the incident workspace “requestor” tab, the analyst is 
adding a new relationship between the requestor and the incident. Only new relationship can be added, EA 
analysts cannot modified existing relationship. 
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6) Update EA Analyst profile 

Click Permission on the ribbon, click custom object tab and uncheck update from 
“CO/ExternalAffiarsCon”. 

 

 

Note: 

Delete option only allows EA analyst to remove incorrect or duplicate requestor entry from an incident, it 
will not delete the requestor contact. 

EA analyst should only add or delete requestor and incident relationship, no update is allowed. 
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Note: New reports will be created by the system automatically when new custom objects are created. The 
following reports are created for the ExternalAffairsCont custom object. 

ExternalAffairsCont by Contact 
ExternalAffairsCont by Incident 
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7) Update incident and contact workspace 

 

 

8) Create a new contact workspace with type=ExternalAffairsCont  

 



External Affairs Solution Design Document 
 

26 
 

 

9) Update incident workspace “Requestor” tab 
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External Affairs Solution Design Document 
 

28 
 

10) Update EA contact workspace to include new Requestor tab 

 

Known risk: incidents created prior to the fix on 10/23/2015 did not have the correct requestor’s 
information attached to the incident, the incidents only have the requestor’s office and office type. 

IT reviewed the new process and risk with  (External Affairs Analyst) on 10/26/2015.   
will check with his manager to determine if the requestor’s information need to be added back to the 
incidents. External Affairs has about 500 incidents between March 2015 and October 2015.  

IT ticket 15620 - Updating Requestors in CRM – EA was opened to have requestor information added back 
to these incidents.  

1) Added requestors’ information to EA incidents created prior to 10/23/2015 – completed 
‐ Please refer to EA status of incidents 20151023 (BJ edits2) HH.xlsx for details (spreadsheet has 

been uploaded to ticket 15620) 
2) Added delete functionality for ExternalAffairsCont object – completed 

‐ This functionality allows EA analysts to remove duplicate requestor entry from an incident (see 
attached for instructions) 

3) Updated existing Incident Search to include all EA incident statuses - completed 
4) Updated existing contact search to include requestor incident count - completed 
5) Added EA requestor Opt-in Report – Completed 

‐ This report allows EA analyst to identify requestors with global and outreach opt-in that are not 
set to “No”. 

6) Reviewed and updated existing EA reports – completed 
 

 

Add “delete” option to ExternalAffairsCont object. 
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Select record from the ribbon  
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Select the delete option  
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Right click action to add delete function to the report. 

 

4 USER EXPERIENCES 
 

External Affairs – How to correctly assign the Requestors to new incidents 

1) Add a new incident 
a. Click the red Oracle button on the left upper corner. 
b. Click incident. 

i. New incident tab opens. 
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2) Add the constituent information 
a. Click the search button to find the constituent 

i. The contact search dialog box opens 
 

 
 

3) Enter the constituent’s last name and first name in the search dialog box. 
a. If constituent is found - select the appropriate constituent from the search result and the 

constituent information will be added to the new incident. 

Note: Incidents associated with that constituent can be found in the incident/constituent tab. 

 

If constituent is not found – click the new contact button to add the constituent 

i. Add the constituent information and click ok. 
ii. The constituent information will be added to the new incident. 
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4) Click the requestor tab to add the requestor information to the new incident. 
a. Click Add- Add new  
b. The requestor information dialog box opens 

 

5) Click the search box to find the requestor information. 

Important Note: The system automatically populates the requestor contact name with the 
constituent’s name. Currently, there is no way to have the requestor contact name field default to ‘No 
Value” when it opens. 

The constituent’s name will be removed from the requestor information as soon as the requestor’s 
name is added. 

 

6) Enter the requestor’s last name and first name in the search dialog box. 
a. If requestor is found - select the appropriate requestor from the search result and the 

requestor information will be added to the new incident. 
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b. If the requestor is not found – click the new contact button to add the requestor. 
i. Add the requestor information and click ok. 
ii. The requestor information will be added to the new incident. 
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7) Click OK and click save from the ribbon and the requestor information will be added to the new 
incident (Requestor Information tab). 
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8) Enter the remaining incident issue information and click “Save and close” from the ribbon.   

External Affairs – Linking a requestor to an existing incident 

1) Search and open incident with missing requestor information. 
a. Click on the requestor information tab 
b. Click Add/Add new and the requestor search dialog box open. 

 

 

  



External Affairs Solution Design Document 
 

39 
 

2) Enter the requestor’s last name and first name in the search dialog box. 
a. If requestor is found - select the appropriate requestor from the search result and the 

requestor information will be added to the new incident. 
 

 
b. If the requestor is not found – click the new contact button to add the requestor. 

i. Add the requestor information and click ok. 
ii. The requestor information will be added to the new incident. 
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3) Click OK and click save from the ribbon and the requestor information will be added to the new 
incident. 
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4) Click “save and close” from ribbon to complete the update and close out of the incident. 
 

How to remove incorrect or duplicate requestor entry from an incident. 

For example – duplicate requestor entry inadvertently added to an EA incident. 

1) Click the “delete” button under Options. 

 

2) Click “Yes” to remove the duplicate requestor entry from the incident.  

Note: Clicking “Yes” only remove the relationship between the requestor and the incident. 
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3) Click save and close to save the information 

4) Click “Yes” to save the changes. 

 

5) The duplicate entry is now removed. 
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1 OVERVIEW  

1.1 Purpose 
The purpose of the Functional Solution Definition document is to define and illustrate the functional 
requirements that Covered CA – R&R Appeals Oracle Service Cloud should support.  The document also 
serves as a reference and communication guide for the scope and direction of the implementation that is being 
completed for Covered CA – R&R Appeals.  The goal is for both Covered CA – R&R Appeals and CRM 
Admin team to review and gain agreement on how Administrators, Managers, Analysts, and contacts are going 
to use the Service Cloud application and to make sure the use cases and requirements are defined up-front so 
the application can be configured and tested properly.   

 

1.2 Intended Audience 
The intended audience for this is the R&R Appeals team and IT CRM Admin team. 

 

1.3 Sign Off Approval 
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2 FOUNDATIONAL WORKFLOW 
An analyst will create an incident. Depending on the issue, the analyst will either resolve the issue or escalate 
for additional support within Covered California. The workflow for most business units is as follows: 

1. The analyst opens a new incident 
2. Workflow forces the analyst to select a contact from the Oracle Service Cloud application (CRM) 
3. Once a contact is selected a new incident opens with the contact prepopulated 
4. The analyst captures notes, sets a Type and either processes the incident,  forwards on the incident to 

another business unit to either continue processing the incident or opens a new Appeal. 
5. The incident follows the Appeal and gets managed through Covered California best business 

practices 

Covered California:  (Create Incident:  New)
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Version 0.2 Draft
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Rule added to SCR workspace to allow the SCR Supervisor to set queue to “Back Office T1 research”. 
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An incident gets created by an R&R Appeals Analyst based on information from DSS,  Email, Web 
Form or Mail/Fax. 
The analyst sets field Type to Appeals: General Information, Request Question, or Status 
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Subject, Type, Status and Outreach Opt In are required for the Appeals incident.  When R&R 
Appeals analyst enters incident with Type from Appeals list, queue will automatically set to R&R 
Appeals.  Save this incident before creating the child Appeal case. 

 

 

 

 

 

 

 

To create Appeal: 

R&R Analyst opens incident from navigation set report or already has open from creation, saves the 
incident, then creates an Appeal child case by clicking on the appeals button in the incident 
workspace.  When the Create Appeal button is clicked, an external event fires called Appeal. This 
external event saves and closes the incident workspace and opens a child Appeal workspace.  
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Contact Search dialog will open and R&R Analyst will have to select the Contact listed in the incident 
for the Child “Appeal” case.   

 

 

 

Child “Appeal” workspace: 
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R&R Analyst enters required fields and either assigns to another R&R analyst or works Appeal until 
appeal is either resolved or moved on to a different department (HQ Appeals). 

When Appeal resolved closing child “Appeal” will also close the parent “Incident” requiring Appeal 
resolutions within the “Appeal” workspace.   

 

3.3 R&R Appeals Profiles 
R&R Appeals has 2 profiles. Both of them share the same permissions, however the management profile, has 
additional reporting requirements and utilizes a different navigation set. The two profiles are as follows: 

 R&R Appeals  

 R&R Appeals_Management  
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3.6 R&R Appeals Workspaces 
 

3.6.1 R&R Workspace layouts 

1. Incident – Appeal\Appeal Incident WS 
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Label Description Options Required CRM Field Notes 
Subject   yes Incident.Subject  
Type Incident Type  yes   
Status Incident Status  yes   
Contact Appeal 

claimant 
 yes   

Queue Queue 
incident/appeal 
assigned 

 no   

Assigned Analyst 
Assigned to 
incident 

 no   

Incident Ref. 
# 

Incident ID  no  Will populate 
automatically 
when incident 
created 

Resolution   no   
Application 
ID 

  no   

Case ID   no   
ACA Appeal 
# 

7 characters, 
numeric only 

 no   

CalHEERS 
Ticket Closed 

Date 
CalHEERs tkt 
closed 

 no   

CalHEERS 
Ticket 
Number 

  no   

Cal HEERS 
Ticket 
Submitted 

Date 
CalHEERs tkt 
submitted 

 no   

Outreach Opt 
In 

  yes   

      
      

 

Additional Incident tabs: 

Details 
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Label Description Options Required CRM Field Notes 
Role Contacts Role  - Individual 

- SHOP 
- CEC 
- Other 

   

Callback 
Number 

Contact 
callback 
number 
additional 

    

Next 
Callback 
Date/Time 

Time field if 
needed to 
manage 
customer 
contact 

    

ECM Paper 
App URL 

URL for link to 
scanned docs 
from Novatext 

    

834 resend Available to use 
if 834 resend 
tracking needed 

    

      
      

 

Contacts: 
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Label Description Options Required CRM Field Notes 
First Name Contact First 

Name 
    

Last Name Contact Last 
Name 

    

Email Contact email     
Phone  - office 

- mobile 
- fax 
- assistant 
- home 

   

County Contacts 
county of 
residence 

All CA 
counties 

   

Date Created Date contact 
entry created 

    

Preferred 
Language 

Contact 
preferred 
language 

    

 

Other Incidents: 

 

 

Attachments: 
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Audit Log: 

 

 

Appeals by Contact: 
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2. Contact - Appeal\Appeal Contact     

 
        

Label Description Options Required CRM Field Notes 
Role  - Individual  

- Health 
Plan 

Yes   
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- Agent 
- Authorized 

Rep 
First Name First Name  Yes   
Last Name Last Name  Yes   
Middle 
Name 

Middle Name     

DoB Date of Birth     
SSN Last 4 Contact last 4 

SSN 
    

Language Preferred 
Language 

 Yes   

Address Residence 
Address 

    

County Residence 
County 

    

Email Email     
Home Phone Phone - Office 

- Mobile 
- Fax 
- Assistant 
- Home 

   

Case ID CalHEERs Case 
ID 

    

Application 
ID 

CalHEERs 
Application ID 

    

Outreach 
Opt In 

Does Contact 
want unsolicited 
communications 
from 
CoveredCA 

 Yes   

Global Opt-
In 

     

      
 

     
        

 

3. Appeals – Appeal WS  \Workspaces and Workflows\Appeals 
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Label Description Options Requi
red 

CRM Field Notes 

Subject Short Desc 
of issue 

 yes Incident.Subject  

Contact      
ACA Appeal 
# 

DSS 
provided 
ACA # 

 yes   

Date 
Received 

ACA File 
Date 

    

Expedited 
Appeal? 

Expedited 
Y/N 

- Yes 
- No 

   

Appeal Type  - Eligibility Initial 
- Eligibility During 

Benefit Year 
- Elegibility 

APTC/CSR 
- Elegibility Annual 

Redeterminations 
- Timeliness Initial 
- Timeliness During 

Benfit Year 

yes   
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- Timeliness Annual 
Redetermination 

- Exemption 
- Termination 
- Denial of Request 

to Vacate Dismiss 
- Other  

Appeal Status  - Open 
- Closed 
- Forwarded to HQ 
- Hearing Scheduled 
- Waiting on ALJ 

Decision 
- Conditional 

Withdrawal 
- ALJ Decision 

Received WIP 
- Continued 
- Postponed 
- Pending Dismissal 

yes   

Source  - DSS 
- Email 
- Webform 
- Mail/Fax/Other 

yes   

Description Short Desc 
of Appeal  

    

Incident  Incident # 
assoc with 
Appeal 

    

Case ID CalHEERs 
Case ID 

    

Due Date   yes   
Queue      
Appeal 
Disposition 

 - Conditional 
Withdrawal 

- Unconditional 
Withdrawal 

- NonAppearance 
- Decision Grant 
- Decision Grant 
- Decision Denied 
- Decision Grant in 

Part 
- Hearing Dismissed 
- Administrative 

Dismissal 
- IR Conditional 

Withdrawal 
- IR Uncondiational 

Withdrawal 
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- IR Administrative 
Withdrawal 

CalHEERS 
Ticket 
Needed? 

 - Yes 
- No 

   

Proj Adopt 
Date 

ALJ decision 
expected to 
be received 
by this date 

   Field on 
ACA Case 
form 

ALJ Hearing 
Judge 

    

SOP 
Complete? 

 - Yes 
- No 

   

SOP Mailed  - Yes 
- No 

   

SOP Sent 
Date 

Date SOP 
sent to 
Judge/Consu
mer 

   Does not 
appear 
unless SOP 
Mailed is 
“Yes” 

Dual Case  - Yes 
- No 

   

County of 
Action 

Hearing 
County 

(all CA counties)   Required if 
Dual Case is 
“Yes” 

Assigned Analyst 
Assigned 

    

CalHEERs 
Ticket #  

CalHEERs 
ESS tkt  

   Required if 
field 
CalHEERS 
tkt required 
is “Yes” 

Decision 
Released 

Date 
decision 
provided by 
Judge 

    

Hearing Date      
Incident 
Status 

     

CalHEERS 
Tkt Sub 

Date 
calHEERS 
tkt submitted 

    

CalHEERs 
Tkt Closed 

Date 
calHEERS 
tkt closed 
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3.8 R&R Appeals Business Team Dependancies 
Incidents come from DSS or possibly SCR/CRT/Hotline. 

3.9 R&R Special Appeals Reports 
 

R&R Analysts  

1. .My Inbox 2.4 – My Appeals Dashboard 
2. Pending Dismissal – My Appeals Dashboard 
3. My Appeal Detail – My Appeals Dashboard 
4. Unassigned BO T1 Research – My Appeals Dashboard 
5. .My Inbox 2.3 
6. .My Incidents 
7. Notifications 
8. ALJ Decision Received 
9. My Closed Apepals by Disposition, Queue, or Type 
10. My Open Appeals by Queue, Status, or Type 
11. All Open Appeals by Queue 
12. Hearings Report 
13. IR Report 
14. Unassigned BO T1 Research 
15. All BO T1 Research Incidents 

 

         R&R Mgmt 

1. Open Appeals – Mgmt (R_R Appeals Mgmt Dashboard) 
2. All Open Appeals by Analyst (R_R Appeals Mgmt Dashboard) 
3. All Closed Appeals (R_R Appeals Mgmt Dashboard) 
4. .My Inbox 2.3 
5. .My Incidents 
6. All Open Appeals by Analyst 
7. Open Appeals – Mgmt 
8. Open Appeals by Queue 
9. All Open Appeals by Queue 
10. All Open Appeals by Queue selectable 
11. Open Appeals by Queue HQ 
12. Open Appeals with CalHEERs ticket 
13. Open Appeals by Status 
14. All open Appeals by Analyst with county 
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15. Notifications 
16. ALJ Decision Received 
17. Unassigned Appeals by queue 
18. Unassigned Incidents by Queue or Status 
19. All Closed Appeals 
20. Appeals by County 
21. Hearings Report 
22. IR Report 
23. All BO T1 Research Incidents 
24. Unassigned BO T1 Research 

 

 

 

Incident Workspace reports: 

1. Contact  - Appeals\Contact Search - Appeal 
2. Other Incidents (Incidents) - .CalHEERS\Individual\Workspace Reports\Incident WS\Incidents by 

Contact Other Inc tab WS – Individual 
3. Other Incidents (Appeals) – Public Reports\MEdit\Appeals\Appeals by Contact (For NON-

APPEALS WS) 
4. Appeals by Contact – Public Reports\MEdit\Appeals\Appeals by Contact with Incident id (For 

NON-APPEALS WS) 

Appeals Workspace reports: 

1. Other Appeals – Public Reports\MEdit\Appeals\Appeal by Contact (Appeal WS-kwh) 
2. Audit Log – Appeals\Appeals Audit log 

 

 

 

4 SITE-WIDE CONFIGURATION 

4.1 Products, Categories and Dispositions 
Add products and categories for grouping incidents, resulting in more accurate search results for staff 
members and customers. Use dispositions as a way to record the final resolution of a solved incident. 

4.1.1 Products 

 None added for Appeals 
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6 APPENDIX A – FIELDS ADDED/MODIFIED 

6.1 Incident 
Custom Fields 

- RR BOT1R queue to Appeal Date (Date/Time incident transitions from BOT1 research queue to 
R&R Appeals queue) 

6.2 Appeal 
Custom Fields 

- RR to HQ Escalated Date (Date/Time that incident transitions from R&R Appeals to HQ queue) 
- RR HQ Resolved Date (Date/Time HQ resolves appeal) 
- RR Resolved Date (Date/Time R&R Appeals analyst resolves appeal)  
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Covered California/CRM 

Appeals 12629 
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1 OVERVIEW  

1.1 Purpose 
The purpose of the Functional Solution Definition document is to define and illustrate the functional 
requirements that Covered CA – R&R Appeals Oracle Service Cloud should support with regards to the recent 
change request Ticket 12629.  The document also serves as a reference and communication guide for the scope 
and direction of the implementation that is being completed for Covered CA – R&R/HQ Appeals.  The goal 
is for both Covered CA – R&R/HQ Appeals and CRM Admin team to review and gain agreement on how 
Administrators, Managers, Analysts, and contacts are going to use the Service Cloud application and to make 
sure the use cases and requirements are defined up-front so the application can be configured and tested 
properly.   

 

1.2 Intended Audience 
The intended audience for this is the R&R/HQ Appeals team and IT CRM Admin team. 

 

1.3 Sign Off Approval 
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2 FOUNDATIONAL WORKFLOW 
An Appeals analyst will create an incident. Depending on the issue, the analyst will either resolve the issue or 
escalate for additional support within the Appeals group of Covered California. The workflow for most 
business units is as follows: 

1. The analyst opens a new incident 
2. Workflow forces the analyst to select a contact from the Oracle Service Cloud application (CRM) 
3. Once a contact is selected a new incident opens with the contact prepopulated 
4. The analyst captures notes, sets a Type and either processes the incident,  forwards on the incident to 

another business unit to either continue processing the incident or opens a new Appeal. 
5. The incident follows the Appeal and gets managed through Covered California best business 

practices 

Covered California:  (Create Incident:  New)
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Version 1 Draft

New IncidentStart
New or Existing 

Contact

New Appeal Sets Fields
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To create Incident: 

An incident gets created by an R&R Appeals Analyst based on HCA information provided. The 
analyst sets field Type appropriate category.  Queue will be set to BO – T1 research (this is the only 
type of incident that should be used for this queue. 
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Subject, Type, Status and Outreach Opt In are required for the Appeals incident.   

 

 

 

 

 

 

 

 

 

3.2 R&R Appeals Profiles 
R&R Appeals has 2 profiles. Both of them share the same permissions, however the management profile, has 
additional reporting requirements and uses a different navigation set. The two profiles are as follows: 

 R&R Appeals  

 R&R Appeals_Management  

3.3 R&R Appeals Workspaces 
 

3.3.1 R&R Workspace layouts 

1. Incident – Appeal\Appeal Incident WS 
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Label Description Options Required CRM Field Notes 
Subject   yes Incident.Subject  
Type Incident Type  yes   
Status Incident Status  yes   
Contact Appeal 

claimant 
 yes   

Queue Queue 
incident/appeal 
assigned 

 no   

Assigned Analyst 
Assigned to 
incident 

 no   

Incident Ref. 
# 

Incident ID  no  Will populate 
automatically 
when incident 
created 

Resolution   no   
Application 
ID 

  no   

Case ID   no   
ACA Appeal 
# 

7 characters, 
numeric only 

 no   

CalHEERS 
Ticket Closed 

Date 
CalHEERs tkt 
closed 

 no   
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CalHEERS 
Ticket 
Number 

  no   

Cal HEERS 
Ticket 
Submitted 

Date 
CalHEERs tkt 
submitted 

 no   

Outreach Opt 
In 

  yes   

      
      

 

Additional Incident tabs: 

Details 

 

Label Description Options Required CRM Field Notes 
Role Contacts Role  - Individual 

- SHOP 
- CEC 
- Other 

   

Callback 
Number 

Contact 
callback 
number 
additional 

    

Next 
Callback 
Date/Time 

Time field if 
needed to 
manage 
customer 
contact 

    

ECM Paper 
App URL 

URL for link to 
scanned docs 
from Novatext 

    

834 resend Available to use 
if 834 resend 
tracking needed 

    

      
      

 

Contacts: 
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Label Description Options Required CRM Field Notes 
First Name Contact First 

Name 
    

Last Name Contact Last 
Name 

    

Email Contact email     
Phone  - office 

- mobile 
- fax 
- assistant 
- home 

   

County Contacts 
county of 
residence 

All CA 
counties 

   

Date Created Date contact 
entry created 

    

Preferred 
Language 

Contact 
preferred 
language 

    

 

Other Incidents: 
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Attachments: 

 

 

Audit Log: 

 

 

Appeals by Contact: 



Covered California: CRM  Solution Design v1.0 

                    13 
 

 

 

 

 

2. Contact - Appeal\Appeal Contact     

 
        

Label Description Options Required CRM Field Notes 
Role  - Individual  

- Health 
Plan 

Yes   
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- Agent 
- Authorized 

Rep 
First Name First Name  Yes   
Last Name Last Name  Yes   
Middle 
Name 

Middle Name     

DoB Date of Birth     
SSN Last 4 Contact last 4 

SSN 
    

Language Preferred 
Language 

 Yes   

Address Residence 
Address 

    

County Residence 
County 

    

Email Email     
Home Phone Phone - Office 

- Mobile 
- Fax 
- Assistant 
- Home 

   

Case ID CalHEERs Case 
ID 

    

Application 
ID 

CalHEERs 
Application ID 

    

Outreach 
Opt In 

Does Contact 
want unsolicited 
communications 
from 
CoveredCA 

 Yes   

Global Opt-
In 

     

      
 

     
        

 

 
  

 

3.4 R&R Appeals Workspace Rules 
 

3.7.1 Incident Workspace Rules  
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With this request no group outside the appeals groups R&R and HQ should be allowed to assign an 
incident to the BO T1 –Research queue.  To make this queue no longer visible to the outside groups the 
following workspace rules had to be modified in the noted profiles/workspaces: 

 

Profiles that could see Back Office T1 queue: 

 

 EC – (WS – Incident_EC)  
o I  – Hide queues (Took off prod 09/08/2015) 
o I - Set BO T1 Research Date 

 SCR Sup – (WS – SCR Incident) 
o I - Limit Queues – SCR Lead (Took off prod 09/08/2015) 
o I – Limit Queues – SCR Supervisor (Took off prod 09/08/2015) 
o I – Set Date Referred to Back Office T1 Research 

 CRT – (WS – CRT Incident) 
o I - CRT: Show Queues rule (Took off prod 09/08/2015) 
o I - Limit Queues- CRT Supervisor (Took off prod 09/08/2015) 
o I - Set Date Referred to Back Office T1 Research 

 CRT Sup – (WS – CRT Incident) 
o I  – CRT: Show Queues rule (Took off prod 09/08/2015) 
o I  – Limit Queues – CRT Supervisor (Took off prod 09/08/2015) 
o I  – Set Date Referred to Back Office T1 Research 

 Appeals 
o I – Filter Allowed Queues for Appeals 
o I - Set Queue: Complaints to BO T1 (Inactivating rule 09/09/2015) 
o I – Queue becomes BOT1 research 

 OCP – (WS – OCP Incident WS with Appeals) 
o I – Queue Exclusions (Took off prod 09/09/2015) 
o I – Hide R+R and E+E queue if type is not appeals (Took off prod 09/09/2015) 

 KB Pilot – (WS – SCR Pilot Group – Incident) 
o I – Limit Queues – SCR Lead (Took off prod 09/15/2015) 
o I – Limit Queues – SCR Supervisor (Took off prod 09/15/2015) 
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3.5 R&R Special Appeals Reports (BO T1 – Research specific) 
 

R&R Analysts  

  Home: 

 Unassigned BO T1 Research – My Appeals Dashboard 

Incidents: 

 Unassigned BO T1 Research 

 All BO T1 Research Incidents 

 

         R&R Mgmt 

  Home: 

 All BO T1 Research Incidents (R_R Appeals Mgmt Dashboard) 
 
 

Incidents: 



Covered California: CRM  Solution Design v1.0 

                    17 
 

 

 All BO T1 Research Incidents   (All open BO T1 Research queue incidents) 

 Unassigned BO T1 Research  (All open BO T1 Research queue incidents that are not 
assigned to an analyst) 

 

 

 

 

4 SITE-WIDE CONFIGURATION 

4.1 Products, Categories and Dispositions 
Add products and categories for grouping incidents, resulting in more accurate search results for staff 
members and customers. Use dispositions as a way to record the final resolution of a solved incident. 

4.1.1 Products 

 None added for Appeals 

4.1.2 Categories 

 None added for Appeals 

4.1.3 Dispositions 

 None added for Appeals 

4.1.4 Queues 

 BO T1 - Research 

4.1.5 Workflows 

 None added for Appeals 

 

 

5 DESIGN ISSUES  
The following section includes items that require further clarity in the design of this project.  This does not 
include all project issues, just items which require resolution for completion of the design of this project.  

 None applicable for this project. 
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6 APPENDIX A – FIELDS ADDED/MODIFIED 

6.1 Incident 
Custom Fields 

- RR BOT1R queue to Appeal Date (Date/Time incident transitions from BOT1 research queue to 
R&R Appeals queue) 

6.2 Appeal 
Custom Fields 

- RR to HQ Escalated Date (Date/Time that incident transitions from R&R Appeals to HQ queue) 
- RR HQ Resolved Date (Date/Time HQ resolves appeal) 
- RR Resolved Date (Date/Time R&R Appeals analyst resolves appeal)  
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1 INTRODUCTION 

1.1 Purpose of Functional Solution Definition 

The purpose of the Functional Solution Definition document  is to define and  illustrate the functional requirements that Covered CA – External 

Coordination Oracle Service Cloud should support.  The document also serves as a reference and communication guide for the scope and direction 

of  the  implementation  that    is  completing  for  Covered  CA  –  External  Coordination.    The  goal  is  for  both  Covered  CA  –  External 

Coordination and   to review and gain agreement on how Administrators, Managers, Analysts, and contacts are going to use the Service 

Cloud application and to make sure the use cases and requirements are defined up‐front so the application can be configured and tested properly.   

1.2 Project Overview and Scope 

Covered CA – External Coordination has purchased licenses and an Oracle Service Cloud site and interface with the service modules enabled.  

Covered CA – External Coordination has contracted   to complete a solution definition and solution development for implementation 

of Incident Management for their Oracle Service Cloud solution.  The following modules are in scope for implementation: 

 Incident/Email Management 

 Service Analytics 

2 REQUIREMENTS 

2.1 Incident	Management	
 

2.1.1 Incident	Management	Process	
Covered CA – External Coordination will be handling all contacts email communication via incidents in Oracle Service Cloud. An Incident is any 

question or request for help submitted by a contact on any available channel. Covered CA – External Coordination will receive incidents from 

other internal or external groups associated to Covered CA as well as have the ability to create new incidents themselves. Each incident will be 

associated to a unique reference number. External Coordination Analysts will check their dashboard for new or existing open incidents and work 

on them in order of due date (or SLA). Incidents will be assigned to External Coordination Analysts on a Round‐Robin bases and by analysts 

either using the “Fill Inbox” functionality or manually self‐assigning incidents from the queue. Incident management functions are dependent on 

how analysts handle key incident details. Therefore, all incidents, when opened for editing or created, will start with a focus on the private or 
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“internal” message tab. Analysts will conduct research according to defined business processes and enter a private note in the messages tab. 

When the analyst is satisfied with his response he will close the incident and communicate the resolution back to the primary contact using the 

desired communication method (email or phone). An exception will be made for incident coming from External Affairs. Incidents coming from 

External Affairs will be automatically assigned back to the EA Queue once the EC Analyst selects the appropriate incident status. For other cases, 

if the analyst determines that the incident should not have been transferred to External Coordination then the analyst will reassign the incident 

back to the supervisor of the source group.  

2.1.1.1 Use	Case	1	–	Internal	(External	Affairs)	
 



Covered CA – External Coordination Service Cloud Service Implementation                                                      Solution Definition 

 

Page 5 of 41 
 

External Coordination Incident Management Process
Ex
te
rn
a
l A
ff
ai
rs

E
C
 A
n
al
ys
t

Start
Sets appropriate EC 

queue
Fills in required 

fields
Clicks Save & Close

Pulls new incidents 
using Fill Inbox

Incidents are 
assigned and reflect 

in My Inbox 
Dashboard Tab

Works on incident 
per training

Adds private note 
with resolution

Fills in required 
fields

Continues working 
on incident per 
defined business 

process

End

Sets status  to Solved 
by EC

CRM automatically 
assigns incident 
back to EA Queue

 

 

 



Covered CA – External Coordination Service Cloud Service Implementation                                                      Solution Definition 

 

Page 6 of 41 
 

 

2.1.1.2 Use	Case	2	–	External	–	Managers	
 

External Coordination Incident Management Process – External Requests
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2.1.1.3 Use	Case	2	–	External	‐	Analyst	
 

External Coordination Incident Management Process – External Requests

E
C 
R
A

E
C 
A
n
al
ys
t

EC Analyst

Start

Incoming request 
from government 
agency or health 

plan

Creates new 
incident

Forwards email or 
phone request to EC 

RA for incident 
creation

Views My Inbox for 
assigned incidents

Works on incident 
per use‐case

Adds private note 
with resolution

Fills in required 
fields

Communicates 
resolution to 

government agency 
or health plan

Associates new/
existing contact 

record

Assigns to original 
analyst

End

 

 

 



Covered CA – External Coordination Service Cloud Service Implementation                                                      Solution Definition 

 

Page 8 of 41 
 

2.1.1.4 Use	Case	3	–	External	–	Retired	Annuitants	(RA)	
 

External Coordination Incident Management Process – External Requests
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2.1.1.5 Use	Case	4	–	External	–	Analyst	
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EC Tier 3 – Analyst  ‐ CDPH (CA Dept. of 
Publish Health) 

‐ DHCS (Dept. of Health 
Care Services) 

‐ OPA (Office of Patient 
Advocacy) 

‐ Health Plans 

EC Tier 4 – Analyst  ‐ DMHC (Department of 
Managed Healthcare) 

EC Tier 5 – Analyst  ‐ SHOP 

EC Tier 6 ‐ RA  ‐ External Coordination  

EC Tier 7 – Manager  ‐ External Coordination  

 

2.1.4 New	Incident	by	EC	
At times, the External Coordination Team will need to create new incidents. See all External use cases. New incidents will be created from either 

1. The Analyst Dashboard by using the “New” button located in the ribbon bar: 

 

 
 

2. Or the File Menu 
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EC ‐ INT 
EC ‐ EXT 
EC ‐ SHOP                                             

EC‐Tier 3 

EC ‐ INT 
EC ‐ EXT 
EC ‐ SHOP 
EC ‐ EA                                             
EC ‐ DMHC 

Pull 2 at a time (Fill Inbox)  Access to Incident Management 
 

EC – Tier 4 

EC ‐ EXT 
EC ‐ INT 
EC ‐ SHOP 
EC ‐ EA                                                   
EC ‐ DMHC 

Manual Assignment  Access to Incident Management 
 

EC – Tier 5 

EC‐ SHOP 
EC ‐ INT 
EC ‐ EXT 
EC ‐ EA                                                
EC ‐ DMHC 

Manual Assignment  Access to Incident Management 

EC – Tier 6 

EC ‐ RA 
EC ‐ EXT 
EC ‐ INT 
EC ‐ EA 
EC ‐ SHOP 
EC ‐ DMHC 

Manual Assignment  Access to Incident Management 

EC – Tier 7 

EC ‐ MGR 
EC ‐ EA 
EC ‐ DMHC 
EC ‐ RA 
EC ‐ INT 
EC ‐ EXT 
EC ‐ SHOP 

Manual Assignment  Access to Incident Management 
Access to Management Report 
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2.4 Staff Accounts 

A staff member authorized to access an Oracle Service Cloud application, including user name, password, profile, group assignment, and email 

information. 

Covered CA admins to create users and decide on temporary password. 

 

2.5 Reports	&	Dashboards	

2.5.1 EC‐Manager	Navigation	Set	
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Service Request Statistics by 
Category Dashboard 

A dashboard comprised of the following reports where 

Category = EC Type 

 

‐ Incident Activity by Category 

 

Displays statistics about incidents associated 

with a specified date range. Statistics include the 

number of unassigned, assigned, and resolved 

incidents, and the number of responses, the RPI 

per incident, and the number of incidents that 

were re‐assigned. Incidents are included in this 

report if they were created during the date 

range specified in the report's parameters and 

were assigned to a group or staff member. 

 

‐ Incident Effectiveness by Category 

 

Displays statistics about incidents associated 

with a certain range of contacts or 

organizations, grouped by product or category. 

Statistics include the number of incidents, the 

RPA, FCRR, number of responses per product or 

category, and number of solves per product or 

category. Incidents are included in this report if 

they were created during the date range 

specified in the report's parameters and were 

assigned to a group or staff member. 

 

‐ Incidents Created by Category 
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Displays all incidents created in a specific time 

period and groups them by category. You can 

then drill down to the sub‐category level or 

products within categories. This report is useful 

for determining the categories most often used 

when end‐users submit an incident. This report 

also displays all the incidents created within the 

specified time period sorted by product. This 

report is useful for determining what products 

are generating the most questions and what 

those questions are. 
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Service Request Statistics 
Dashboard 

A dashboard comprised of the following reports: 

 

‐ Incident Activity 

 

Displays statistics about incidents associated 

with a specified date range. Statistics include the 

number of unassigned, assigned, and resolved 

incidents, and the number of responses, the RPI 

per incident, and the number of incidents that 

were re‐assigned. Incidents are included in this 

report if they were created during the date 

range specified in the report's parameters and 

were assigned to a group or staff member. 

 

‐ Incident Effectiveness 

 

Displays statistics about incidents associated 

with a certain range of contacts or 

organizations, grouped by product or category. 

Statistics include the number of incidents, the 

RPA, FCRR, number of responses per product or 

category, and number of solves per product or 

category. Incidents are included in this report if 

they were created during the date range 

specified in the report's parameters and were 

assigned to a group or staff member. 

 

‐ Incident Creation Rate 
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Displays statistics of new incidents created per 

hour of day, day of week, day of month, or 

month of year. The Incident Creation Rate 

report is useful for calculating an incident‐per‐

hour/day/month ratio and comparing it against 

other time periods. 

Agent Performance  Displays statistics about the number of incidents worked 

on during the specified time period by a staff member or 

group, and the average time spent working on the 

incidents. Use this report to determine the work 

efficiency of staff members and identify the average 

response time or solution time for each staff member. 

Agent Performance – Incidents 
not touched 

Same as Agent Performance only this shows incidents 

that have not been edited by the assigned user. 

EC Queue Activity  Reports on how many incidents are in each queue 

during a specified date range. You can view how many 

were assigned, resolved, and the number of responses 

for each incident, all grouped by queue. 

EC Queue Transitions  The report provides information about the number of 

times incidents transitioned between queues. 
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EC Agent Activity  Displays statistics about how agents have handled 

incidents during a specified time period. Included are 

statistics on how many incidents agents had assigned to 

them, how many were resolved, how many responses 

agents made, and their responses per assignment (RPA). 

Incidents are included in this report if they were initially 

assigned, responded to or reassigned during the date 

range specified in the report's parameters and were 

assigned to a staff member. Only incidents that were 

responded to by the agent are included in the report. 

Incidents that were assigned to the agent, but the agent 

did not send a response will not be counted. 

Group Activity  Displays by group the statistics about how agents have 

handled incidents during a specified time period. 

Included are statistics on how many incidents agents 

had assigned to them, how many were resolved, how 

many responses agents made, and their responses per 

assignment (RPA). Incidents are included in this report if 

they were initially assigned, responded to or reassigned 

during the date range specified in the report's 

parameters and were assigned to a staff member. Only 

incidents that were responded to by the agent are 

included in the report. Incidents that were assigned to 

the agent, but the agent did not send a response will not 

be counted. 

EC Incidents by Status  Displays all incidents assigned to EC by their Status. 

EC Incidents by Type  Displays all incidents assigned to the EC Queue by their 

EC Type. 
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EC Incidents by Carrier  Displays all incidents assigned to the EC Queue by the 

Carrier. 

EC Incidents by Action  Displays all incidents assigned to EC Queue by the Action 

taken. 

EC Incidents by Carrier by Type  Displays all incidents assigned to the EC Queue by 

Carrier and by EC Type. 

EC Analyst by Type  Displays all incidents assigned by Analyst and by Type. 

EC Analyst by Action  Displays all incidents assigned by Analyst and by Action 

taken. 

EC Incidents by Queue by Type  Displays all incidents assigned by Queue and by Type. 

EC Incidents by Queue by 
Action 

Displays all incidents assigned by Queue and by Action 

taken. 

EC Incidents by Carrier by 
Action 

Displays all incidents assigned to EC by Carrier and by 

Action taken. 

CalHEARS Ticket Data  Displays all incidents that contain CalHEARS Ticket data. 

Reports Explorer  The All Contacts report lists all the contacts in your 

database. You can filter the contacts or search for 

specific contact records. Each contact's email address, 

last name, first name, and opt‐in status are displayed. 

Contacts  All Contacts  The All Contacts report lists all the contacts in your 

database. You can filter the contacts or search for 

specific contact records. Each contact's email address, 

last name, first name, and opt‐in status are displayed. 

Quick Search  Incident Search  Quickly find an incident by reference number. 

Contact Quick Search  Quickly find a contact record First name, Last name, 

Email address, Phone, or Primary Case ID. 

  Answer Quick Search  Quickly find an Answer by phrase. 

2.5.2 Analyst	Navigation	Set	
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1 OVERVIEW  

1.1 Purpose 

The purpose of this Solution Design Document (SDD) is to define and illustrate the functional 
requirements that Covered CA Office of Consumer Protection (OCP) list and Oracle Service 
Cloud should support.  The document also serves as a reference and communication guide for the 
scope and direction of the implementation that is being completed for OCP.  The goal is for both 
OCP and CRM Admin teams to review and gain agreement on how Administrators, Managers, 
Analysts, and contacts are going to use the Service Cloud application and to make sure the use 
cases and requirements are defined up-front so the application can be configured and tested 
properly.    

 

1.2 Sign Off Approval 
 

______________________________________________________________ 

 

______________________________________________________________ 

 

______________________________________________________________ 

 

______________________________________________________________ 
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2 FOUNDATIONAL WORKFLOW 
An analyst will create an incident. Depending on the issue, the analyst will either resolve the issue or 

escalate for additional support within Covered California. The workflow for most business units is as 

follows: 

1. The analyst opens a new incident 

2. Workflow forces the analyst to select a contact from the Oracle Service Cloud application (CRM) 

a. If not found, a new contact is created 

3. Once a contact is selected a new incident opens with the contact information populated 

4. The analyst captures notes, sets a Type and either processes the incident or  re‐assigns the 

incident to another business unit. 

3 OCP 

3.1 Use Cases 

3.1.1 SCR creates incident: 

 Creates new incident 

 Select or created contact 

 Enters: 

o Complainant (will auto‐populate with contact name) 

o Subject 

o Type (Call Type): Consumer Protection / Fraud 

 Queue with auto‐change to Office of Consumer Protection 

 Status will stay Open 

 Assigned will auto update to [No Value] 

 Add notes/messages, as needed 

 Save & Close 

 Incident will populate on the OCP queue report 

3.1.2 OCP Analyst opens existing incident from OCP queue: 

 Open incident from OCP queue report list  

 Determine case type, update Case Details Tab 

 

o IF PO Referral = Yes THEN  

 Analyst contacts PO office 

 Ticket number is generated by PO office and shared with analyst 

 Enter Notes as needed 

 Status changed to Closed 

 Save & Close 

 

o IF ISO Referral = Yes THEN 

 Analyst contacts ISO office 
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 Ticket number is generated by ISO office and shared with analyst 

 Enter Notes as needed 

 Status changed to Closed 

 Save & Close 

 

o IF OCP Case = Yes THEN 

 Enter type of issue/allegation 

 Click the Create OCP Case button 

 Reselect the contact which will auto‐populate the Complaintant 

field 

 Enter Suspect(s) and Victim(s) if known 

 If Type of Issue/Alligation is “Program Complaint” THEN 

o Type of Program Complaint drop‐down menu will appear 

with the following choices: 

 1095A Issues 

 Website Concerns 

 Health Plan Concern 

 Password Reset 

 Other 

 Enter Date Received 

 To OCP Internal, select channel: 

o Email 

o Other 

o Phone 

o Mail 

o Queue 

 Enter the assigned OCP Case Investigation # 

o Format YYYY‐OCP‐#### 

 Numbers in sequence will be managed and 

assigned external to CRM. Not auto‐generated. 

 Enter Notes as needed 

 

3.1.3 OCP Analyst resolves case/incident: 

 From Case workspace 

o Select Case Result 

 Fraud 

 Non‐Fraud 

o Status = Closed 

o Save 

 Case workspace will close & the Incident workspace will open 

 Enter Notes as needed 

 Save 

 















Covered California:  CRM  Solution Design v1.0 

                        12 
 

Set R+R Appeals 
Queue 

Category changes  A new record is 
being created  
AND  Category in 
list Appeals  

Set Queue to R&R Appeals   

Set OCP Queue Category changes  A new record is 
being created  
AND  Category in 
list Consumer 
Protection / 
Fraud  

Set Queue to Office of Consumer 
Protection 

  

Show Tab The editor loads  The logged in 
account's profile 
in list 1 
CoveredCA Full 
Admin, Amberleaf 
Full Admin, Full 
Admin - katie  

Show Rules Hit by Incident tab   

Type of Issue 
Req'd 

The editor loads 
OR OCP Case 
changes 

 OCP Case equals 
Yes  

Make Type of Issue required Make Type of Issue 
optional 

Type of Program 
Complaint Req'd 

The editor loads 
OR Type of Issue 
changes 

 Type of Issue 
equals Program 
Complaint  

Make Type Of Program Complaint required 
AND Show Type Of Program Complaint 

Make Type Of Program 
Complaint optional AND 
Hide Type Of Program 
Complaint 

OCP Case Event Create OCP Case 
Button is clicked 

  Fire OCPCase named event AND Execute 
Save 

  

Hide R+R and E+E 
queue if type is not 
appeals 

Category changes  A new record is 
being created  
AND  Category 
not in list Appeals 

Set Queue to exclude 1095, 1095 Dispute, Follow Up - T1 
English, Follow Up - T1 Spanish, Lang Support - 
Cantonese, Lang Support - Vietnamese, Lang Support - 
Korean, Lang Support - Other, Web - Email English, Web - 
Request Form English, Web - Email Spanish, Web - 
Request Form Spanish, Contra Esca - English Sup, Contra 
Esca - Spanish Sup, Contra Esca - Manager, Contra Esca - 
Site Manager, Fresno Esca - Sup Prog Tech III Eng, 
Fresno Esca - Sup Prog Tech III Spanish, Fresno Esca - 
SSM I, Fresno Esca - SSM II, Sac Esca - Sup Prog Tech III 
Eng, Sac Esca - Sup Prog Tech III Spanish, Sac Esca - 
Sup Prog Tech III Lang, Sac Esca - SSM I, Sac Esca - SSM 
II, Back Office - QAQC Analyst, Back Office - T1 Ext 
Coord, Back Office - T2 Research, Back Office - T2 Ext 
Coord, Back Office - Supervisor, Support Service - T1 
Mail, Support Service - T2 Mail, Support Service - T1, 
CRT, General Queue, SHOP Tier 1 English, SHOP Tier 1 
Spanish, SHOP Email English, SHOP Request Form 
English, SHOP Email Spanish, SHOP Request Form 
Spanish, SHOP Mail/Fax, SHOP English Team Lead, SHOP 
Spanish Team Lead, SHOP Other Languages, SHOP 
Manager, SHOP Command Center, SHOP Sales Support, 
SHOP Complaints - English, SHOP Complaints - Spanish, 
SHOP COBRA, SHOP Financial Management, SHOP LMS, 
CEC General English, CEC General Spanish, CEC Manager, 
CEC Team Lead, Complaints - English, Complaints - 
Spanish, BO Agent, BO SHOP, Questions-Comments-Web, 
Call Back INDIVIDUAL, Call Back SHOP, Outreach Mailbox, 
Access to Care, Reinstatement, Report a Change (Baby or 
Adoption), Report a Change (All Other), Renewal, R&R 
Appeals, HQ Hearings, External Affairs, EC-EA, SCR, SCR 
Lead, EC-EXT, EC-DMHC, EC-SHOP, EC-RA, EC-MGR 
menu items 

  

show appeals 
button 

Category changes 
OR Assigned 
changes OR The 
editor loads 

 Category in list 
Appeals  AND  
Status not in list 
Closed  AND  ACA 
Appeal # is null  

Show Create Appeal Button   

Focus Appeal 
Details tab 

The editor loads 
OR Category 
changes 

 Category in list 
Appeals  

Focus Appeal Detail tab   

Show Appeals 
Button 

The editor loads  An existing 
record is being 
edited  AND  
Category in list 
Appeals  AND  
Appeal is null  

Show Create Appeal Button   
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Hide Appeal Button The editor loads  An existing 
record is being 
edited  AND  ID 
is not null  

Hide Create Appeal Button   

Appeal Event Create Appeal 
Button is clicked 

  Fire Appeal named event AND Execute 
Save 

  

Status of 
transferred, set 
new queue 

Status changes  Status equals 
Transferred  

Set Queue to No Value AND Make Queue 
required AND Set Assigned to No Value 
AND Make Assigned required 

Set Queue to Office of 
Consumer Protection 

Closed Status Rule Status changes  Status equals 
Closed  

Set Assigned to Logged in account   

Assigned To - Open Status changes OR 
Category changes 
OR The editor 
loads 

 Status equals 
Open  

Set Assigned to Logged in account   

Escalation: Appeals The editor loads 
OR Status changes 
OR Category 
changes 

 Status equals 
Escalated  AND  
Category in list 
General 
Information, 
General 
Information, 
Request 
Question, Status  

Set Queue to exclude 1095, 1095 Dispute, Follow Up - T1 
English, Follow Up - T1 Spanish, Lang Support - 
Cantonese, Lang Support - Vietnamese, Lang Support - 
Korean, Lang Support - Other, Web - Email English, Web - 
Request Form English, Web - Email Spanish, Web - 
Request Form Spanish, Contra Esca - English Sup, Contra 
Esca - Spanish Sup, Contra Esca - Manager, Contra Esca - 
Site Manager, Fresno Esca - Sup Prog Tech III Eng, 
Fresno Esca - Sup Prog Tech III Spanish, Fresno Esca - 
SSM I, Fresno Esca - SSM II, Sac Esca - Sup Prog Tech III 
Eng, Sac Esca - Sup Prog Tech III Spanish, Sac Esca - 
Sup Prog Tech III Lang, Sac Esca - SSM I, Sac Esca - SSM 
II, Back Office - QAQC Analyst, Back Office - T1 Ext 
Coord, Hotline, Back Office - T2 Ext Coord, Back Office - 
Supervisor, Support Service - T1 Mail, Support Service - 
T2 Mail, Support Service - T1, CRT, General Queue, SHOP 
Tier 1 English, SHOP Tier 1 Spanish, SHOP Email English, 
SHOP Request Form English, SHOP Email Spanish, SHOP 
Request Form Spanish, SHOP Mail/Fax, SHOP English 
Team Lead, SHOP Spanish Team Lead, SHOP Other 
Languages, SHOP Manager, SHOP Command Center, 
SHOP Sales Support, SHOP Complaints - English, SHOP 
Complaints - Spanish, SHOP COBRA, SHOP Financial 
Management, SHOP LMS, CEC General English, CEC 
General Spanish, CEC Manager, CEC Team Lead, 
Complaints - English, Complaints - Spanish, BO Agent, BO 
SHOP, Office of Consumer Protection, Questions-
Comments-Web, Call Back INDIVIDUAL, Call Back SHOP, 
Outreach Mailbox, Access to Care, Reinstatement, Report 
a Change (Baby or Adoption), Report a Change (All 
Other), Renewal, External Affairs, EC-EA, SCR, SCR Lead, 
EC-EXT, EC-DMHC, EC-SHOP, EC-RA, EC-MGR menu 
items AND Set Queue to Back Office - T1 Research 

  

Callback Date/Time 
Required 

Call Back changes  Call Back equals 
Yes  

Make Callback Date/Time required Make Callback 
Date/Time optional 

Set Date referred 
by OCP 

Status changes  Status equals 
Referred by OCP  

Set Date Referred by OCP to the time of 
the action plus 0 minute(s) 

  

If appeals make 
ocp fields read only 

Category changes  Category in list 
Appeals  

Make Type of Issue read only AND Make 
Type Of Program Complaint read only AND 
Make OCP Case read only 

Make OCP Case editable 
AND Make Type of Issue 
editable AND Make Type 
Of Program Complaint 
editable 

Hide OCP Button OCP Case changes  OCP Case equals 
No  

Hide Create OCP Case Button   

Hide OCP Button The editor loads  An existing 
record is being 
edited  AND  ID 
is not null  

Hide Create OCP Case Button   
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3.7 Reports 
 

Open Appeals LINKED – OCP 

 Report ID (tst3): 101591 

 Report ID (prod):___________ 

Open Incidents by Queue ‐ OCP 

 Report ID (tst3): 101588 

 Report ID (prod):___________ 

Open Incidents LINKED ‐ OCP 

 Report ID (tst3): 101589 

 Report ID (prod):___________ 

Contact Search .OCP 

 Report ID (tst3): 101579 

 Report ID (prod):___________ 

Contact by OCP Case 

 Report ID (tst3): 101564 

 Report ID (prod):___________ 

Incident Case ‐ OCP 

 Report ID (tst3): 101546 

 Report ID (prod):___________ 

Contact Search – OCP 

 Report ID (tst3): 101545 

 Report ID (prod):___________ 

OCP Incidents 

 Report ID (tst3): 101543 

 Report ID (prod):___________ 

Incidents by Queue ‐ OCP 

 Report ID (tst3): 101541 

 Report ID (prod):___________ 

Contact by OCP _Case 

 Report ID (tst3): 30224 

 Report ID (prod):___________ 
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4 APPENDIX A - WORKFLOW 

4.1 OCP Incident to Case WF 
 

 



 

1                                                        

 

 

 

 

 

 

 

Business Requirements 

Document (BRD) 

 

CR CC0115 

Ombudsman CRM 

(Phase I) 

  	



 

2                                                        

 

CRM	–	Service	Cloud		
Business	Requirements	Document	(BRD)		

Table	of	Contents	
Version Control ..................................................................................................................................................... 3 

Revision History ................................................................................................................................................ 3 

Executive Summary ............................................................................................................................................... 3 

Charter .............................................................................................................................................................. 3 

Overview ........................................................................................................................................................... 3 

Background ....................................................................................................................................................... 3 

Objectives.......................................................................................................................................................... 4 

Scope ..................................................................................................................................................................... 4 

Included in Scope .............................................................................................................................................. 4 

Excluded from Scope......................................................................................................................................... 4 

Constraints ........................................................................................................................................................ 4 

Stakeholders ..................................................................................................................................................... 4 

Business Requirements ......................................................................................................................................... 5 

Workspace Rules ............................................................................................................................................... 6 

Training Requirements ...................................................................................................................................... 6 

Appendix ............................................................................................................................................................... 7 

Ombudsman Contact Workspace ................................................................................................................. 7 

Ombudsman Incident Workspace................................................................................................................. 7 

Ombudsman Case Workspace ...................................................................................................................... 9 
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Outreach opt‐in  Yes‐Passive 

Assigned  Current User  

Incident ID  Not Ombudsman specific, auto populated to the 
next available sequential number. 
Format: YYMMDD‐###### 

Ombuds Case ID  This will auto‐populate once a Case is created and 
saved. Increments sequentially. 
Format: ## 
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Ombudsman	Case	Workspace	

 

 

 

 

 

 

 



OMB Incident Workspace 

 

 

OMB Case Workspace 

 



 

 

 



Create OMB Custom Object 

Object Designer > New > Package (OMB) 

Object Designer > New > Object (OMB_Case) 

 

 

 

NOTE: Create Menu Objects, then “Add New Field” to the OMB_Case object and select them from menu drop‐down  



Object Designer > New > Menu Only Object 

 

 



Object Designer > New > Menu Only Object 

 



Object Designer > New > Menu Only Object 

 



Object Designer > New > Menu Only Object 

 



Now, add Menu’s to OMB_Case object 

 



 

   



ADD Icon to Custom Object 

 

 

 

 



ADD Custom field to Incident Object 

Configuration > Database > Custom Fields > Incident 

1. Create new folder called OMB or Ombudsman 

2. Create new field: 

 

 



Create/Import Workspaces 

 

 

   



Create Script for workload selection 

 

 

 

 

 

 



Create Workflow 

 

Assign workflow to default Incident workspace in profile settings 

 


	Bidders Library - Final
	Front Page
	CRM Runbook
	Covered CA SCR - CRM Solution Definition Document
	Spanish Chats SDD v1.1 20150922
	Covered CA CRT - CRM Solution Definition Document
	SDD_SHOP_Phase 1
	KB Solution Design v0.2 - as delivered
	KB Solution Design_150602-- Covered CA -- CRM Support and KB Alignment
	External Affairs SDD v1.3 20160104
	Appeals Docs - Combined
	Covered CA External Coordination Oracle Service Cloud Solution Definition Document - v2
	SDD_OCP

	Omuds



